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About This Annex

Many college students are low-income students and face challenges meeting their basic needs, such as food,
housing, and transportation. Postsecondary institutions are increasingly offering basic needs supports,
including food pantries, emergency aid, and support with public benefits. The hope is that these resources
can help ensure that low-income students have the opportunity to succeed in college. Single Stop is a U.S.
nonprofit organization that offers U.S. colleges services and tools to help students achieve economic secu-
rity. Its portfolio of options includes an online platform that screens students’ eligibility for public benefits
programs, a search tool that connects students to community and college resources, and case management
facilitated by college staff. Single Stop also recommends that colleges embed other supports, such as tax ser-
vices, to enhance the resources provided, as well as offer low-stigma opportunities to introduce students to
Single Stop. We examined Single Stop’s implementation across ten colleges in Colorado and North Carolina,
student take-up of the program across the institutions and subgroups of interest, and outcomes for students
who used services. Despite our rigorous experimental design, we view the study take-up as insufficient to
assess the efficacy of Single Stop supports.

This publication is the annex to Connecting Students to Basic Needs Support: An Evaluation of Single Stop
Across Ten Colleges. This annex presents additional data gathered during the research period for the report.
The report is available at www.rand.org/t/RRA3771-1.
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This work was conducted within RAND Education and Labor, a division of RAND that conducts research
on early childhood through postsecondary education programs, workforce development, and programs and
policies affecting workers, entrepreneurship, and financial literacy and decisionmaking. For more informa-
tion, visit www.rand.org/education-and-labor or email educationandlabor@rand.org.
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APPENDIX A

Details on Data, Measures, and Methods

Key Data Sources

Site Surveys

The site survey was created to assess the implementation of Single Stop within each institution. Each study
institution submitted a site survey to the study team, and the institutions’ responses cover the fall and spring
semesters of 2021. Case managers and leadership at participating sites completed the site survey as a team or
individually for spring 2021 (sent by May 2021) and fall 2021 (sent by January 2022).

Item 1 inquired about the staff hired to assist with Single Stop and leadership supporting the efforts
within the institution; specifically, the survey asked for the job titles, average hours spent per week, and sala-
ries of staff devoting time to the Single Stop program. Item 2 described the survey link dissemination, includ-
ing the distribution by class, the number of students and class sections the survey was administered to for the
corresponding semester, and the amount of instructional time devoted to providing students with informa-
tion about the survey. Item 3 assessed how staff viewed the importance of various factors in facilitating the
success of Single Stop implementation. It addressed both facilitators internal to the institution (e.g., buy-in
from leadership) and those external to the institution (e.g., availability of community resources). Item 4 asked
about different resources and asked colleges to report if they were “not essential,” “somewhat essential,” or
“very essential” to the success of implementing Single Stop. Item 5 used a Likert scale to examine perceived
barriers and their potential impact on implementation given specific factors.

Administrative Data

Matching with information provided in the baseline survey, the North Carolina Community College System
(NCCCS) and the Colorado Community College System (CCCS) provided administrative academic data for
randomized students in nine of the ten participating colleges. These administrative data included enroll-
ment, credit accumulation, and degree completion information. Available enrollment data covered the years
that the student was enrolled in the participating university, from pre-baseline through the study period.
NCCCS and CCCS were also able to track and provide whether the student was enrolled elsewhere post-
baseline using merged National Student Clearinghouse data. Using this information, we prepared measures
for enrollment persistence as an outcome, as well as a baseline enrollment measure. Our process for prepar-
ing credit accumulation and degree completion measures mirrored the process used for persistence, with
the exception that those data were constrained to that available in the NCCCS and CCCS data management
systems. Thus, we prepared outcome measures for credit accumulation and degree completion within the
students’ community college systems, as well as baseline credit and degrees measures.
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Single Stop Portal Data

Single Stop’s national office hosts a database that contains the case management data that are collected
through the Single Stop portal across all colleges participating in the program (including those data gathered
during our study). Students must enter student IDs to access the Single Stop portal, so all students who com-
plete a screener or access the search tool have a record with a student ID in the system. Case managers can
then use the system to track different services they provide to students and are trained by the national office
on the importance of diligent tracking of services provided. Case managers are also asked to track resources
they hear about students receiving (called confirmed benefits), but Single Stop acknowledges that these data
are not reliable because they require students to self-report back to case managers, and such reporting is not
common. We provided Single Stop with student IDs for all of our baseline survey completers, and Single Stop
provided data files with individual-level case management records for each student. We received records
from Single Stop in the middle of each study semester for the purpose of student interview sampling (spring
and fall 2021), and then we tracked Single Stop use through the spring 2022 semester.

Staff and Leadership Interviews

We attempted to conduct two interviews at each college during each of the study semesters: one with leader-
ship (i.e., the dean or vice president directly overseeing basic needs supports) and one with case managers
(Table A.1). Some were individual interviews and some included multiple participants. We were able to con-
duct case manager interviews at each college during each semester, and we were able to conduct at least one
leadership interview in each college with the exception of College C; this college dropped out of the study
midway through because of capacity issues.

Student Interviews

Our interviewee pool consisted of 87 students. Our goal was to interview at least 30 students (approximately
three per school) from three groups of interest: treatment Single Stop users, treatment non-Single Stop users,
and control students (Table A.2). We invited all survey respondents with contact information to participate
across both cohorts, and we filled slots on a first-come, first-served basis until 30 slots for each interviewee
type were filled. The students who participated in an interview completed the Single Stop survey in their
English classes, provided contact information for follow-up, responded to a recruitment email, and followed
through with scheduling the interview. To ensure that our interviewee pool covered all three groups of inter-
est, we received individual-level data from Single Stop detailing students’ receipt of services and merged
those data to survey data to identify whether an individual was in the treatment or control group and whether
they had interacted with Single Stop. Interviewees were spread across the first cohort (mid-March to early
April 2021) and the second cohort (mid-November to early December 2021). The number of interviewees
varied by college; four of the colleges had between four and six interviewees, four of the colleges had nine to
ten interviewees, and two of the colleges had 15 to 16 interviewees.

TABLE A.1
Staff and Leadership Interviews by Implementation Semester (n = 38)

Type of Personnel Spring 2021 Fall 2021
Leadership 9 7
Case manager 10 12

NOTE: Colleges B and D held a combined interview, which included leadership and case managers.
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TABLE A.2
Student Interviews by Randomized Group Design, Non-Single Stop User and Single Stop User
(n =87)

Randomized Group Design Number of Student Interviewees
Treatment group, Single Stop user 31
Treatment group, non-Single Stop user 26
Control group 30

All interviews were conducted virtually, via Microsoft Teams, and lasted 30 minutes. The semistructured
interviews covered such topics as students’ experiences with life challenges apart from coursework, experi-
ences with applying for government benefits (e.g., food stamps, Medicaid), and opinions on how colleges can
help them deal with life challenges.

National Office Staff Interviews

We conducted interviews with staff from the Single Stop office in summer 2021. There were a total of four
participants in these interviews: a technology manager, the person overseeing training for the ten sites, and
the individuals supporting the ten colleges during launch and after launch. These one-hour, semistructured
interviews covered the training provided, the Single Stop platform, the support colleges received, implemen-
tation expectations, data tracking, and perceived barriers to and facilitators of implementation.

Other Documents

In addition to submitting site surveys in the spring and fall of 2021, colleges were asked to collect data in two
spreadsheets: a survey tracking sheet and an outreach tracking sheet. The survey tracking sheet tracked how
first-year classrooms distributed the study opportunity (i.e., the opportunity to access the baseline survey
and then Single Stop) within the participating institution in the spring and fall 2021 semesters. This spread-
sheet directed colleges to track the date the faculty provided the survey links to students, the number of class
sections the faculty provided the survey to, and the number of students the survey link was distributed to
that semester. The outreach tracking sheet includes the names of students who were randomized to the Single
Stop group. We provided the student lists to colleges through secure data transfer sites, and case managers
then downloaded these lists and used them to track their initial personalized outreach efforts and their ongo-
ing monthly outreach efforts. Both spreadsheets were uploaded at the end of each study semester through a
secure data transfer site.

