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THE BOARD CHAIRMAN
Even though it’s stated differently today, we have the same
defining goal that we had when our agency was formed in 1964 –
We help people who live on limited income transform their lives.
We fight the conditions that create poverty and help low-income
people who want to change their lives become self-sufficient.
With the continued challenging economic times, we’ve seen rapid
growth in people’s needs and an increase
in poverty. The Agency continues to
address these problems by deftly
managing short-term program
expansion funded through ARRA
and the corresponding program
and staff reduction when most
ARRA funding ended.
Our Weatherization Assistance
Program, slated to receive ARRA
funding until June 30, 2013, remains
a model for other NC programs. In the
midst of the explosive growth in this
program, we continue to deliver exceptional
outcomes, a true testament to Agency Teamwork.

Positive feedback about our efforts consistently includes high
marks from federal and state funding agencies. We also ask
customers to tell us about their experience with the Agency and
how our work helped them attain their goals. The customer
stories in this Annual Report are great examples of our
effectiveness and their success.

As Board Chairman, I can attest to the fact that my fellow
board directors are pleased with the organization’s development.
We are convinced that when funding organizations must
redistribute reduced resources to fewer agencies, we will be
their provider of choice.

After volunteering more than 30 years, I am still excited to be affiliated
with the work of this fine organization. Congratulations! We
successfully completed another challenging year in this difficult time.
Sincerely,
Edward R. Schell, Chairman
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While unstable economic times have rocked, even capsized
many agencies, Community Action Opportunities remains righted –
sails unfurled and engines fully engaged. Commitment to our mission
and strategic thinking sets us apart from other many other
agencies. This paradigm enables us to quickly, yet thoughtfully
respond to the values our customers identify and requests for support
from funding organizations, and produce the service they want and
the outcomes they need.

One example of this approach is the statewide leadership role we embraced in
the Weatherization Assistance Program (WAP). In the spring of 2011, the North Carolina State
Energy Office asked Community Action Opportunities and two other agencies to help design and
implement a regional WAP pilot for multi-family dwellings. Now, the lead Weatherization Service
Provider for the NCWAP Multi-Family Pilot Project, in August 2012 we will be the first, and
possibly the only, regional service provider to proceed with installation work for nearly 360 families.

This report also contains examples of the value our outputs have to families who, with our help are
now well on their way to self-sufficiency and to children who will be ready to succeed in school and
life. We ensure that our services produce measurable results for our customers. We consistently see
a solid Return-On-Investment in Life Works and above average progress in our Head Start children.
However, we are not always successful.

One of the most difficult decisions that a non-profit manager faces is when to end a well-loved
program that produces limited or no results, becomes irrelevant and/or too costly to operate.
According to Peter Drucker, neither need nor tradition justifies allocating scarce resources to
programs with questionable outcomes. Unfortunately, we have reached this decision point with our
beloved Family Development Credential Training Program. Despite our best recruitment efforts, FY
2011-12 marked the third straight year of revenue shortfall for the Family Development Credential
Training. The very tight training budgets of the non-profit and public agencies in our target market
lowered participation rates below acceptable levels. Since these conditions are likely to continue into
the foreseeable future, we agreed to make the final decision about continuing this training program
after we fulfill our obligations in fiscal year 2012-13.
As disappointed as we feel about having to address this program's low outcomes, it is our
willingness to deal with this kind of programmatic issue that sets us apart and guarantees our
success in the coming years.

By blending best practices and steadfast adherence to our mission with a spirit of innovation
we remain on-course – always a catalyst of positive change for low-income people in Western
North Carolina.
Sincerely,
Vicki Heidinger, Executive Director
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LEADERSHIP TEAM

Our Mission

ADMINISTRATION

Teamwork

We help people who live on limited income transform their lives.
Our dedicated, diverse and exceptional staff and leadership:
• Deliver comprehensive and innovative, high-quality services,
• Build and support strong partnerships, and
• Mobilize community action to create positive change.

