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1. Agency Description 

 

Founded in 1965 in Framingham, MA, SMOC is a nonprofit corporation with a 501 (C)(3) federal 

tax designation, a federally designated Community Action Agency (CAA) for the MetroWest 

region, and a certified Ch.40H statewide Community Development Corporation (CDC).   

 

SMOC’s mission is to improve the quality of life of low-income and disadvantaged individuals 

and families by advocating for their needs and rights; providing services; educating the 

community; building a community of support; participating in coalitions with other advocates and 

searching for new resources and community development partnerships. Central to our mission is 

working with individuals and families to maximize self-sufficiency and economic independence, 

especially for the most vulnerable in our society including those with disabilities and the homeless.  

 

To achieve its goals, SMOC administers over 60 major programs targeted to low-income 

individuals and families to assist them in their efforts to become self-sufficient and economically 

independent.  These programs include emergency, program enriched and low-income housing, 

Head Start and Child Care, Fuel Assistance, HEARTWAP, First-time Home Buyer, Rental 

Assistance, Individual and Family Shelter and Housing, High School Equivalency Diploma 

(HiSET, formerly known as the GED program), English as a Second Language (ESL), Workforce 

Development, Microloan Fund, WIC nutrition services, Behavioral Health, Substance Abuse 

Treatment, and Domestic Violence services. 

 

SMOC administers its programs through a diverse staff of 800 dedicated human service workers, 

volunteers and college interns. In FY19, SMOC served about 46,000 residents in more than 200 

communities across the Commonwealth. Our projected budget for FY2021 is approximately 

$116,000,000. Currently, SMOC has a variety of programs operating in the MetroWest region of 

the state as well as in the cities of Springfield, Worcester, and Lowell.   

 

SMOC owns and manages 161 buildings, including 1,793 units of affordable housing in 29 

communities statewide.  Included within this housing portfolio are many different emergency 

shelters, transitional housing for individuals and families, sober housing units and permanent 

affordable housing rentals. Housing programs are integrated with case management and 

connections to SMOC wraparound services. Services offered in the housing program are designed 

to assist residents in their efforts to achieve self-sufficiency and economic independence. 
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2. Community Profile 

 

Population Characteristics 

South Middlesex Opportunity Council, Inc. (SMOC) is the federally designated community action 

agency for ten communities in the MetroWest region of the state, an area approximately 20-30 

miles west of Boston. The cities and towns in our CSBG service area include the following - 

Ashland, Bellingham, Framingham (which became a city in 2017), Holliston, Hopkinton, 

Marlborough, Natick, Northbridge, Southborough and Wayland. With the exception of 

Northbridge, all the communities we serve are located in the MetroWest region of Massachusetts. 

Over the past years, SMOC has become affiliated with a number of agencies across the state - 

People in Peril Program in Worcester (2004, now known as the Greater Worcester Housing 

Connection), Open Pantry Community Services in Springfield (2009) and Lowell Transitional 

Living Center (2013) – and offers a variety of services and programs in these three communities.   

  

Our service area is a vibrant, highly educated, economic and employment hub boasting “over 72 

million square feet of office, lab, manufacturing, warehouse, and flex space, with office & life 

sciences properties growing by 16% in the last ten years” (495/MetroWest Partnership, Strength 

in Numbers: 2018 Edition, Demographic Data for the 495/MetroWest Region). The following top 

industries are predominant in the area: 

 

• Computer Systems Design and Related Services 

• Restaurants and Eating Places 

• Education and Knowledge Creation 

• Medical Service 

• Textile Manufacturing 

• Healthcare 

• Recreational and Small Electric Goods 

• Communication Equipment and Services 

• Distribution and E-Commerce Equipment 

• Electronic Power Generation and Transmission 

 

Table 2.1 below shows the population of our service area as well as Lowell, Springfield, Waltham 

(where we have a WIC office) and Worcester. All of the cities and towns experienced increases in 

population between 2010 and 2018. Of particular note are Hopkinton and Natick with increases of 

upwards of 10%, well above the state and national averages. It is evident from the data that there 

are, potentially, many people with a need for our services and programs. 
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Table 2.1: Population in SMOC Service Area and Select Cities 

 
 2010 Population  2018 Population  % Change in 

Population, 2010-2018 

 

Ashland 16,053 17,576 9.5 

Bellingham 16,017 17,016 6.2 

Framingham 67,339 71,649 6.4 

Holliston 13,431 14,634 9.0 

Hopkinton 14,474 17,178 18.7 

Lowell 105,089 111,249 5.9 

Marlborough 37,674 39,776 5.6 

Natick 32,443 36,083 11.2 

Northbridge 15,287 16,552 8.1 

Southborough 9,617 10,074 4.8 

Springfield 152,906 154,596 1.1 

Waltham 59,771 62,979 5.4 

Wayland 12,864 13,720 6.7 

Worcester 179,994 185,195 2.9 

Total 673,188 705,268 4.8 

Massachusetts 6,477,096 6,830,193 5.5 

USA 303,965,272 322,903,030 6.2 

Source:  US Census Bureau American Community Survey Demographic and Housing Estimates 2010, 2018 
 

The gender distribution of the population in our service area skews slightly more female, with 

the exception of Bellingham, and reflects the state and national data (Table 2.2). Across the 

board, the predominant race is White/Caucasian with Bellingham, Holliston and Northbridge 

registering the highest percentage as was the case in the last CARSP. Hopkinton’s population of 

White residents declined from 92.6% in 2011-2015 to 86.0% in 2018. Springfield registered the 

highest percentage of Black or African American resident, one in five. This has remained 

unchanged from the last needs assessment. Worcester also has a relatively high percentage of 

Black or African American residents. Almost one quarter of residents in Lowell are of Asian 

descent, slightly up from 21.5% last time around. Natick, Southborough, Wayland and Ashland 

also have significant proportions of Asian residents, upwards of ten percent.  

Our service area is also quite ethnically diverse when looking at people of Hispanic or Latino 

origins. Communities such as Springfield, Worcester, Lowell, Framingham and Marlborough all 

have significant Hispanic or Latino populations well above the state average, and national average 

in some instances. This is not surprising given their long history of attracting residents from Puerto 

Rico and immigrants from Brazil in particular, as well as other South American countries. 
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Table 2.2: Population by Gender, Race and Ethnicity in SMOC Service Area and Select Cities, 2018 

 
 Mal

e % 

Femal

e % 

Whit

e % 

Black or 

African 

America

n % 

America

n Indian 

and 

Alaskan 

Native % 

Asia

n % 

Native 

Hawaiia

n or 

Pacific 

Islander 

%  

Som

e 

Othe

r 

Race 

% 

Two 

or 

More 

Race

s % 

Hispani

c or 

Latino 

% 

Ashland 48.9 51.1 82.9 2.7 0.1 10.3 0 1.8 2.2 7.1 

Bellingham 51.4 48.6 93.5 1.7 0 1.1 0 1.3 2.4 2.7 

Framingham 49.0 50.1 71.4 7.2 0.5 8.4 0 8.8 3.7 15.8 

Holliston 48.5 51.5 91.8 1.3 0 4.4 0 0.5 2.0 4.0 

Hopkinton 49.0 51.0 86.0 1.8 0.2 9.7 0 0.5 1.7 2.6 

Lowell 50.1 49.9 60.9 7.4 0.6 23.2 0 5.6 2.3 18.8 

Marlborough 47.2 52.8 78.9 3.0 0.1 5.9 0.1 7.3 4.6 12.0 

Natick 48.8 51.2 81.8 1.7 0.1 13.2 0 1.4 1.8 4.1 

Northbridge 47.7 52.3 91.7 2.0 0.2 1.4 0 1.2 3.5 6.2 

Southborough 49.1 50.9 83.0 1.6 0 13.0 0 1.0 1.3 3.0 

Springfield 47.6 52.4 62.7 20.9 0.4 2.2 0 9.2 4.6 44.7 

Waltham 49.3 50.7 72.3 7.7 0.3 11.4 0 5.0 3.3 13.5 

Wayland 49.3 50.7 84.7 0.6 0 11.4 0.4 0.5 2.5 4.0 

Worcester 49.0 51.0 69.0 13.1 0.5 7.6 0 5.6 4.3 21.3 

Massachusett

s 

48.5 51.5 78.5 7.5 0.2 6.5 0 4.2 3.2 11.6 

USA 49.2 50.8 72.7 12.7 0.8 5.4 0.2 4.9 3.2 17.8 

Source: US Census Bureau American Community Survey Demographic and Housing Estimates 2010, 2018 

 

Bellingham has the highest percentage of veterans in our service area, it is also above both the 

state and national averages (Figure 2.1). Northbridge registered the second highest at 7.5% 

followed by Ashland. Most of the other communities were below the state and national averages. 

Figure 2.1: Population by Veteran Status in SMOC Service Area and Select Cities, 2018 
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Source: US Census Bureau American Community Survey Selected Social Characteristics 2018 

Except for the three cities of Lowell, Springfield and Worcester where we offer a variety of 

services and programs, the median age of the population in all the towns in our CSBG designated 

service area is comparable to the state median age of 39.4 (Table 2.3). The aforementioned cities 

have a slightly lower median age. The population is youthful overall except for Wayland, whose 

residents continue to have the oldest median age of 43.7, although it has declined from 46.5 three 

years ago. 

  

6.6

9.4

4.3

6.3

4.5
4.0

6.0

4.7

7.5

4.5
4.9

4.1 4.3
5.0

5.8

7.5

0

1

2

3

4

5

6

7

8

9

10

% Veteran Status-Civilian Population 18 years and 
over, 2018



8 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

Table 2.3: Percentage Distribution of Population by Age Category and Median Age in SMOC Service 

Area and Select Cities, 2018 

 

 Under 5 

Years 

5 to 

14 

15 to 

24 

25 to 

34 

35 to 

44 

45 to 

54 

55 to 

64 

65 to 

74 

75 

and 

over 

Median 

Age 

Ashland 6.3 13.1 9.9 11.5 15.2 14.2 14.9 9.8 5.0 41.4 

Bellingham 4.8 12.9 11.4 13.6 12.8 16.7 14.5 8.8 4.6 41.3 

Framingham 5.6 10.4 12.2 14.9 14.1 14.3 13.2 8.3 6.9 39.5 

Holliston 4.7 15.8 11.1 8.1 14.3 16.0 15.4 8.9 5.6 42.3 

Hopkinton 5.3 16.2 10.4 9.1 15.5 18.5 13.9 5.9 5.1 41.6 

Lowell 6.5 12.1 17.3 17.1 12.2 12.6 11.7 6.4 4.2 33.2 

Marlborough 5.7 10.5 11.7 15.0 13.7 15.9 13.4 8.8 5.2 40.2 

Natick 7.1 13.1 8.9 13.1 13.9 14.8 13.7 9.2 6.2 40.2 

Northbridge 8.3 10.8 12.7 11.9 12.2 15.2 14.0 8.4 6.7 40.0 

Southborough 6.4 14.9 12.8 7.7 10.9 18.6 14.6 7.4 6.5 42.7 

Springfield 6.5 14.5 17.5 14.1 11.9 11.9 11.4 7.1 5.2 33.0 

Waltham 5.0 7.6 19.9 19.6 12.7 10.5 11.0 7.2 6.4 33.9 

Wayland 6.5 14.3 11.4 6.9 13.0 15.5 14.4 9.4 8.6 43.7 

Worcester 5.2 10.8 18.7 16.3 11.5 12.8 11.6 6.8 6.3 34.4 

Massachusetts 5.3 11.2 13.9 14.1 12.2 14.0 13.4 9.0 6.9 39.4 

USA 6.1 12.7 13.5 13.8 12.6 13.2 12.8 8.8 6.4 37.9 

Source: US Census Bureau American Community Survey Demographic and Housing 2018 

 

 

The age dependency ratio is calculated by dividing the combined under 15 and 65 and over 

populations by the total 15 to 64 population and multiplying by 100. The larger the ratio, the greater 

the burden on the average adult as it means they have to support and meet the needs of their 

dependents. It is not surprising that Wayland has the highest age dependency ratio given that it has 

the highest median age (Figure 2.2). Waltham registered the lowest ratio which is a reflection of 

its relatively youthful population. With regard to our service area, Ashland, Holliston, Natick, 

Northbridge and Southborough all hover around the .50 mark. 
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Figure 2.2: Age Dependency Ratio 15 to 64 Years in SMOC Service Area and Select Cities, 2018 

 

 
 
Source: US Census Bureau, American Community Survey, Age and Sex, 2018 

 

Holliston, Hopkinton and Southborough have the highest percentage of households with own 

children under the age of 18 (Table 2.4). There is a wide variation in our service area with Waltham 

at the lowest end of the spectrum (19.9%). Many of our communities have significant proportions 

of female-headed households and again we can see a wide variation from Wayland at 4.2% to 

Springfield at almost 28%. The majority of these households are families with children under 18, 

and are particularly vulnerable given the higher incidence of poverty in these households. Across 

the board, male-headed households account for fewer than eight percent of households, with most 

reporting having children under the age of 18. 
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Table 2.4: Percentage Distribution of Population by Household Type in SMOC Service Area and Select 

Cities, 2018 

 
 Families 

With Own 

Children of 

the 

Householder 

Under 18 

Years Old 

Married 

Couple 

Families 

Married 

Couple 

Families 

With Own 

Children of 

the 

Householder 

Under 18 

Male 

Householder, 

No Wife 

Present, 

Family 

Male 

Householder, 

No Wife 

Present, 

Family - 

With Own 

Children of 

the 

Householder 

Under 18 

Female 

Householder, 

No Husband 

Present, 

Family 

Female 

Householder, 

No Husband 

Present, 

Family - With 

Own Children 

of the 

Householder 

Under 18 

Ashland 33.9 58.2 29.4 3.7 0.7 8.4 3.8 

Bellingham 29.0 57.3 23.7 4.2 1.8 6.8 3.5 

Framingham 26.7 49.3 19.0 4.1 1.5 10.8 6.2 

Holliston 40.0 70.3 35.6 3.5 1.3 5.9 3.1 

Hopkinton 39.9 73.1 36.5 1.0 0.2 8.4 3.1 

Lowell 28.6 35.1 14.7 7.5 2.6 19.7 11.3 

Marlborough 28.7 48.6 21.0 2.7 0.7 11.6 7.1 

Natick 33.3 57.8 29.0 1.8 0.6 7.7 3.7 

Northbridge 29.0 52.4 20.2 2.0 1.1 13.8 8.2 

Southborough 40.9 67.7 35.6 3.0 1.7 5.7 3.5 

Springfield 30.9 29.4 11.0 6.1 2.3 27.8 17.7 

Waltham 19.9 41.6 15.9 4.4 1.0 7.9 3.0 

Wayland 39.9 71.4 37.3 1.7 1.1 4.2 1.5 

Worcester 23.6 32.3 12.5 5.2 2.2 15.8 9.0 

Massachusetts 26.8 47.0 18.7 4.2 1.7 12.2 6.3 

USA 27.9 48.3 19.0 4.9 2.3 12.6 6.7 

Source: US Census Bureau, American Community Survey, Selected Social Characteristics, 2018 

 

Table 2.5 provides an overview of income and earnings in the communities we serve. Not 

surprisingly, Wayland is the wealthiest town in our service area across all but one of the metrics 

we looked at. Hopkinton registered slightly higher median earnings for females 16 years and 

over - $54,171 - compared to $52,312 for Wayland. 

It is an unfortunate fact that women’s median earnings continue to lag behind those of men. The 

gender pay gap has been well documented – in 2020, women in this country earn $0.81 cents for 

every dollar their male counterpart makes ((Payscale.com). Holliston, Hopkinton and Wayland are 

of particular concern as male earnings are almost double that of women. Again, the large cities 

fare poorly across the board as well as in relation to the state and national data. Within our CSBG 

service area, median earnings for Framingham are relatively low compared to other communities, 

even though they are comparable to the state median.  
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Table 2.5: Percentage Distribution of Population by Income and Earnings in SMOC Service Area and Select 

Cities, 2018 

 
 Per 

Capita 

Income 

($)  

 

Total 

Households - 

Median 

Household 

Income ($)  

 

Median 

Earnings 

for 

Workers 

($)  

 

Median Earnings 

in Past 12 

Months by Sex 

for the Population 

16 Years and 

Over - Male ($)  

 

Median Earnings 

in Past 12 Months 

by Sex for the 

Population 16 

Years and Over - 

Female ($)  

 

Median 

Income for 

Families 

with 

Children 

($)  

 

Ashland 52,652 121,406 62,629 72,605 50,041 160,758 

Bellingham 47,005 99,569 51,277 61,316 39,243 116,250 

Framingham 41,182 79,136 40,619 47,540 31,061 87,489 

Holliston 57,253 125,625 63,647 83,565 43,638 176,299 

Hopkinton 66,704 166,156 78,546 102,250 54,171 220,260 

Lowell 24,912 51,987 31,079 35,104 27,726 51,460 

Marlborough 40,677 79,228 41,792 51,064 33,515 97,568 

Natick 57,746 109,490 63,309 83,868 48,940 163,821 

Northbridge 37,236 78,230 42,272 52,851 32,920 94,265 

Southborough 65,613 145,079 60,344 77,571 45,711 185,875 

Springfield 20,544 36,730 26,821 29,840 25,242 32,206 

Waltham 41,107 85,677 41,224 44,856 37,099 111,814 

Wayland 81,107 174,330 79,580 106,680 52,312 237,155 

Worcester 26,919 46,407 31,945 36,343 28,082 50,425 

Massachusetts 41,794 77,378 41,476 49,982 35,051 101,368 

USA 32,621 60,293 33,439 40,168 28,269 71,048 

Sources: (1) US Census Bureau American Community Survey Selected Economic Characteristics 2018, (2) 

US Census Bureau American Community Survey Median Earnings in the Past 12 Months by Sex for the 

Population 16 Years and Over  

 
 

Poverty Profile 

As seen in our last community assessment, the incidence of poverty in our service area is below 

the state and national averages, with the exception of Lowell, Springfield, Waltham and Worcester 

(Table 2.6). Again, these metropolitan communities have significant levels of poverty. 

Framingham has the highest prevalence of poverty in our service area with one in ten people falling 

below the federal poverty line (FPL). Along with Northbridge, Framingham also has the highest 

incidence of poverty among families. This is also the case when looking at the various poverty 

thresholds. Given the city’s standing in relation to median earnings and income as well as the 

preponderance of female-headed households, these results are not surprising as the official poverty 

thresholds are based on household income. Individuals and families, especially female-headed 

households, need to earn enough money to be able to afford the basic necessities of life. The 

availability of living wage jobs for those people who are in the labor force and mainstream benefits 

for those unable to work should be the hallmarks of a robust poverty alleviation strategy. 

Affordable housing, childcare, transportation, education and training all have a direct impact on 

reducing the levels of poverty in our communities. It is also clear that raising the existing CSBG 

eligibility threshold from 125% to 200% of FPL will reach more people and make a greater impact 

on poverty alleviation across the board.  
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Table 2.6: Percentage Distribution of Population Below Federal Poverty Level in SMOC Service Area and 

Select Cities, 2018 

 
 % of People 

Whose 

Income in the 

Past 12 

Months is 

Below the 

Poverty 

Level  

 

% of Families 

Whose 

Income in the 

Past 12 

Months is 

Below the 

Poverty Level  

 

% of 

Individuals 

Below 125% 

of FPL 

 

% of 

Individuals 

Below 150% 

of FPL 

 

% of 

Individuals 

Below 185% 

of FPL 

 

% of 

Individuals 

Below 200% 

of FPL 

 

Ashland 3.7 2.4 5.0 6.2 9.3 10.1 

Bellingham 3.4 2.3 4.5 6.9 9.0 10.0 

Framingham 9.7 6.6 12.9 16.2 21.1 23.6 

Holliston 1.5 0.3 2.2 3.1 5.1 6.6 

Hopkinton 2.3 1.6 3.2 3.3 6.2 6.5 

Lowell 20.7 15.9 26.2 31.4 37.5 39.8 

Marlborough 6.3 4.6 9.1 13.3 17.4 18.9 

Natick 2.9 1.1 4.8 6.3 8.8 9.6 

Northbridge 7.3 6.6 9.3 11.2 13.1 14.6 

Southborough 3.7 2.0 4.6 5.5 7.4 7.9 

Springfield 28.6 24.5 36.4 42.6 50.0 53.3 

Waltham 10.9 6.3 12.9 15.1 19.1 21.1 

Wayland 3.0 1.7 3.6 4.7 5.5 5.7 

Worcester 21.1 15.9 30.8 38.1 41.2 56.5 

Massachusetts 10.8 7.5 16.9 21.3 23.2 35.5 

USA 14.1 10.1 23.0 29.3 31.9 48.2 

Source: 1. US Census Bureau American Community Survey Selected Economic Characteristics 2018. 