We worked with Single Stop to develop tailored follow-up emails for students who (1) were on the advis-
er’s caseload but did not complete the screener, (2) completed the screener and qualified for benefits, or (3)
completed the screener and did not qualify for benefits. We also worked with Single Stop to develop monthly
outreach emails to all students and, if applicable, emails notifying students of tax services. We asked colleges
to provide us with samples of outreach conducted with students (two or three emails) and any marketing,
outreach, or training documents shared with students or staff that would help us assess alignment with our
suggested outreach approaches.

As an organization, Single Stop provided sites with many training and support resources throughout the
training process and as sites are launching the program. We reviewed these documents to describe the inter-
vention and understand what college staff and leadership were being trained on by Single Stop.
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Key Measures

Food Insecurity

We used the ten-item version of the food insecurity scale from the U.S. Department of Agriculture’s Food
Security Module (Bickel et al., 2000). This measure is widely used in studies of food insecurity among U.S.
college students (Blagg et al., 2017; Bruening et al., 2017; Crutchfield and Maguire, 2019; Dubick, Mathews,
and Cady, 2016; Forman et al., 2018; Martinez et al., 2020). The following are examples of items included in
the ten-item measure: “I couldn’t afford to eat balanced meals”; “In the last 12 months, were you ever hungry
but didn’t eat because there wasn’t enough money for food?”; and “The food that I bought just didn’t last,

and I didn’t have money to get more.” To create the scale, we first recoded items into binary variables and

» « » <« » <«

then we added those values across all ten binary items. Responses of “yes,” “often,” “sometimes,” “almost
every month,” and “some months but not every month” were coded as affirmative. The sum of affirma-
tive responses to the ten questions in the Adult Food Security Scale is the household’s raw score on the
scale. Finally, we created a four-category food security measure based on the sums: 0 = high security, 1-2 =

marginal security, 3-5 = low security, and 6-10 = very low security.

Housing Insecurity

The housing insecurity measure was adapted from the national Survey of Income and Program Participation
Adult Well-Being Module to measure students’ access to and ability to pay for safe and reliable housing. This
measure has been used in other major studies of college basic needs insecurity (e.g., Crutchfield and Maguire,
2019) and is recommended by experts in the field (Goldrick-Rab, Richardson, and Kinsley, 2018). The mea-
sure is based on nine questions about housing insecurity experiences in the last 12 months. The following
questions are examples:

o “Was there a rent or mortgage increase that made it difficult to pay?”

» “Have you moved two times or more?”

« “Have you ever been homeless?”

o “Is your home a public housing project owned by a local housing authority or other public agency?”

The measure does not combine questions but instead categorizes students who respond affirmatively to at
least one of the nine questions as being housing insecure.

Financial Insecurity

We adopted the abbreviated version of the Consumer Financial Protection Bureau’s (CFPB’s) Financial Well-
Being Scale as our measure of financial insecurity (CFPB, 2015). CFPB’s abbreviated scale features five ques-
tions. Each question is posed using a five-category Likert scale, and a raw score is summed after necessary
reverse coding. An item response theory-based (IRT-based) score is derived through a raw score in order to
scale score conversion. The IRT scoring scale is normed to the U.S. population, assuming a normal distribu-
tion, centered at 50 with a standard deviation of 15 (CFPB, 2017). CFPB does not offer a prespecified cutoff
score indicating financial anxiety. We operationalize our measure of financial insecurity as scores of 41 or
less. A recent estimate categorizes 29 percent of the U.S. adult population as lower income—i.e., below middle
class (Kochhar and Sechopoulos, 2022). A score of 41 corresponds to the 29th percentile on the financial well-
being IRT scale. Equivalently, raw scores of 6 or lower are designated as financially insecure.
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Use of Public Benefits Programs

We drew our survey questions on prior use of public benefits programs from Goldrick-Rab, Richardson, and
Kinsley’s (2018) Guide to Assessing Basic Needs Insecurity in Higher Education, which was also used in the
California State University survey of basic needs (Crutchfield and Maguire, 2019). Students were asked, “In
the past 12 months, from which of the following programs did you receive assistance?” We asked about the
following programs:

o The Supplemental Nutrition Assistance Program (SNAP), also referred to as food stamps

o Women, Infants, and Children (WIC)

o Temporary Assistance for Needy Families

 Supplemental Security Income

o Social Security Disability Insurance

o Medicaid or public health insurance

o child care assistance

« unemployment compensation or insurance

o utility assistance (e.g., help paying for heat or water)

« housing assistance

 transportation assistance

o tax refunds (including earned income tax credit)

o veterans benefits (Veteran’s Administration benefits for a veteran’s, widow’s, or survivor’s pension; ser-
vice disability; or the G.I. Bill).

Items are used individually instead of in a composite measure, and a response of “Yes” indicates that the
student received assistance from the specified program.

Use of College Support Services

We included a question on prior use of college support services on our baseline and follow-up surveys. The
list of college support services was created with input from the advisory group. Students were asked, “In the
past 12 months, which of the following types of services did you use at your college to assist with financial or
non-academic challenges?” Options provided for answers were

« met with or got help from an adviser

 met with or got help from a faculty member

« received assistance applying for or getting financial aid

o received a fee waiver or reduction

« received assistance with course materials (textbooks, computers, calculators, etc.)

o received assistance filing taxes

o received counseling or mental health services

o received health services

o visited the on-campus food pantry

o received emergency aid

o received assistance covering transportation costs

o received free or subsidized child care or help paying for child care

o received assistance with applications for public assistance programs (e.g., food stamps, health insurance)
o received assistance finding or paying for housing

o received referrals to other types of resources in the community (e.g., legal assistance, financial counseling).
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Items are used individually instead of in a composite measure; a response of “Yes” indicates that the stu-
dent received or used a specified service.

Use of Single Stop

Data on use of Single Stop were drawn from the Single Stop portal. For the purposes of this study, we defined
three distinct types of Single Stop users: (1) those who had some interaction with Single Stop but did not
complete a screener or have a record of use of any case management services, (2) those who completed a
screener but had no record of use of any case management services, and (3) those who received case manage-
ment services who may or may not have completed a screener. We followed students for two semesters after
randomization to assess whether they were treated.

Sense of Belonging

In our analysis, we adapted Bollen and Hoyle’s (1990) dimension of perceived cohesion: the six-item Sense
of Belonging scale. Sense of belonging is defined as a student’s sense that he or she belongs at a college, fits in
well, and is socially integrated. Students were asked to rate the truthfulness of a statement (ranging from 1 =
not at all, 2 = somewhat untrue, 3 = neutral, 4 = somewhat true, to 5 = completely true). The following items
are examples used in this study: “I feel like a real part of my college,” “I am included in a lot of activities at
school,” “T feel very different from most other students here,” and “I feel proud of belonging to my college.”
The measure is calculated based on the average of all six items. An average of 3.5 or higher is considered as
reporting a sense of belonging. The original Perceived Cohesion Scale demonstrated sufficient sensitivity of
the indicators to detect hypothesized between-group differences and a high degree of structural invariance
across samples. Internal consistency was high, with a Cronbach’s alpha of 0.94.

Supportive Environment

This measure is drawn from the National Survey of Student Engagement (NSSE) and summarizes students’
perceptions of how much an institution emphasizes services and activities that support their learning and
development. Items were developed based on existing theoretical and empirical literature on the aspects of
student engagement in college. For the development of the current version of the NSSE, NSSE researchers
conducted cognitive interviews and focus groups with representative student populations to assess new items,
as well as items that underwent significant revision (NSSE, undated). Internal consistency for the supportive
environment measure on the NSSE was high, with a Cronbach’s alpha of 0.88. The items asks students how
often (0 = never, 1 = sometimes, 2 = often, and 3 = very often) their institutions emphasized the following:

o providing support to help students succeed academically

o using learning support services (tutoring services, writing center, etc.)

« encouraging contact among students from different backgrounds (social, racial/ethnic, religious, etc.)
o providing opportunities to be involved socially

« providing support for overall well-being (recreation, health care, counseling, etc.)

« helping manage nonacademic responsibilities (work, family, etc.)

o attending campus activities and events (performing arts, athletic events, etc.)

o attending events that address important social, economic, or political issues.

A supportive environment was defined as any report of “often” or “very often” on at least one of the above
statements.
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Academic Outcomes

The main academic outcomes we studied included enrollment persistence, credit accumulation, and degree
completion. Available enrollment information provided by NCCCS and CCCS covered the years that the
student was enrolled in the participating college or another community college in the state. Data on whether
the student was enrolled in college elsewhere was available through merged National Student Clearinghouse
data. Using this information, we prepared an enrollment persistence indicator through the first two semes-
ters of the study as an outcome, as well as a baseline enrollment measure. Preparation of an accumulated
credits outcome measure and a degree completion measure outcome mirrored the process for persistence,
with the exception that data for persistence were constrained to those available in the NCCCS and CCCS data
management systems. Baseline credit and degree measures were similarly constructed.