1) Vicki Heidinger, Executive Director

2) Ethrage Warters, Finance Director

3) Linda Gamble, Human Resources Manager

4) Bob Gregory, Information Technology Director

RESPECT of self and others means that
we understand boundaries, value
diversity, communicate in a direct and
non-judgmental fashion, are honest,
thoughtful and empathetic and show
support and appreciation.
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8) Peggy McLeod,
Early Childhood Program Manager

Our Values

COMMUNICATION
is a dynamic process that requires us to
demonstrate a spirit of openness as we
listen responsibly and share relevant
information, in a timely and accurate
manner, in order to plan, solve problems
and meet the organization’s needs.
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6) Joyce Smith, Executive Assistant

7) Brain Repass, Director

QUALITY requires us to be professional
and accountable, exceed standards,
provide excellent service and strive to
satisfy customers.
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5) Linda Biggers, Program Resources Coordinator
CHILDREN, FAMILY & COMMUNITY
PARTNERSHIPS DEPARTMENT

TEAMWORK is a dynamic process that
includes the responsible participation of
all members, who focus on task and solve
problems to produce outcomes that the
team accepts and supports.
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Our Vision
We are a customer
focused, results-oriented
organization, recognized
as a catalyst of positive
change for individuals,
families and the
community we serve.

9) Leslie Hennessee, Family & Community
Partnerships Program Manager
10) Vickie Baldwin, Interim
Health Services Program Manager

11) Kaye Swartzentruber, Registered Dietician

12) VACANT, Program Operations Manager

13) Terry Bowers, Early Childhood Education Supervisor

14) Lorraine Riddle, Early Childhood Education Supervisor

15) Monica McLeod, Early Childhood Education Supervisor

16) Jane Anderson, Early Childhood Education Supervisor

17) Rebecca Gilleran,
Early Childhood Education Supervisor

18) Marcia Bacoate, Lead Family Service Worker

19) Michelle Bevans, Lead Family Service Worker

ECONOMIC DEVELOPMENT DEPARTMENT

20) Ben Watts, Director

21) Carey Gibson, Self-Sufficiency Program Manager

22) Paloma Cor, Lead Life Coach
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20
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PROGRAM OVERVIEW
FINANCIAL REPORT:
July 1, 2011 - June 30, 2012*
Federal–Direct
Federal–Passed through the State

4,433,315
4,333,919

State Appropriated
Local
In-Kind
Other

518,925
526,618
897,839
1,845,554

ARRA Weatherization Assistance Program
1,863,174
ARRA Multi-Family Pilot Project Weatherization
862,354

EXPENSES:

Adults who have a limited income and are ready to make the hard changes necessary to improve their lives, can get
the help they need in Life Works. With the support and resources offered by the program’s Life Coaches, customers
reach specific goals within one to three years–whether it’s finding and keeping a better job, enrolling in and graduating
from school or vocational training, obtaining safe and affordable housing or building personal and economic strength to
stabilize their families.

21st Century Parenting

TOTAL REVENUE

$ 12,556,170

CHILD R E N , FAM I LY A N D C O M M UN I TY PA RTNERSHIPS DEPARTMENT
Head Start
4,820,434
NC Pre-K — Madison County
298,431
NC Pre-K — Buncombe County
982,406
Child Care Food Program
470,895
Child Care Services
129,914
Quality Enhancement
100
Outdoor Learning Environments
29,856
72
DEPT TOTAL $ 6,732,108
Other
ECON O M I C D E V E L O P M EN T D E PARTM E NT
Life Works Program (CSBG)
389,510
Weatherization Assistance Program
220,255
Heating/Air Repair/Replacement Program
179,520
ARRA Weatherization Assistance Program
1,864,240
ARRA Multi-Family Pilot Project Weatherization
862,702
Accountable Results for Community Action
180,083
LIEAP
487,160
21st Century Parenting
33,623
Family Development
59,104
459
Other

DEPT TOTAL

$ 4,276,656

896,064
179,525

** DEPT TOTAL

$ 1,075,589

1,313,647
9,381

DEPT TOTAL

$ 1,323,028

AD MIN I S T R AT I O N D E PA RT M E N T
** Indirect Cost
** Information Technology Services
OTHE R AC T I V I T I E S
Self-Funded Health Claims
Other

Black Mountain Family Center

Located at Black Mountain Primary School, the Black Mountain Family Center is an in-school resource center for
families and children. The Center offers families a variety of resources and support, including preschool playgroups,
child-sitting training and opportunities to participate in the Life Works Program or apply for Weatherization Assistance.

