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LETTER FROM OUR
NATIONAL DIRECTOR
2020 has been a challenging year for so many Americans.
Between COVID-19, a polarizing political climate and ongoing racial injustices, the entire
country has been impacted negatively in some way during this time. For many, the
pandemic has led to economic devastation – in particular, it has been hard for minority
groups and low to moderate income individuals. People are struggling and this has
caused hundreds of thousands to look for help for the first time.
Allison Byrne, National
Director of Strategy &
Operations

Single Stop has at its core the principle of access, and we resolved to ensure this
continue even in the face of historic changes to life as we know it. The team at Single

Stop worked within weeks to ensure our programs were available virtually, and launched our screener across the
country for free. As many community organizations and partners had to shutter operations, there was a need for
information and support as people in need looked to access help. And we did offer just that – help to individuals
and families in need and help to our partners as they hoped to continue offering services in a virtual
environment. Our open-access screener supported 970 individuals, including serving residents in 18 states and
a significant number of Spanish-speaking clients.
Even as we engaged in new forms of our current work, we were able to continue a tradition of innovation and
growth. We launched new programs in healthcare and forged new partnerships with four state-wide community
college systems. The Research and Innovation Team laid the groundwork for a national research study with the
RAND Corporation, and our Wraparound Services Team designed a new end-to-end virtual tax program. As that
work continued, our Technology Team continued to build our Single Stop 3.0, set for a 2021 release.
We are proud of our work this year. Using our program model we helped our partners serve nearly 75,000
individuals in 9 states drawing down about $68M in benefits and resources. Our tax program filed taxes for
6,770 individuals, with an average of $1,668 per person in returns, and our healthcare navigators enrolled just
over 5,800 people in health insurance. Our Business Development team won 9 grants on top of bringing in 26
new partners including the addition of the state of Colorado to our network – partners launched effectively
through the amazing work of our Partner Services and Training and Support teams.
What this year has taught us is that we are ready to serve Americans where they are. As we move into 2021, we
are excited to build on what we learned in 2020 in continuing to look for innovative ways to reach people in
need. We have exciting updates to our technology platform rolling out as we speak and we cannot wait to get it
in the hands of our partners and our clients. We are grateful for the opportunity to serve, the power to innovate,
and the support of our funders and partners without whom this work would not be possible.

Allison Byrne
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OUR MISSION IN ACTION

Our vision is for every
individual to have access to
opportunities for achieving
the American Dream.

Our mission is to build
pathways out of poverty by
leveraging partnerships
and technology to connect
people to existing
resources, all through a
unique one-stop shop.

3

A Systemic Approach to Partnerships

Director of Business Development Joi
Smith and Associate Director of Business
Development Jessica Wilson traveled to
meet with officials in Colorado as part of
the developing statewide partnership.

A 2019 survey reported an estimated 60% of higher education students
report that they have been food insecure in the last 30 days or housing
insecurity in the last year. With students across the country increasingly
reporting food and housing insecurities, institutions are questioning
where to find effective interventions to help students meet basic needs.
For college systems in Colorado, North Carolina, and Virginia, their
answer is Single Stop. Starting in 2021, all community colleges in both
states are to access to the full Single Stop suite, bringing our training,
case management, and data and reporting to each campus. In some
cases, this type of work is brand new. In most, Single Stop is integrating
within existing campus initiatives. In either case, each campus is to
receive the full benefits of the adaptability of the Single Stop program.

“Our department’s mission is to help students of all ages get
across the postsecondary education finish line. This requires
us to elevate and address the barriers to student success and
meet the human needs of our students. We do this by
creating partnerships with organizations like Single Stop.
These relationships are an integral piece of the puzzle,
providing our higher education institutions with tools to
better connect students to the wide array of public benefits
and supports and allow all students in the state to thrive.”