Fidelity of Implementation

The fidelity analysis consisted of a site-specific analysis centered around the following five components: inte-
gration, robust portfolio of services, broad outreach, needs assessment, and connection to resources. Each
category consisted of multiple measures, corresponding data sources, and a threshold to ascertain validity.
The 14 fidelity measures, summarized in Table A.3., were a result of our collaboration with Single Stop devel-
opers based on a rubric that the Single Stop evaluation director created to inform program implementation
assessment.

Implementation Analysis

In assessing fidelity according to our 14 measures across the five core components of the interventions, we
often consulted multiple data sources to account for the fact that some colleges did not submit the primary
source of evidence for a fidelity measure. Each fidelity measure was a zero out of one indicator, and we
summed our 14 measures to create a score of 0 to 14. We also wrote up “site profiles” for each of our ten insti-
tutions that provided a more detailed description of fidelity, as well as the inputs colleges drew on to imple-
ment the program, the services offered, and other key aspects of the institutional context.

We had a notetaker join all interviews with students, college staff and leadership, and Single Stop national
office staff to take detailed notes. These notes were uploaded into Dedoose, a software program used to
assess qualitative data. We identified a set of codes related to our core implementation topics prior to review-
ing our notes, and we also allowed codes to emerge from the analysis. We used this coding process to iden-
tify key themes related to our implementation topics and to organize content in meaningful ways prior to
dissemination.

Outcomes Analysis

To evaluate the impact of exposure of the treatment group to Single Stop resources, we used an intent-to-treat
(ITT) framework. We examined impacts on three academic outcomes: persistence in college (either at students’
original institutions or at another National Student Clearinghouse-participating institution), completion of
any college certificate or degree, and accumulated college credits (in original institution, measured as one credit
per course). Academic outcomes reported herein were measured at the end of two primary semesters after ini-
tial treatment exposure, which we describe as one-year outcomes. We measured additional outcomes through
follow-up surveys collected 12 months after randomization, including use of public resources, food and housing
insecurity, sense of belonging, and perceptions of whether the college offered a supportive environment.
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TABLE A.3

Fidelity Measures for the Study Schools

Core
Component Measure Data Source Fidelity Threshold
Integration College provides screening of Site survey; College provided information on Single Stop to a
students as part of a core first-year survey tracking course in at least 90% of sections
learning sheet
Office has an accessible location Site survey; Both a site location (on-site or virtual) and
on campus (or virtual) and sufficient interviews at least 20 hours of operation per week are
hours of operation reported
Program is integrated within the Site survey; College reported “agree or strongly agree” that
institution in at least one area (budget, interviews the program is integrated across at least one of
strategic goals, staff, network, or the five core components
culture)
Senior leaders are offered funding, Site survey; College reported “agree or strongly agree” on
access to resources, and additional interviews at least one of the four measures and did not
forms of support describe leadership as a barrier
Robust Site offers benefits application Site survey; College reported “agree or strongly agree” on
portfolio of support interviews survey item; interviews mention application
services support as a primary service offered to students
Site offers tax services Site survey; College reported “agree or strongly agree” on
interviews survey item; interviews mention tax support as a
primary service offered to students
Site has strong working relationships  Site survey; College reported “agree or strongly agree” on
with at least five partners inside or interviews survey item; interviews mention relationships
outside the institution with a range of community partners
Broad Staff provide personalized outreach Outreach At least 90% of students on the tracking sheet
outreach to all students within the first month of tracking sheet have dates indicating individual outreach
the semester
Staff contact students at least once Site survey; College reported “agree or strongly agree” with
a month to provide information on outreach survey item; spreadsheet indicates that students
Single Stop and related resources tracking sheet were contacted at least once each month for ten
months
Staff inform students about the Site survey; College reported “agree or strongly agree”;
availability of on-site tax services interviews interviews describe tax services as something
being offered
Needs A benefits screening is administered  Site survey; College reported “agree or strongly agree” on
assessment to students as an optional homework survey tracking survey; provided evidence that survey with

assignment within the first month of

the semester

Staff engage in face-to-face meetings

and case management to assess
student needs

sheet

Outreach
tracking sheet

screener link was distributed to students

At least 90% of students on the tracking sheet
have dates indicating individual outreach

Connection to
resources
from start to finish

Students receive information about
eligibility for benefits and are offered
application assistance within the first

month of the semester

Staff are able to actively move clients
through all Single Stop processes

Site survey;
interviews

Outreach
tracking sheet

College reported “agree or strongly agree” on
survey item; interview evidence of moving an
individual from screening to services

At least 90% of students on the tracking sheet
have dates indicating individual outreach
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Persistence, degree completion, and survey outcomes are all captured as binary variables. We model ITT
effects of Single Stop exposure for these outcomes using a logistic regression model, controlling for base-
line variables (Table A.3) and campus fixed effects. We use recycled predictions (also known as predictive
margins, from Graubard and Korn [1999]) to convert the coefficient of treatment group assignment into a
percentage-point effect difference. We estimate the ITT effects of credit accumulation, which is treated as a
continuous variable, analogously using multiple linear regression. As discussed later, take-up rates for Single
Stop services were low, and resulting treatment effect estimates should be viewed in that context.

We also conducted an exploratory logistic regression analysis to better identify factors that may be pre-
dictive of the take-up of student support services. Because engagement with Single Stop was low, we lever-
aged our follow-up survey items on self-reported use of public benefit assistance and referrals to community
resources to construct a dependent variable that reflects the use of campus support services, whether they
were received from Single Stop or elsewhere. We modeled the use of support services as a function of both the
independent baseline survey variables and variables that were theorized to be predictive of support services
take-up. We report on significant predictors among these independent variables and highlight how take-up
increases among students with an individual significant predictor. We chose to keep all 19 candidate predic-
tors in our final model for this exploratory exercise. Although more-parsimonious versions were available
with slightly better model fit, no other variables indicated significant prediction when weaker predictors
were eliminated, and we observed general stability in the significant coefficients.

Sample Attrition

Table A.4 shows the attrition values at different points in the study. All of the students in the study com-
pleted the baseline survey. We had attrition on the administrative measures because we only had data on
community colleges, and 14 percent of the sample came from our four-year institution. Our follow-up survey
response rates were approximately 36 percent. Attrition rates were similar for treatment and control students.

TABLE A.4
Attrition Values for Key Analyses

Requires Requires Treatment
Requires Administrative Follow-Up Requires Single  Attrition Attrition

Analysis Display Baseline Survey Data Survey Stop Data Percentage Percentage
Single Stop Figure 5.1 Yes Yes No Yes 14.5 14.4
take-up in the main

report
Academic Table 5.1 Yes Yes No No 14.5 14.4
outcomes in the main

report
Follow-up Table 5.1 Yes Yes Yes No 64.1 63.0
survey in the main
outcomes report
Exploratory Tables 6.1 Yes Yes Yes No 59.3 57.5
logistic in the main
regression report, B.4

NOTE: Single Stop take-up was examined for treated students only. Treatment attrition percentages show whether differential attrition is present.
For Table B.6 outcomes, the modal attrition values are presented; slight deviations in attrition may be present for individual outcomes due to
item-level nonresponse. One of the ten colleges did not provide administrative data, which was a major source of attrition in that category.






APPENDIX B

Additional Tables and Figures

Table B.1 shows the breakdown of demographic characteristics for college enrollees at our study colleges, as
well as rates of Pell Grant receipt and graduation rates. These statistics demonstrate wide variation across
all our colleges in size (college population ranged from 1,500 students to 18,537 students), racial and ethnic
diversity (33 percent to 63 percent of enrollees were students of color across the colleges), adult learner enroll-
ment (14 percent to 48 percent across the colleges), and rates of Pell Grant receipt (25 percent to 58 percent).
Graduation rates varied from 16 percent to 50 percent across colleges.