2. US Census Bureau American Community Survey Poverty Status in the Past 12 Months 

Poverty in the USA continues to have a female face regardless of city, town and zip code (Table 

2.7). In our service area, the percentage of people living in poverty is consistently higher for 

women than men, as was the case in our last needs assessment. This disparity is especially 

striking in Northbridge where the female rate is almost double the male rate. Programs and 

services have to be targeted to women and their families in order to make any meaningful 

impact. It is well documented that investing in women is an investment in families and 

communities as a whole.      
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Table 2.7: Percentage Distribution of Population Below Federal Poverty Level by Gender in SMOC Service 

Area and Select Cities, 2018 

 
 Male  

 

Female 

 

Ashland 3.4 3.9 

Bellingham 2.5 4.4 

Framingham 8.0 11.4 

Holliston 1.2 1.9 

Hopkinton 1.4 3.1 

Lowell 20.5 21.0 

Marlborough 5.0 7.5 

Natick 2.5 3.2 

Northbridge 5.1 9.4 

Southborough 2.8 4.5 

Springfield 25.3 31.7 

Waltham 10.0 11.8 

Wayland 1.2 4.8 

Worcester 19.1 23.1 

Massachusetts 9.6 11.9  

USA               12.8               15.3 

Source: US Census Bureau American Community Survey Poverty Status in the Past 12 Months of 

Families by Household Type or Number of Related Children Under 18 Years Old 
 

Childhood poverty continues to be widespread and of particular concern in our service area, 

especially in Framingham, Marlborough and Northbridge for children under 18 (Table 2.8). It is 

worse in the big cities of Lowell, Springfield, Waltham and Worcester where the numbers are 

staggering. The state and national data are equally troubling even though there has been a decline 

across the board since the last community needs assessment. It is imperative to continue and 

expand social safety net programs that benefit children and families such as WIC, SNAP, child 

care subsidies and subsidized housing programs, among others. Poverty levels among the 

population 65 and over are relatively high, particularly in our service area communities of 

Bellingham, Framingham and Northbridge, and warrant targeted interventions.   
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Table 2.8: Percentage Distribution of Population Below Federal Poverty Level by Age Category in SMOC 

Service Area and Select Cities, 2018 

  
Under 5 Years 5 to 17 years  18 to 34 years  35 to 64 years  65 years and over  

Ashland  4.6 2.6 4.4 3.1 5.1 

Bellingham 3.9 2.8 2.7 2.3 9.0 

Framingham 12.9 12.4 9.9 8.7 8.4 

Holliston  0 0.5 2.3 1.1 4.2 

Hopkinton  0 2.1 3.2 1.8 4.7 

Lowell  29.6 25.1 22.9 16.9 16.2 

Marlborough  2.3 8.4 7.7 5.6 5.6 

Natick  2.5 0.8 5.1 2.4 4.0 

Northbridge  14.6 5.1 8.5 5.4 9.5 

Southborough  0 3.4 11.5 1.7 3.6 

Springfield  40.3 42.3 27.2 24.7 16.0 

Waltham 19.2 10.3 16.5 6.1 9.4 

Wayland 0.8 0.6 7.3 3.1 3.4 

Worcester  28.1 29.9 24.4 16.6 14.8 

Massachusetts 15.3 13.4 13.6 8.3 9.0 

United States 21.5 18.8 17.2 10.9 9.3 

Source: US Census Bureau American Community Survey Poverty Status in the Past 12 Months 

 

Minorities continue to be disproportionately affected by poverty (Table 2.9). Systemic racism and 

its associated policies such as redlining, a racially biased criminal justice system, racial profiling, 

health disparities and predatory pay day loan schemes all contribute to increasing the incidence of 

poverty, particularly in African American communities across the country. Poverty levels among 

American Indian and Alaskan Natives are significant in Framingham, Lowell, Springfield and 

Worcester, again a direct result of persistent racist policies and practices. The situation is the same 

for people of Hispanic or Latino origin across many of the communities in our service area. The 

high percentage recorded for Native Hawaiian and Other Pacific Islanders living in Marlborough 

can be attributed to their relatively low number in the overall population. 
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Table 2.9: Percentage Distribution of Population Below Federal Poverty Level by Race and Ethnicity in 

SMOC Service Area and Select Cities, 2018 

  
White Black or 

African 

American  

American 

Indian and 

Alaska 

Native 

Asian  Native 

Hawaiian and 

Other Pacific 

Islander  

Some 

other 

race  

Two 

or 

more 

races  

Hispanic or 

Latino 

origin (of 

any race) 

Ashland  3.3 19.3 0 3.6 - 1.5 2.6 2.4 

Bellingham 3.7 0.3 - 0 - 0 0 8.4 

Framingham 7.9 23.5 38.3 7 0 12.3 13.0 17.5 

Holliston  1.4 0 - 2.4 - 0 5.4 2.3 

Hopkinton  2.2 3.3 0 0.1 - 65.9 0.7 17.2 

Lowell  18.7 22.8 33.4 17.4 0 50.4 25.3 39.8 

Marlborough  5.8 3.4 0 6.7 100.0 9.6 8.6 8.5 

Natick  2.2 12.8 3.8 4.8 0 3.9 9.7 5.3 

Northbridge  7.6 10.7 0 12.3 0 0 0 8.6 

Southborough  3.1 35.9 - 3.1 - 1.0 12.6 10.7 

Springfield  27.7 21.3 43.7 28 0 49.9 31.0 43.1 

Waltham 7.6 11.5 9.3 23.3 - 29.2 13.0 23.3 

Wayland 3.3 6.2 - 0.7 0 14.9 0.6 2.4 

Worcester  20.7 19.6 28.1 17.9 31.8 28.0 28.1 33.3 

Massachusetts 8.5 19.7 22.2 13.8 14.3 26.8 17.5 26.6 

United States 11.6 24.2 25.8 11.5 18.3 22.6 17.5 21.0 

Source: US Census Bureau American Community Survey Poverty Status in the Past 12 Months 

 

 

It is well documented that education is a major determinant of poverty status. The higher your 

level of education the higher your chances of getting a job with above average living wages and, 

consequently, the lower your chances of falling below the federal poverty level. Table 2.10 

reveals how educational attainment impacts the incidence of poverty. Not surprisingly, people 

who haven’t graduated high school are the most likely to be poor. Even a high school diploma 

can significantly reduce the incidence of poverty so it is imperative that attention is paid to 

reducing dropout rates, especially among minority and other disadvantaged and vulnerable 

populations.  
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Table 2.10: Percentage Distribution of Population At or Below Federal Poverty Level by Educational 

Attainment in SMOC Service Area and Select Cities, 2018 

 
 % Total Population 

by Educational 

Attainment - Less 

than HS Graduate  

 

% Total Population by 

Educational 

Attainment - HS 

Graduate (includes 

equivalency)  

 

% Total Population by 

Educational 

Attainment - Some 

College, Associate's 

Degree  

 

% Total Population 

by Educational 

Attainment - 

Bachelor's Degree or 

Higher 

 

Ashland 14.7 6.7 5.6 1.3 

Bellingham 15.2 6.0 2.6 1.6 

Framingham 23.0 13.8 8.7 3.1 

Holliston 27.8 3.4 2.3 0.3 

Hopkinton 12.3 4.9 3.0 1.5 

Lowell 31.1 18.6 11.6 7.8 

Marlborough 8.7 6.7 7.1 3.2 

Natick 12.2 5.6 4.6 1.5 

Northbridge 15.8 10.4 7.8 1.1 

Southborough 0 10.9 3.9 0.7 

Springfield 42.8 20.7 19.8 8.9 

Waltham 24.0 9.7 8.5 4.8 

Wayland 10.1 11.6 7.0 2.7 

Worcester 33.5 19.2 14.2 9.0 

Massachusetts 24.8 11.9 8.7 4.1 

USA 2.5 13.9 9.9 4.4 

Source: US Census Bureau American Community Survey Median Earnings in the Past 12 Months by 

Educational Attainment for the Population 25 Years and Older 

 

“Effective public policy can help remove obstacles along the road to opportunity, and good jobs 

play a central role in paving that road. Yet too many jobs in today’s economy do not pay enough 

for working families to keep food on the table, keep a roof overhead, and save for college and 

retirement. Why does a family’s hard work no longer pave the road to opportunity?” (Nancy 

Wagman, Massachusetts Budget and Policy Center. “Obstacles on the Road to Opportunity: 

Finding a Way Forward.” Commissioned by MASSCAP. May 9, 2018, Updated December 15, 

2019.) 

 

As displayed in Figure 2.3 below, there are significant proportions of employed people at or 

below the federal poverty line in our communities, as well as across the state and country as a 

whole. In Marlborough, almost half of employed persons are considered poor. Northbridge is at 

the lowest spectrum but is still of concern as one in seven employed people are poor. Such data 

buttresses the argument that people have to be paid living wages so they can support themselves 

and their families. MIT’s living wage calculator assumes that the sole provider in a household 

works full time, defined as 2,080 hours per year. Individual expenses that go into the calculation 

of the living wage estimate include food, childcare, medical, housing, transportation, other, 
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required annual income after taxes, taxes and required annual income before taxes. Living wage 

estimates vary by family size, composition, and the current location.  

Annual salaries vary by occupational area with highly skilled professions attracting higher 

earnings.  

 

Figure 2:3: Percentage Distribution of Population At or Below Federal Poverty Level, Employed in 

SMOC Service Area and Select Cities, 2018 

 

 

Source: US Census Bureau American Community Survey Poverty Status in the Past 12 Months of 

Individuals by Employment status 2018 

 

It is very common for families to speak a language other than English in their homes. When 

looking at the data, it is clear that Framingham, Lowell, and Springfield are the top locations 

where families speak a language other than English in their homes (Table 2.12). It is also shown 

that in those locations people that speak a language other than English are able to speak English 

but less than very well. We are able to see the least number of foreign speakers in Bellingham 

and Northbridge. When looking at Framingham, Lowell, and Waltham you can see the 

substantial number of foreign-born residents as well. Of those who are foreign born, it is a pretty 

close split between individuals who have become citizens and those who have not. In 

Massachusetts, the percentage of foreign-born naturalized citizens is slightly higher than that of 

non-citizens while the opposite is the case nationally.  
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Table 2.12: Percentage Distribution of Language Spoken At Home and US Citizenship in SMOC Service 

Area and Selected Cities, 2018 

 Language 

Spoken 

At 

Home-- 

Language 

Other 

Than 

English 

Language 

Spoken At 

Home--

Language 

Other Than 

English – 

Speak 

English 

Less than  

“very well” 

Place of 

Birth--

Total 

Population-

-Foreign 

Born 

 

US 

Citizenship 

Status--

Foreign-

Born 

Population--

Naturalized 

Citizens 

 

US 

Citizenship 

Status--

Foreign-

Born 

Population--

Not a Citizen 

 

Ashland 25.6 7.4 21.3 56.6 43.4 

Bellingham 7.9 2.8 6.5 62.6 37.4 

Framingham 39.5 12 28.4 41.4 58.6 

Holliston 9.9 1.9 8.9 49.7 50.3 

Hopkinton 11.7 2.3 10.4 58.9 41.1 

Lowell 43.5 20.7 28.3 50.6 49.4 

Marlborough 33.2 12.6 24.3 42.2 57.8 

Natick 20.9 5.6 18.3 45.3 54.7 

Northbridge 8.7 1.7 5.3 52.8 47.2 

Southborough 17 3.4 16.2 64.2 35.8 

Springfield 38.9 14.5 9.8 49.8 50.2 

Waltham 33.6 12.3 28.4 38.1 61.9 

Wayland 17.7 3.8 13.8 73.3 26.7 

Worcester 33.9 16.8 21.3 49.2 50.8 

Massachusetts 23.6 9.2 16.5 52.8 47.2 

USA 21.5 8.5 13.5 48.8 51.2 

Source: US Census Bureau American Community Survey Selected Social Characteristics 2018 

 

Overall the size of the labor force has continued to grow throughout the SMOC service area 

(Table 2.13). The largest labor force is located in Worcester and the smallest in Southborough. 

Although the labor force has steadily increased, this has not diminished the rate of 

unemployment. Overall, we are able to see lower unemployment for White individuals. The 

lowest of those numbers tends to be in Wayland at 0.9% and Ashland at 2.4%. Racial disparities 

in unemployment rates continue to persist, especially for Black or African American people. The 

high percentage recorded for the American Indian and Alaskan Native population living in 

Marlborough can be attributed to their relatively low number in the overall population.    
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Table 2.13:  Labor Force and Unemployment Rates By Race in SMOC Service Area and Selected Cities, 

2018 

 Labor 

Force 

Unemployment 

Rate 

White 

 

Black or 

African 

American 

 

American 

Indian and 

Alaskan 

Native 

 

Asian 

 

Native 

Hawaiian 

and 

Other 

Pacific 

Islander 

 

Some 

Other 

Race 

 

Two 

or 

More 

Races 

 

Hispanic/ 

Latino 

 

Ashland 11,026 1.9 2.4 6.3 0.0 4.9 NA 0.0 6.9 0.0 

Bellingham 10,640 2.8 4.7 13.6 NA 10.6 NA 69.3 0.0 38.5 

Framingham 41,622 2.0 4.4 11.5 0.0 3.4 0.0 9.6 2.6 7.6 

Holliston 7,849 2.2 2.9 27.8 NA 5.6 NA 0.0 0.0 0.0 

Hopkinton 9,238 2.0 3.9 25.0 NA 4.9 NA NA 0.0 4.6 

Lowell  57,504 3.2 7.8 6.6 12.6 5.3 0.0 4.8 13.1 14.2 

Marlborough  24,311 2.4 4.0 5.8 69.7 5.1 0.0 9.0 5.0 4.4 

Natick  21,160 1.9 3.6 1.2 0.0 1.2 0.0 0.0 7.5 0.2 

Northbridge  9,477 3.1 3.7 26.5 0.0 12.1 NA 0.0 0.0 0.0 

Southborough  5,607 1.9 4.0 0.0 NA 1.6 NA 0.0 28.8 0.0 

Springfield  66,353 4.8 8.3 11.4 23.3 9.6 48.9 16.3 12.2 13.6 

Waltham  38,769 2.1 3.1 4.4 0.0 12.6 0.0 3.5 4.7 4.4 

Wayland 7,463 2.0 0.9 0.0 NA 2.2 0.0 0.0 8.1 7.4 

Worcester 95,113 3.0 6.0 8.0 6.1 6.1 0.0 9.6 10.2 8.1 

Massachusetts 8,821,202 2.8 4.8 9.2 10.8 5.1 6.6 9.0 7.6 8.5 

USA 90,500,000 3.9 4.9 10.4 11.1 4.6 7.5 7.1 8.5 6.7 

Sources: (1) Massachusetts Department of Unemployment Assistance 2018, (2) US Census Bureau American 

Community Survey Employment Status for the Population 16 Years and Over by Race 2018 

 

When looking at the data for the SMOC service area, Springfield overall has the lowest median 

gross rent regardless of the number of bedrooms (Table 2.14). Springfield’s rental prices are 

hundreds of dollars below not only the Massachusetts average but also the United States average. 

When looking at rental prices that are higher than average, Wayland stands out. Due to lack of 

data for a one bedroom in Wayland, Hopkinton is shown as having the highest median rent.  

  



20 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

Table 2.14: Median Gross Rent by Number of Bedrooms in SMOC Service Area and Selected Cities, 

2018 

 Median Gross Rent 

by # of Bedrooms ($) 

- 1 Bedroom 

 

Median Gross Rent by 

# of Bedrooms ($) – 2 

Bedrooms 

 

Median Gross Rent 

by # of Bedrooms ($) 

- 3 Bedrooms 

 

Ashland 1,010.00 1,498.00 2,369.00 

Bellingham 808.00 1,363.00 1,739.00 

Framingham 1,192.00 1,500.00 1,657.00 

Holliston 817.00 1,377.00 - 

Hopkinton 1,689.00 1,880.00 1,540.00 

Lowell  837.00 1,180.00 1,310.00 

Marlborough  1,216.00 1,552.00 1,486.00 

Natick  1,290.00 1,769.00 2,124.00 

Northbridge  712.00 1,041.00 1,065.00 

Southborough  549.00 1,417.00 1,531.00 

Springfield  472.00 889.00 1,045.00 

Waltham 1,249.00 1,750.00 1,930.00 

Wayland - 2,129.00 2,750.00 

Worcester 839.00 1,121.00 1,182.00 

Massachusetts 982.00 1,310.00 1,380.00 

USA 874.00 1,002.00 1,168.00 

Source: US Census Bureau American Community Survey Median Gross Rent by Bedrooms 2018 

 

It is known that the larger the population the more housing units necessary. This leaves no 

surprise that urban areas such as Worcester and Framingham have much more housing units in 

comparison to suburban areas such as Wayland or Southborough (Table 2.15). Followed by the 

number of units, we are also able to see that in these suburban areas there is higher home 

ownership and less rental occupancy, whereas in urban areas these numbers tend to be closer to 

half and half. Renters however are more likely to experience a burden of paying 30% or more of 

their income on housing costs overall. Lastly, subsidized housing inventory is more common in 

urban areas as well, and scarcer in suburban areas. This typically attracts those in need towards 

urban areas where they can receive the assistance necessary.  
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Table 2.15: Occupancy Status, Price Burden, and Subsidized Housing in SMOC Service Area and 

Selected Cities, 2018 

 Total 

Housing 

Units 

Occupied 

Housing 

Units - % 

Owner-

Occupied 

Housing 

Units 

 

Occupied 

Housing 

Units - % 

Renter-

Occupied 

Housing 

Units 

 

% 

Homeowners 

with 

Mortgage 

Paying ≥ 

30% Income 

to Housing 

Costs 

 

% 

Renters 

Paying ≥ 

30% 

Income 

to 

Housing 

Costs 

 

% 

Subsidized 

Housing 

Inventory 

Ashland 6,917 81.6 18.4 25 43.4 6.2 

Bellingham 6,808 83.0 17.0 22.7 38.3 8.7 

Framingham 29,332 55.1 44.9 31.2 49.4 10.5 

Holliston 5,329 89.8 10.2 22.2 52.9 4.6 

Hopkinton 6,344 83.1 16.9 20.2 52.1 14.2 

Lowell  41,303 42.4 57.6 32.4 55.3 12.5 

Marlborough  17,084 57.1 42.9 32.1 45 11.4 

Natick  15,046 71.0 29.0 26.5 42 10.4 

Northbridge  6,491 62.8 37.2 23 44.2 7.4 

Southborough  3,614 89.6 10.4 29.7 45.2 13.7 

Springfield  62,359 45.8 54.2 37.5 61.3 16.6 

Waltham 25,299 50.3 49.7 32.9 43.3 7.4 

Wayland 5,265 89.4 10.6 25.8 38.2 5.1 

Worcester 77,920 41.9 58.1 33.3 54.8 13.4 

Massachusetts 
2,882,739 62.3 37.7 30.8 49.9 9.7 

USA 136,384,292 63.8 36.2 28.7 50.2 NA 

Source: US Census Bureau American Community Survey Selected Housing Characteristics 2018 

 

Urban areas are well known to house those in need. This more often than not means individuals 

receiving assistance. We are able to see in Table 2.16 below that in locations such as Lowell, 

Springfield, and Worcester, benefits such as SNAP, TAFDC, and Cash Public Assistance are 

more common. When it comes to Social Security, the percentage of people receiving this benefit 

tends to be around 25 to 30 percent. Again, the population receiving Social Security Income is  

higher in urban areas compared to other areas.  
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Table 2.16: Income and Benefits in SMOC Service Area and Selected Cities, 2018 

 Social 

Security % 

Social 

Security 

Income% 

Cash Public 

Assistance 

% 

SNAP %  TAFDC # # People 

Enrolled in 

MassHealth  

 

Ashland 26.1 3.3 1.2 4.2 37 2783 

Bellingham 26.3 1.7 2 7.4 51 2678 

Framingham 25.7 4.5 2.9 10 517 22819 

Holliston 24.2 2.4 0.9 2.7 22 1465 

Hopkinton 18.9 2.4 1.4 2.5 11 1198 

Lowell  25 12.6 4.6 23.2 2110 55872 

Marlborough  25.9 3.6 2 8.6 217 12181 

Natick  25.5 2.3 1.1 2.8 38 4336 

Northbridge  31.8 3.7 2.8 9.9 76 3839 

Southborough  25.3 2.4 1.5 2.5 0 753 

Springfield  32.3 20.3 7.7 37.5 8284 100733 

Waltham 25.5 3.2 1 6.1 220 14585 

Wayland 32.6 1.7 1 1.9 0 938 

Worcester 28.5 11.2 5.4 22.2 4022 90692 

Massachusetts 29.9 6.2 2.7 12 61,688 1,903,835 

USA 30.0 5.4 2.5 12.2 NA NA 

Source: US Census Bureau American Community Survey Selected Economic Characteristics 2018 

 

Based on the 2019 Massachusetts WIC Program Needs Assessment, a high percentage of 

residents of urban areas receive WIC benefits compared to people living in suburban areas 

(Table 2.17). The largest numbers across the board are in Springfield, Worcester, and Lowell. 

These numbers tend to be higher not only due to the need, but also the increase in eligible clients, 

and population. When looking at Southborough and Wayland we see very small numbers of 

active clients compared to the thousands of clients in urban areas.  
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Table 2.17: 2019 WIC Needs Assessment 

City/Town Eligible 

Women 

Eligible 

Infants 

Eligible 

Children 

Eligible 

Total 

Active 

WIC 

Women 

Active 

WIC 

Infants 

Active 

WIC 

Children 

Active 

WIC 

Total 

% Elig. 

Served 

Women 

% 

Elig. 

Served 

Infants 

% Elig. 

Served 

Children 

% 

Elig. 

Served 

Total 

Ashland 67 40 176 283 33 28 74 135 49.3% 70.0% 42.0% 47.7% 

Bellingham 76 45 162 283 27 35 51 113 35.5% 77.8% 31.5% 39.9% 

Framingham 749 449 1,739 2,937 318 309 758 1,385 42.5% 68.8% 43.6% 47.2% 

Holliston 33 19 78 130 11 12 23 46 33.3% 63.2% 29.5% 35.4% 

Hopkinton 29 17 53 99 9 8 15 32 31.0% 47.1% 28.3% 32.3% 

Lowell 1,784 1,070 4,308 7,162 882 938 2,307 4,127 49.4% 87.7% 53.6% 57.6% 

Marlborough 383 229 891 1,503 180 182 437 799 47.0% 79.5% 49.0% 53.2% 

Natick 73 43 216 332 29 26 70 125 39.7% 60.5% 32.4% 37.7% 

Northbridge 76 45 284 405 41 52 128 221 53.9% 115.6% 45.1% 54.6% 

Southborough <20 <10 32 57 3 3 6 12 NA NA 18.8% 21.1% 

Springfield 2,973 1,783 7,188 11,944 1,581 1,616 4,240 7,437 53.2% 90.6% 59.0% 62.3% 

Waltham 267 280 1,083 1,830 222 208 517 947 47.5% 74.3% 47.7% 51.7% 

Wayland <20 <10 23 48 4 3 6 13 NA NA 26.1% 27.1% 

Worcester  2,601 1,560 6,437 10,598 1,449 1,399 3,579 6,427 55.7% 89.7% 55.6% 60.6% 

Source: Massachusetts WIC Program Needs Assessment 2019 

 

The uninsured population is calculated by estimating the number of persons eligible for health 

insurance (generally those under 65) minus the estimated number of insured persons (Blue Cross 

Blue Shield of MA Foundation, 2013 to 2017). Massachusetts instituted universal health 

insurance coverage in 2006 and is near 100% coverage. In our service area (Table 2.18), the vast 

majority of residents are covered by health insurance. Framingham shows the highest percentage 

of uninsured people which could be attributed to a higher incidence of poverty, lower income, 

higher immigrant populations, and lower rates of English proficiency to name a few factors. 

Table 2.18: Health Insurance Data in SMOC Service Area 

City/Town Population 

(2010 Census) 

% of Uninsured No. of Uninsured 

Ashland 17,567 2.0 351 

Bellingham 17,016 2.5 425 

Framingham 39,149 7.4 2,897 

Holliston 14,634 2.0 293 

Hopkinton 17,178 0 0 

Marlborough 39,776 3.0 1,193 

Natick 35,763 2.0 715 

Northbridge 6,311 2.0 126 

Southborough 9,486 3.0 285 

Wayland 13,970 1.0 140 

Source: Blue Cross Blue Shield of MA Foundation, 2013-2017 
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As the opioid crisis continues, we are still able to see its effects in urban areas. Based on the data 

shown in Table 2.19, we see that areas such as Worcester, Springfield, and Lowell have the 

highest number of opioid-related deaths. We also see lower numbers in our service area, 

including Southborough with no opioid deaths, and Wayland, Ashland and others with just single 

digit reports. When it comes to low birth weights, Northbridge has the highest rate, followed by 

Springfield and Lowell. These rates appear lower in Bellingham and Holliston. Water 

Fluoridation also tends to be common in the communities we serve. Lead screenings are also 

being performed in areas where lead paint still exists. This is something to be expected in low-

income areas as well as some urban areas where housing quality may not be up to standard. As 

shown, we see the most screenings in Worcester and Springfield, with lower numbers in 

Southborough and Holliston.  