Dr. Angie Paccione,
Executive Director,
CO Department of
Higher Education

While the Colorado community college system is getting Single Stop for the first time, Virginia already had four
campuses with Single Stop sites: Northern Virginia Community College (NOVA), Reynolds Community College,
John Tyler Community College, and Germanna Community College. NOVA was the first college in the state to
implement Single Stop and has served 5,596 students connecting them to $302,135 since launching in 2018. For
North Carolina, which already had sites, Single Stop’s availability statewide represents a continued commitment
to the State’s economic development.
Implementing Single Stop on such a large scale provides invaluable data on student needs, service trends, and
statewide service gaps. The systems’ offices can use the infrastructure provided by Single Stop to improve lowincome students’ experiences, identify trends, and build momentum for policy improvements. State-wide
implementation means that impact is measured not just by the individual but throughout the community, opening
the door for transformational systemic change.

Community College Students by State System

681,187

218,985

121,000
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Innovation in the Face of a Pandemic
As states across the country locked down to respond to the spread of COVID-19, we closed our free tax service
sites in accordance with established public health guidelines. These sites served 66,411 people in 2019,
helping to connect clients to $102,078,935 in tax credits and refunds. While our doors may have physically
closed, we opened new virtual doors, developing a fully-online virtual tax program – the first of its kind in the
country. Our end-to-end-virtual tax service launched on March 15th – less than two weeks after we had to
close in-person programs down.
Initially, there was a concern that our clients might not
utilize the service or that the multiple technologies required to
conduct a successful tax prep session would be overwhelming
to people with limited technological knowledge. We could not
have been more wrong. Not only were we able to offer a quality
service to over 13,000 people through both our in-person and
online tax program, we also reduced the occasional 2-3 hour
wait times our clients might experience at in-person sites.
When we surveyed our tax clients, 94% stated the virtual
process was easy to complete, and 83% shared that it was
better than previous experiences filing their taxes. Our tax
team also received high praise from the IRS, winning their Tax
Time Allies ACE Award for taking free tax preparation “to the
next level of greatness.”

"Everybody was super sweet... [it]
was such a nice, easy transition
from meeting with a person."
– Virtual Tax Client
"[Doing my taxes] was an
enormous burden for me before I
found [this program].… I told all of
my friends [about this program]
and that I found some amazing
people to help me.”
– Virtual Tax Client
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Helping the Helpers
At Single Stop, we are always seeking to improve ways in which we can provide fast and effective support to our
partners. This year, we launched a new online helpdesk system to build upon our system of personalized
consulting, collaboration, and troubleshooting. The system launched in February and was immediately put to
the test as our partners shifted from in-person to virtual services across the country, with one of our busiest
months in March as our partners worked to provide services in the face of a pandemic. Throughout the year,
our helpdesk has responded to 1,970 tickets ranging from questions about SNAP enrollment to resolving issues
with software credentials.

Number of Helpdesk Tickets Filed FY 2020
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Developing Greatness
We believe that technology is a tool that helps
solve human problems, and our web-based
platform plays a critical role in our partners’
successes. Throughout the year, our technology
team has been hard at work building our
newest product – Single Stop Technologies (SST)
3.0, which builds upon the successes of earlier
tools to equip our partners with what they need
to best serve their clients. SST 3.0 includes the
same features our partners love with a more
user-friendly interface, an increased number of
benefits, and more powerful case management
and reporting capabilities. We have already
started the 3.0 rollout with new partners and
will be bringing our current partners online in
2021.

Our technology team laying the foundation for our updated
screener.
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A Picture of Success
This year, we designed a new approach to directly serving our partners, launching a partner check-in process that
is now more tailored and data-driven than ever before. Partners now receive a customized data snapshot,
offering them a window into their programmatic success across key performance indicators. The snapshots are
paired with a detailed analysis from our partner services team members that help our partners determine if they
are reaching their goals. These check-ins have been met with high praise from our partners. Over 83% of partners
strongly agreed that their sessions were helpful in answering their questions, and 100% agreed that their Single
Stop representative was easy to talk to and informative.
In addition to the new check-in process, Single Stop has developed a
tailored consulting program with ten hours offered to all partners as
part of their license agreement. This year, the partner services team
offered consultations to partners in areas such as enrolling clients in
SNAP, transitioning from an in-person to a virtual program model,
using data to measure programmatic success, and best practices in
marketing and outreach to clients.