TABLE B.1
Characteristics of the Study Schools

Undel-g::liuate Adult Learners Pell Grant Graduation
Study College  Enroliment Female Students Students of Color (25+) Recipients Rate
Colorado
College A 11,897 56% 33% 22% 25% 27%
College B 18,537 57% 40% 27% 33% 27%
College C 1,500 56% 63% 29% 58% 50%
College D 3,449 54% 61% 14% 40% 39%
College E 5,938 52% 36% 34% 31% 39%
Subtotal 41,321 56% 40% 25% 33% 32%
North Carolina
College F 4,871 65% 47% 22% 45% 33%
College G 9,790 63% 63% 48% 52% 16%
College H 7,774 64% 51% 35% 48% 29%
College | 9,960 59% 58% 34% 51% 28%
College J 6,716 64% 47% 27% 41% 31%
Subtotal 39,111 63% 55% 35% 49% 27%
Total 80,432 59% 47% 30% 41% 29%

SOURGE: Institute of Education Sciences, undated.

NOTE: The shares of female students, students of color, and adult learners are of all undergraduate students in 2021-2022. Students of color
include Hispanic students regardless of race. The share of Pell Grant Recipients is of degree- or certificate-seeking undergraduate students in
2021-2022. The one-year persistence rates are of first-time degree- or certificate-seeking undergraduates enrolled in fall 2021 and represent
the shares of students who had persisted in or completed their programs in fall 2022. These persistence measures are provided separately for
students who first enrolled as full-time versus part-time students. We do not report this information for most Colorado institutions because the
institutions’ reporting to the Integrated Postsecondary Education Data System (IPEDS) reflects persistence rates for bachelor’s degree—seeking
students, and most of our study institutions (except for College D) do not primarily grant bachelor’s degrees. The graduation rate reflects the share
of full-time, first-time degree- or certificate-seeking students who completed their programs within 150 percent of the normal time to completion,
as reported in 2022 data from IPEDS. For Colorado institutions, rates are for the fall 2016 cohort, while for North Carolina institutions, rates are
for the fall 2019 cohort. The graduation rate for College D is of bachelor’s degree—seeking students. The graduation rates for all other institutions
exclude bachelor’s degree—seeking students. College D is excluded from the subtotal and total for graduation rate.
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Connecting Students to Basic Needs Support

Figure B.1 shows the percentage of students, by college, who self-identified as feeling a sense of belong-
ing at their institutions. Approximately two-thirds of students reported a sense of belonging, but responses
varied somewhat by college.

Table B.2 breaks down the data on student sense of belonging by students who were and were not secure
in basic needs. We found that students facing basic needs insecurity were equally likely to report a sense of
belonging as those who did not face basic needs insecurity.

Figure B.2 displays the percentage of students, by study college, who reported that their colleges were sup-
portive environments. Most students reported a supportive environment, and there was limited variation
across institutions.

FIGURE B.1
Student Perception of a Sense of Belonging
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SOURCE: Based on RAND baseline student survey, 2021.



Additional Tables and Figures

TABLE B.2
Sense of Belonging, by Basic Needs Insecurity and College

Percentage Reporting a Strong Sense of

Belonging
Not Basic Needs
Campus State Basic Needs Insecure Insecure p-Value
All 65.5 65.6 0.984
College C CO 69.9 65.9 0.181
College F NC 69.8 66.3 0.342
College D CcO 69.7 73.8 0.717
College E CO 67.9 64.3 0.259
College J NC 66.1 65.9 0.963
College | NC 65.6 67.2 0.620
College A (e]6] 65.2 68.3 0.572
College G NC 61.7 66.7 0.181
College B CO 59.4 61.2 0.589
College H NC 57.7 61.0 0.627

SOURCES: Based on RAND baseline student survey, 2021.
NOTE: p-values represent the results of a chi-square test of independence of baseline insecurity and sense of belonging.

FIGURE B.2
Student Perception of the College as a Supportive Environment

All
College C
College F
College D

College E m A

[l Colorado
[ North Carolina

College J

College |

Study Colleges

College A
College G
College B

College H

0 25 50 75 100

Percentage Reporting a Supportive Environment at Baseline

SOURCE: Based on RAND baseline student survey, 2021.
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Table B.3 breaks down the data on student perception of a supportive environment by students who were
and were not secure in basic needs. We found a slightly higher percentage of students who perceived their
colleges as supportive environments among those not facing basic needs insecurity.

Table B.4 displays the fidelity of each study college’s implementation of Single Stop in the spring 2021
semester. Colleges struggled with varying components of implementation. Four colleges missed at least
one integration fidelity measure, six colleges missed at least one measure of robust services, four colleges
missed one outreach measure, five colleges missed a needs assessment measure, and five colleges missed a
connection-to-resources measure.

Table B.5 displays the fidelity of each study college’s implementation of Single Stop in the fall 2021 semes-
ter. Some colleges improved slightly but continued to struggle with varying components of implementation.
Five colleges missed at least one integration fidelity measure, five colleges missed at least one measure of
robust services, five colleges missed one outreach measure, three colleges missed a needs assessment mea-
sure, and four colleges missed a connection-to-resources measure.

Table B.6 provides estimates from our logistic regression examining the characteristics of students at base-
line that were most closely related to the use of public benefit application support and referrals to community
services (which are two of Single Stop’s primary supports for students). We found that students reporting
food and housing insecurity were more likely to use Single Stop-like services during the study year than
students who did not report food and housing insecurity. Baseline participation in SNAP and Medicaid was
also positively related to use of Single Stop-like services. Prior use of college support services was positively
associated with use during our study period. Low-income students and Pell Grant recipients were also more
likely to report using these support services.

TABLE B.3
Student Perception of a Supportive Environment by Basic Needs Insecurity and College

Percentage Reporting a Supportive Campus
Environment

Not Basic Needs

Campus State Basic Needs Insecure Insecure p-Value
All 97.4 98.2 0.017
College C CO 98.9 98.4 1.000
College F NC 98.5 97.5 0.730
College D (0]0) 98.4 98.5 1.000
College E CO 97.9 98.7 0.428
College J NC 97.8 98.8 0.372
College | NC 97.8 98.1 0.762
College A CcO 96.7 99.5 0.008
College G NC 96.6 97.2 0.664
College B Cco 96.4 95.9 1.000
College H NC 95.7 97.8 0.188

SOURCE: Based on RAND baseline student survey, 2021.
NOTE: p-values represent the results of a chi-square test of independence of baseline insecurity and sense of belonging.
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Additional Tables and Figures

TABLE B.4
Fidelity of Implementation Scores by Component and College, Spring 2021

Needs Connection to
Campus Broad Outreach Assessment Robust Services Resources Integration
College A 30of3 20of2 20f3 10of2 4 0of 4
College B 20f3 20f2 20f3 10of2 3of4
College C 30f3 20f2 20f3 10of2 20of4
College D 20of3 1of2 30of3 20of2 3of4
College E 20of3 1of2 20of3 20of2 4 of 4
College F 30f3 20of2 0of3 0of2 10of4
College G 30f3 20f2 30f3 20f2 20of4
College H 30f3 10of2 30f3 20f2 3of4
College | 10f3 10of2 30f3 20of2 4 of 4
College J 30f3 1of2 10f3 1of2 4 of 4

TABLE B.5
Fidelity of Implementation Scores by Component and College, Fall 2021

Connection to

Campus Broad Outreach Needs Assessment  Robust Services Resources Integration
College A 30of3 20f2 20f3 10of2 4 0of 4
College B 10f3 20f2 20f3 1of2 4 of 4
College C 0of3 0of2 0of3 0of2 0of 4
College D 30of3 20of2 30f3 20f2 3of4
College E 30f3 20of2 30f3 20f2 20of4
College F 20f3 20f2 20f3 10of2 4 0of 4
College G 30of3 20f2 30f3 20f2 3of4
College H 30of3 20of2 30of3 20of2 3of4
College | 20f3 10of2 30f3 20f2 4 0of 4

College J 20f3 10of2 10f3 20f2 4 0of 4
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TABLE B.6
Logistic Regression Results for Baseline Characteristics Predicting the Use of Single Stop-
Like Services During the Study Period

Coefficient Estimate Standard Error p-Value
Intercept -3.78 0.30 <0.001
Financial insecurity 0.11 0.19 0.542
Housing insecurity 0.49 0.16 0.002
Food insecurity 0.54 0.14 <0.001
SNAP 0.85 0.16 <0.001
Medicaid 0.49 0.15 0.001
Sense of belonging 0.12 0.15 0.429
Received support services at 0.75 0.15 <0.001
baseline

Adult learner 0.27 0.16 0.092
Parent -0.18 0.17 0.312
Household income < $20,000 0.29 0.14 0.042
Black 0.05 0.17 0.748
Hispanic 0.21 0.19 0.261
Asian -0.07 0.39 0.860
Other race 0.28 0.25 0.246
Female -0.05 0.16 0.754
Married 0.02 0.20 0.923
Works 20+ hours per week -0.24 0.14 0.089
High school diploma -0.01 0.20 0.942
Pell Grant recipient 0.30 0.14 0.036

SOURCES: Based on data provided by Single Stop, 2023; RAND baseline student survey data, 2021; RAND follow-up student survey data, 2022.