Table 2.19: Health Indicators in SMOC Service Area and Selected Cities, 2018 

 # Opioid-

Related 

Overdose 

Deaths 

(2017) 

 

% Resident 

Births - Low 

Birth Weight 

 

Water 

Fluoridation 

(As of 2014) 

 

# Lead 

Screenings 

(As of 2016)  

 

% Lead 

Screenings 

(As of 2016) 

 

Ashland 4 5.9 No  555  72.0 

Bellingham 4 3.8 No  347  49.0 

Framingham 8 8.4 Yes  2110  67.0 

Holliston 3 4.1 Yes  328  85.0 

Hopkinton 3 8.2 No  442  99.9 

Lowell  52 9.3 Yes  3918  74.0 

Marlborough  4 7.6 Yes  1177  68.0 

Natick  7 4.7 Yes  1021  74.0 

Northbridge  4 11.0 No  394  58.0 

Southborough  0 NA Yes  253  99.9 

Springfield  38 9.6 No  5121  70.0 

Waltham 15 6.7 Yes 1591 70.0 

Wayland 2 NA Yes  386  99.9 

Worcester 79 7.5 Partial  5929  73.0 

Massachusetts 1,944 7.5 Partial 175,354 77.0 

Source: (1) Massachusetts Responds to the Opioid Epidemic 2018, (2) Kids Count 2018 

 

As a population grows, the number of school enrollments increases in a specific area. When 

looking at the data in Table 2.20, Framingham, Waltham, and Natick have the highest school 

enrollment numbers. Smaller areas such as Southborough and Northbridge tend to see lower 

enrollments due to smaller population and town sizes. With higher populations typically comes 

more diversity in the school district. For Marlborough, Waltham, and Framingham, English is 

not the first language of nearly half of the students. Areas with higher populations also tend to 

see more students with disabilities and high needs compared to those with lower populations. 
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Lastly, Waltham, Marlborough, and Framingham have the highest percentage of students who 

are economically disadvantaged.  

Table 2.20: Education Related Data in SMOC Service Area and Selected Cities, 2018 

 

Total 

Enrollment 

# 

First 

Language 

Not 

English % 

English 

Language 

Learner 

% 

Students 

With 

Disabilities 

% 

High 

Needs 

% 

Economically 

Disadvantaged 

% 

Ashland 2,845 22.7 5.4 16.5 31.7 13.0 

Bellingham 2,223 4.2 1.6 19.3 34.7 19.0 

Framingham 8,822 45.0 22.4 22.9 58.6 33.0 

Holliston 2,889 9.2 2.2 16.6 24.3 6.7 

Hopkinton 3,685 9.8 5.4 12.5 21.9 4.5 

Marlborough 4,657 48.8 23.6 16.9 61.1 34.9 

Natick 5,540 11.0 3.6 14.2 24.2 9.1 

Northbridge 2,077 4.7 2.4 15.3 39.1 29.4 

Southborough 1,273 13.4 6.1 15.6 26.8 5.5 

Waltham 5,633 47.9 22.7 15.5 54.2 33.7 

Wayland 2,695 11.2 4.5 18.7 26.5 5.7 

Total Service 

Area 36,706 23.95% 10.83% 17.86% 39.90% 19.14% 

Source: School District Data 2018 

  

When looking at the diversity in enrollment rates across school districts, the student population 

in Bellingham, Holliston, and Northbridge is over three quarters White, leaving little room for 

diversity (Table 2.21). Places such as Waltham and Marlborough have a White enrollment rate 

close to forty percent. Waltham has the highest Black or African American enrollment followed 

by the second highest Hispanic enrollment, and Marlborough has the highest Hispanic 

enrollment overall. 
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Table 2.21: Education Data in SMOC Service Area and Selected Cities, 2018 

Source: School District Data 2018 

  

 

Total 

Enrollment 

# 

% Total 

Enrollment 

- White 

% Total 

Enrollment 

- African-

American 

% Total 

Enrollment 

- Native 

American 

% Total 

Enrollment 

- Asian 

% Total 

Enrollment - 

Native 

Hawaiian/Pacific 

Islander 

% Total 

Enrollment 

- Multi-

Race, Non-

Hispanic 

% Total 

Enrollment 

- Hispanic 

Ashland 2,845 67.1 2.5 0.6 14.8 0.0 3.2 11.7 

Bellingham 2,223 88.2 1.9 0.1 2.7 0.4 2.1 4.5 

Framingham 8,822 55.7 7.6 0.1 4.9 0.1 4.3 27.4 

Holliston 2,889 82.5 1.0 0.2 8.3 0.0 3.0 5.1 

Hopkinton 3,685 75.1 0.7 0.2 17.1 0.0 3.4 3.5 

Marlborough 4,657 41.1 3.6 0.1 3.5 0.1 2.6 49.0 

Natick 5,540 75.6 2.7 0.1 10.3 0.1 5.2 6.0 

Northbridge 2,077 85.2 1.0 0.0 0.7 0.1 4.7 8.3 

Southborough 1,273 69.7 0.9 0.2 18.9 0.1 5.5 4.8 

Waltham 5,633 41.9 9.7 0.1 5.3 0.0 2.3 40.7 

Wayland 2,695 69.1 5.1 0.0 15.5 0.2 5.5 4.5 

Total Service 

Area 36706 66.90% 3.61% 0.15% 8.69% 0.10% 3.96% 16.61% 
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3. Community Assessment Process 

 

As a Community Action Agency, we use the Results Oriented Management and Accountability 

(ROMA) performance management framework (see below) as a starting point for our Community 

Assessment Report & Strategic Plan. We survey the communities we serve in order to gain a better 

understanding of their needs as well as the opportunities within their communities to improve their 

lives overall. We can then develop appropriate programs, implement them, report the results, 

evaluate their impact, and make adjustments as needed. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A 17-member Planning Committee comprised of the Executive Team, Senior Management, 

Planning & Compliance staff, and one Board member was formed and charged with steering, 

overseeing and coordinating the CARSP process. An internal kickoff meeting was held in August 

2019 to establish the framework and officially begin the community needs assessment and strategic 

planning process. The Planning Guide developed by DHCD was reviewed in this initial meeting. 

A number of staff also attended the DHCD 2019 CARSP Training Day on October 16, 2019 

organized for all the community action agencies. Initially, the Planning Committee met on a 

monthly basis to review progress and the various deliverables. When our office closed in March 

2020 due to COVID-19, we suspended the meetings but continued to work on data analysis and 

report writing. We resumed the monthly meetings in September 2020. 
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Low-income individuals were the target of the Community Needs & Customer Satisfaction Survey 

and the focus groups. Program staff distributed the surveys to clients within their programs in 

Framingham, Ashland, Waltham, Marlborough, Hudson, Whitinsville, Northbridge, Lowell, 

Worcester and Springfield. The majority of surveys were self-administered but those clients 

needing assistance were helped by program staff. We also reached out to a number of partner 

agencies, which also serve low-income populations. The following partners returned completed 

surveys to us - Wayside’s Tempo Young Adult Resource Center, Framingham; Wayside Family 

Resource Center, Framingham; Natick Service Council; Spectrum Recovery Connection, 

Marlborough; and Advocates Inc., Framingham. The Community Needs & Customer Satisfaction 

Survey included a number of questions on customer satisfaction and customer input by asking 

about any SMOC services people had used in the past year, their level of satisfaction with the 

services received, the helpfulness of staff, other services they or their families need the most and 

suggestions on how the agency could improve the services offered.  

 

In order to have a 95% confidence level, we proposed to take a sample of 1,211 from our service 

area. We anticipated a response rate of 60%. Surveys were distributed between October 2019 and 

March 2020. 562 completed surveys were returned, yielding a response rate of 46.4%. Only 7% 

of the surveys were completed by people receiving services from area providers who may or may 

not have received any services from SMOC in the past year. 

 

The Community Needs & Customer Satisfaction Survey (Appendix 1) collected information about 

demographics, housing, health care, employment, transportation, income, debt, safety, child care, 

social media and use of and satisfaction with SMOC services. This year, all Community Action 

Agencies were required to include a core set of common questions in order to provide a statewide 

profile. DHCD provided funding to MASSCAP to hire SMC Partners, a Connecticut-based 

information technology, business process, human performance consulting and solution delivery 

company focused on healthcare, health insurance, and social services. In partnership with the 

MASCAP Planners Community of Practice, SMC Partners developed the questions and identified 

common data sets for use by the network. In addition to the core questions, we included questions 

about documented disability, Brazilian nationality, sexual orientation, social media, food security, 

and opioid use, among others. The survey was translated into Spanish and Portuguese by staff from 

our domestic violence program to reflect the language diversity present in our service area and to 

ensure that these populations have an opportunity to participate in the CARSP development 

process. Even though the survey was available electronically on our website, Facebook and Twitter 

pages, the response was extremely low with only 61 responses. The vast majority of surveys was 

completed on paper which we had to manually enter into SurveyMonkey for the analysis.  

 

To supplement the data from the quantitative surveys, we conducted four focus groups in January 

and February with clients in an affordable housing program in Framingham, a supportive housing 

program for young adults in Framingham, an emergency shelter for single, unaccompanied men 

in Marlborough, and our ESL program in Framingham. The groups were held in English and 

facilitated by program staff. Participants signed consent forms which allowed the discussions to 

be recorded. The discussion revolved around food, housing, employment/education, and 

transportation – issues which had surfaced from the Community Needs & Customer Satisfaction 
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Survey – and community strengths/assets/resources (Appendix 2). Staff on the Planning 

Committee analyzed and reported the findings from the groups. 

 

We also held five Key Stakeholder interviews with the following leaders of a number of area 

partner agencies: 

• Lauren Palumbo, COO Lovin’ Spoonfuls Food Rescue, Boston 

• Diane Gould, CEO Advocates, Framingham 

• Zoie Jaklitsch, Program Manager & Sean Marshall, Business Services Manager, MassHire 

MetroWest, Framingham 

• Martin Cohen, President, MetroWest Health Foundation, Framingham 

• Kevin O’Connor, Director, Framingham Adult ESL Plus (FAESL+) 

 

We solicited information about key needs in their respective communities, community-level 

resources to address these needs and ideas for interagency collaboration, partnerships and service 

integration (Appendix 3).  

 

The Community Organizations Survey (Appendix 4) was administered online through 

SurveyMonkey from October 2019 to March 2020. We successfully emailed 48 organizations 

explaining the context and background to the CARSP as well as the link to the online survey. 

These included community and faith-based organizations, state and local government agencies, 

financial institutions, educational institutions, legislators, police departments, and health entities 

among others. Overall, 22 people from 21 organizations completed the online survey for a response 

rate of 45.8%.  Organizations were requested to describe the populations they serve, identify their 

geographic service area and classify the nature of the services provided. In terms of community 

needs, they were asked to rank the need in various sectors such as housing, healthcare, financial 

and economic concerns, child care, nutrition, domestic violence and transportation. Ranking 

ranged from 1-High to 5-Not Applicable. They were also required to identify other community 

needs and suggest strategies to avoid duplication and enhance collaboration with SMOC. 

 

The Staff Survey (Appendix 5) was designed and administered in SurveyMonkey from October 

2019 to March 2020. SMOC’s Human Resources Director emailed staff explaining the context 

and purpose of the survey as well as the link to access the survey. Staff were asked to identify the 

regions where they work, describe their role, rate various aspects of their specific program 

environment and general work environment, identify additional programs and services that they 

felt were needed, comment on areas they rated as “Disagree” or “Strongly Disagree” and offer 

suggestions to improve the work environment at SMOC. 258 staff responded to the survey, about 

a third of our approximately 800 strong workforce.   

 

The Board Survey & Self-Assessment (Appendix 6) was also designed in SurveyMonkey and 

members were mailed the link so they could complete it between October 2019 and March 2020. 

Board members were asked how long they have served on the Board, the sector they represent, 

rate various aspects of the agency and its operations, comment on areas they rated as “Disagree” 

or “Strongly Disagree”, describe three strengths of the agency and describe three areas where they 

would like to see improvements within the agency. 19 out of the total 24 members completed the 

survey for a response rate of 79%. 
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We also administered a Volunteer Survey (Appendix 7) for the first time as part of the internal 

needs assessment. Unfortunately, the response rate was very low, and only 9 surveys were 

received. Volunteers are an integral part of our service delivery model and their contributions are 

an essential component of this process in light of their invaluable work toward the fulfillment of 

the agency’s core mission. 

 

We had almost completed our data analysis when COVID-19 hit. Our main offices were closed on 

March 16, 2020 and we moved to working remotely. Planning and Compliance staff continued to 

work on data analysis and report writing. 
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4. Key Findings: Community Assessment 

 

PRE-COVID 19 COMMUNITY ASSESSMENT 

 

4.1 Community Needs Survey 

Of the 562 completed surveys that were returned, 464 of respondents have received services 

from SMOC in the past 12 months. Unlike the last needs assessment where there was broader 

participation across the agency, some programs were unable to administer the survey while 

others only submitted a few responses.   

The majority of the survey respondents lived in Framingham, followed by Marlborough, Lowell, 

Worcester, and Ashland. Over half of them were aged between 24 and 44 years, just under one 

third were between 45 and 64 years, and 4.92% were 65 or older. Young adults age 18 to 23 

comprised about 8.71%, while 0.95% were under 18 years. About 2% of the sample revealed that 

they are veterans.  

Slightly over two thirds of the respondents were Female, while slightly under one third Male and 

the rest identified as Transgender Woman (1.52%) or Transgender Male (0.19%). As in the last 

report, we continued to include the question of sexual orientation to better understand our client 

population. The majority of the respondents (89.86%) identified as straight, 3.78% as Gay/same 

gender loving, 5.37% as bisexual, 0.60% as unsure, and 0.40% as other. 43 of the respondents 

skipped this question. The new questions about disability that were included in the last report, we 

chose to use again. Of the respondents about 40% stated that they have a disability. This is larger 

than the thirty-six percent that reported disability in the last report. Comparable to that 40%, 

roughly 35% have a documented disability and 7.42% use assistive technologies which is less 

than 9.6% reported in the last assessment. 

English emerged as the most common language spoken by respondents (86.79%) at home. 

English has become the more dominant as a language compared to the last report of 76.4%. 

Slightly under one fourth of the respondents stated that they speak Spanish at home, while 7.74% 

speak Portuguese at home. Respondents were also asked about their racial group which 64 of 

them chose not to answer the question. Of those that did respond, about two thirds reported that 

they are White which is smaller than the 72% in the last report. Black or African Americans 

respondents accounted for 12.86%, while 5.19% responded as Multiracial.  

People of Hispanic ethnicity comprised about one fourth of respondents. This is less than the one 

third reported in the last community needs assessment. We wanted to continue to estimate the 

number of Brazilians within our service area. 6.35% reported that they were Brazilian which is 

less than the nine percent reported in the last assessment as well.  
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Of the 482 respondents that answered the question about household size, we found that the 

average household size is a household of four. It is typically two individuals - 17 years or 

younger - and two individuals -18 years or older. When looking at the composition of the 

household, 44.27% reported that they are a single person (Figure 4.1). Of the roughly twenty-one 

percent that reported being a single parent, 17.79% are single parent females and 3.16% are 

single parent males. There was a decrease in the proportion of single parents since the last 

community needs assessment where 37.8% reported being single parents, roughly five percent 

male and thirty-three percent female. 18.97% also reported that they are two-parent households 

with children.  

 

There are many Government programs that are currently assisting families throughout the United 

States. Over twenty percent of families in the U.S participate in some kind of Government 

Assistance Program each month. That translates to approximately 52.2 million people receiving 

assistance according to the U.S Census. According to our Community Needs Assessment, 

roughly 52% of the respondents are receiving SNAP, slightly fewer than 24% are receiving 

SSI/SDI, and 21.24% are receiving WIC. It is notable that the percentage of people receiving 

SNAP has grown from the last assessment by almost 2%. About one fifth of respondents also 

stated that they are not receiving any benefits, which is comparable to the last Assessment.  

44.27%

3.16%

17.79%

18.97%

6.52% 3.75%
5.53%

Figure 4.1 - Household Composition

Single Person Household Single Parent Male

Single Parent Female Two Parent Household with Children at Home

Two Adults/ No children Multi Generational

Other
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The increase in benefits does correlate with the respondent’s income. The widest margin of 

people selected that they have a monthly income of under $2,000 a month (54.39% in Figure 

4.2). Followed by that was an income of $2,000 to $4,000 which 21.34% reported. Comparable 

to that, 18.41% reported that their household had no cash income at all, which is less than what 

was reported last time  

 

We also continued to assess the variations of academic achievement in our service area. At 

almost 35% the largest margin was ‘High School Diploma/ GED’. Second were those who listed 

‘Some College’ as their highest level of attainment (20.42%), and then those who selected ‘Some 

High School’ at 12.79%. People that selected ‘Less than 8th Grade’ for their highest attainment 

make up 5.15%. Overall, when looking at these numbers compared to the last assessment we are 

seeing a 3.35% decrease in individuals with less than an 8th grade attainment. There has been an 

increase of about three percent in those who are attaining their High School diploma/GED. Time 

and time again, we are told that education is an important factor in success. People that lack 

education tend to fall behind and are more susceptible to poverty. This creates a chain reaction 

not only making the individual vulnerable but also their children.  

We had also assessed food security by asking the same two questions from the last assessment. 

The first question we asked was “Please select which of the following describes your family’s 

current food situation.” About half of respondents selected that they have adequate food without 

having to rely on food pantries and soup kitchens (Figure 4.3). This number has seen a 13.5 

percentage point increase from the last report meaning more respondents are able to obtain 

adequate food on their own. About one fourth have ‘More than One Week’s food’, while the 

other one fourth have ‘Less than One Week’s’ food or ‘Little to No Food’. The percentage of 

individuals struggling in their current food situation has reduced by just under ten percent. While 

looking at food accessibility, it is not so much the problem of is there enough food but the price 

of the food. According to Feed Framingham CFA Research Report “Stores that sell a variety of 

18.41%

54.39%

21.34%

3.77% 2.09%

Figure 4.2 Monthly Income

No Cash Income Under $2000 Monthly Income $2000-$4000 Month Income

$4001-$6000 Monthly Income Over $6000 Monthly Income
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nutritious foods can be right next door to someone, but they still won’t have adequate access to 

those foods if they cannot afford them. Cost was stated as a significant barrier to all respondents, 

regardless of their income. Individuals who seem to make enough money to eat a healthy and 

balanced diet still report cost as a barrier”. (Feed Framingham) 

 

Figure 4.3: Please select which of the following describes your family’s current food situation. 

 

 

 

 

 

 

 

 

 

 

 

The second question we asked was “How many times in the past year did you use a food pantry, 

soup kitchen, community meal, etc.?” Not having the ability to purchase healthy food or even 

any food at all creates a large burden for some individuals/families.  Half of the respondents have 

not had to access a soup kitchen or food pantry in the past year (Figure 4.4). However, the other 

half has had to attend a soup kitchen or food pantry either 1 -4 times or 12 or more times. 

Overall, we are seeing a decrease in use of food pantries from this year’s report to the last. 

Although we are seeing a decrease, it is important to point out the barriers for those who are 

having to use food pantries, soup kitchens, or community meals. Feed Framingham states that 

they “are not able to prioritize practicing healthy behaviors such as purchasing healthy foods. 

This exists everywhere in the United States, and makes it difficult to create a high-quality life, 

leaving more people prone to chronic disease”. (Feed Framingham). 

  

Has adequate food
Has more than one

weeks food
Has less than one

weeks food
Has little to no food

2021-2023 49.77% 24.65% 14.79% 10.80%

2018-2020 36.20% 29.60% 13.40% 20.90%
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Figure 4.4: How many times in the past year did you use a food pantry, soup kitchen, community 

meal, etc.? 

 

 

We also assessed the living situation of the survey respondents. They were first asked to describe 

their current living situation. A vast majority of the respondents stated that they are currently 

‘Renting’ (58.17%).  The other majority stated that they are ‘Homeless’ (28.88%). About seven 

percent said they own, and about six percent said they are living with friends and family. We 

also found that 23.50% of respondents have a housing subsidy. Overall, we have seen a 3% 

increase in people who own homes, and more importantly we are seeing an increase in homeless 

individuals and people staying with friends and family. This indicates a greater need for 

affordable housing. This increase of homeless individuals has been steady through the last three 

assessments.  

Respondents were also asked the question “Have you been homeless, stayed in a shelter, or had 

to stay with family or friends during the past year?” This allowed us to not only asses their 

current living situation but also their situation over the last year. Almost two thirds answered no, 

while the rest reported that they have not had their own space at some point throughout the year 

making them more vulnerable to homelessness (Figure 4.5). 

None 1 to 4 5 to 8 9 to 12 More than 12 times

2021-2023 50.85% 22.44% 10.68% 4.27% 11.75%

2018-2020 43.30% 24.70% 8.00% 6.50% 18.00%
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As we have seen with income, more than half of the respondents are making less than $2,000 a 

month. Respondents were asked if they were able to pay their bills on time each month. Slightly 

more than half reported that they are able to pay on time. 31.77% said that they are unable to pay 

on time and 14.04% were unsure. When they are unable to pay on time, three quarters of 

respondents ask friends or family for money. A little less than one third use credit cards, and 

5.96% use pay day loans. From the last report these numbers have increased except for other 

which went from 28.3% to 6.42%.  This means that more people are having to find ways to 

borrow money to be able to afford their rent.  

When trying to understand why people are unable to pay their rent it is important to understand 

how much of their income goes towards their rent. In Massachusetts, 40% of renters are 

considered housing cost burdened (2019 Community Health Assessment, MetroWest Region, 

Massachusetts). Thirty four percent said that they spend more than half of their income on their 

rent or their mortgage (Figure 4.6). 34.09% said that they do not spend half their income on their 

rent, while 31.61% selected N/A.   

When asked if they have money set aside for emergencies, about three quarters of the 

respondents answered that they do not have $500 set aside for emergencies. In the 2019 

Community Health Assessment done by the Metro West Health Foundation, they found that in 

2017 the average cost for owner occupied households with a mortgage was $2,102. In our 

service area all but two communities, Marlborough and Hudson, are above that. They also found 

that in 2017 the average rental cost was $1,173. All but three of our service area cities/towns 

(Wayland, Hudson, and Southborough) are above the state average (2019 Community Health 

Assessment, MetroWest Region, Massachusetts). This allows us to see the financial burden of 

housing costs on renters and homeowners’ budgets, and its effect on families having the ability 

to save money or set aside money for emergencies.  

41.85%, 42%

58.15%, 58%

Figure 4.5 - HAVE YOU BEEN HOMELESS, STAYED IN A SHELTER, OR HAD 
TO STAY WITH FAMILY/FRIENDS DURING THE PAST YEAR?

Yes No
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Despite low income or trouble paying bills, the majority of the respondents do have health 

insurance (91.09%). This is to be expected given Massachusetts has had universal Government-

funded insurance for those in need for many years now. For those who do have children that are 

under the age of 26, more than half (57.76%) of those children also have insurance. 32.74% of 

parents responded N/A to their children under 26 having insurance and just about ten percent 

answered no. Respondents were asked when they have received their last physical. Of those who 

responded 68.58% have had a physical within the last year. It was also reported that on average 

respondents have been to the ER 3 times in the last year while the highest number of visits 

reported was 10. While checking their overall heath they were also asked about their dental 

health. Respondents were asked if they had seen a dentist in the last year, 56.83% have while 

43.17% have not seen a dentist in the last year.  