"I wish we’d had this
conversation 2 or 3 years
back. I walked away with
helpful information to
improve our program!”
– Single Stop Partner

Our partners now receive an annual snapshot
detailing their progress towards their goals.
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Measuring Our Impact
This year, we began an important partnership with the RAND Corporation, a
nonprofit, nonpartisan research organization that develops solutions to
public policy challenges. RAND’s work makes communities throughout the
world safer and more secure, healthier, and more prosperous. The mission
of our partnership is to engage in rigorous research on the impact of the
Single Stop program on college student success – “Connecting Community
College Students to Public and Community Resources: An Evaluation of
Single Stop.” The study, funded by the Institute of Education Sciences, seeks
to determine whether Single Stop services help students persist and
graduate. While an earlier partnership with RAND yielded positive indicators
that this was true, with this new study, we will obtain quantifiable and
actionable metrics that will clearly delineate how our work impacts students
– and what it takes to do it.
Over the year, we have worked with our RAND partners to recruit ten colleges in Colorado and North Carolina to
participate in the study. This has included working with both community college state systems as well as the
Colorado Department of Higher Education. Even though our site visits had to be moved online, the research
team completed a series of kickoff meetings with leaders throughout each campus. All ten schools sent
representatives to our fall launch course and are preparing to serve students starting January 2021.
The What Works Clearinghouse (WWC), a program of the
Institute of Education Sciences, reviewed current research on
Single Stop's work at colleges to determine if the model is
effective in bolstering student success. WWC representatives
rated Single Stop's intervention as potentially positive - the
second-highest designation they offer. This places Single Stop
among the top postsecondary interventions the WWC has
reviewed, and indicates that future more rigorous research is
likely to find significant positive impacts on student success
metrics such as GPA, semester-to-semester persistence, and
graduation rates.

Director of Business Development Joi Smith and Associate
Director of Business Development Jessica Wilson traveled to
meet with officials in Colorado as part of the developing
statewide partnership.
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A Response to COVID-19
Just as thousands of nonprofits across the country had to direct time and resources in response to the global
pandemic, Single Stop also stepped up to ensure our partners and their clients still received excellent service.
Within two weeks of closing our offices and going fully virtual, we made our benefits screener 100% public-facing
in all states where we currently have partners. While we believe that knowledge is critical to getting people
enrolled in benefits, we understand that an additional helping hand is often necessary to ensure people know
what to do. We knew that many of our partners had to close their doors, so we took action to bridge the gap in
communities, bringing in human touch where technology leaves off. We internally staffed a triage team from
personnel across the organization to send messages and information to anyone who screened – including
Spanish-speaking clients. Between April and September, we served 970 clients in 18 states.

Number of Emergency Screenings Completed by State*

852
NY

3
CA

5
PA

1
OH

2
CO

1
AR
3
TX

2
LA

1
TN
1
MS

2
CT

3
MA

68
VA

2
KY

6
NC
2
GA

9
FL

*While we did receive screenings in CA, TX, TN, AR, CT, KY, and OH, Single Stop does not currently operate sites in these states.