NOTE: Statistically significant coefficients are in bold and correspond to baseline characteristics indicated in Table 6.1 of the main report. We chose
to keep all 19 candidate predictors in our final model for this exploratory exercise. Although more-parsimonious versions were available with slightly
better model fit, no other variables indicated significant prediction when weaker predictors were eliminated, and we observed general stability in
the significant coefficients.
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APPENDIX C

Detailed Descriptions of Implementation at Program
Study Colleges

College A

In the spring and fall 2021 semesters, College A met most of the fidelity measures (three out of five). However,
College A did not implement tax services as a robust service and struggled to connect students to resources
(Tables B.4 and B.5). College A had three full-time staff members for Single Stop. We describe the implemen-
tation of the program’s core features at College A next.

Broad Outreach and Needs Assessment

In the spring and fall of 2021, staff at College A disseminated the survey link to their introductory English
courses: English Composition I, English Composition II, and Technical Writing I. Within the first month of
the semester, at least 90 percent of students received individual outreach regarding Single Stop, regardless of
whether they had completed the screener. On average, students who had been randomized to the treatment
group at College A received three separate email reminders, with emails sent approximately once a month.
College A staff drafted emails for different types of students: (1) students who had started a screener but had
not completed it, (2) students who had completed a screener and qualified for benefits, and (3) students who
had completed a screener and did not qualify for benefits. College A staff also provided sample emails for
monthly correspondence that included (1) reminders for students to review the Single Stop resources, (2)
financial aid information, (3) scholarship information, (4) information on the college’s student services, and
(5) a point of contact.

Robust Portfolio of Services

College A staff had an existing relationship with the nonprofit United Way and various other organizations
that support domestic violence victims; homeless students; and those needing food, clothing, or financial
assistance. Before implementing Single Stop, College A staff provided various support services for the student
body. During the height of the coronavirus disease 2019 (COVID-19) pandemic, its food pantry adapted to
the student body’s needs. For instance, staff encouraged students not to come to campus solely for food and
provided them grocery gift cards. Later, when students began to return to campus, the pantry transitioned
to creating grab-and-go bags with the essentials for preparing a meal at home. Emergency aid was avail-
able for students who needed additional support; if eligible, students received up to $300. The college also
offered tutoring, counseling, mental health services, and disability services. Tax services were not provided
on campus, but staff provided links to student tax support services as needed.
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Connection to Resources

College A staff discussed barriers to engaging students, primarily due to the study’s constraints and the stu-
dents’ nonresponse rate. A staff member noted, “You have students who do the screener, say they are inter-
ested, but just do not communicate or respond.” The staff also experienced difficulty in moving students
through the case management process. Staff discussed how students were often not eligible for SNAP or
Medicaid services because many students lived at home with their families and therefore were linked to the
food pantry or emergency aid services. In addition to attrition, many community service providers perma-
nently closed because of the pandemic. Therefore, staff discussed the arduous task of finding local resources
to support students and their needs.

Outside of Single Stop, College A staff had previously offered some assistance with SNAP or Medicaid
applications. It is unclear whether this was a widely known service and whether College A provided addi-
tional support for other public benefits programs—such as Temporary Assistance for Needy Families—prior
to Single Stop, as three of five of the staff and leadership interviewees discussed that no public benefit sup-
ports were being offered prior to Single Stop while two others mentioned services. Staff members valued the
accessibility of the Single Stop portal and reported the value of different tools, such as the ability for students
to create profiles, public benefits eligibility at-a-glance, and the ability to add the services provided to each
student.

Integration

College A’s Single Stop program was generally well-integrated, according to our fidelity measures. For exam-
ple, we required colleges to integrate Single Stop in at least three areas out of budget, strategic goals, staff,
network, and culture, and College A did report integration according to this measure. However, there were
some areas where the college struggled. The Single Stop tasks were split among three full-time staff members.
The primary staff member discussed spent up to 16 hours per week in the spring of 2021 and between eight
and ten hours per week in the fall of 2021. No additional employees were hired for Single Stop implementa-
tion. There was not a designated location for Single Stop at College A; the primary staff member facilitating
Single Stop activities did have a pre-assigned office that could be used to meet with students as needed. Most
interactions with students were conducted on the phone or through the video-calling platform Zoom.

Staff and leadership discussed a disconnect between the stakeholders needed for implementation. A staff
member said, “ . . everything is separate. There is a leadership team, us case managers, and then the faculty
who talk about Single Stop. We never knew what the other one was doing.”

When leadership were asked about their level of support, one individual told us, “I would like to think
we were supportive.” Other leadership personnel described their support as being “reactive rather than pro-
active” while also ensuring the ability of staff to seek their support as needed. Per the staff and leadership
interviews and inputs from the site survey, leadership did not provide additional support mechanisms other
than weekly consultations with the staff member regarding their performance in their designated tasks, of
which Single Stop was just one of many. The main Single Stop facilitator mentioned, “I meet with [the super-
visor] every week, but after we got Single Stop—it kind of was just giving it to me, and that is kind of what it
has been.”

College B

College B staff successfully implemented with fidelity in one of the five core components in the spring 2021
semester and in two of the five areas in the fall 2021 semester. Outreach, robust services, and connecting
students to resources were areas where College B staff struggled. College B had one Single Stop coordinator
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and one Single Stop case manager. Here we describe the implementation of the program’s core features at
College B.

Broad Outreach and Needs Assessment

Because of a faculty error, the surveys were not administered within the introductory courses during the
spring of 2021. However, in the fall of 2021, the surveys were successfully administered during the first
month of the semester within English Composition I and Technical Mathematics. The Single Stop case man-
ager at School B discussed how more students completed the screener when rebranded from “screener” to
“profile.” Furthermore, she said the name change seemingly increased students’ comfort levels. Of note,
assistance for completing the screener was primarily conducted via phone or text. College B staff leveraged
the templates we developed for different types of students. Staff used themes for monthly correspondence.
For instance, the February monthly newsletter touched on filling out the Free Application for Federal Student
Aid, and April promoted resources from their food pantry. If students did not respond to the initial outreach
efforts, the Single Stop case manager would contact them via text, which produced a higher response rate
than phone calls.

Robust Portfolio of Service Offered

College B has three campuses, and the implementation of Single Stop was piloted in one of the three cam-
puses. Tax services were not offered within the participating campus. However, students who needed tax sup-
port were referred to one of their other campuses, which provides tax services. College B staff had existing
relationships with county human services staff and were able to readily use and promote county services to
students. County services included drug and alcohol abuse treatment and prevention, mental health treat-
ment, access to breakfast and lunch, a clothing closet, a food pantry, and an art center. College B also provides
in-house services and supports, such as an academic success center (e.g., tutoring and a math lab), a writing
center, a computer lab, access to mental health counselors, and the federal TRIO programs (including such
programs as Upward Bound and Educational Talent Search). The primary focus of the TRIO programs is
supporting low-income students, first-generation students, and students with disabilities (U.S. Department
of Education, undated).

Among external partners, most relationships were informal and did not require a memorandum of under-
standing (MOU). However, College B does have an ongoing contract with its mental health provider and an
MOU for community grants.

Connection to Resources

Prior to Single Stop, college staff offered assistance with public benefits as needed but did not necessarily
advertise this service. When asked about public benefits support in the college, the Single Stop case manager
said, “no; just whoever came to me, and they indicated that they needed or thought they might need it. But it
was kind of haphazard.”

College B staff joined the Single Stop cohort late and had less time to prepare for the prerequisites for
implementation. Single Stop leadership explained how they consistently felt they were lagging. One inter-
viewee explained, “We have always felt, and this is just me being honest, a little bit behind [and] a little bit
confused about how we are doing and what we are doing.”