Weatherization Assistance

Making homes safe, healthy and more energy-efficient, is the focus of the Weatherization Assistance Program. Using a
“whole house” approach, we install insulation under floors, in attics and walls, seal air leaks and repair minor holes in
walls, floors and ceilings. We also test and install smoke alarms and carbon monoxide detectors, replace incandescent
bulbs with energy-efficient compact fluorescents, repair faulty heating and cooling systems and share home energy
cost-saving ideas with customers.

Heating/Air Repair/Replacement Program

Through the Heating/Air Repair/Replacement Program (HARRP), we fix or replace faulty or unsafe heating units in
customers’ homes and repair or replace cooling units for people with qualifying medical conditions.

Head Start

TOTAL EXPENSES

$ 12,331,792

TOTAL

$ 12,556,170

REVE NU E OVE R EX PENSES

$ 224,378

* Unaudited
**We allocate administrative costs to grant expenses. Therefore, for presentation purposes, we exclude the
Administration Department’s total from the Total Expenses line to avoid a double count of these costs.
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Being a parent is a critical and often difficult job. It can be even harder for families who live on low income. That is
why we offer “21st Century Parenting” to parents: single, couples, adoptive, foster, etc. who want to raise their children
in a nurturing relationship. Research indicates that families with these dynamics are more likely to be productive,
cooperative and respectful, and less likely to experience substance abuse, depression and violence. Our evidenced-based
course material, developed by experts in healthy parent-child relationships, offers families new and positive ways to interact.
This year we hosted three 12-week classes. A total of 27 participants completed the series.

Quality

REVENUE:

Life Works

Head Start is a comprehensive child and family development program for families with limited incomes who have
children ages three to five years old. Focused on the physical, educational, social and emotional growth of children,
Head Start also helps parents to assess and meet their family’s short-and long-term needs. Experienced classroom
teachers plan, assess and record each child’s progress and share that information with parents. Children leave
Head Start prepared for school and life. Head Start welcomes families from all racial, religious and cultural groups,
including those who speak little or no English or who have children with disabilities.

North Carolina Family Development Credential

The Agency sponsored two state-wide classes for people who work in a variety of front-line jobs with families. We also
completed issued 17 Leaders credentials to managers from across WNC using a Strategy Grant from the WNC
Community Foundation.

Communication
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ECONOMIC DEVELOPMENT DEPARTMENT

LIFE WORKS

ECONOMIC DEVELOPMENT DEPARTMENT

WEATHERIZATION AND HARRP

Progress Scales of FY 2011-2012 Life Works
Graduates Supported with CSBG Funds (N=18)

Weatherization Measures for FY 2011-2012 • 224 Homes Served
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Entry Thresholds

Housing
Education (above HS)
Employment

Graduation Thresholds

Dimensions of Assessment

Life Skills
Healthcare Access
Nutritional Access

Managing Income
Emotional/Financial
Income

Life Works is a five-year self-sufficiency program funded by the Community
Services Block Grant (CSBG)

$500,000

Jocelyn Beckett knows, firsthand, what it takes to make the
hard changes necessary to transform her life. Two years ago,
she ended an abusive marriage, (courage). She moved with her,
then, 4-year old daughter Leilah, over 6,000 miles from Hawaii
to Buncombe County, (determination). She sought refuge with
an aunt and uncle she had not seen in more than 20 years,
(resources). Recognizing that
she and Leilah would benefit from parenting classes, Beckett signed up
for the Nurturing
Parenting class at
Community Action
Opportunities,
(wisdom). Soon,
Beckett enrolled
Leilah in Head
Start, (more
wisdom). Then she
heard about the Life
Works Program and
knew that it could be
the key to helping her
become economically selfsufficient, (commitment).
With the support of her Life
Coach, Stacey Walbourn who
focused on her strengths and assets,
Beckett gained a new perspective on her life and
choices. Beckett also developed a plan to increase
her education and secure a full-time job. Today,
Beckett, still enrolled in Life Works, is employed,
part-time, as the assistant manager of a delicatessen and takes management classes at
Asheville-Buncombe Community College.

Social Return on Investment for 18 Life Works Graduates
The first year S.R.O.I. is $6.15 for every
$1.00 Life Works invested in FY 2011-2012

$400,000
$300,000
$200,000
$100,000
$0

Program
Cost
in FY 2012
$69,984

12

Vented Space Heater–
Repaired

Acknowledgment: “This material is based upon work supported by the Department of Energy under Award Number DE-EE0000118.”