We also wanted to continue to capture the misuse of opioids in our service area. Respondents 

were asked ‘In the past, year have you or someone you know misused opiates?’ A quarter said 

they or someone they know are misusing while 74% answered that they or someone they know 

are NOT misusing. The misuse of opioids has seen a 11.2 percentage point increase from the last 

assessment. As we know substance abuse is a pervasive problem throughout the United States, 

but the knowledge of where to get care is another problem associated with it. Of those who 

answered, nearly half of them reported they would not know where to go to get help for 

themselves or someone else. Although we are seeing an increase of people with the proper 

knowledge of where to seek treatment since the last survey, 47.61% not knowing is a huge 

problem. This indicates a great deal of risk for those who may be at risk of substance abuse, but 

also for those who are already misusing. It is encouraging that people know where to seek 

treatment which could be attributed to the increased outreach, information and education around 

opiate addiction. In the 2019 Community Health Assessment, they found that alcohol and 

substance use were identified as a leading health issue. They established through interviews that 

the largest problem around this topic was the lack of treatment and support services. Whether 

they don’t know where to obtain services, or if there are none present in the area, these 

Yes No N/A

Series 1 34.30% 34.09% 31.61%

30.00%

31.00%

32.00%

33.00%

34.00%

35.00%

F I G U R E  4 . 6  D O  Y O U  S P E N D  M O R E  T H A N  H A L F  Y O U R  I N C O M E  
O N  R E N T
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individuals are very vulnerable with no guidance or support. (2019 Community Health 

Assessment, MetroWest Region, Massachusetts). 

Another problem we wanted to track was the prevalence of assault and abuse in the communities 

we serve. Respondents were asked if they or someone in their household had suffered from 

physical or emotional abuse, or sexual assault, during the past year. Roughly 75% of respondents 

had replied no. Of the 24.80% that replied yes, most of them were abused by a 

boyfriend/girlfriend, spouse, or a stranger (Figure 4.7). According to the Boston Area Rape 

Crisis Center (BARCC), 75% of all survivors know their attacker, while 93% of juveniles know 

their attackers. 

 

Respondents were asked if they have needed help from the police in the last year. Over three 

quarters of them have not needed help from the police this year. Of the 21.71% that have needed 

help from the police in the last year, majority of the time it was for personal safety or for 

something personal (such as lost/stolen item, car accident, etc.)(Figure 4.8). About three quarters 

of all the respondents feel safe asking the police for help. For those who responded in the 

negative, the most common answer was due to stereotypes – predominantly racial or drug related 

- or immigration status.   

 

A stranger
Boyfriend/G

irlfriend
Spouse Child Parents Relative Friend Roommate

Series 1 15.74% 35.19% 22.22% 8.33% 9.26% 3.70% 14.81% 3.70%
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M E M B E R  ( C H E C K  A L L  T H A T  A P P L Y ) ?
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Per DHCD’s requirement, we used the common survey questions developed by SMC to identify 

the top community needs. Respondents were asked ‘What do you think are the top needs 

impacting people in your community?’ They were able to select as many items as they felt 

applied. The top need from the surveys was Affordable Housing which was also the top need in 

the 2018-2020 CARSP (Figure 4.9).  

The second highest need was jobs which slightly more than half of the respondents chose. This 

was important as in the last report we had discussed the roughly 15 percentage point increase of 

unemployment reported by respondents from 2014 to 2017. Childcare was the third dominant 

need as about half of the respondents chose this as something that is affecting their community. 

This was also a common need from the last report where parents wanted year-round care which 

is not readily available. 

Slightly over half of respondents also selected ability to pay heating or utility bill along with 

48% that said transportation is a need of the community, which was also a need that was seen 

during the last assessment. 

N/A Personal Saftey
Other

Emergencies
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neighbor

Help with
something
personal

Series 1 8.42% 47.37% 21.05% 11.58% 26.32%
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40 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

 

Respondents were also asked a new question of ‘What keeps you, or your family, from feeling 

more financially stable?’. They were asked to indicate all the reasons that were holding them or 

their families back from advancing in their lives. The top response was that they cannot find 

housing that they can afford (Figure 4.10). This is something we would expect when housing is 

the top need of the community. Similar to that, the second thing holding people or families back 

from being financially stable is that their living expenses are too high. This causes people to have 

less money readily available for other needs. They also reported that they or their family have 

debt, that they lack reliable transportation, and an exact tie at 24.32% for needing more 

education, or training to get better work, or being on a fixed income.  
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FIGURE 4.9  - NEEDS IMPACTING COMMUNITY
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lthough a lot of these needs have been 

seen before, respondents were also asked 

‘Compared to three years ago, are you and your 

family ‘Better off’, ‘Worse Off’, or ‘About the same?” 

(Figure 4.11).  This question allowed us to know 

how families felt they were doing while seeing if 

there was a shift in stability. Of those who answered, 41% said 

that they have been better off, 23% said that they were worse off, and 34% said 

that they are doing about the same. Overall most respondents said they are doing better or the 

same while a smaller number are doing worse than they were three years ago. 

Figure 4.11: Compared to three years ago, are you and your family Better Off, Worse Off, or 

About the same? 

 

 

 

 

 

 

 

 

 

In terms of communication, respondents were asked what form of contact they would like to 

receive updates about personal information such as appointments or questions from case 

managers. The top three answers were Phone, Text, or Email (Figure 4.12). Of those that 

answered ‘Other’ the most common written response was ‘In Person’.  
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Figure 4.10 - What is Holding you or your family back
I work full time but my pay does not cover expenses
I can only find Part time/seasonal work
I cant find a job
I or my family have debt
I need more education/Training to get work/better work
Child care is too expensive
Child care is not always available
My living expenses are too high
I cant find housing that I can afford
I or a family member have a lot of medical expenses that werent covered
I don’t have reliable transportation
I am on a fixed income
I lost eligibility for benefits
Someone in my household spends money on things we don’t need
Someone else controls the money
I or a family member is struggling with addiction
I or a family member are struggling with mental health issues
I don’t feel safe in my home
I don’t feel safe in my community
I don’t have reliable elder care
There is a language barrier
I have serious physical/mental health concerns
caring for a child or family member with disabilities
My immigration status
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Figure 4.12: Which of the following would you use for personal/direct communications with 

SMOC service providers (e.g. appointments, questions for case manager, etc.)? Check all that 

apply. 

 

 

They were also asked how they would like to receive general updates such as events or 

programs. 78.84% said by phone, 48.63% said text, and 43.58% said email (Figure 4.13).  
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Figure 4.13: Which of the following would you prefer for receiving general messages from 

SMOC (e.g. events, programs, general updates) with SMOC service providers? Check all that 

apply. 

 

 

Of all the respondents, 10% had concerns about confidentiality. The most common response was 

that they were releasing a lot of personal information and they were concerned that by word of 

mouth that information would get around. Another concern was that computers are not always 

100% safe and they were afraid the information would be seen or released.  

Of the surveys distributed 91.70% of the respondents have received help from SMOC in the past 

12 months. The top three services that were accessed by respondents are SMOC Housing, 

Counseling, and Homeless Services (Figure 4.14). 
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Figure 4.14: Which SMOC services have you used in the past 12 months? 

 

  

 

When asked how they heard about SMOC most of the respondents selected that they heard about 

SMOC through someone else or were referred by someone at another agency. Half of the 

respondents selected that another person told them about SMOC.  One quarter of respondents 

were referred by staff at another organization. Roughly fifteen percent said other, five percent 

found the SMOC website, while the other two percent found a flyer/poster or TV/radio.  

Respondents were also asked to rate things such as communication, staff, services, and 

satisfaction on a scale from Strongly Agree to Strongly Disagree. Overall most respondents 

strongly agreed or agreed with the statements, suggesting that we are doing a good job with 

regards to customer satisfaction (Table 4.2).. 
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Table 4.2 – Customer Satisfaction Survey Responses (%) 

 Strongly Agree Agree Neither Agree 

Nor Disagree 

Disagree Strongly 

Disagree 

I feel welcome 

at SMOC 

offices or when 

I talk with staff 

on the phone 

61.8% 28.4% 7.0% 0.9% 1.7% 

SMOC staff 

understand my 

needs and 

culture 

54.1% 30.4% 11.4% 2.7% 1.2% 

SMOC staff 

treat me with 

respect and do 

not judge me  

62.0% 25.4% 8.5% 2.4% 1.4% 

SMOC staff 

support me to 

make my own 

decisions 

57.1% 29.1% 10.9% 1.7% 1.0% 

I am satisfied 

with how 

SMOC staff 

have treated me 

60.0% 25.8% 10.4% 2.4% 1.2% 

My situation is 

better because 

of the help 

SMOC gave me 

56.3% 29.1% 11.7% 1.7% 1.0% 

My finances are 

more table 

because of the 

help SMOC 

gave me 

36.2% 23.9% 30.1% 6.3% 3.3% 

I can take care 

of my family or 

myself better 

because of the 

help SMOC 

gave me 

44.7% 29.0% 20.6% 4.0% 1.5% 

SMOC helped 

me learn about 

helpful 

resources near 

where I live 

46.5% 32.0% 15.7% 3.3% 2.2% 

I am satisfied 

with the help I 

got from SMOC 

56.8% 28.8% 10.0% 2.5% 1.7% 

 

Respondents were also given the opportunity to select what made it hard for them to receive 

services from SMOC. One quarter of the respondents stated that transportation was what made 

receiving services difficult. One third selected that they felt embarrassed or overwhelmed. Forty 
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percent of respondents stated that none of the above issues affected them. When asked in what 

ways SMOC could improve most respondents stated that more staff was needed and that 

confidentiality and compassion needs to be a top concern when dealing with clients. When asked 

what help they would like SMOC to offer in the future all of the suggestions were 

programs/services that exist. This spiked the concern that clients need to be more informed of 

what SMOC has to offer or finding a way to better advertise programs/services.  

4.2 Focus Groups 

We held four focus groups with participants from the following SMOC programs: Affordable 

Housing, Framingham; Roland’s House Men’s Shelter, Marlborough; Young Adult Residential 

Case Management Program, Framingham; and Joan Brack Adult Learning Center ESL Class. 

Below is a summary of the key findings from the groups. 

 

Food Security: 

• Many people have access to food stamps (SNAP) but it is rarely enough money to get them 

through the month resulting from utilizing food pantries and turning to family/friends for 

assistance. 

• They need more or greater access to food stamps (SNAP). This will alleviate their food 

security situation. 

• Food pantries don’t have variety of food to choose from, and most of the food is either 

expired or outdated. 

• Majority of people are of the view that food pantry hours are not convenient for them. 

• Majority of people are willing to utilize food pantries but lack of transportation is 

preventing them from accessing these resources. 

 

Health: 

• Most people have health insurance which is the norm since Massachusetts was one of the 

first states in the country to mandate universal health insurance coverage. 

• While many are satisfied with their health care provider, they lamented that the cost is not 

affordable. 

 

Housing: 

• The majority of clients consider housing to be very expensive. 

• “Towns and cities prevent low-wage income housing in their backyards.” 

• They continue to report that a high percentage of their income goes toward paying rent and 

utilities. 

• Those who receive housing vouchers complained about landlords refusing to rent to people 

with vouchers.  

• Majority agreed that housing is too expensive and there needed to be more resources for 

subsidized/low income housing. 

• Deadlines to find housing and suitable locations with access to transportation and services 

can be challenging. 
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Employment/Education: 

• Primary barriers to employment continue to be childcare, education credentials, 

transportation and language. 

• Majority of clients are employed but complained that the pay is not enough to cover rent, 

transportation and utility bills. 

• Other barriers included legal documentation, mental health issues and access to 

information regarding employment opportunities 

 

Transportation: 

• Primary means of transportation include bus, train, Uber, taxi or walking. 

• Majority do not have their own means of transportation. 

• Public transportation issues include lack of consistency, schedules don’t meet needs, bus 

stations are too far from home and not enough to meet demand. 

• They would like to see more reliable and accessible public transportation system. 

 

Community Strengths/Resources 

• Majority of people reported that they feel safe in their community. 

• There are many community supports such as hospitals but people would like to see more 

information about services available in the area. 

 

4.3 Key Stakeholder Interviews  

We reached out to a number of key stakeholders in the community for their perspective on 

community needs, resources and strengths. We were successful in interviewing the following 

people: 

• Lauren Palumbo, COO, Lovin’ Spoonfuls Food Rescue, Boston. 

• Diane Gould, CEO, Advocates Inc., Framingham. 

• Zoie Jaklitsch, Program Manager & Sean Marshall, Business Services Manager, MassHire 

MetroWest, Framingham. 

• Martin Cohen, President, MetroWest Health Foundation, Framingham.  

• Kevin O’Connor, Director, Framingham Adult ESL Plus (FAESL+). 

 

Below is a summary of the key findings from the interviews. 

 

Top Community Needs/Gaps: 

• Increased social isolation among the aging population, seniors need assistance but they are 

not mobile, lack of awareness and information about available resources/services. 

• Access to mental health services is difficult due to inadequate number of appointments, 

lack of clinicians of color, long wait times, among other things. Of particular concern is 

finding people with shared language and culture to serve diverse populations. 

• Food insecurity is widespread mostly due to changes in SNAP qualification criteria, etc.  

Proliferation of low-wage work puts many workers at/below the poverty line who are 

unable to afford healthy foods. 
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• Difficulty meeting demand of entry-level candidates for target industries (manufacturing, 

retail, etc.) Lack of qualified candidates due to low wage, retention, work authorization and 

English language skills. 

• Availability of quality, affordable housing for clients and staff, and tenants’ rights 

especially if they are undocumented 

• Opioid crisis has mental health component, lack of in-patient supports. 

 

 Community Resources: 

• A number of area colleges and universities have stepped up to help create pipelines for 

specific groups of people by offering scholarships and customized curriculum. 

• Foundation grants and seed money to help spur people of color to enter the field of 

behavioral health.  

• Department of Corrections and other grant-based partnerships. 

• Greater Boston Food Bank and Boston Area Gleaners work with farms to harvest excess 

food planted, distributes to food pantries. 

• Many social, human and health services organizations are present in the region but they are 

at capacity which leads to longer than usual wait times.  

• MassHire for workforce development. 

• Framingham Library and FAESL+ has a blog, faesl.edublog.org 

• SMOC 

• MetroWest Adult Learning Collaborative 

 

Ideas for Collaboration/Partnerships/Service Integration/etc.: 

• Single point of entry where there is no wrong door. Example is where MetroWest Health 

Foundation is convening heads of social and human services, hospitals to create a better 

care management system. 

• Establishing baseline connections with players in the business of improving food security 

is important. 

• Cross business development referrals to improve connections with business partners for 

placement. 

• Greater care coordination and care management since many providers work in silos even 

though they work with the same population. 

 

Other Observations: 

• Board representation amongst partner agencies to improve cross-communication. 

• Homelessness and housing affordability are pressing issues that warrant more 

interventions. 

• Improving transportation by increasing access, lowering cost, expanding coverage areas. 

• Optimistic for the future as there are a lot of people committed to doing the work to improve 

the lives of MW residents. 
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4.4 Community Organizations Survey 

We attempted to reach out to about 48 community organizations in the MetroWest area a number 

of times but only 22 responded to the survey. The majority of these organizations serve multiple, 

diverse populations, including children and families, young adults, veterans, senior citizens, people 

with disabilities, people with mental health and/or substance abuse issues, undocumented people, 

refugees, LGBT/Q individuals, homeless and single adults. Most organizations serve people with 

disabilities (86.3%), seniors, people with mental health issues and the homeless (81.8% for the 

latter 3)(Figure 4.15). Over 70% of organizations serve children (17 years and under), families, 

young adults (18 to 24 years), veterans, people with substance issues, undocumented populations, 

single adults, immigrants and LGBQ/T. When compared to the 2018-2020 CARSP, we see that 

there has been an increase in the number of organizations serving these vulnerable populations. 

 

 
 

 

 

Many of the towns served by the community organizations who responded to the survey are the 

same as those in our CSBG service area and other towns where our customers come from. 

Organzations also reported serving people from Suffolk and Worcester counties. One reported that 

they serve everyone, regardleess of where they live. 

 

The community organizations provide a wide range of services and programs for their residents 

given the multiplicity of need. Half of them reported that they provide housing and behavioral 

healthcare services while 40% administer government benefits (Figure 4.16). Other services 

provided by a provided by a high number of organizations include nutrition, transportation, 

medical, education, financial, legal, training and workforce development - all critically important 

in lifting people out of poverty and onto the path of economic and social stability.  
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In the 2018-2020 CARSP, education was the top service provided by the majority of organizations. 

Housing and behavioral health were provided by a quarter of organizations. Clearly, there has been 

a shift since then as the need for housing and behavioral health services has increased. This is not 

surprising given the increasing cost of rents, the opioid epidemic and other stressors in recent years.   

 

 
 

 

About 41% of community organizations reported that their customers have incomes between 50% 

and 74% of household Area Median Income (AMI). Over a third reported their customers having 

incomes between 75% to 100% of AMI. In the 2018-2020 CARSP, we had provided the AMI for 

Middlesex and Worcester counties but in this cycle, we provided it for the towns in our CSBG 

service area as well as Lowell, Springfield, Waltham and Worcester where we provide services. 

That notwithstanding, it appears that household incomes have declined as there were more people 

in the 50% to 74% category (40.9% vs. to 25.5%) and fewer people in the 75% to 100% category 

(36.3% vs. to 51.1%) when comparing the two time periods. 

 

The highest level of need identified by the community organizations who responded was 

affordable housing (87.5%). This is relatively unchanged from the 2018-2020 CARSP (86.4%) 

and is unsurprising given the high rents in this area. Three quarters of them reported rental 

assistance as another high need, slightly up from 70.2% in the last CARSP. Transportation was 

also ranked high by over two thirds of them (68.75). Sixty percent identified home ownership as a 

high need. Over half ranked substance use disorder services, mental health services and good 

paying jobs as high needs. 

 

In terms of needs ranked as Moderate, primary healthcare services, elder care, money for basic 

needs and nutritional assistance programs such as SNAP and WIC were identified by over 60% of 

all respondents. Over half of the organizations ranked the following as Moderate - domestic 
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violence services for women, men and children, domestic violence preventive/education services, 

treatment of domestic violence offenders, food pantry resources, parenting skills and support, after 

school/summer child care, pre-school/Head Start, computer skills training, energy/fuel assistance, 

Rep Payee services, acute care services and translation services. 

 

 

Housing Needs 

 High Moderate Low 

Home Ownership 

Opportunity  

60.00 26.67 13.33 

Rental Assistance 75.00 18.75 6.25 

Finding Affordable  87.50 12.50 0.00  

Emergency Shelter 43.75 43.75 12.50 

 

Health Care Needs 

 High Moderate Low 

Health Insurance  6.25 62.50 31.25 

Assistance applying for 

or maintain health 

insurance 

37.50 43.75 18.75 

Assistance with cost of 

health insurance 

43.75 25.00 31.25 

Assistance with paying 

for prescription drugs 

25.00 50.00 12.50 

Dental Care 37.50 43.75 18.75 

Translation Services 25.00 50.00 12.50 

Substance Abuse 

Services 

56.25 31.25 12.50 

Mental Health Services 56.25 31.25 12.50 

Acute Care Services 18.75 50.00 25.00 

Primary Health Care 

Services 

6.25 68.75 18.75 

Culturally sensitive 

health care 

25.00 43.75 25.00 
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Financial/Economic Needs 

 High  Moderate Low 

Good paying job 56.25 31.25 12.50 

Job training 25.00 37.50 31.25 

Child care 26.67 46.67 26.67 

Elder care 18.75 68.75 12.50 

Transportation 68.75 25.00 6.25 

Eligibility for 

transitional assistance 

25.00 43.75 18.75 

Money for basic needs 25.00 62.50 6.25 

Financial 

literacy/budgeting 

classes 

37.50 43.75 12.50 

Debt management  25.00 43.75 18.75 

Adult Education /GED 6.67 46.67 46.67 

Computer skills 

training 

12.50 56.25 25.00 

English as a second 

Language 

43.75 31.25 18.75 

Energy/Fuel assistance 43.75 50.00 6.25 

Rep Payee services 0.00 50.00 37.50 

 

Child Care Needs 

 High Moderate Low 

Affordable Child care 37.50 37.50 18.75 

Parenting skills and 

support 

12.50 50.00 18.75 

After school/ summer 

child care 

20.00 50.00 18.75 

Pre-school/ Head start  18.75 50.00 25.00 

Voucher application 

assistance 

31.25 40.00 20.00 

 

Nutrition Needs 

 High Moderate Low 

Nutrition assistance 

programs 

18.75 62.50 12.50 

Food pantry resources 31.25 50.00 12.50 

Community meals 25.00 43.75 25.00 

Nutrition Education 12.50 43.75 31.25 

Access to affordable 

healthy food 

43.75 37.50 6.25 
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Domestic Violence/Sexual Assault Survives 

 High  Moderate Low 

Domestic violence 

services for women 

18.75 56.25 12.50 

Domestic violence 

services for men 

6.25 56.25 25.00 

Domestic violence 

services for children 

12.50 56.25 12.50 

Treatment of offenders 12.50 50.00 12.50 

Preventive/education 

services 

12.50 56.25 18.75 

Neighborhood 

crime/safety programs 

12.50 43.75 31.25 

Workplace safety 0.00 46.67 33.33 

Violent crime victim 

services 

13.33 46.67 26.67 

 

Transportation Needs 

 High  Moderate Low 

Access to public 

transportation 

66.67 20.00 13.33 

Affordability of public 

transportation 

46.67 40.00 13.33 

Car ownership  13.33 33.33 46.67 

 

Respondents were also asked to identify other needs outside the ones we had selected and asked 

them to rank. The list was quite extensive and demonstrates the many, varied and sometimes 

unmet needs people are facing. They include emergency shelter, assistance with voucher 

applications, eligibility for transitional assistance, not enough truly sober housing that includes 

programming, screening, etc., drop in centers for mental illness and substance use disorders, 

better care coordination between the ESP workers and the emergency shelters, coordination and 

data sharing between service providers, community-wide information distribution to identify 

needy families, services in other languages, emergency housing for adults and families, regular 

trainings for professionals assisting clients, educational opportunities to empower people, 

increased awareness of available resources, jobs that afford housing based upon single income, 

SSDI advocacy for those who cannot physically/mentally work and housing linked into the SSDI 

treatment planning, expand shelters for the catchment of those not ready to access services yet in 

need of a safe cot, locker and a meal, soft skills job training, budgeting workshops, utility shut-

off notices, in-home care to keep seniors living in their own home/apartment, immigrants not 

getting the services they need due to lack of trust, ESL classes, Public Health Nurse and Public 

Health Promotion, transportation for after school programs.         
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We were interested in finding out how we could help these community organizations meet 

community needs and vice versa. Given that we serve many of the same communities, it makes 

sense to work collaboratively to achieve our respective missions. Some of the areas identified 

include housing, transportation, behavioral health services, access to dental care, rental assistance, 

emergency shelter, fuel assistance, referrals, resources for families, support for young adults, 

collaborate to ensure clients have access to services, collaborate to ensure we aren't duplicating 

services, housing application assistance, other resources for elderly to meet basic needs, 

presentations at Senior Centers,  expanding SMOC housing options, continue/expand the Ready 

Willing Able program, expand financial education services (budgeting, debt management, 

financial literacy etc.), culturally competent behavioral health services, Family Self-Sufficiency 

program, Resident services for public housing residents, free childcare program for residents of 

Musterfield (Framingham Housing Authority complex), SMOC could help by getting more 

funding for housing, providing a nutritionist, supporting public health nursing, access to local ESL 

classes, referrals to community services.  