The Single Stop case manager discussed barriers resulting from the complexity of the social service appli-
cations, which she felt were mainly due to the fact that she did not participate in the Single Stop launch
course. The Single Stop coordinator described their approach to referrals as the following: “If it is easier to do,
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we help. I try, but I am not trained. If not, we refer out.” College B leadership noted that their Single Stop case
manager faced barriers due to her lack of training and ability to interact with a Single Stop cohort.

The College B case manager reported that the study requirements to engage only through classrooms
and follow-up through email and phone calls led to difficulty in reaching students. When the case manager
did meet with students, those interactions were typically one-time events, as students did not reply to inqui-
ries regarding further application support, confirmation of application completion, or receiving benefits.
Initially, College B staff faced some technical difficulties with the software, which were later resolved. Ulti-
mately, the software was described as user-friendly. Moving forward, College B staff discussed their inten-
tion to continue to use the Single Stop case management software alongside Maxient, a student conduct case
management provider, which was being used prior to the implementation of Single Stop.

Integration

College B staff successfully integrated with two of the five areas: strategic goals and network. For a college to
be considered integrated, Single Stop should be embedded within at least three areas. During staff and lead-
ership interviews, College B leadership discussed the alignment between the Single Stop strategic goals and
why the college decided to adopt Single Stop. One leadership member said, “Single Stop systematizes access
to resources and is even more important given the life challenges students face. It gives us an organized way
of helping them know what they are eligible for and then assisting them with applications.”

The Single Stop case manager had a space within the college’s student affairs building, located near such
dense student areas as advising, financial aid, and testing. Although College B staff members successfully
completed the launch course, the main case manager was hired after the course was completed. The Single
Stop coordinator started her part-time position in February 2021 and also had other duties unrelated to
Single Stop. The case manager typically spent between seven and ten hours per week on tasks related to Single
Stop. To prepare for Single Stop implementation, the case manager completed a shorter training, had access
to notes from the individuals that had taken the launch course with the cohort, and took part in a few hours
of the included consultation time with Single Stop staff.

College B interviewees discussed how the retirement of the college’s vice president—a key advocate of
Single Stop—may have affected implementation. Staff mentioned that the new vice president was not aware
of the ongoing Single Stop implementation. However, the staff members within the student affairs office that
had attended the entire launch course provided guidance and assisted in supervising the Single Stop case
manager. Of note, staff members also spoke about feeling overwhelmed. One member explained, “We are all
spread pretty thin. We are a small campus, and other campuses have more people and resources.”

College C

In the spring of 2021, College C implemented two of the core components with fidelity but did not provide
all of the suggested services and struggled with needs assessment and integration. In fall of 2021, College C
stopped implementation and did not submit the necessary documents for fidelity analysis. College C had one
full-time Single Stop case manager, but the Single Stop responsibilities were layered on top of this individual’s
other responsibilities. We describe the implementation of the program’s core features at College C next.

Broad Outreach and Needs Assessment

College C staff administered the screener survey in the spring and fall of 2021. The surveys were distributed
within the first month of the semester within English Composition I and English Composition II. In spring
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2021, the College C case manager sent out monthly correspondence but did not conduct personalized out-
reach efforts via email. College C staff sent mass emails to students and mentioned that phone or in-person
communication was most successful. Sample emails to students touched on tax services assistance links and
a mass email reminding students to complete the screener. As of July 2021, fewer than 10 percent of students
had completed the screener, and about 32 percent of students could not be reached. Since College C ended
implementation during the fall, staff only submitted documentation supporting the dissemination of the
survey to students in the spring.

Robust Portfolio of Services Offered

The case manager at College C discussed various supports the college offers its students. The TRIO pro-
gram was noted as a service many students benefited from if eligible. Mental health and behavioral services
are provided through an external partnership. They also have a Projects for Assistance in Transition from
Homelessness program to assist their students transitioning from homelessness and those currently home-
less, as well as programs to assist domestic violence victims, students with childhood trauma, and those expe-
riencing grief. The case manager explained how it was difficult to track individual referrals due to Family
Education Rights and Privacy Act regulations. She noted, “unless I physically go to that place, I may not know
if they went or not, especially if it is in the realm of mental health or working with our domestic violence or
sexual assault advocates.” Prior to Single Stop, College C staff provided tax assistance on campus. The Single
Stop case manager held the Volunteer Income Tax Assistance and Tax Counseling for the Elderly certifica-
tion. Emergency student aid is also available through an application process. Given the workload, the case
manager struggled to find added time to build relationships with external organizations.

Connection to Resources

Before Single Stop, College C had a human services office that helped with government stipends and pro-
grams. They provided basic resources, such as a website or card, to aid with the application process. Complet-
ing the application process or the students’ eligibility status was also challenging to track. The case manager
explained, “in regards to have they received SNAP or food stamps or WIC benefits? To be honest, I have never
asked. I have never asked for the follow-up of how many of our students are receiving these benefits, so I do
not know what those primary numbers look like.”

The case manager discussed her struggles engaging students, especially regarding using Single Stop
resources. Individual phone calls proved to be the most successful format to reach students. Typically, con-
versations were about 15 minutes. Often, students would say they would complete the screener later but
would never complete it. When students were reached, many tended to want to shift to deeper discussions.
The case manager explained, “Conversations are not about WIC but guidance [to get] through suicide con-
versations and mental breakdowns.”

Integration

The case manager at College C reported successfully integrating Single Stop in only two of the five suggested
areas: strategic goals and staff. Regarding strategic goals, staff discussed Single Stop alignment, with a par-
ticular focus on engaging and improving relationships with community partners. The case manager identi-
fied to support Single Stop at College C was an assistant director in the college who had many responsibilities
prior to the arrival of Single Stop. On average, the case manager dedicated three to ten hours weekly to Single
Stop tasks. The case manager described how students would not reply to generic emails, so she decided to do
individual phone calls, which she found to be more successful. She did not have a designated Single Stop loca-
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tion but could use her office to meet with students as needed. When asked about a lack of leadership support,
she preferred to pass on the initial question and stated, “I do not know how much I want to answer that.” We
interpreted that as implying a lack of leadership support. She later explained that leadership had competing
priorities by saying, “big picture things are happening across the institution. [Single Stop] has not been the
highest priority to check in on.”

College D

College D met fidelity measures in all of the core components except for one of the integration measures in
fall 2021 after struggling to implement broad outreach and needs assessment fully in spring 2021. College D
Single Stop integration was executed by one Single Stop case manager who was a grad student as well as some
support from a more senior full-time staff member. We describe the implementation of the program’s core
features at College D next.

Broad Outreach and Needs Assessment

College D staff administered the screener survey in the spring and fall of 2021. In the spring of 2021, the
screener was distributed within all introductory composition courses, while in the fall of 2021, it was
expanded to all first-year launch courses. Monthly emails included a reminder to complete the screener
survey and contact the Single Stop case manager. In the fall, the college created themed newsletters sur-
rounding a holiday in that month, such as Halloween in October. A range of information was highlighted in
the newsletters, including recipes, hours of their food pantry, and links to health resources. Individual emails
tailored the outreach to students according to the templates provided by us. On average, treatment students
received three separate email reminders after receiving the screener in their designated course. All outreach
was primarily conducted via email. The Single Stop lead provided her phone number in all correspondence.
Notably, in October 2021, the screener was released to all students within the participating campus, lead-
ing to an influx of over 600 students on the Single Stop lead’s case load. Therefore, such tracking aspects as
which professors sent out the survey and the percentage of student who received individualized messaging
on or after October is unclear.

Robust Portfolio of Services Offered

College D has a food pantry started by a student organization, the Sociology Club. It relies on student volun-
teers, interns, and a faculty adviser to oversee operations. College D also offers hot lunches twice a week and
grab-and-go lunches once a week. The food pantry is housed under the student wellness department. Before
COVID-19, college staff reported that local vendors came to campus weekly, selling various fruits, vegetables,
meats, clothing, and accessories. Tax services were offered remotely since the Single Stop case manager had
recently moved out of state. Despite her expertise, she mentioned how each student’s situation was unique,
and she often had to conduct research, such as a deeper understanding of tax amendments, to help students.
The Single Stop case manager was tax-certified prior to starting her position.