Disclaimer: “This report was prepared as an account of work sponsored by an agency of the United States Government. Neither the United States Government nor any agency thereof, nor any
of their employees, makes any warranty, express or implied, or assumes any legal liability or responsibility for the accuracy, completeness, or usefulness of any information, apparatus, product,
or process disclosed, or represents that its use would not infringe privately owned rights. Reference herein to any specific commercial product, process, or service by trade name, trademark,
manufacturer, or otherwise does not necessarily constitute or imply endorsement, recommendation, or favoring by the United States Government or any agency thereof. The views and opinions
of authors expressed herein do not necessarily state or reflect those of the United States Government of any agency thereof.”
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FY 2011-2012 Heating/Air
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Number of Homes Helped

ARRA-WAP (184 Homes Serviced)

LIFE WORKS CUSTOMER JOCELYN BECKETT

÷

Estimated
Tax
Revenue
$40,844

Cost
Annualized
Avoidance
Salary
Government
Assistance
$117,114
$272,291

Combined
Total
$430,249

tWe compute the S.R.O.I. by dividing the Actual Cost into the Combined Total of Tax Revenue,
Cost-Avoidance of Government Assistance and Annualized Salaries.

OUTCOMES

Beckett talks with Walbourn every few weeks and the
two meet, at least, once a month to review Beckett’s
progress. Her next goal is to find and afford a place
that she and Leilah can call “Home.”

“I never thought for a second I’d have someone offering so much help,” Beckett says of her Life Coach.
“She showed me that I can make good decisions.”

Beckett has what it takes to turn her life
around...courage, determination, resources,
wisdom, commitment and Life Works an unbeatable combination!

Life Works helps customers improve their own and their children’s quality of life. To do that, Life Coaches help participants set
goals they can accomplish within five years. We use a ten-point Progress Scale, originally developed under the Results Oriented
Measurements and Accountability, (ROMA) federal initiative, to evaluate the progress customers make. When customers enter the program,
we assess their status and establish a baseline in each life dimension we measure. We also review their status while they are in and when they
leave the program, using this same process and scale, to show the degree of change they achieved. The Progress Scale above, (top) represents
the "graduated" customers who received support from our Life Works program, which is funded by a Community Services Block Grant. We
also measure the first year “Social Return on Investment” (S.R.O.I.) of the same customers. In the graph immediately above, we compare the
amount we spent on the graduates in FiscalYear 2012 to the combined economic and social value we project they will “return” their first
year out of the Program. Doing so, also lets us know how cost-effective we are.
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HEAD START CUSTOMERS, AMANDA AND MASON TEAGUE

CHILDREN, FAMILY & COMMUNITY PARTNERSHIPS DEPARTMENT

HEAD START

SCHOOL READINESS

As described in our School Readiness Plan, three times a year we formally assess and report the developmental progress
each child makes in our Head Start program. Using the web-based measurement tool,Teaching Strategies GOLD, we use a
100-point scale to measure thirty-eight learning objectives in six major Areas of Development. Based, in part, on the assessment
information gained in the fall and spring, teaching staff design individual Strategies that address each child’s needs and stimulate
his or her developmental potential.
The graph below shows the percent of positive change made by our 4-year old children who remained enrolled through the full
school year. Each percentage, (measured in the fall, winter and spring) represents the mean score achieved by 328 children.

School Year 2011-2012
Pre-K 4 Level - Meeting or Exceeding Developmental Expectations
100%

90%

Progress

80%
70%
50%
30%

84.6%

51.6%

33.2%

39.7%

47.9%

44.3%
32.9%

20%

15.0%

10%
0%

Social &
Physical
Language
Emotional
Health &
Development
Development Development

Preparing Children
for Kindergarten
Children
610
552
568

Served
Total Children Served
Head Start Funded Enrollment
Average Monthly Enrollment

Head Start Served
103% Of Funded Enrollment
59% Eligible Children within
Madison and Buncombe Counties.
85.8% Average Daily Attendance
3.1% Absent due to illness

Annual Meals Served to Children
74,371 Breakfast
75,970 Lunch
42,514 Snack
192,855 Total
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Cognitive