 

We were also interested to know where duplication and/or collaboration exists between SMOC 

and the community organizations in the area. This would give us a unique opportunity to create 

viable partnerships and networks in order to maximize resources and have a greater impact on the 

communities we all serve. Common services provided across the board were identified but some 

respondents did not consider them as duplicative given the need. Such services include housing, 

acute services, behavioral healthcare, resume writing, budgeting, job development, job training 

and elder care, among others.   

 

 

4.5 COVID-19 NEEDS ASSESSMENT 

A. BACKGROUND 

This update to the SMOC Community Assessment was completed in November/December 2020 

in response to the COVID-19 global pandemic that has not only affected every community in the 

United States but has also led to the most significant economic disruption since the Great 

Depression. This assessment is an initial effort to capture some of the emerging needs in the 

Community as well as to forecast how those needs may evolve over the coming weeks and 

months. 

Because of the urgent and widespread needs affecting all sectors of the Community, this 

Community Assessment update is intended to provide some initial information to describe the 

scope of this crisis on our Community and to support the many different responses that will be 

required to address emerging, evolving needs. It is likely that as needs evolve, some of those 

needs will not connect to the needs identified in this document. 

The needs assessed will inform services to those affected by the crisis. It is significant to note 

that Congressional action will permit FY20 and special supplemental CSBG funding to serve 

families at or below 200% of the federal poverty level (as defined by the US Census Bureau). 
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Specific programs or strategies will target the demographic groups most affected. Given persons 

of color are being disproportionately affected by both the health crisis and by the resulting 

economic disruption, an equity lens must be used to examine current and emergent needs related 

to this crisis as well develop effective responses and programs. 

The Community assessed in this document, related to the information below, is defined as 

SMOC’s CSBG Service Area made up of the following cities and towns in Middlesex, Norfolk 

and Worcester counties: Ashland, Bellingham, Framingham, Holliston, Hopkinton, 

Marlborough, Natick, Northbridge, Southborough and Wayland. 

Table 4.1 below illustrates how the 200% eligibility standard will expand the number of local 

residents eligible for services: 

Table 4.1: Population by Eligibility in SMOC Service Area 

City/Town # Below 125% 

(CSBG Standard) 

# Below 200% 

(Updated CARES 

Standard) 

Additional # eligible to be 

served (# below 200% - # 

below 125%) 

Ashland 880 1,761 881 

Bellingham 307 736 429 

Framingham 8,859 16,209 7,350 

Holliston 327 967 640 

Hopkinton 278 757 479 

Marlborough 3,598 7,442 3,844 

Natick 1,706 3,446 1,740 

Northbridge 633 863 230 

Southborough 462 787 325 

Wayland 488 775 287 

Population in Service Area 

(Total) 

17,538 33,743 16,205 

Source: https://cap.engagementnetwork.org 

B. IMMEDIATE IMPACTS ON THE COMMUNITY 

The immediate impacts of COVID-19 have been felt across all sectors of society. In particular, 

some of the greatest impacts relevant to SMOC service areas have been in the areas of health, 

education, employment, food security, human services provision, and Community resources. 

Areas of highest vulnerability in the communities we serve include those with high population 

density, high uninsured rates and a high proportion of older residents. Nationwide, early data 

suggest that the following groups have experienced disproportionately higher rates of infection 

and/or complications/death as a result the COVID-19 pandemic: 

1. Males 

2. Individuals 65+ years old 

3. People of color, particularly African Americans and Native Americans 
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4. People with underlying health conditions (especially, lung disease, asthma, diabetes, 

cardiovascular disease, kidney disease, liver disease, severe obesity, and individuals with 

immunocompromised conditions) 

 

As outlined in the New England Journal of Medicine (NEJM) by Dr. Steven Schroeder in “We 

can do better – Improving the health of the American people”, there are five (5) determinants 

that contribute to an individual’s overall health -Genetics, Social Circumstances, Individual 

behavioral, Environmental Exposures and Medical Care. 

The health of a community and of individuals who live in that community is often not 

determined by genetics or even access to high quality medical care. According to the CDC’s 

Healthy People 2010 report, research has shown that factors leading to premature death can be 

broken down as follows: 

• Healthcare - 10%  

• Social and environmental factors – 20%  

• Genetics – 30%  

• Individual behavior – 40%  

 

These factors are directly influenced by policies, many of which have created structures that 

advantage some while disadvantaging others. This is where structural inequities and racism 

intersect with public health. Racism, as defined by Camara Phyllis Jones, Past President of the 

American Public Health Association, is “a system of structuring opportunity and assigning value 

based on the social interpretation of how one looks (which is what we call "race"), that unfairly 

disadvantages some individuals and communities, unfairly advantages other individuals and 

communities, and saps the strength of the whole society through the waste of human resources." 

C. HEALTH 

The data is clear- health disparities based on race are all too common in the United States and 

locally. Eliminating these disparities in health outcomes is a clear call to action and has been for 

many years. Healthy People 2010, which was published by the CDC in 2000, calls out two 

overarching goals - one of which is to eliminate health disparities. This remained a goal in 

Healthy People 2020. Yet in spite of the stated intentions, the data in Massachusetts shows that a 

lot of work remains.  

• Individuals over 65, especially those with underlying health conditions have been shown 

to be at particular risk for severe health implications from COVID-19. Those in 

congregate settings (e.g. nursing homes) are a particular concern in the communities we 

serve. 

• Community health resources will be stretched thin as resources devoted to those sick with 

COVID-19 will limit resources available to others. Limited intensive care and other 
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hospital services would mean others not directly affected by COVID-19 might lack 

access to care.  

• Behavioral health resources will need to be available in new and increased ways to deal 

with the many different stressors/traumas caused by the pandemic, especially its impact 

over an extended time period. Issues such as domestic violence, elder abuse, child abuse, 

drug abuse, suicide and other indicators of behavioral health issues are a particular 

concern. 

• Nutrition for school-aged children previously accessing free/reduced breakfast lunch, and 

snacks is impacted as many are now removed from that food source due to school 

closures. 

 

Table 4.3 below shows that a significant percentage of the people in our service area are age 65 

years and above, and therefore at a higher risk of contracting the virus.  

Table 4.3. Population Age 65+ In SMOC Service Area 

City/Town Total Population Population Age 65+ Age 65+, % 

Ashland 17,567 2,610 14.85 

Bellingham 17,016 2,263 13.30 

Framingham 39,149 4,507 11.51 

Holliston 14,634 2,132 14.57 

Hopkinton 17,178 1,889 11.00 

Marlborough 39,776 5,599 14.08 

Natick 35,763 5,530 15.46 

Northbridge 6,311 987 15.64 

Southborough 9,486 1,342 14.15 

Wayland 13,970 2,510 17.97 

Source: 2017 U.S. Census Bureau 

Black Americans will be more vulnerable to the consequences of the COVID-19 pandemic 

because of several manifestations of structural racism, including lack of access to testing, a 

higher chronic disease burden and racial bias within health care institutions. 
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Examples of Current Institutional Racism and Health Impacts 

Example Health Impacts 

Since 1990 White applicants received, on 

average 36% more job interview callbacks 

than Black applicants and 24% more than 

Hispanic applicants with identical resumes 

Unemployed Americans are more likely to be 

diagnosed with depression and to develop 

stress related conditions, such as stroke and 

heart disease 

African-American make up 13% of the 

population nationally, but more than 40% of 

the homeless population 

Homeless individuals have poorer physical 

health, rates of mental illness are twice that of 

the general population 

African-Americans are incarcerated at more 

than five times the rate of Whites 

Evidence has shown that for every year spent 

in prison, there is two-year reduction in life 

expectancy, children of incarcerated parents 

are a higher risk for substance abuse 

Black students are suspended and expelled at 

a rate three times greater than White students 

Students who are suspended or expelled are 

more likely to develop substance use 

disorders, less likely to finish college, and 

more likely to be arrested as adults 

Studies show medical providers are less likely 

to deliver effective treatments to people of 

color compared to White people with the 

same conditions 

African-Americans have the highest mortality 

rate for all cancers combined compared with 

any other racial or ethnic group 

Source: American Journal of Public Health (2018) 

Data from the DPH COVID-19 Dashboard of December 10, 2020 shows the number of COVID-

19 cases in our service area and counties (Table 4.4). Bellingham has been hit particularly hard 

in terms of positive cases and deaths followed by Framingham. In the three counties we serve, 

Middlesex County emerged with the highest total case count and deaths. 

Table 4.4: Total Number of COVID-19 Cases and Deaths in SMOC Service Area, 12/10/2020 

City/Town Total Case Count Total Deaths 

Ashland 664 75 

Bellingham 19,114 1,200 

Framingham 3,956 161 

Holliston 274 6 

Hopkinton 280 14 

Marlborough 2,179 76 

Natick 715 Unreported 

Northbridge 558 Unreported 

Southborough 168 1 

Wayland 142 19 

Middlesex County 55,775 2,483 

Norfolk County 20,183 1,197 

Worcester County 31,740 1,325 

Sources: 1. MA DPH COVID-19 Dashboard, 12/10/2020. 2. City/Town Websites 
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According to the same report, data current as of December 8, 2020 shows that White Non-

Hispanic people accounted for 32.7% of total cases and 75.2% of total deaths (Figure 4.17). Over 

a quarter of people with cases have unknown/missing race/ethnicity which could potentially have 

skewed the data. People of Hispanic origin accounted for the third highest percentage of cases at 

23.0%. Similar to White Non-Hispanic peoples, the death rates for Black/African American 

Non-Hispanic and Asian Non-Hispanic people was slightly above their rates for cases. 

 

Figure 4.17: Percentage of COVID-19 Cases and Deaths by Race/Ethnicity, October 26, 2020.  

 

 
Source: MA DPH COVID-19 Dashboard, Weekly COVID-19 Public Health Report, 12/10/2020 

 

Although the national and state data show different metrics, it is interesting to see the contrast in 

the numbers. From April 13, 2020 to December 8, 2020, the national picture shows the highest 

death rate per 100,000 among Indigenous Americans at 133.0 followed by Black/African 

Americans at 123.7 (Figure 4.18). Clearly, these minority populations have been 

disproportionately affected by the pandemic and should be targetd and prioritized for effective 

interventions, including vaccination. 
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Source: apmresearchlab.org 

 

 

It is estimated that twenty-five million workers or more could lose employer-based health 

insurance due to COVID 19-related unemployment (Healthcaredive.com). An estimated 160 

million people nationwide under the age of 65 had health insurance through their employer just 

before the COVID 19 pandemic hit. Thirty million workers filed for unemployment between 

May 1 and June 30 according to federal statistics. Rising unemployment in expected to 

significantly alter the health insurance coverage landscape, ass million who lose their jobs and 

their dependents enroll in Medicaid, purchase Marketplace coverage, or become uninsured. 

 

Opioid Epidemic 

Massachusetts is currently experiencing an epidemic of opioid-related overdose and death. These 

overdoses are driven by the underlying chronic disease of opioid addiction or opioid use 

disorders. People with opioid addiction are at high risk of overdose and death. Generally, 

America’s pervasive addiction crisis is intensifying because of the COVID-19 pandemic. Social 

distancing, which has led to the loss of support from family and friends, has intensified the sense 

of isolation those who are addicted already feel because of the pandemic. Worse, COVID-related 

unemployment is expected to lead more people becoming uninsured, which would make it more 

difficult for people with substance use disorders to receive treatment.  

With an opioid-related death occurring every eleven minutes, the already devastating opioid 

epidemic is getting worse (US News and World Report, May 30. 2019). Another issue that has 

risen in the past three years is the diverse and evolving array of drug types, specifically synthetic 

opioids such as illicitly manufactured fentanyl. Table 4.5 below shows the number of opioid-
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related overdose deaths by city/town in our service area from 2017 to 2019. Framingham has 

recorded the highest numbers in all three years, with significant increases in 2018 and 2019. 

Table 4.5: Number of Opioid-Related Deaths in SMOC Service Area, 2017-2019 

City/Town 2017 2018 2019 

Ashland 4 2 3 

Bellingham 4 8 4 

Framingham 8 20 20 

Holliston 3 1 1 

Hopkinton 3 3 1 

Marlborough 4 14 8 

Natick 7 4 5 

Northbridge 4 6 4 

Southborough 0 1 2 

Wayland 2 2 1 

Total 39 61 49 

Source: MA Registry of Vital Records and Statistics (MDPH)- April 9, 2020 

Behavioral Health  

Quarantine and isolation resulted in increased need for mental and behavioral health support and 

concern about individuals who deal with opioid addiction or other substance use. Certain 

preventive health programs, such as grab bar installation for seniors or in-person exercise 

programs, were suspended, the effect of which have not yet fully manifested. Agencies were 

forced to fast track their implementation of telehealth technology; while generally successful 

varying degrees of access to technology and internet rendered these solutions difficult for some 

clients. It will take time for clients to recover financially and emotionally, and agencies 

understand that these strains will last for a long time (MetroWest Health Foundation- COVID-19 

in MetroWest, March-July, 2020). 

We operate two outpatient mental health and substance abuse clinics in Framingham and 

Marlborough. Clinicians and staff in both clinics made a swift transition to telehealth platforms 

and working remotely so we were able to continue services with minimal disruptions or fiscal 

impact. Referrals have increased since the pandemic began and clinicians have reported higher 

levels of anxiety and depression, particularly in the residential treatment programs. Many 

clinicians report that they are speaking to clients multiple times a week instead of the typical 

once a week meetings. Our Peer Recovery Coach program has added additional coaches to 

provide support and our Framingham Peer Recovery Support Center is now open and running 

recovery, yoga and art groups by appointment. 

Behavioral Health Partners of MetroWest (BHPMW) is a collaborative of these leading social 

services and behavioral health agencies serving the Greater MetroWest region - Advocates Inc, 

Wayside Youth and Family, Spectrum Health Systems, Family Continuity and SMOC. The goal 



62 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

is to improve the community’s health outcomes through better access and coordination of care 

(BHPMW Website). The MetroWest Referral Line and the Behavioral Health Community 

Partners provide referrals, services, care management and care coordination in the areas of 

physical health, mental health, substance use and social services needs. 

Food Insecurity 

Food insecurity has emerged as a huge crisis during the COVID-19 pandemic. We are all too 

familiar with the images of long lines of cars parked in lots across the country waiting in line to 

pick up bags of groceries. Again, we see that low-income and communities of color are 

significantly impacted. Congresswoman Katherine Clark represents the 5th district of 

Massachusetts which includes many of the cities and towns we serve. In a recent email 

announcing a virtual roundtable discussion with local food bank and immigrant community 

advocates about the growing crisis of food insecurity, she stated that “Right now, 1 in 7 people in 

Massachusetts is struggling with hunger. Children and immigrant communities across the 

Commonwealth are at even greater risk of food insecurity, and our local foodbanks are working 

around the clock to meet the increased demand. That’s why House Democrats passed the Heroes 

Act in May, which would help keep our food banks supplied and families fed.”  

The Greater Boston Food Bank (GBFB) corroborates this alarming situation as shown in the 

chart below, which can be found on their website. GBFB also notes that Massachusetts was 

considered the most expensive state in the country in terms of the cost of a meal ($3.63) even 

before COVID-19 hit. “Eastern Massachusetts, GBFB’s service area, has the highest food costs 

in the state at $3.84 per meal. According to the Bureau of Labor Statistics, nationally the price of 

groceries grew 2.6% in April 2020, the biggest increase from one month to the next since 1974, 

which will put more pressure on people who are already food insecure. Another indicator of the 

state of hunger in Massachusetts is that the rate of SNAP applications has risen 360% since the 

pandemic began. With nearly one million people statewide projected to be food insecure in 2020, 

many more people could be eligible for these federal benefits.” 

 

2020 Projected Food Insecurity Rates 

 
 Eastern Massachusetts Massachusetts 

 Pre COVID-19 2020 Projected Pre COVID-19 2020 Projected 

People 1 in 13 (415,380) 1 in 8 (658,920) 1 in 11 (617,380) 1 in 7 (943,530) 

Children 1 in 11 (91,830) 1 in 6 (177,010) 1 in 10 (138,760) 1 in 5 (251,240) 
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Our emergency food panty and community kitchen, both located in Springfield, have seen a 40% 

increase in new clients since the start of the pandemic. Loaves and Fishes Community Kitchen 

provides lunch and dinner to vulnerable city residents 7 days a week. They have also seen a 25% 

increase in demand for lunches as they have pivoted to a meals-to-go model in order to limit the 

spread of the virus. The community kitchen continues to provide dinner at the same levels as 

before the pandemic.  

In MetroWest, it became evident as the virus began to spread that some of our program 

participants were beginning to struggle with accessing food for themselves and their families. In 

April, we initiated a food and toiletries distribution program in partnership with United Way Tri-

County, The Islamic Society of Framingham, MetroWest YMCA and City of Framingham. The 

program delivers 1,000 meals a week and 100 hot meals twice a week to individuals and families 

in our Childcare/Head Start programs, Housing Continuum Residents, Single Adult Shelters in 

MetroWest, and two private subsidized housing developments, Bethany Hill Apartments and 

Pelham Apartments. Toiletries and diapers are also distributed along with the meals. We plan to 

begin similar programs in Lowell and Worcester as new funding comes in and current funders 

grant permission to utilize remaining FY20 funds to provide for the food insecurity that has 

arisen due to COVID-19. 

Our WIC program has seen a 50% increase in online applications since the start of the pandemic. 

This increase coincided with federal and state waivers which have made it simpler for first time 

applicants to get services and benefits as well as making it more convenient for current 

participants to keep receiving services and benefits. All of their services are now offered 

remotely, including loading WIC debit cards, nutrition counseling, referrals to other services, 

individual/group breastfeeding classes for pregnant Moms via video conference, support groups 

for postpartum Moms, and assistance to WIC participants who are having difficulties applying 

for MassHealth, SNAP and other benefits. As of May 2020, they were serving 2,263 children, 

946 infants and 899 pregnant and postpartum women. Their no-show rate has dropped from 25% 

to 11%. 

D. EDUCATION 

During the worldwide spread of COVID-19 many activities were interrupted, including 

education. On March 17, 2020 schools in Massachusetts began to close. Many hoped the 

closures would be temporary but a month later, on April 21st, Governor Baker ordered schools to 

close for in-person instruction for the academic year. This affected 1,856 public schools in 

Massachusetts and left 51.1 million students without in-person learning. It also left parents and 

education systems scrambling to find a way to continue to educate students remotely.  

Remote learning may have seemed simple, but it was later found in many districts that it was not 

as easy as planned. Many students lack the resources such as computers and/or internet access to 

be able to take part in remote learning thereby leaving them behind, not to mention the many 
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students who need hands on or one on one learning. “Unfortunately, it’s not a one size fits all, 

especially for a district where you’re taking just under 26,000 students,” said Roger Nugent, 

President of the Teachers Union, Educational Association of Worcester in an interview with 

NBC Boston.  

Education Week also conducted a nationwide survey to track the impacts of COVID-19 on 

public schools. One of the main findings is that equity plays a huge role in a child’s education. 

“Even as teachers amp up communications and instruction, they report that, on average, 21% of 

their students are essentially “truant” during coronavirus closures (not logging in, not making 

contact, etc.)”. One in three students in low income communities are not able to participate in 

online learning, a situation that will certainly increase the digital divide.  

There have been many efforts to address this equity gap. The most common gesture was offering 

pickup/ delivery of free or reduced school lunch. “A majority of administrators also say they 

provide devices to all students who need them, make additional online tutoring available, and 

provide online/phone therapy. Unfortunately, these efforts are not necessarily reaching the 

students who need them most. For example, only 62% of leaders in districts with poverty rates 

under 25% reported that everyone who needs home internet access gets it. Among leaders in 

districts where poverty rates exceed 75 percent, the rate is roughly half (31%) that amount 

(Education Weekly, April 10, 2020). As students lack the resources to get the education they 

deserve they continue to fall more behind. Throughout the survey, results show that children in 

poverty are really the ones suffering in every subject discussed. COVID-19 has made it clear that 

equity plays a role in the education gap as these children are not logging in to receive online 

education. Typically, children lose sight of their education over summer break, but COVID-19 

has left some without school for six months.  

Remote learning, however, is only half the battle. As COVID-19 numbers in Massachusetts 

began to decline over the summer, schools started to create reopening protocols. According to 

the Department of Education and Secondary Education (DESE) data from August, they found 

that children are only 44% as likely to catch the virus, compared to adults ages 20 and over. 

Safety, however, is still a top concern. Some safety protocols instituted in schools include masks 

for children above second grade, mask break areas, proper distancing, designated areas, separate 

from the nurse’s office, for children showing symptoms, and symptom screenings with 

caregivers in the mornings before entering the school. DESE has recognized that some of these 

guidelines cost money, and many schools that face budgets restraints have been provided extra 

funding. Most of the funding has been through the CARES Act, and some from the 

Commonwealth. As much as students and parents want schools to reopen, school districts are 

also encouraged to create hybrid learning models (in school and out) and plan for future closings 

due to COVID-19. 
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It is expected that the school districts in our service area will be meeting the DESE requirement 

to develop three separate plans: In School Learning, Hybrid Learning, and Fully Remote 

Learning. These plans will be followed along with basic guidelines like wearing a mask and 

social distancing allowing schools to be prepared for whatever happens. The three learning plans 

will also allow kids to remain in school while transitioning. FPS has announced that they will be 

starting with the Hybrid Learning model as they feel it will fit the needs of the community better. 

“Returning all students and staff back to school in a business-as-usual model is not feasible after 

analyzing state requirements, FPS infrastructure, and budget. In our evolving plan, hybrid means 

a combination of in-school learning and remote (at home) learning, likely in a one-week “on” (in 

school) and one-week “off” (at home) model, though this remains as ongoing discussion. 

Families would also reserve the right to have their child continue with 100% remote learning.” 

As FPS chose to start with one form of schooling, APS chose to give families the option as every 

family has a different comfort level. “Due to the varying comfort levels of families, we will be 

offering two options to start the year: a hybrid model or a fully remote option, called the Ashland 

Remote Learning Academy. As data and science dictate and if it is safe to do so, we will 

consider reverting back to full in-person learning when appropriate.” (Ashland Public Schools 

website). Hopefully, with kids getting back into school and allowing for proper planning the 

education gap can become a priority and kids will have the proper resources for the education 

they deserve.  