College D’s case manager reported advocating for students, particularly on issues that fall outside the
scope of services the college offers, such as assisting with housing, accompanying students to court as needed,
and supporting them through domestic violence incidents. Via an application process, College D offers emer-
gency aid to help students with basic needs, which on average amounts to about $500. College D staff relied
on external partners to assist students with applying for public benefits. Most relationships with partners are
informal and do not require an MOU.
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Connection to Resources

College D staff described strong relationships with community partners. Due to their expertise and willing-
ness to assist students, the College D case manager referred students to partners for assistance with public
benefits like SNAP or Medicaid. Before COVID-19, community partners would do in-person office hours
weekly to help with benefit applications.

The Single Stop case manager reported inconsistent communication with students and difficulty in
moving students through the case management process. She said,

I have students who reply to me and say they are interested, but then I do not hear back for three to four
months. I always send out my monthly newsletter. I see my numbers go up as clients, so my case numbers
do go up, but they do not want to talk to me. Of course, there are many that just don’t complete [the Single
Stop screener].

When she was able to engage students, the Single Stop case manager said that helping with a SNAP appli-
cation or similar task may take her about an hour to complete. She confirmed that she used the case manage-
ment capabilities of the tool. The case manager also reported appreciation for the ability to record notes in
the Single Stop portal, which ensured her caseload was up to date and she reached out to students accordingly.

There were unforeseen circumstances specific to the student body’s needs that led to barriers in assisting
students. Notably, during the height of the COVID-19 pandemic, Native American students living in their
respective reservation were not allowed to leave their reservations. Students face reservation-specific SNAP
designations, which differed from the state SNAP regulation for other students, making it difficult to deter-
mine eligibility. The case manager reported that finding available resources for students was also an added
impediment. The Single Stop case manager reported that COVID-19 presented additional barriers, because
offices were closed, and because many students resided outside of the state and could not access mental
health counseling due to state residency requirements.

Integration

College D staff successfully integrated the Single Stop program in two of the five areas: network and strate-
gic alignment. One leadership interviewee discussed the alignment of Single Stop with the type of supports
that college leadership aspire to offer, and the value of providing students with different avenues to receive
resources. Interviewees reported a large network of community partners, and strong alignment and open
lines of communication between the college and these partners. In terms of staffing, a graduate student
intern served as the Single Stop case manager at College D, handled most Single Stop tasks, and took part in
the launch course. Two other employees supervised her. On average, the Single Stop case manager reported
that she spent about 13 to 20 hours per week on Single Stop activities. Our College D leadership interviewee
applauded the case manager’s flexibility in meeting students during nontraditional hours. She also held drop-
in office hours online, as her position was remote. Therefore, Single Stop did not have a physical location on
campus. Our leadership interviewee mentioned that she was initially hesitant to offer only remote assistance,
“We originally thought her being remote would be a barrier, but it was not; people are not using the in-person
services.” In the fall of 2021, the Single Stop lead mentioned a decline in leadership support after the study
ended and the screener was released to all students on campus.
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College E

In spring 2021, College E struggled to implement the broad outreach, robust services, and needs assessment
components with fidelity, while in fall 2021 Single Stop staff struggled to meet integration fidelity measures.
College E did not have a designated Single Stop case manager until one was hired during the summer of 2021;
until then, another staff member at the college spent some time on Single Stop responsibilities when able.
Next, we describe the implementation of Single Stop’s core features at College E.

Broad Outreach and Needs Assessment

College E staff disseminated the screener survey in the spring and fall of 2021. The screener was sent to all
students in their English I and II courses. On average, in the fall of 2021, College E sent out monthly emails
for five consecutive months. The amount of outreach that occurred in the spring is unclear, as it was not
noted within the tracker. The Single Stop case manager provided the study team with samples of individual
emails tailored to students, ranging from a reminder for students who had not completed the screener to
information on the resources provided by Single Stop. Initial outreach was predominantly via email. How-
ever, students often asked for follow-up via one-on-one virtual or telephone appointments. The Single Stop
case manager discussed that the type of outreach she conducted depended on the student’s current stage.
For instance, she said, “students who did not screen, I sent a link. Students who have screened, I ask for
an appointment to discuss the case more because I can see what they need but not why they need it.” Staff
reached out to all students regardless of whether they had completed the screener.

Robust Portfolio of Services Offered

The case manager at College E described a food pantry on each campus that also provides options for drive-in
pick-up and the flexibility of being open on weekends. The case manager mentioned that she is cognizant that
some students experience discomfort about needing items from the food pantry: “The downfall is a lot of stu-
dents reported feeling embarrassed to go.” College E staff also reported that the college offers the TRIO pro-
gram, behavioral health services, tutoring, and career services. Prior to the pandemic, the school had recently
launched a shelter with 13 beds, which at the time of the interview was forced to close down per the public
health emergency from the pandemic. College E also houses a child-care center with discounted rates for stu-
dents. Emergency aid is available to students, and they may apply as often as needed. College E interviewees
reported a partnership with their business program and a state tax assistance organization to provide student
tax support in person and virtually, so the case manager did not leverage Single Stop to provide tax services.

Connection to Resources

The College E case manager reported a strong partnership with a local nonprofit, the Jeffco Action Center,
which supplies ongoing support with provisions ranging from hygiene products to food. In addition, the
community partner supports students who need assistance with SNAP applications, Medicare, and health
insurance. Students who need application support for public benefits programs are referred to Jeffco. The
case manager reported that this partnership and others are formalized by an MOU.

The case manager noted her struggles with engaging students to complete the screener. Engagement
improved in the fall as students and staff became more comfortable with Single Stop. The case manager said,
“the biggest challenge for me is getting students in. It’s also difficult when you get students help and you hope
they advocate for themselves, but they ghost you.” The College E case manager confirmed that she uses the
Single Stop case management system to track students on their caseload and their needs.
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Integration

The College E case manager reported successfully integrating in all areas (budget, strategic goals, staff, net-
work, and culture). In the spring, all Single Stop services were offered remotely; however, in the fall, the Single
Stop liaison appointed an office on campus to meet with students privately in the admissions office.

Before a Single Stop lead was hired halfway through the study, Single Stop tasks were designated to a cur-
rent College E staff member, who reported spending a “couple” hours per week on related tasks. The initial
staff member noted that unclear guidance on staffing needs led to delays in when the full-time person was
hired. The initial staff member said, “we were told it would be like, [a] half-time person necessary, and then
when the paperwork came it was a full-time [staff member]. And, at that point, it’s like, well, the budget is
done now; we don’t have money to hire a full-time [employee].” The initial staff member explained that since
they did not have a dedicated full-time employee on during the first semester, this likely affected the rollout
of Single Stop. The Single Stop lead, a full-time employee, was hired in the summer of 2021, and all her time
is allotted for Single Stop tasks.

Perspectives surrounding leadership support were mixed. Our leadership interviewees reported that
they could have been more focused, particularly in the spring, and could have provided more mentorship
to the Single Stop case manager once she was hired. On the other hand, a College E leadership interviewee
described strong commitment from staff with the survey and screener distribution through classrooms and
overall enthusiasm from leadership around Single Stop as a promising program. The Single Stop case man-
ager hired in the summer expressed a strong perception of leadership support, saying, “they have helped so
much. I know I can reach out for any type of support and make relationships with all sorts of departments
and leaders.”

College F

In the spring 2021 semester, College F did not really offer support services to students and did not meet
any of our robust portfolio or connection-to-resources fidelity measures. In fall 2021, implementation had
improved, but College F continued to struggle with some aspects of broad outreach, robust services, and con-
nection to resources. A Single Stop case manager was hired midway through the study and began full-time
work for the fall 2021 semester. Prior to this, another college employee’s responsibilities included Single Stop.
We describe the implementation of Single Stop’s core features at College F next.

Broad Outreach and Needs Assessment

Staff at College F distributed the screener in the spring and fall of 2021 in their required first-year experience
course. The case manager at College F sent out individualized and monthly emails to students who had and
had not completed the screener. Students were sent individualized emails. Depending on their circumstance,
students who had not completed the screener and were deemed eligible for benefits were sent a reminder
to complete the screener and a reminder of Single Stop services. For those deemed eligible, the email asked
whether they had received benefits and express empathy in support of students undergoing hardship. In the
spring, the number of monthly emails ranged from one to four emails to students. In the fall, the number of
monthly emails increased to five separate emails for all students on the caseload.