In addition, we developed supports and services for our partners to ensure they were equipped to serve their
clients in a virtual world. We offered a Virtual Case Management webinar, highlighting best practices when using
phone or video conferencing for sessions. This webinar was the best-received session of the year with just over
150 attendees over three session sand it led to three additional webinars on the topic. We also researched and
shared 17 new COVID-19 resource toolkits for states in which we are currently located, as well as many states that
going online in 2021. Looking at data and trends from our past work during the Great Recession (2007-2009), we
targeted our efforts in the areas of food support, providing additional SNAP outreach and trainings, and we
redesigned our tax program to serve clients from end-to-end virtually.
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NEW IN 2020

A new chapter to read
Single Stop’s approach to benefits access was highlighted in a
chapter of the book, “Food Insecurity on Campus: Action and
Intervention.” The chapter was co-written by our National Director
of Partnership and Programs, Sarah Crawford and describes the
Single Stop model as a best practice in addressing food insecurity
among college students. The book, which was co-edited by our
Director of Research and Innovation, Clare Cady, covers a wide
variety of approaches to meeting students’ basic needs and was
released in May.

A new connection in Louisiana
This year, we are excited to pilot a new program on the Delgado
Community College campus in Louisiana, integrating their
WorkReady U screener with our Single Stop benefits screener. This
initiative focuses on delivering a full host of benefits to students in
their adult education programs, providing them with the resources
they need to stay in school and reach their goals. We know that for
many adult learners, programs that provide assistance beyond
financial aid are critical to success.

A new way to get covered
Our Healthcare Team engaged in creative and persistent innovation this year to continue to deliver quality
support and services to our clients. While traditionally this team does its work in-person, COVID-19 pushed us
to develop new ways of doing enrollments – which was especially important given so many Americans lost
their insurance along with their jobs in the pandemic. The team developed new methods of outreach since
they no longer could take advantage of meeting clients at our usual locations. Using social media and other
online marketing the team not only managed to engage in its usual outreach, but also expanded the footprint
of the work into new areas where Single Stop had not traditionally been serving people. This year the team
enrolled 7,400 individuals in healthcare plans and conducted virtual healthcare assistance appointments with
2,416 individuals in need.

A new program in Harlem
Single Stop was able to launch a brand new program in 2020 even as the pandemic was starting. The
Harlem Health Advocacy Partners is a partnership with the NYC Department of Health and Mental Hygiene
with the goal of improving health and neighborhood conditions for NYC Housing Authority residents in
East and Central Harlem. Single Stop’s health advocates provide residents with insurance enrollment and
renewal assistance and healthcare navigation resources. In addition they have hosted healthcare
education workshops covering topics such as using Single Stop’s benefit screener and understanding
public health care coverage.
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FINANCIALS

FY OCT 1ST 2019 - SEP 30TH 2020

In 2019, Single Stop completed an ambitious strategic plan outlining a five-year timeline towards nationwide
expansion and financial sustainability. We moved away from our traditional model that was heavily reliant on
foundation grants into a more balanced structure with income from technology licensing, fee-for-service
consulting, philanthropy, and rental income. We did not make this decision lightly. We knew that overall
revenue would decrease but that the financial stability of the organization would be secure. In previous years,
we had directed millions of dollars in pass-through grants to other organizations. Now, instead of managing
sub-grants for foundations, we earn revenue through diverse revenue streams. We spent the better part of
last year reorganizing and creating the infrastructure for scaling and it worked. Last year we added 11 new
partners. This year, we’ve tripled that. Our total revenue has decreased but it provides us with a path to
sustainability and ensures the fiscal strength of Single Stop.

Annual Revenue

$7.8M

Annual Expenses

$7.5M
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A SPECIAL THANKS
Donors
NY State Department of Health
Public Health Solutions
NYC Department of Consumer Affairs
John M. Belk Endowment
NYC Department of Health and Mental
Hygiene (DOHMH)
Intuit Financial Freedom Foundation
Mayor's Fund to Advance
New York City Mayor’s Office of Immigrant
Affairs
NYC Health + Hospitals
Rand Corporation
New York Community Trust
New Jersey Pandemic Fund
David Tepper Charitable Foundation

Board Members
Michael Weinstein, Chair
Angela Diaz, M.D. & M.P.H.
Allen Grossman
Jennifer Scott, Ph.D
Daniel Simkowitz
Herbert Sturz
Stephen Toups
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