E. EMPLOYMENT 

By now it is well recognized and documented that the COVID-19 pandemic has dealt a harsh 

blow to the national economy and negatively impacted employment across the country. Stay at 

home and social distancing orders have effectively brought certain sectors of the American 

economy to a grinding halt, especially during the months of March, April and May when the 

pandemic began to spread at frightening rates. The services, hospitality, retail and other customer 

service-oriented sectors have borne the brunt of the impact of COVID-19 as the model of these 

sectors is based on face to face interaction which is exactly what the health professionals are 

advising against. People of color, women, low-income populations, the undocumented and other 

vulnerable populations have been disproportionately affected as many of them work in these 

industries. Although many companies have been able to pivot to remote work relatively 

effortlessly, disadvantaged populations have not been so lucky. There is also the issue of 

guaranteeing an adequate and ongoing supply of Personal Protective Equipment (PPE) to protect 

these workers. All these conditions will most certainly exacerbate the existing economic and 

racial disparities as well as increase the incidence of poverty. 

An economic downturn directly affects the health and wellbeing of a community and deals a 

blow to those who were already in precarious situations. Unemployment skyrocketed in our 

service area, exceeding 20% in early June, 2020. There were nearly 5 times as many unemployed 
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individuals in MetroWest in April 2020 compared to April 2019. (National Community Action 

Partnership Data Tool). 

High unemployment leads to more households relying on social services agencies for assistance; 

and causes and amplifies psychological distress as financial responsibilities intensify and social 

interaction is stunted. In a survey conducted by the Massachusetts Nonprofit Network in March, 

almost three quarters of the nonprofits across the State reported revenue decreases up to 40%. 

More than other sectors, respondents in the health, housing, and human service sectors reported 

increased demand for their services, and the health and human service sectors simultaneously 

had the most widespread reports of increased financial costs. 

All civilians 16 years old and over are classified as unemployed if they (1) were neither "at 

work" nor "with a job but not at work" during the reference week, and (2) were actively looking 

for work during the last 4 weeks, and (3) were available to accept a job. Also included as 

unemployed are civilians who did not work at all during the reference week, were waiting to be 

called back to a job from which they had been laid off, and were available for work except for 

temporary illness. 

Table 4.6 below shows how unemployment rates have risen exponentially between March and 

August of 2020. All the cities and towns in our service area saw rates quadruple, in some cases 

more than that, in this three-month period as the economy came to an abrupt halt and slowly 

began to slide into a recession. That notwithstanding, rates were lower than the state average but 

comparable to the national level in most of the service area. Unemployment rates began to 

decline in July as the rate of COVID-19 infections started to decline and businesses slowly 

reopened and began hiring again. 

Table 4.6 - Unemployment Rates, Not Seasonally Adjusted, in SMOC Service Area, 

Massachusetts and USA. 

 March 2020 April 2020 May 2020 June 2020 July 2020 August 2020 

Ashland 2.2 12.7 12.9 14.1 13.2 8.8 

Bellingham 3.0 16.6 15.5 15.2 14.4 9.7 

Framingham 2.2 13.0 14.0 14.6 14.2 9.7 

Holliston 2.4 11.5 12.2 13.6 13.1 8.3 

Hopkinton 2.1 11.0 11.0 12.2 11.8 7.9 

Marlborough 3.0 14.7 14.9 15.8 14.6 9.8 

Natick 2.0 11.9 12.4 13.6 12.8 8.5 

Northbridge 3.3 15.8 15.3 15.4 14.2 9.8 

Southborough 2.1 10.6 11.4 22.4 12.2 8.0 

Wayland 1.9 8.6 9.4 10.7 10.7 7.0 

Massachusetts 3.0 16.0 16.3 16.3 16.2 11.3 

USA 4.5 14.4 13.0 11.2 10.5 8.5 

Sources: 1. Massachusetts Department of Unemployment Assistance website. 2. US Bureau of Labor 

Statistics. 
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The Massachusetts Executive Office of Labor and Workforce Development (EOLWD) reports 

on its website that the Office of Unemployment Assistance’s customer service staff has 

ballooned from 50 to over 1800 in the past months with over 32,000 individual contacts per day 

and daily unemployment town halls in English, Spanish and Portuguese attended by over 

240,000 constituents.  

EOLWD publishes weekly unemployment claimant data on their website. From March 15 to 

September 5, 2020, 1,244,306 people have filed an initial claim for regular Unemployment 

Insurance (UI). The Weekly Unemployment Claimant Data for May 10-16, 2020, published May 

21, 2020, shows that the three sectors reporting the highest number of regular UI claims since the 

pandemic started are food and accommodation, retail trade and healthcare and social assistance. 

These sectors are predominantly staffed by people of color, women and low-income people. Due 

to the nature of the work, people employed in these sectors cannot work remotely. As a result, 

they are exposed to and risk getting the virus at disproportionately higher rates than people 

working in other industries.  

In terms of demographics, the data shows a higher percentage of women, people of non-Hispanic 

heritage and White people who applied for UI. This same trend persists in the latest data 

published. It would be interesting to take a deeper dive into the data to see what could be driving 

these numbers. 

From August 30 to September 5, a total of 18,131 individuals filed an initial claim for regular UI, 

the fourth consecutive week of increases, up 88 over the previous week.  Increases in initial 

claims filings were low, and widespread among several sectors. For the twelfth week in a row of 

decreases, continued UI claims for week ending September 5, at 387,829, were down 12,487 or 

3.1% over the previous week. 

On March 27, 2020, President Trump signed into law the CARES Act, which includes the Relief 

for Workers Affected by Coronavirus Act. Section 2102 of the CARES Act created a new 

temporary federal program called Pandemic Unemployment Assistance (PUA). In general, PUA 

provides up to 46 weeks of unemployment benefits to individuals who are unable to work 

because of a COVID-19-related reason but are not eligible for regular or extended 

unemployment benefits. This assistance was a lifeline for the self-employed, particularly those 

working in the gig economy. Initial PUA claims filed for the week ending September 5 in 

Massachusetts stood at 11,424, an increase of 392 over the previous week. Since April 20, 2020, 

757,168 claimants have filed an initial claim for the PUA. 

The Pandemic Emergency Unemployment Compensation (PEUC) was implemented on May 21, 

2020 and provided up to 13 weeks of extended benefits. From August 30 to September 5, 6,745 

PEUC initial claims were filed, 340 higher than the previous week. Since implementation, the 

total number of PEUC filings now stands at 114,328. 
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F. HOUSING 

Due to the COVID-19 pandemic many people have, and will continue, to lose their jobs or be 

laid off. It has put many people behind or at risk of not being able to pay their mortgage or rent, 

and has left them in need of financial assistance or government regulations to remain in their 

homes. In the New England area alone, over 1 million residents are at risk of not being able to 

pay their rent or mortgage due to COVID-19 job losses. As the virus continues, there is a high 

chance that these numbers will continue to rise and individuals and families are becoming 

increasingly worried. 

Despite the job losses throughout Massachusetts, rent and mortgage payments have been 

relatively stable for the months of April, May, and June. According to the National Multifamily 

Housing Council, 95% of property owners did receive half or full payment for those months. 

There is, however, the increasing trend of partial payments. It is predicted that full payments will 

drop, making partial and no payments more common as the months go by. Stimulus payments 

and unemployment insurance were intended to pause this down ward tend, but despite these 

efforts, rent and mortgage payments are becoming more difficult for some people to meet. This 

could possibly be due to the higher rent and mortgage costs in Massachusetts compared to other 

areas of the country.  

 

 

 

Although most people have been able to keep up with their payments, certain populations have 

struggled. According to Urban Wire, Black and Latino populations have been hit the hardest by 

the stay at home orders. This is mostly due to occupational segregation that has led them to over 

representation in low wage paying jobs that do not have the ability to be remote. Just at the start 
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of April, Latino unemployment hit record highs of 18.9% which Black unemployment also hit a 

high of 16.7%. Layoffs and job loss due to COVID-19 are more likely to affect Black and Latino 

households as they reported higher rates of financial insecurities and lower savings before the 

pandemic had even started. When asked how confident one is in making mortgage or rent 

payments during a poll by MassINC Polling Group for the month of June, non-White residents 

are not as confident as White people that they will be able to keep up. Although these disparities 

may not seem large, the number of people not able to pay their rent is expected to steadily 

increase as the crisis continues, putting many in fear of never being able to catch up. 

 

  

As the pandemic has progressed and many people continue to fall behind, Massachusetts has put 

in place many guidelines and regulations and provided funding in attempts to counteract the 

effect of people losing their homes but also keeping them afloat during these hard times. The 

most important regulation is the Centers for Disease Control (CDC) Eviction Moratorium which 

is designed to protect tenants’ rights during these times. It includes guidelines that protect those 

falling behind and pauses all evictions, foreclosures, and lawsuits against those who cannot pay 

due to COVID-19 related reasons until December 31, 2020. Although these guidelines are in 

place, it is still not yet determined what will happen to those who cannot pay the rent balance 

once this is lifted, leaving them and their families behind and potentially homeless. Many people 

will potentially be in need of additional assistance to remain afloat. The Massachusetts Eviction 

Moratorium ended on October 17 and housing courts have already reopened to hear eviction 

cases. 

The Department of Housing and Community Development (DHCD) also provided a $5 million 

special grant to the RAFT (Residential Assistance for Families in Transition) program for 

eligible households who may face eviction, foreclosure, loss of utilities, and other housing 

emergencies. Our Housing Consumer Education Center (HCEC) had received RAFT funding, 

which has played a huge part in helping families during these times. Within their program, there 

was COVID-19 RAFT Relief, Emergency Mortgage and Rental Assistance (ERMA), and the 

regular RAFT program. The COVID-19 RAFT Relief money was distributed to 25 individuals at 

increments up to a maximum of $4,000 to assist people with mostly rental arrears. In our service 

area, this funding was being approved as early as June 16th and was last approved on July 23rd. 



70 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

Due to the urgent need, the funding was exhausted within two months of receipt. Although the 

funding was available, there was a delay in disbursement, oftentimes leaving clients to fall 

further behind. 

DHCD had also allowed for extra funding in the regular RAFT programs to assist people 

experiencing hardships once the COVID-19 RAFT Relief funding was gone. People that did not 

qualify for the RAFT program have also been able to receive an override due to a COVID-19 

related reason. This program holds the same maximum of $4,000 dollars in funds per household, 

but they made a number of adjustments to fit the needs of the community. The top program 

changes were that subsidized applicants are now allowed to receive RAFT a second time within 

24 months but a rent adjustment should be explored first, applicants no longer need to be behind 

on payments to apply, applicants can provide documentation that COVID-19 has affected their 

future ability to pay, income eligibility will be based on current income, and CARES Act 

payments are not included in the calculation of current income to determine eligibility. These 

adjustments have made it easier to get approved, but many are still being denied. According to 

the SMOC HCEC program, the most common reason many clients are being denied funding is 

due to landlords not wanting to cooperate. This has made it difficult for clients to get the funding 

that they need due to situations that are out of their control.  

There is also the Emergency Rental and Mortgage Assistance (ERMA) funding SMOC received 

to help people who fall in the 50%-80% AMI range. Although we have received this, it has been 

challenging to find candidates that meet the AMI requirements because our clientele generally 

fall in the below 50% AMI category. We have also seen applicants be denied because they make 

over 80% AMI. 

When looking at those applying to receive assistance from RAFT, ERMA, or COVID-19 RAFT 

Relief there have been some patterns in the demographics but also the reasons for applying or 

need. When looking at the demographics, about 32% have been White, 37% have been Hispanic, 

28% have been Black, and 1.69% have been Asian. Given that COVID-19 has really affected 

those in urban communities, specifically Black and Hispanic populations, a little more 

representation or outreach to those populations is necessary. 
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There has also been a large number of female applicants for housing assistance. Of those who 

have applied, over three quarters have been female and just under a quarter have been male. 

Most applicants are from our service area, specifically Marlborough or Framingham, followed by 

a few from surrounding cities or towns. Many people have been able to have access to this 

financial support. The main reason for applying is being behind on rent or mortgage due to 

COVID-19. Even with the assistance there has been an uptick of individuals coming back for 

more assistances. It has also been noted that once people have been approved their landlords 

have been calling in on the tenant’s behalf. Of those who have applied and got denied, it has 

been mostly due to the landlord not wanting to cooperate or them making above AMI. 

Our Section 8 Rental Assistance program has seen a 30% increase in requests for rent shares to 

be reduced due to loss of income. Both HUD and DHCD have provided waivers for a number of 

regulations in response to COVID-19, recognizing the hardships clients and staff will encounter 

trying to obtain proper documentation and follow program requirements such as performing 

housing inspections. 

Residents in our Non-Profit Housing program have also been affected by COVID-19. In the 

Worcester area, there are 95 units that are currently occupied. Prior to COVID-19 there was 

about a 30% eviction rate. Since then it has increased 10 percentage points, hitting nearly 40%. 

The MetroWest area has also been affected. Prior to COVID-19, the eviction rate was around 

6%, currently it is around 9%. The most common reasons for the increase in future evictions 

have been job loss or income change due to COVID-19. The Massachusetts Eviction Moratorium 

was lifted in October and housing courts have reopened so evictions are resuming across the 

state. Many programs have been doing the best they can by referring tenants to housing 

assistance programs such as RAFT or helping them fill out applications for other funding that 

may help them catch up.  

32.30%

37.28%

28.82%

1.69%

Applicants for Housing Assistance by Race

White Non Hispanic White Hispanic Black Non Hispanic Asian
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G. OTHER NEEDS IDENTFIED IN OTHER SMOC PROGRAMS AND OPERATIONS  

Our domestic violence program, Voices Against Violence, has reported that hotline calls 

exceeded the normal volume by 30%, averaging 7-10 calls per day and a higher number 

occurring in the middle of the night. The number of new clients reporting sexual abuse has 

remained constant but declined for domestic violence. The number of existing clients served is 

up slightly for sexual assault and nearly doubled for domestic violence. A new web chat service 

has been created so that victims at home with their abuser during the pandemic can reach out 

discreetly to an advocate instead of making a phone call. Along with the existing hot line and the 

addition of a new texting service, victims now have a variety of methods to use to seek help and 

support. 

We operate twelve 24-hour emergency shelter and numerous housing programs for families and 

single unaccompanied adults in MetroWest, Lowell, Worcester and Springfield. Across the 

board, occupancy has remained relatively stable throughout the pandemic but people are staying 

longer in shelter. The major challenge has been controlling and managing the spread of COVID-

19 in these congregate settings in a way that keeps both residents and staff safe and protected. 

Comprehensive cleaning and sanitizing protocols have been established in all the buildings and 

personal protective equipment is provided on an ongoing basis, coordinated by our Facilities 

team. Our single adult shelters in Lowell and Worcester have worked with MEMA and city 

officials to depopulate the shelters by securing alternative sites like empty school buildings and 

hotel rooms for individuals who have been exposed to and/or tested positive.  Some of the 

housing programs have also done the same for their tenants. 

Our Child Care and Head Start programs were forced to suspend in-person operations at the start 

of the pandemic. They quickly pivoted to offering activities virtually. Families were also 

provided with food, diapers, toiletries, grocery store gift cards and cleaning supplies as the 

pandemic progressed and these needs emerged. Following Department of Early Education and 

Care guidelines, Child Care reopened in August and only a handful of positive COVID-19 cases 

have been reported as of mid-November. Head Start reopened in September and, to date, has not 

reported any positive cases among the children. 

Applications for our Low-Income Heating Assistance Program (LIHEAP), also known as Fuel 

Assistance, rose slightly as a result of COVID-19. The benefit amounts that were awarded also 

increased due to the loss of income that was experienced by many of the households we serve.  

Applications are now processed via email or phone and DHCD has approved the payment of 

secondary source payments which are payments for electric bills. 

Our Energy Conservation Services has seen a decrease in business operations due to the nature 

of this work which requires entering people’s homes and contracting with vendors. Heating 

system emergencies are, however, dealt with as they arise. Appliance deliveries are temporarily 

on hold. Training has been created to operate within the boundaries and restrictions created by 
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COVID-19. A new virtual audit program, approved by DHCD, is being implemented in 

conjunction with Eversource and National Grid electric companies. 

The Joan Brack Adult Learning Center houses our ESL and GED/HiSET education programs. 

The Center quickly pivoted to virtual classes and the initial response from students was positive. 

As the pandemic lingered however, interest in the GED/HiSET program declined and was 

temporarily suspended. The program reopened in September with drop-in classes on a more 

flexible schedule. ESL classes continue virtually through Zoom as well as independent study 

courses available to students at their convenience. The two teachers currently have 

approximately 50 students split between them. Students have responded positively to a virtual 

learning space as they continue to take class, study, complete assignments, and communicate 

with their teachers. 

Information Technology is central to our ability to continue the work we do for the vulnerable 

communities we serve. Our IT department has expanded remote capabilities – servers, 

computers, virtual meeting rooms, smartphones, etc. - which has allowed the majority of staff to 

work from home successfully. Wi-Fi and internet access have been increased at our emergency 

shelters so clients can continue to access the services they need. Cable television services have 

been expanded for the family emergency shelters so the children can watch Disney Channel and 

Nickelodeon as they spend more time in shelter. Over 60 cell phones have been purchased for 

clients who had no means of communicating with their case managers and other service 

providers. 

Facilities and Maintenance staff have worked tirelessly to keep all environments safe, clean and 

well-supplied. They have responded to all service calls, prioritizing health and safety calls, as 

well as all agency delivery requests for supplies and food throughout the state, including PPE. 

They have prepared three potential temporary overflow/ depopulation shelters.  

H. COVID-19 RELIEF GRANTS RECEIVED 

Our Resource Development department has been actively applying for grants to meet the needs 

that are emerging due to COVID-19. Over $650,000 has been awarded in grants as of August 

2020 for programs in MetroWest, Worcester, Lowell and Springfield. The money will be used to 

cover costs related to food, PPE, disinfecting and sanitizing products, shelter beds, rental 

assistance, staffing and training.  We have also received funding to implement our diversity, 

access and inclusion initiative which is designed to embrace and celebrate diversity, 

accessibility, and inclusion as a core philosophy of SMOC’s “Everybody Matters” vision 

through conversation, events, activities, professional development, and training. Given how 

minority populations have been disproportionately affected by COVID-19, it is imperative that 

an equity lens is applied when developing response and recovery plans. Staff continues to 

actively seek out and apply for additional funding opportunities as the pandemic drags on. 
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I. COMMUNITY RESOURCE IMPACTS 

The impacts of COVID-19 on Community resources are numerous and include a reduction in the 

availability of resources (access to group activities, commercial services), scarcity of some 

resources (health care, food and emergency supplies) and/or needs for resources that have not 

previously been required in the Community in any significant capacity. Below is a summary of 

community resources currently available in our service area. Many agencies have pivoted to 

remote, virtual platforms so they can continue to provide services to people in need. 

Community Level Resources 

• Framingham State University: 4-year public university that offers a wide selection of 

undergraduate, graduate and continuing education programs. 

 

• MassBay Community College: 2-year public community college in Middlesex county that 

serves more than 4,400 full time and part time students at its three locations: Wellesley, 

Ashland and Framingham. The college helps students to transfer to a four-year college or 

university or towards direct placement into a career. 

 

• Advocates Psychiatric Emergency Services: Provides skilled, compassionate support and 

connections to resources and services during difficult times for individuals facing crisis, 

where it’s needed, when it’s needed – 24 hours a day, 365 days a year at Advocates clinics, 

in homes and schools, or other community settings. 

 

• Wayside Mobile Crisis Intervention – Wayside MetroWest: A mobile, on-site, face to face 

therapeutic response to youth experiencing a behavioral health crisis. The team identifies, 

accesses, treats, and stabilizes the situation and will reduce immediate risk of danger to the 

youth or others. The services are rendered 24 hours a day, 7 days a week, 365 days a year. 

 

• JRI Program Force: Supports youth, adults and families to navigate challenges and 

meaningfully contribute to society. JRI services assist those affected by homelessness and 

health disparities, and those at risk through substance abuse, mental and physical health 

concerns, violence, and sexual exploitation. 

 

• Voices Against Violence (SMOC): Provides free and confidential services to victims and 

survivors of sexual and domestic violence in the MetroWest area. Services are provided in 

English, Spanish, Portuguese and are available to everyone regardless of race, ethnicity, 

gender or sexual orientation. Services include a 24-hour hotline, crisis intervention, 

confidential short-term emergency shelter, counseling and support groups. 

 

• Greater Boston Food Bank: A hunger-relief organization in New England that distributes 

68.5 million pounds of nutritious food to people who struggle to have enough to eat. 
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• MetroWest Health Foundation: Supports community-based and community-driven healthcare 

programs and initiatives by providing grants, convening and facilitating stakeholder 

partnerships and meetings, working to provide resources, information and ideas and 

advocating for community change to increase positive health outcomes, especially among 

vulnerable communities. 

 

• MassHire: Community employment and training resources agency that provides employment 

services for both job seekers and employers. 

 

• Framingham Adult ESL (FAESL): Framingham Adult English As a Second Language PLUS 

is a unique program for people who want to make a successful transition into American 

society and develop academic skills necessary to meet their goals. In addition to English 

classes, our program offers a wide range of options and opportunities for every student, 

including classes in citizenship, computer technology, family literacy, adult basic education, 

and High School Equivalency. Counseling is available whenever classes are in session. The 

program is affiliated with Framingham State University and Framingham Public Library. 

 

• Framingham Recovery Support Center: A SMOC program in partnership with the 

Massachusetts Department of Public Health provides peer to peer recovery services, 

workshops, informational support and advocacy 
 

4.6 Summary of Key Community Needs 

The following needs emerged from the community surveys, focus groups, key stakeholder 

interviews and post-COVID-19 assessment that we conducted during the process of our 

community needs assessment. 

 

• Individual/Family Level Needs 

o Affordable Housing – individuals and families need safe, decent housing that is 

affordable.  

o Mental Health Services – individuals and families need access to quality mental health 

services especially in these challenging times brought on by the COVID-19 pandemic. 

o Jobs – individuals and families need good jobs that pay wages that can sustain and meet 

their needs.  

o Substance Abuse Services – individuals and families struggling with substance use 

disorders need access to quality treatment facilities. 

o Financial Assistance for Renters and Homeowners – the COVID-19 pandemic has 

resulted in a greater than normal loss of jobs and many people need financial assistance 

to make up for the resulting loss and/or decline in income. 

o Utilities Payment Assistance – individuals and families need assistance to pay their 

utilities as some households have experienced a decline in income due to the COVID-

19 pandemic. 
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o Affordable and Accessible Childcare – families need access to quality, affordable 

childcare so they can work and/or go to school with the peace of mind that their children 

are safe and well taken care of. 

o Food Security – individuals and families need access to healthy, nutritious food that is 

affordable food regardless of where they live.  

o English As A Second Language (ESL) – immigrants with limited English deficiency 

need access to ESL classes so they can become proficient in English and secure 

employment that will benefit their families and communities.  

o Technology and Internet Access – individuals and families need access to technology 

and internet access for school, work, training, financial transactions and social 

interaction. 

 

• Agency Level Needs 

o Technology and Internet Access – agency staff need access to technology that enhances 

our ability to work remotely and continue to provide the services our customers need. 

o Personal Protective Equipment, Cleaning and Sanitation Supplies – these are needed in 

our shelter, housing and community environments to keep staff, residents and programs 

participants safe during the COVID-19 pandemic. 