Child Demographics
Gender
52.5% Male
47.5% Female
Race
38.4%
27.5%
32.8%
1.3%

White
Black/African-American
Bi-& Multi-Racial
Other

Ethnicity
27.2% Hispanic
72.8% Non-hispanic
Primary
73.3%
24.7%
2.0%

Language
English
Spanish
Other

Age
35.7% 3 - 4 years old
64.3% 4 - 5 years old

Literacy

Mathematics

Health Services

Medical Screenings
Needed Treatment
Received Treatment

Actual Number
Completed

580
48
47

Dental Screenings
577
Needed Treatment
69
Received Treatment
64
Children with Disabilities 105

July 1 2011 to June 30, 2012

Revenues

CACFP 5%

Teague was thrilled with Mason’s ability to recognize letters and
numbers, to write his name and interact easily with his peers.
Best of all, Teague says, “He learned everything through play.”
No pressure to memorize anything, no force to get along with
others. “It all just came naturally,” she says. Teague reports
that his teachers made sure Mason had what he needed to
succeed. “He will, definitely, be ready for kindergarten,”
says Teague.

NC Pre-K
12%

Head
Start
66%

Teague also values Head Start’s holistic
approach to child development. The
Program provides medical, dental
and vision screenings, nutritious
family-style meals and snacks
and special assistance for
children with special needs.

Spring

82.0%

80.1%

77.4%

73.2%

Winter
94.9%

94.0%

89.9%

72.0%

60%
40%

93.1%

91.8%

Fall

Department Budget

Madison County resident Amanda Teague praises Community Action
Opportunities Head Start program because of the changes she and her
husband see in their son, Mason. Entering his second year at Brush
Creek Elementary in Marshall, Mason’s mom describes his first year
progress as outstanding. When he entered the program in the fall of
2011, Mason was a shy, tentative 3-year-old. By the end of the school
year, Mason had transformed into an articulate and confident child.

Percent
Completed

95%
8%
98%

95%
12%
93%
17.2%

Results of the Most Recent Review
by The Secretary

In October of 2009, the Federal Review Team
identified two areas of non-compliance, one
of which was corrected while the team was
on-site and the other was corrected by January
of 2010. The full report is available for public
inspection at our office on Gaston Street.

Teague glows when she
discusses her own accomplishments. Her Family Service
Associate, Gary Gordon helped
her set and work on her personal
goals. Teague accomplished the first
goal of becoming an informed parent by
volunteering in the classroom. She also
attended Parent Meetings where she received
information about how young children learn and develop. Soon,
the other parents recognized her leadership skills and elected
her to represent them on the Program’s Policy Council. The
Policy Council activities allowed Teague to achieve her second goal – learn to speak in public. Teague had to provide
regular classroom activity reports to the full body and speak
up about issues and policies that affect the entire Program.
This experience improved Teague’s confidence as a mother and
a community leader.

Smart Start,
Subsidy &
TEACH 3%

Expenses

Food Costs 6%

Facility Costs 11%
Technologies 2%

Salaries &
Fringe 64%

Teague endorses all of the parent engagement activities. “The
more involved the parents are in their child’s education, the more
likely the child and the parents are to succeed,” Teague says.

Parent and Family Involvement
581
909
1,127
1,210

Total Families Served
Parent Volunteers
Teacher Home Visits
Parent & Teacher Conferences

In-Kind
Salaries
& Rent 14%

Administrative
Costs 9%

Contractual 4%

Other 4%

Family Services
241
419
122
110
183

Emergency / Crisis Intervention
Parent Education
Health Education
English as a Second Language training
Adult Education (GED etc.)

742 Parents participated in center committee meetings and received training and information on transition
into Head Start, child abuse prevention, child development, positive behavior supports, general health topics,
Hispanic-specific topics and transition into Kindergarten.
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Respect
We are a catalyst of positive change for individuals,
families and the communities we serve. We help
hundreds of people each year overcome poverty and
transform their lives. As a Community Action Agency,
founded in 1964 by the Economic Opportunity Act, we
work with citizens who live on limited incomes,
elected public officials and private sector representatives
to confront and solve the problems that cause poverty.

25 Gaston Street
Asheville, NC 28801
(828) 252-2495
toll free: (877) 989-2495
www.communityactionopportunities.org