 

• Community Level Needs 

o Affordable Housing - communities need to increase their stock of affordable housing 

to meet increasing demand. 

o Jobs - there is a need to create jobs that pay a living wage so people can earn enough 

money to meet the basic needs of their families. 

o Affordable and Accessible Transportation – the community needs transportation that is 

affordable and accessible to the people we serve. 

o Food Security - low-income communities in particular need access to stores that sell 

healthy, nutritious food that is affordable. 

o Substance Abuse Services – communities need to invest in additional treatment 

facilities to meet the growing need.  

o English As A Second Language (ESL) – communities need more ESL centers that are 

free or low-cost and affordable. 
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5. Key Findings: Internal Needs Assessment 

 

We conducted our organizational internal needs assessment using staff and Board surveys to 

evaluate the ability and effectiveness of existing programs and infrastructure in meeting the needs 

of low-income people. The surveys were administered using Survey Monkey. 

 

Staff Survey  

258 staff responded to the survey, about a third of a total workforce of approximately 800 (Table 

5.1). In the self-assessment, staff was asked to indicate in which geographical region of the 

Commonwealth they work.  It is interesting to note that the vast majority, 202, out of the total 

258, work in MetroWest (Framingham Area), representing 78.2% of the workforce. Lowell Area 

registered the lowest number, representing 2.3%. 

Table 5.1 Staff Responses By Geographic Region. 

Region Responses (%) Total 

MetroWest (Framingham Area) 78.2 202 

Worcester Area & N. Central 10.0 26 

Springfield & W. Central 6.2 16 

Lowell Area 2.3 6 

All Regions 100 258 

 

In addition to the questions about the geographical region, the survey asked to indicate their 

respective role in SMOC.  Two hundred and five staff members responded to this question. 

Almost half (44.7%) are Direct Care staff, the rest are Administrative staff, Support/Property 

staff, and RWA staff with the exception of Management level which represents 28.4% (Table 

5.2). 

Table 5.2 - Role in SMOC 

Role Responses (%) Total 

Direct Staff 44.7 114 

Administrative Staff 13.3 34 

Support and Property Staff 12.1 31 

Program Coordinators 1.5 4 

RWA 28.2 72 

 

Program Environment 

We used a standard rating scale to evaluate staff responses to statements pertaining to the 

program environment.  The majority of staff strongly agree or agree with the statements (Table 

5.3). Almost one in seven are neutral about the following statements:  Within my 
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program/department, our clients achieve success in improving the conditions of their lives after 

working with SMOC; Staff trainings that are offered give me the tools to improve my job 

performance; I can communicate concerns to management and the issues are addressed. It would 

be interesting to dig deeper into why some staff selected this response. 

Table 5.3 – Program Environment (%) 

Statement Strongly 

Agree 

Agree 

 

Neutral 

 

Disagree 

 

Strongly 

Disagree 

Don’t 

Know 

The range of SMOC 

services meet most, if 

not all of our clients’ 

needs  

 

30.0 

 

 

 

53.5 

 

 

 

11.3 

 

 

 

3.5 

 

 

 

0.3 

 

 

 

1.1 

 

 

Within my 

program/department, 

our clients achieve 

success in improving 

the conditions of their 

lives after working 

with SMOC 

 

28.9 

 

 

 

52.7 

 

 

 

14.8 

 

 

 

0.7 

 

 

0.0 

 

 

 

2.7 

 

 

I can positively impact 

service delivery at 

SMOC 

 

44.1 

 

 

44.1 

 

 

10.1 

 

1.5 

 

0.0 

 

0.0 

Staff trainings that are 

offered give me the 

tools to improve my 

job performance 

 

30.7 

 

41.6 

 

15.5 

 

7.0 

 

3.5 

 

1.5 

I can communicate 

concerns to 

management and the 

issues are addressed 

 

39.0 

 

33.5 

 

15.2 

 

6.6 

 

5.0 

 

0.3 

SMOC is successful in 

our core mission 

35.0 47.6 12.9 1.9 1.1 1.1 

 

Top 3 reasons why staff disagree or strongly disagree with some of the statements: 

1. Staff need more management support/lack of communication between departments. 

2. Not enough professional development opportunities to assist staff to perform tasks. 

3. Few underserved populations by SMOC. 

 

Top 3 suggestions/efforts to improve programs and service delivery: 

1. Need more trainings for new hire/direct care staff. 

2. Concerns/issues needed to be addressed by management staff in a timely manner. 

3. Management should pay more attention to more training opportunities for staff to 

improve employee satisfaction, reduce turnover and improve care given to clients. 
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Top 3 things clients need we are not addressing: 

1. Housing for homeless with physical disabilities that support their disabilities 

(wheelchairs, walkers, etc.). 

2. Not enough support for single adults to succeed.  

3. Transportation to work for adults without TANF/DTA. 

 

Top 3 things to be added to the Service Delivery 

1. Services for the LGBTQ community. 

2. Trainings to assist our clients with the correct resources. 

3. More low-cost housing. 

 

Work Environment 

Table 5.4 below shows staff responses to the statements in the area of work environment. In 

general, the vast majority of staff members strongly agree or agree with the statements in the 

survey. Of concern though is that about a fifth of staff are neutral about the following statements:  

SMOC effectively communicates with its employees; There is a strong feeling of team work and 

cooperation in SMOC; and My work is valued by SMOC. It is clear that management needs to 

do some more work in these areas. 
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Table 5.4 – Work Environment (%) 

Statement Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

Know 

My manager is 

approachable and 

accessible and offers help 

when needed 

63.9 23.9 6.6 3.5 1.9 0.0 

SMOC effectively 

communicates with its 

employees 

22.7 

 

 

43.9 20.3 7.0 5.8 0.0 

The benefits offered 

(vacation, sick, holidays, 

dentist and health 

insurance, etc.) are good 

35.6 41.5 11.3 5.1 3.5 2.7 

There is a strong feeling 

of team work and 

cooperation in SMOC 

26.6 38.0 21.9 7.8 4.7 0.7 

My work is valued by 

SMOC 

26.2 39.2 22.7 

 

5.4 5.1 1.1 

I get positive praise or 

recognition from my 

manager 

44.4 37.4 12.2 3.5 2.3 0.0 

I feel safe at work 37.4 37.3 14.6 5.1 5.1 0.0 

I have the tools needed to 

assist clients or get my job 

done 

32.2 49.0 12.7 3.5 2.3 0.0 

I have a good 

understanding of SMOC’s 

mission 

51.7 41.9 5.5 0.4 0.4 0.0 

 

Top 3 things SMOC could do to improve the work environment: 

1. More all-staff communication and transparency. 

2. Approve long overdue rates. 

3. More resources for clients and staff. 

 

Board of Directors Survey  

The Board was informed about the 2021-2023 CARSP process at the September 2019 meeting by 

staff of the Planning Unit. The Board reviewed the agency’s Mission and Vision Statements at the 

same meeting as part of the CARSP process. The consensus was that both Statements remain 

relevant and central to our goals and objectives so they were unanimously approved. 

 

In addition to questions about the agency’s performance, the survey served as a tool to assess the 

performance of individual Board members and the Board as a whole. The self-assessment 

component was added following our 2017 agency-wide risk assessment which identified that the 
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Board had never conducted a self-assessment. CSBG Organizational Standard 4.7 states that “An 

organization-wide, comprehensive risk assessment has been completed within the past 2 years and 

reported to the governing Board.” 

 

Nineteen members completed the survey which was entered and analyzed in SurveyMonkey. 

Almost half (42.1%) of the members have served on the Board 10 years or longer so there is 

considerable longevity and institutional memory within the group. The rest have been on the Board 

between 1 and 9 years. 

 

Agency Performance 

We used a standard rating scale to evaluate Board members on the issues pertinent to the 

performance of the agency. Table 5.5 below shows their responses to statements in this area. In 

general, the vast majority of Board members either strongly agrees or agrees with the various 

statements pertaining to the agency’s performance. This is an indication that the agency is on the 

right track. Half of the members either strongly agree or agree that the agency’s management and 

decision making is sound. While 40% of members agree that SMOC does a good job with 

fundraising and public relations, slightly more than a quarter (26.6%) strongly agree or were 

neutral. In the last board survey conducted for the FY 2018-2020 CARSP, a third of members were 

neutral about this statement.  

 

One member was neutral about the statement that SMOC implements sound financial management 

practices as was another member regarding the statement that SMOC staff are adequately trained 

and supported to meet the agency’s mission. One member disagrees with the statement that staff 

communication with the Board is satisfactory.  

 

Two members don’t know if our programs and services meet agency needs, one member doesn’t 

know if we do a good job with fundraising and public relations and another member don’t know 

if staff are adequately trained and supported to meet the agency’s mission. These responses present 

an opportunity to further educate Board members about the agency, especially the newer ones 

since over a third (36.8%) have been on the Board less than five years. 
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Table 5.5 – Agency Performance (%) 

 

Statement Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

Know 

SMOC is successful at 

meeting its mission 

75.0 25.0 4.6 0 0 0 

SMOC has a strong 

understanding of 

community needs 

87.5 12.5 0 0 0 0 

SMOC’s programs and 

services meet client 

needs 

56.2 43.7 0 0 0 0 

SMOC’s programs and 

services meet community 

needs 

62.5 37.5 0 0 0 0 

SMOC’s programs and 

services meet agency 

needs 

60.0 26.6 0 0 0 13.3 

SMOC’s management 

and decision making is 

sound 

50.0 50.0 0 0 0 0 

SMOC does a good job 

with fundraising and 

public relations 

26.6 40.0 26.6 0 0 6.6 

SMOC implements sound 

financial management 

practices 

56.2 37.5 6.2 0 0 0 

SMOC staff are 

adequately trained and 

supported to meet the 

agency’s mission 

50.0 37.5 6.2 0 0 6.2 

SMOC workplace 

conditions and workplace 

climate are positive 

53.3 46.6 0 0 0 0 

Staff communication 

with the Board is 

satisfactory 

68.7 25.0 0 6.2 0 0 

 

 

Individual Board Member Performance 

In the self-assessment section of the survey, each Board member was asked to describe their 

performance as a Board member (Table 5.6). It is encouraging to see that the majority of members 

strongly agree that they have a strong understanding of SMOC’s mission and goals (81.2%), find 

serving on the Board to be a satisfying and rewarding experience (75.0%) and understand what is 

expected of them as a Board member (68.7%).  
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Over a third (37.5%) of members agreed that they understand the organization’s financial 

statements and a quarter agreed with the statement that they understand what is expected of them 

as a Board member. Two members were neutral about whether or not they find serving on the 

Board to be a satisfying and rewarding experience, another two were also neutral about 

understanding the organization’s financial statements. One member was neutral about what is 

expected of them as a member. Again, these findings present an opportunity for further training 

and education. 

 

 

Table 5.6 Individual Board Member Performance (%) 

Statement Strongly 

Agree 

 Agree  Neutral  Disagree Strongly 

Disagree 

 Don’t 

Know 

I have a strong 

understanding of 

SMOC’s mission 

and goals  

 81.2  18.7  0.0  0.0  0.0  0.0 

 I understand what 

is expected of me 

as a Board member 

 68.7  25.0  6.2  0.0  0.0  0.0 

 I find serving on 

the Board to be a 

satisfying and 

rewarding 

experience 

 75.0  12.5  12.5  0.0  0.0  0.0 

 I understand the 

organization’s 

financial 

statements 

 50.0  37.5  12.5  0.0  0.0  0.0 

 

 

Board Performance 

This section of the survey looked at the performance of the Board as a whole. Again, it is 

encouraging to see from Table 5.7 below that the majority of members strongly agree that the 

Board works toward a safe and inclusive environment for Board members, staff, and clients (75%), 

uses the agency’s mission and values to drive decision-making (68.7%), adequately reviews the 

results of the annual independent financial audit (62.5%), understands the needs of clients and how 

they may be changing (62.5%) and adequately reviews the annual strategic objectives and budget 

for the agency (56.2%).   

 

A number of members are neutral about the statements that the Board adequately reviews the 

agency’s investment policies, annual strategic objectives and budget, tracks progress towards 

meeting the goals and assesses and responds to changes in the agency’s environment. 

 

One member disagreed that the Board adequately tracks progress towards meeting the goals as did 

another member with regards to assessing and responding to changes in the agency’s environment. 
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Two members do not know if the Board adequately reviews the agency’s investment policies as 

did two members regarding assessing and responding to changes in the agency’s environment. 

 

Table 5.7 Board Performance (%) 

 Statement Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

Know 

The Board adequately 

reviews the agency’s 

investment policies 

 33.3 40.0 13.3 0.0 0.0 13.3 

The Board adequately 

reviews the results of the 

annual independent 

financial audit 

 62.5 31.2 6.2 0.0 0.0 0.0 

The Board adequately 

reviews the annual 

strategic objectives and 

budget for the agency 

 56.2 31.2 12.5 0.0 0.0 0.0 

The Board adequately 

tracks progress toward 

meeting the agency’s 

strategic goals 

 31.2 56.2 6.2 6.2 0.0 0.0 

The Board uses the 

agency’s mission and 

vales to drive decision-

making 

 68.7 31.2 0.0 0.0 0.0 0.0 

The Board adequately 

assesses and responds to 

changes in the agency’s 

environment 

 37.5 31.2 12.5 6.2 0.0 12.5 

The Board works toward 

a safe and inclusive 

environment for Board 

members, staff, and 

clients  

 75.0 25.0 0.0 0.0 0.0 0.0 

The Board understands 

the needs of clients and 

how they may be 

changing 

 62.5 37.5 0.0 0.0 0.0 0.0 

 

Key Board Strengths 

• Deep institutional knowledge of the Agency. 

• Mixture of strengths and weaknesses that are successfully blended to promote progress. 
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• Board members ask many questions in order to gain understanding of the agency and its 

programs. 

• Active, diverse and knowledgeable members. 

• Congenial and respectful of each member’s time, thoughts, abilities, and desire to serve. 

• Conscious effort to be inclusive regardless of gender, ethnicity, political beliefs, religious 

following, economic status or zip code. 

• Depth of social services knowledge and ongoing connection with the larger community. 

• Atmosphere of collegiality they maintain, even at times of making stressful decisions. 

• Steadfastness and the ability to trust employees. 

• Board and staff work well together to accomplish the agency’s mission. 

 

Suggestions To Improve Board Performance  

• Be more involved in discussions regarding better implementation of fundraising efforts 

for the Agency. 

• Develop a stronger and more timely awareness of the progress of implementation of 

strategic goals. 

• Reach out to other members of their communities who may be good candidates for Board 

membership. 

• Encourage members to represent SMOC at various community events. 

• Strengthen Board communication and connection among members, sharing skills and 

expertise via workshops, retreats, social events, etc. 

• Actively plan for and respond to changes in the agency’s environment in a timely 

manner. 

• Follow closely the status of the organization with an emphasis on conditions of managed 

facilities.    

• Provide more training on finances, real estate transactions, roles and responsibilities and 

good assessment tools to evaluate implementation of goals.  

• Create a mission statement for the Board so they can be more helpful to the agency. 

 

Volunteer Survey 

The Volunteer Survey focused on the experience of volunteers in the various programs where they 

supported staff. Unfortunately, the response rate was very low, only 9 surveys were received. 

 

Program Environment 

This section of the Volunteer Survey looked at SMOC services as related to each Program 

Environment which the Volunteers were engaged in during the year under review. There were 

nine responses of which three volunteered at Voice Against Violence (VAV) (Table 5.8).  



86 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

Table 5.8 Number and Percentage of Responses By Program 

Program Responses (%) Total 

LTLC 0.0 0 

OPCS 0.0 0 

GWHC 0.0 0 

Sage House 22.2 2 

Community Kiln 0.0 0 

Rhodes House 0.0 0 

Serenity House 22.2 2 

Voice Against Violence (VAV) 33.3 3 

Fuel Assistance 11.1 1 

HCEC 0.0 0 

WIG 0.0 0 

New Beginnings 0.0 0 

Head Start (Child Care) 11.1 1 

Workforce Dev. 0.0 0 

Individual Shelters 0.0 0 

Family Shelters 0.0 0 

Other 11.1 1 

TOTAL 100% 9 

 

Work Environment 

Volunteers were asked to rate the work environment as it pertained to the SMOC program they 

volunteered in (Table 5.9).  The majority of them strongly agreed or agreed with the statements 

so we can conclude that they have a positive experience while volunteering in our programs. A 

quarter were neutral about the statement that their volunteer work has a positive impact on 

programs. 
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Table 5.9 – Work Environment (%) 

Details Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

Know 

SMOC’s volunteer application 

process is simple and straightforward 

37.5 50.0 12.5 0.0 0.0 0.0 

Volunteer trainings give me the tools 

I need 

28.5 71.4 0.0 0.0 0.0 0.0 

The program I volunteer in 

effectively communicates with its 

volunteers 

42.8 57.1 0.0 0.0 0.0 0.0 

I can communicate concerns to 

management and the issues are 

addressed 

50.0 25.0 12.5 0.0 0.0 12.5 

Program Staff are approachable and 

accessible and offer help when 

needed 

62.5 37.5 0.0 0.0 0.0 0.0 

There is a strong feeling of teamwork 

and cooperation in the program(s) I 

volunteer in 

57.1 28.5 0.0 14.2 0.0 0.0 

My volunteer work is valued by the 

program I volunteer in 

50.0 37.5 12.5 0.0 0.0 0.0 

I feel safe in the program(s) I 

volunteer in 

37.5 37.5 12.5 0.0 

 

0.0 12.5 

My volunteer work has a positive 

impact on the program 

25.0 37.5 25.0 0.0 0.0 12.5 

SMOC succeeds at its mission of 

improving the quality of life of low-

income and disadvantaged 

individuals and families 

50.0 25.0 12.5 0.0 12.5 0.0 

 

Top Reasons For Rating A Statement as Disagree or Strongly Disagree 

1.  SMOC does not bring Alcoholics Anonymous 7 days a week to the drug 

addicts/alcoholics they are training. That kind of socialization would break isolation of 

addiction. That is what is missing. 

 

2. Not enough staff available in the evening program. This becomes difficult to 

communicate issues to the staff after the fact. Working with children, there are sometimes 

sensitive matters that don’t get addressed. 

 

Top 3 Client Needs That Are Not Being Addressed 

1. Sustained abstinence/Sobriety and fulfilling recovery. 

2. Lack of a required Monday through Friday Step meeting at the House.  If there was a van 

going to local meeting, the step meeting could take place after breakfast and before Peer-

Run Group. 
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3. Expectations for Parent about use of the childcare room/volunteers. 

 

Top 3 Services SMOC Needs To Add 

1. Required a van and senior resident driver for AA meetings 7 nights/weeks 

2. At GED classes, students need more teachers to help. 

3. Support Groups 

 

Top 3 Things SMOC Could Do To Improve Volunteer Experience 

1. More staff on site for volunteers 

2. Clearer expectations for volunteers 

3. Pay a responsible person in Sober housing to be a van driver for AA 
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6. Formal Board Acceptance 
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Appendix 1: Community Needs & Customer Satisfaction Survey 
 

  South Middlesex Opportunity Council 

FY 2021-2023 Community Assessment Report & Strategic Plan  

COMMUNITY NEEDS AND CUSTOMER SATISFACTION SURVEY  
 

The South Middlesex Opportunity Council (SMOC) works to improve the quality of life for 

people in the cities and towns we serve.  Please help us plan for the future by answering the 

questions on this survey. It should take about 5 minutes. Your answers are confidential and will 

be completely anonymous.   

  

 

SMOC PROGRAM (if applicable)_______________________________________________ 

 

SECTION 1 - BASIC QUESTIONS ABOUT YOU 

 

1. What town do you live in? _______________________________   ZIP Code ___  ___  ___  

___   

 

2. What is your age? Under 18 18-24      25-44     45-64 65 and older  

 

3. Are you a veteran?  Yes    No 

 

4. What is your gender?   Man  Woman Transgender Woman Transgender Man 

Gender Non-Binary    Other_________________ 

 

5. What is your sexual orientation?   Straight  Gay/Same Gender Loving Bisexual   

          Questioning/Unsure Other________________   

 

6.  What is your racial group? American Indian or Alaskan Native Asian  

African American or Black Native Hawaiian/Other Pacific Islander      

White/Caucasian          Multiracial Other, specify____________________________  

 

7.  Are you Hispanic/Latino?  Yes No   

 

8.  Are you Brazilian? Yes No 

 

9.  What languages do you speak at home?  Check all that apply:  

English Spanish Portuguese   Russian   Haitian Creole    Chinese 

(including Mandarin, Cantonese and other dialects)   Arabic   Other, 

specify_______________________   

  

10.  How many people are in your household including yourself?     
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        0 – 17 years ______      18 years or older ______ 

 

11. What is your household type?   Single Person   Single Parent/Female   Single 

Parent/Male  Two Parent Household with Children Living at Home   Two Adults/ No 

Children 

Multi-Generational Household   Other, 

specify____________________________________________ 

 

12. What is the highest grade you completed in school?  

Less than 8th grade Some high school High school diploma or GED/HiSet 

Some college     Certificate  Associate’s degree 

Bachelor’s degree  Graduate degree Vocational/trade school diploma  

  

13.  What is your housing status? 

Own   Rent   Homeless Living with friends or family 

 

14. If you rent, do you have a housing subsidy?     Yes No N/A 

 

15.  Do you have health insurance for yourself? Yes   No 

 

16.  Do your children (age 26 or under) have health insurance?      Yes   No    N/A 

 

17.  Do you have a Primary Care Provider (Doctor, Nurse Practitioner, etc.)?   Yes  No  

  

18. Do you have a disability?  Yes    No 

 

19.  Do you have a documented disability?  Yes   No  

 

20. Do you use Assistive Technologies? Yes   No 

 

21. Please check ALL the benefits your household receives:    TAFDC    SSI/SSDI 

Unemployment    EAEDC       Social Security Retirement   WIC 

SNAP (Food Stamps)  Veteran’s Benefits   None of these  

 

22. What is your household’s monthly cash income before taxes? 
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 My household has no cash income 

 

 Under $2000/month   (or Under $24,000/year) 

 

 $2000 - $4000/month (or $24,000 - $48,000/year) 

 

 $4001 - $6000/month (or $24,001 - $72,000/year) 

 

 Over $6000/month (or Over $72,000/year) 

Include:    

Wages, TANF, Social Security, Disability 

Benefits, etc.  

 

Do not Include:    

Food Stamps (SNAP), WIC, MassHealth, 

Other Public Health Insurance, Fuel 

Assistance, etc. 

 

SECTION 2 – SOME QUESTIONS ABOUT COMMUNITY NEEDS  

 

1. What do you think are the top needs impacting people in your 

community? 

Check ALL 

that apply ✓ 
Child care  
After school / summer programs for children and youth  
Jobs  
English classes  
Training or education to get a job or better job  
Elder services   
Affordable housing   
Ability to pay heating or utility bills   
Access to food   
Health insurance  
Mental health services  
Drug and alcohol services  
Domestic violence services  
Safer neighborhood  
Transportation   
Ability to budget  
Legal assistance  
Need for clothing  
Financial emergencies  
Immigration issues  
Discrimination issues  
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Access to technology / internet  
 

2. Compared with three years ago, are you and your family better off, worse off, or about 

the same? 

____Better off   ____Worse off  ____About the same 

3. Are you able to pay your bills on time each month?  

____Yes   ____No   ____Unsure 

3a. IF NO, have you had to borrow money from any of the following sources? Please check all 

that apply:  

Friends and/or Family Credit Cards   Pay Day Loans  Other, 

specify_____________________ 

4.  Do you currently have at least $500 set aside for emergencies?  

____Yes   ____No   ____Unsure 

5. What keeps you or your family from feeling more financially stable? Check ALL that 

apply:  

____I work full-time but my pay doesn’t cover my expenses 

____I can only find part-time/seasonal work 

____I can’t find a job 

____I or my family have debt 

____I need more education or training to get work or better work 

____Child care is too expensive and/or interferes with my ability to work 

____Child care is not consistently available in my area 

____My living expenses (rent/mortgage, heat, food) are too high 

____I can’t find housing that I can afford 

____I or a family member have had a lot of medical expenses that weren’t covered by insurance 

____I don’t have reliable transportation 
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____I am on a fixed income (Social Security, pension, etc.), and my income is limited 

____I lost eligibility for benefits (i.e. SNAP, MassHealth, DTA) 

____Someone in my household is spending money on things we don’t need, so there isn’t 

enough left for other  

        expenses 

 

____Someone else controls the money and makes decisions I don’t agree with 

____I or a family member am struggling with addiction 

____I or a family member am struggling with mental health issues 

____I don’t feel safe in my home 

____I don’t feel safe in my community 

____I don’t have reliable elder care which interferes with my ability to work  

____There is a language barrier keeping me from talking to employers 

____I have serious physical/mental health concerns  

____Caring for a child or other family member with disabilities keeps me from working   

____My immigration status keeps me from finding consistent work with good pay   

____Other: 

______________________________________________________________________ 

____ Not applicable 

 

6.  Please select which of the following best describes your family’s current food situation:  

 Has little to no food and most food is provided through soup kitchens, community meals, 

food pantries, friends and relatives   

 Has less than one week’s food available    

 Has more than one week’s food available 

 Able to obtain adequate food without relying on soup kitchens, community meals, food 

pantries, friends and relatives 

 

7. How many times in the past year did you use a food pantry, soup kitchen, community meal, 

etc? 

None       1-4       5-8        9-12       More than 12 times  
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SECTION 3 - SOME QUESTIONS ABOUT YOUR HOUSING   
 

1. Have you been homeless, stayed in a shelter, or had to stay with family or friends during the 

past year?   

Yes    No 

 

2. Do you spend more than half of your income on rent/mortgage?  Yes No N/A 

 

SECTION 4 - SOME QUESTIONS ABOUT YOUR HEALTH CARE 

 

1.  How many times have you used the Emergency Room in the past year? _____________  

 

2.  When was your last physical/check-up? 

Within the last year    1-2 years ago    More than 2 years ago 

 

3.  Have you seen a dentist in the last year?  Yes  No 
 

4.  In the past year have you or someone you know misused opiates?  Yes    No 

 

5.  If you or someone you know need treatment for opiate misuse, would you know where to get 

support?       Yes    No 

   

SECTION 5 - SOME QUESTIONS ABOUT YOUR SAFETY 
 

1.  Have you or someone in your household suffered physical or emotional abuse, or sexual 

assault, during the past year? Yes    No 

 

2.  If yes, who abused you or your household member (check all that apply)?  A stranger   

Boyfriend/ Girlfriend    Your spouse Your child Your parent(s)   Other 

relative Friend Roommate   

Other (please specify)____________ 

 

3.  Have you needed help from the police during the past year?  Yes  No 

If yes, what was the reason?   Personal safety  Other emergency  To stop the 

nuisance of a neighbor  Help with something personal (such as lost/stolen item, car 

accident, etc.) 

 

4. Do you feel comfortable asking the police for help? Yes  No      

If no, why _____________________ 
 

SECTION 6 – SOME QUESTIONS ABOUT COMMUNICATION WITH SERVICE 

PROVIDERS 

 

1. Which of the following would you use for personal/direct communications with SMOC 

service providers (e.g. appointments, questions for case manager, etc.)?  Check all that 

apply. 
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Phone    Email        Text         Postal Mail    Other (please 

specify)_______________ 

 

2. Which of the following would you prefer for receiving general messages from SMOC 

(e.g. events, programs, general updates) with SMOC service providers? Check all that 

apply. 

Phone     Email      Text      Twitter       Facebook    SMOC Website  

 

3. Do you have any concerns about privacy and confidentiality?      Yes     No  

 

4. If yes, what are your top 3 concerns? 

________________________________________________________________________

_ 
 

SECTION 7 – SOME QUESTIONS ABOUT CUSTOMER SATISFACTION  

 

1. Did SMOC help you or anyone in your household in the past 12 months?  Yes     

No 

 

IF NO, YOU HAVE REACHED THE END OF THE SURVEY.THANK YOU FOR YOUR  

PARTICIPATION! 

 

2. Which SMOC services have you used in the past 12 months? 

Check all that apply:  

Fuel Assistance / Weatherization  

Head Start/ Child Care / Afterschool  

Rental Assistance/Section 8   

Counseling          

WIC 

Domestic Violence Services   

Rape Crisis/ Sexual Assault Services  

SMOC Housing 

Homeless Services    

Career Center/Employment Services/Education  

Tax Prep/VITA     

HCEC 

 Something Else (If so, please feel free to explain what service you used): 

_________________________ 

______________________________________________________________________________

_________ 

 

3. How did you learn about SMOC?  Another person told me about it   Staff at 

another agency or organization referred me   I found SMOC’s website  I saw a flyer 

or poster   I heard about it on TV or radio    Other 

_____________________________ 



99 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

 

4. Please rate the following choices: 

 Strongly 

agree 

Agree Neither 

agree nor 

disagree 

Disagree Strongly 

disagree 

I feel 

welcome at 

SMOC 

offices or 

when I talk 

with staff on 

the phone. 

 

     

SMOC staff 

understand 

my needs and 

culture. 

 

     

 Strongly 

agree 

Agree Neither 

agree nor 

disagree 

Disagree Strongly 

disagree 

SMOC staff  

treat me with 

respect and 

do not judge 

me. 

 

     

SMOC staff 

support me to 

make my 

own 

decisions. 

     

I am satisfied 

with how 

SMOC staff 

have treated 

me. 

     

My situation 

is better 

because of 

the help 
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SMOC gave 

me. 

My finances 

are more 

stable 

because of 

help from 

SMOC. 

     

I can take 

care of my 

family or 

myself better 

because of 

help from 

SMOC. 

     

SMOC 

helped me 

learn about 

helpful 

resources 

near where I 

live. 

     

I am satisfied 

with the help 

I got from 

SMOC. 

     

 

5. Did anything make it hard for you to get help from SMOC? Check all that apply: 

 

Hours  

Parking 

Transportation  

Child care          

Disability 

I felt embarrassed  

I felt overwhelmed 

Immigration or citizenship status 

I couldn't understand what the staff person was saying    

Information was too hard to read  

Too much paperwork    

Tired of answering the same questions over and over again 

Other:________________________________________________________________________

_______ 

None of the above 
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6. What are 3 ways SMOC could improve service delivery?  

______________________________________________________________________________

______________________________________________________________________________

________________________ 

 

7. What other help would you like SMOC to offer in the future? Please list your top 3 

choices. 

______________________________________________________________________________

______________________________________________________________________________ 

 

THANK YOU FOR YOUR TIME IN ANSWERING THESE QUESTIONS!!! 
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Appendix 2: Focus Group Questions  

 

 

I. Food 

Do you receive food stamps and/or WIC? Do they last the entire month? 

What happens when you run out of food stamps? What do you do to eat? 

Do you use food pantries or soup kitchens when you run out of food stamps or do you utilize 

them all the time? (Emergency situations?) 

What would help you better access the foods you need? (i.e. more grocery stores accepting 

SNAP, more fruits and vegetables at convenience stores, etc.) 

What types of food do you purchase? – (Food Selection) 

What influences your food choices? (messaging, and what are they?) 

What prevents you from getting to food pantries / soup kitchens? 

 

II. Health 

Do you have health insurance? 

Do you have a Primary Care Physician (PCP)?  

How satisfied are you with the care you receive at your doctor’s office? 

How affordable is the healthcare you/your family receive? 

Do you have access to mental health or substance use services? 

 

III. Housing 

Would you consider your housing affordable? 

Do you hold a housing subsidy?  

Do you have to make choices about what bills you pay due to housing costs? 

Are you not paying for _____ to pay for _____ 
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Do you need additional services to pay utilities after housing costs are paid? 

   

IV. Employment / Education 

Are you employed?  

How do you feel about your job? What do you like/what do you dislike? Pay/hours/travel time, 

etc. 

What is your dream job?  What is preventing from obtaining that job? 

What types of educational services would assist you in achieving your dream job? 

How many jobs have you had in the past year? If you have had more than one job, why? 

If you’re not employed, what is the reason? 

 

V. Transportation  

Do you have transportation?  

Is it reliable?  

What is your primary mode of transportation? 

How do you access resources? 

 Walk, public transportation, car, friend’s car, Uber, etc.? 

 

VI. Community Strengths/ Assets/ Resources 

 

Do you feel safe in your housing or neighborhood? 

Are resources accessible in your neighborhood? 
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Appendix 3: Key Stakeholder Interview Guide 

 
 

KEY STAKEHOLDER:  

INTERVIEWER:  

DATE:  

A. Top 3 needs/gaps in their community/service area. 

B. Community-level resources available to address these needs. 

C. Ideas for collaboration/partnerships/service integration/etc. 

D. Other 

 

  



105 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

Appendix 4: Community Organizations Survey  
 

South Middlesex Opportunity Council 

FY 2021-2023 Community Assessment Report & Strategic Plan  

COMMUNITY ORGANIZATIONS SURVEY 

Survey Link: https://www.surveymonkey.com/r/65GDN2B  

 
 

 

Organization Name:       

 

Your name:        

 

Title / Position:        

 

Address:         

     

Tel:          

 

E-mail:         

 

 

 

 
 

1. Please briefly describe the population(s) served by your organization (check all that apply): 

 Children (17 & Under)   Elders (60+)               Undocumented 

 Families     People w. Disabilities   Homeless 

 Young Adults (18-24)   People w. Mental Health issues  Single Adults    

 Veterans     People w. Substance Abuse issues 

 Immigrants                                     Refugees                                         LGBQ/T      

 Other Special Populations: (describe)_____________________________________________ 

 

2. Cities and towns in your agency’s service area:        

 Ashland    Bellingham   Framingham  Holliston  Hopkinton  

Marlborough Natick   Northbridge  Southborough    Wayland 

 Other, please specify ____________ 

https://www.surveymonkey.com/r/65GDN2B


106 SMOC 2021-2023 Community Assessment Report                                        Everybody Matters                                                                              

  

 

 

3. Nature of service you provide (please check all that apply): 

Housing Financial Childcare Transportation Behavioral Health 

Medical Government Benefits  Training Workforce development  

Philanthropy Public Safety  Education  Legal  Language           

 Nutrition  Other (please specify) ______________________ 

4. What is the estimated % of your clients with incomes below the area median income? (Please 

see the table below if needed.) 

 Less than 25% 25% - 49%  50% - 74%   75% - 100% 

 
 

Town Area Median 

Income 

Ashland $120,309 

Bellingham $95,533 

Framingham $73,182 

Holliston $118,933 

Hopkinton $151,357 

Lowell $48,581 

Marlborough $75,418 

Milford $75,854 

Natick $106,027 

Northbridge $75,186 

Southborough $142,426 

Springfield $37,118 

Waltham $83,249 

Wayland $166,893 

Worcester $45,869 

Source: 2013-2017 ACS 

 

 

5. Using your own knowledge and experience in working with the population of the area, please 

rate what you believe to be the level of need in the greater MetroWest community: 

 TOPIC High Moderate Low None Not Applicable 

HOUSING NEEDS      

Home ownership opportunity      

Rental Assistance                         

Finding affordable housing       

Emergency Shelter          

HEALTH CARE NEEDS      

Health insurance      

Assistance with applying for and/or 

maintaining health insurance 

     

Assistance with cost of health 

insurance 

     

Assistance in paying for 

prescription drugs 
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 TOPIC High Moderate Low None Not Applicable 

Dental care      

Translation services      

Substance abuse services      

Mental health services      

Acute care services      

Primary health care services      

Culturally sensitive health care      

FINANCIAL/ WORKFORCE 

NEEDS 

     

Good paying job      

Job training      

Child care      

Elder Care      

Transportation      

Eligibility for Transitional 

Assistance 

     

Money for basic needs      

Financial Literacy/Budgeting 

Classes 

     

Debt management      

Adult Education/GED      

Computer skills training      

English as a second language      

Energy/Fuel Assistance      

Rep Payee services      

CHILD CARE NEEDS      

Affordable child care      

Parenting skills and support      

After-school child care      

Summer child care      

Pre-school/ Head Start      

Voucher application assistance      

NUTRITION NEEDS      

Nutrition assistance programs 

(SNAP, WIC) 

     

Food pantry resources      

Community meals      

Nutrition Education      

Access to affordable healthy food      

 

DOMESTIC VIOLENCE/ 

SEXUAL ASSAULT SERVICE 

NEEDS 
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 TOPIC High Moderate Low None Not Applicable 

Domestic violence services for 

women 

     

Domestic violence services for men      

Domestic violence services for 

children 

     

Treatment of offenders      

Need for prevention/education 

services 

     

Neighborhood crime/safety      

Workplace safety      

Violent crime victim services      

TRANSPORTATION      

Access to public transportation      

Affordability of public 

transportation 

     

Car ownership      

 

6. Please list 3 ways you could help SMOC/SMOC could help you meet these needs?      

 

7. What are the top 3 areas of overlap / duplication of services you identify?       

 

8. What other needs would you identify? Please list the top 3.        

 

Thank you again for taking the time to complete this survey.  
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Appendix 5: Staff Survey  

 

FY 2021-2023 Community Assessment Report & Strategic Plan 

Staff Survey 

Survey Web Link: https://www.surveymonkey.com/r/J9BS2ZX  
 

Thank you for participating in the SMOC staff survey. As an agency we feel it’s important that 

you, our employees, help to identify what factors contribute to or impede a client’s progress. 

We believe that staff input is critical to understanding how SMOC is meeting the needs of the 

community and their mission. All surveys are completely confidential. 

1) Which Region of the Commonwealth do you work out of? 

a. Metro West (Framingham area) 

b. Worcester Area and N. Central 

c. Springfield and W. Central 

d. Lowell area 

e. Other __________________________ 

2) Please circle the letter that  best describes your role in SMOC: 

A  Direct Care Staff- This may include Case Managers, Case Management 

Supervisors, Teachers/Child Care, Housing Stabilization, Program Advocates, Triage 
Workers, Counselors, Employment Specialists, Fuel Assistance Specialists, and Medical 
Team 

B  Administration Staff- This may include Accountants, Analysts, Office Workers, 

Receptionist, Assistants, and Financial Services 

C  Support and Property Staff- This may include Intake Specialists, Maintenance 

Technicians, Property Managers, Program Coordinators, Warehouse, Food Pantry, 
Drivers, Program Representatives or Inspectors, Energy Auditors 

D  RWA- This may include Relief, Admin and Labor 

E  Management Level- This may include Program Directors, Program Managers, 

Component Directors, Senior Staff 

https://www.surveymonkey.com/r/J9BS2ZX
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3) Please rate the following as it pertains to your program environment: 

 Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

know 

The range of SMOC services 

meets most, if not all, of our 

client needs 

      

                                                                     

Within my program/ 

department, our clients 

achieve success in improving 

the conditions of their lives 

after working with SMOC 

      

I can positively impact 

service delivery at SMOC 

      

Staff trainings that are 

offered give me the tools to 

improve my job 

performance 

      

I can communicate concerns 

to management and the 

issues are addressed 

      

SMOC is successful in our 

core mission 

      

 

4) Please comment on why you rated something as disagree or strongly 

disagree__________________________________ 

5) Do you feel there are client needs we are not addressing, if so please list the top 

3?____________________________________________ 

6) Are there any services that you would like to see added? If yes, please list the top 

3.__________________________________________ 
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7) Please rate the following as it pertains to your program environment: 

 Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

know 

My manager is 

approachable and 

accessible and 

offers help when 

needed 

      

SMOC effectively 

communicates 

with its 

employees 

      

The benefits 

offered (vacation, 

sick, holidays, 

dental & health 

insurance, 403b) 

are good 

      

There is a strong 

feeling of 

teamwork and 

cooperation in 

SMOC 

      

My work is valued 

by SMOC 

      

I get positive 

praise or 

recognition from 

my manager  

      

I feel safe at work       
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 Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

know 

I have the tools 

needed to assist 

clients or get my 

job done 

      

I have a good 

understanding of 

SMOC’s mission  

      

 

8) Please comment on why you rated something as disagree or strongly 

disagree__________________________________ 

9) Please list the top 3 things that SMOC could do to improve your work experience? 

 

Thank you for taking the time to complete our survey! 
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Appendix 6: Board Survey & Self-Assessment  

 

South Middlesex Opportunity Council 

FY 2021-2023 Community Assessment Report & Strategic Plan 

BOARD OF DIRECTORS SURVEY & SELF-ASSESSMENT 
Survey Web Link: https://www.surveymonkey.com/r/JVQ8ZMH 

 

1. How long have you served on the SMOC Board? 

 

 Less than 1 year  1 to 4 years  5 to 9 years  10 years or longer   

 

2. What sector do you represent on the Board? 

 

 Public  Low-Income Individuals and Families/Consumers  Private 

 I’m not sure   

 

 

Please rate the following statements. 

 

Questions on Agency Performance 

 Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

know 

SMOC is successful at 

meeting its mission 

      

SMOC has a strong 

understanding of 

community needs  

      

SMOC’s programs 

and services meet 

client needs  

      

SMOC’s programs 

and services meet 

community needs 

      

SMOC’s programs 

and services meet 

agency needs 

      

https://www.surveymonkey.com/r/JVQ8ZMH
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SMOC’s management 

and decision making 

is sound 

      

SMOC does a good 

job with fundraising 

and public relations 

      

SMOC implements 

sound financial 

management practices 

      

SMOC staff are 

adequately trained and 

supported to meet the 

agency’s mission 

      

SMOC workplace 

conditions and 

workplace climate are 

positive 

      

Staff communication 

with the Board is 

satisfactory  

      

 

Questions on Individual Performance 

 Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

know 

I have a strong 

understanding 

of SMOC’s 

mission and 

goals 

      

I understand 

what is 

expected of me 
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as a Board 

member 

I find serving on 
the board to be 
a satisfying and 
rewarding 
experience 

      

I understand 
the 
organization’s 
financial 
statements 

      

 

 

Questions on Board Performance 

 
Strongly 
Agree 

Agree Neutral Disagree Strongly 
Disagree 

Don’t 
know 

The Board adequately 
reviews the agency’s 
investment policies. 

      

The Board adequately 
reviews the results of the 
annual independent 
financial audit. 

      

The Board adequately 
reviews the annual strategic 
objectives and budget for 
the agency. 

      

The Board adequately tracks 
progress toward meeting 
the agency’s strategic goals. 

      

The Board uses the agency’s 
mission and values to drive 
decision-making. 

      

The Board adequately 
assesses and responds to 
changes in the agency’s 
environment. 

      

The Board works toward a 
safe and inclusive 
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environment for board 
members, staff, and clients. 

The Board understands the 
needs of clients and how 
they may be changing. 

      

 

Please provide context/comments for your ratings here: 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

Please describe 3 strengths of the agency: 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

Please describe 3 strengths of the board: 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

Please list 3 things the board can do to improve its performance in the next 1-3 years? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 
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Appendix 7: Volunteer Survey Instrument 

 
FY 2021-2023 Community Assessment Report & Strategic Plan 

Volunteer Survey 

Survey Web Link: https://www.surveymonkey.com/r/2979RTS  

Thank you for participating in the SMOC Volunteer Survey. As an agency we feel it’s important 

that you, our volunteers, help to identify what factors contribute to or impede the volunteer 

experience. We believe that volunteers’ input is critical to understanding how SMOC is meeting 

the needs of the community and their mission. All surveys are completely anonymous and 

confidential. 

Which SMOC Programs have you volunteered in during the past year? Please check all that 

apply.  

_______LTLC   _______Sage House   _______OPCS 

_______GWHC  _______Community Kiln  _______Rhodes House  

_______VAV   _______Serenity House  _______Fuel Assistance 

_______HCEC   _______WIC    _______New Beginnings 

_______Head Start/Child Care  

_______Workforce Development (please specify):_____________________________________ 

_______Individual Shelters (please specify):__________________________________________ 

_______Family Shelters (please specify):_____________________________________________ 

_______Other (please specify):____________________________________________________ 

 

 

 

 

 

https://www.surveymonkey.com/r/2979RTS
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1) Please rate the following as it pertains to your volunteer experience : 

 Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Don’t 

know 

SMOC’s volunteer application 

process is simple and 

straightforward 

      

Volunteer trainings give me the 

tools I need 

      

The program I volunteer in 

effectively communicates with its 

volunteers 

      

I can communicate concerns to 

management and the issues are 

addressed 

      

Program staff are approachable 

and accessible and offer help when 

needed 

      

There is a strong feeling of 

teamwork and cooperation in the 

program(s) I volunteer in 

      

My volunteer work is valued by the 

program I volunteer in 

      

I feel safe in the program(s) I 

volunteer in 

      

My volunteer work has a positive 

impact on the program  

      

SMOC succeeds at its mission of 

improving the quality of life of low-
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income and disadvantaged 

individuals and families 

 

2) Please comment on why you rated something as disagree or strongly 

disagree__________________________________ 

3) Do you feel there are client needs we are not addressing? If yes, please list the top 

3?____________________________________________ 

4) Do you feel there are any services that you would like to see added? If yes, please  list 

the top 3__________________________________________ 

5) Please list 3 things that SMOC could do to improve your volunteer experience? 

a.  

b.  

c.  

 

Thank you for taking the time to complete our survey! 
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Appendix 8: Respondents to Community Organizations Survey by Sector 

 

Non-Profit 

• A Place To Turn 

• Advocates Inc. 

• Boys and Girls Club, Framingham 

• Daniel’s Table 

• MetroWest Health Foundation 

• Wayside Youth & Family Support Network 

Faith Based 

• Bethany Hill Place 

• Greater Framingham Community Church  

• New England Aftercare Ministries Inc.  

Local Government 

• Framingham Housing Authority 

• Hopkinton Council on Aging      

• Marlborough Council on Aging/Senior Center 

• Milford Senior Center  

• Northbridge Council on Aging/Senior Center 

• Veterans Services, Natick & Dover  

State Government 

• Department of Developmental Services 

• Department of Mental Health  

For-Profit Business or Corporation 

• MetroWest Regional Transit Authority 

Health Service Institutions 

• Genesis Counseling Services, Inc. 

• Town of Ashland Board of Health 