Robust Portfolio of Services Offered

College F offers an array of services and resources to support the student body, including a food pantry, an
on-campus child-care program, emergency assistance support, access to business attire for students, and the
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TRIO program. Notably, all students are also assigned a success coach. Regarding external partners, the col-
lege partners with a state career service organization and has a formal partnership with the state food bank.
College F does not offer tax services to students.

Connection to Resources

College F staff mentioned many of the students that reached out for assistance were older students, while
younger students were more difficult to engage—a staff member mentioned the younger students were less
likely to need SNAP or benefits like SNAP. The Single Stop lead said that communication was primarily
conducted via email. Overall, students seldom reached out to seek further support. For instance, the case
manager reported that in December of 2021, only two or three students had contacted her. Typically, as soon
as students got the necessary information, there was no other contact with the case manager beyond the first
meeting. The Single Stop case manager also mentioned instances of students being referred out to external
partners or social services and ultimately not being helped. Staff highlighted the lack of marketing of Single
Stop services as a barrier for student engagement and mentioned that some students would take the survey
and remain unaware of Single Stop services. The Single Stop case manager noted more students took the
survey in the fall, and this allowed her to assist more students during this period despite the setbacks brought
on by COVID-19. Additionally, the College F case manager confirmed using the Single Stop case manage-
ment software and another in-house case management software. The case manager reported that she needed
to engage in duplicative reporting across the two systems.

Integration

College F staff successfully integrated Single Stop in their institution and reported integration in the areas of
staff, network, and cultural alignment. The Single Stop lead had a designated space within student services to
meet with students in person. However, the case manager also offered to meet via phone or online depend-
ing on the students preference. Interviewees mentioned the alignment of Single Stop services particularly
because it was able to provide in-depth assistance to students, while programs such as those offered by social
services tend to offer a number to get in contact with but provide no additional follow-up.

A full-time employee was hired to assist with Single Stop case management in summer 2021, went through
an onboarding process inclusive of the launch training, and officially took over Single Stop duties as of Sep-
tember 2021. Prior to this, a full-time staff member within the college reported spending two to three hours
per day on Single Stop-related tasks as needed, such as checking who completed the survey and following
up with students. Regarding leadership support, the Single Stop lead was trained by the senior member of
the college who had previously been tasked with Single Stop duties. In the fall, the full-time Single Stop case
manager reported having discussions with her supervisor on current Single Stop occurrences.

College G

College G implemented most of the core components with fidelity across semesters and only struggled with
meeting one or two of the integration measures. College G had one lead Single Stop case manager and two
part-time assistants; early in the study, a second Single Stop-trained employee left. We describe the imple-
mentation of the program’s core features at College G next.
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Broad Outreach and Needs Assessment

In the spring of 2021, College G issued the screener survey to one of their introductory college success courses,
while in the fall of 2021, they made the survey available to two of their college success courses. In the spring,
students received anywhere from one to five monthly outreach emails; in the fall, every student received five.
Individual emails were submitted to different students according to the sample email templates we provided
Our leadership interviewee explained the Single Stop case manager’s communication strategy: “[The Single
Stop case manager] follows up with an email to ensure whether students receive that funding. If she does not
get a response, she follows up with a phone call.” In the spring, the Single Stop case manager noticed a trend
with respondents and a possible association with students’ age. Younger students were not eligible for benefits
as many of them still lived with their parents, which may have led to the lack of buy-in from this population.
In contrast, students with their own families were more likely to complete the screener and connect with the
Single Stop case manager.

Robust Portfolio of Services Offered

College G offers a multitude of services to its students, including a food pantry, a success closet for students
who need business attire, disability assistance services, mental health services, and emergency aid funding.
College G also offers students dental cleaning through a dental hygiene program, which is a unique support
we did not hear about from other colleges. Notable external partnerships include a state career organization,
the local bus service, and a relationship that allows students to apply for child-care grants. The Single Stop
case managers discussed barriers to creating new relationships with partners. When asked about creating
new partnerships, one case manager said, “No [we have not], not other than the initial ones that we built with
that we have already here on campus. With the Covid-19 [pandemic] and everything right now, I think we
have kind of maxed out what we have community-wise.” College G case managers also reported providing
tax services when completing the site survey. They further described how through Single Stop, they provide
students with a link for tax preparation assistance. One internal Single Stop-trained employee had completed
tax preparation training but left the institution soon after.

Connection to Resources

The case managers at College G discussed difficulties in communicating with students and getting them to
complete the screener. One case manager described this barrier by saying the following:

The only downside I can think of is that we are just not getting the response from students. Again, we only
had a handful that went back in after we called. I think the very initial drop back in January had like 100
and some students on it. And we called everybody that did not do the Screener, and we still only had a
handful come back and try to complete it after that.

The lead Single Stop case manager suggested changing the screener survey course from an early college
success course to an English course, which is required for all degrees. She discussed her concern that the
current course was reaching the wrong audience, as younger students who reside with their parents were not
reflective of the population that may need Single Stop services. Additionally, she assumed that students who
needed services likely already had them and did not want to impact the support they received. College G case
managers confirmed using the Single Stop case management capabilities. Case managers discussed the tool’s
functionality favorably, including that it was user-friendly, captured communication notes, and tracked if a
student had received benefits.
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Integration

College G case managers reported integrating Single Stop in four of the five areas we asked about: strategic
goals, staff, network, and culture. When discussing the alignment between Single Stop and the college, a
staff member denoted the importance of the community to the college and the necessity to “approach stu-
dents from all angles to address all their needs.” Single Stop has a designated space within its student services
building. Current college staff facilitated all Single Stop tasks as no additional staff were hired for this role.
Three individuals completed the eight-week launch course. Two part-time staff members were also infor-
mally trained. A member of leadership completed the training but did not assist with daily Single Stop tasks.
The college did experience some staff turnover, and one individual went on maternity leave. This departure
left one full-time staff member to work on Single Stop and oversee two part-time staff who helped with Single
Stop. This full-time staff member had other duties beyond overseeing the two part-time staff members who
helped with Single Stop items. The full-time staff member spent on average five to ten hours a week following
up with students, although this time commitment decreased after midterms. She estimated that she dedi-
cated 25 percent of her time to Single Stop tasks. Case managers described faculty and staff assistance and
campus buy-in as a facilitator of implementation.

College H

College H implemented most of the fidelity measures across semesters but fell short on needs assessment in
the spring and one measure of integration in the fall. College H had multiple case managers that supported
basic needs, but one of these individuals was designated to implement Single Stop. We describe the imple-
mentation of Single Stop’s core features at College H next.

Broad Outreach and Needs Assessment

In response to the pandemic, in March 2020, College H staff created a unique program to aid students. A
staff member described it as a “one-stop holistic reference support service office that supports non-academic
emergencies.” Students could access these services after completing a short questionnaire on the college’s
website. Single Stop services are promoted as an additional support under this program. Within the first
month of each study semester, College H disseminated the screener through their college success course in
the spring and fall of 2021. In the fall, they also sent the screener to 2,690 Pell Grant-eligible students, of
which 29 percent opened the email and about 10 percent clicked on the screener link. In addition to imme-
diate personalized outreach, students received a monthly email in the form of a newsletter throughout the
study. Students who were assigned to Single Stop in the first cohort received nine unique monthly emails
from Single Stop. Each month highlighted new services and college events that students might be interested
in while promoting Single Stop services and College H’s holistic program.

Given the similarities between Single Stop and the college’s holistic program (which had a strong exist-
ing brand reputation), the college directed students to their holistic program in lieu of Single Stop. College
staff discussed their hopes of creating a marketing plan in the future to differentiate Single Stop from their
broader holistic support program. Staff noted that the sole difference between student outreach for students
within Single Stop and those not part of Single Stop was the monthly newsletter acting as an information
nudge to supports. When asked whether they believed students had trouble distinguishing between the pro-
grams, one staff member explained, “We do not know if they think they are filling out our request form when
completing the screener, or vice versa.”
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Robust Portfolio of Services Offered

Through its holistic support program, College H offers its students a food pantry, child care assistance, avail-
ability to borrow devices, and access to emergency aid. The food pantry is available within two of their five
main campuses and includes school supplies, personal care, and essential household items. With assistance
from community partners, students can receive non-criminal legal assistance from law school students, and
those who have lost their driving privileges can obtain help by regaining their licenses. In addition, they offer
free tax preparation services in collaboration with the Volunteer Income Tax Assistance program.

Connection to Resources

Single Stop services were offered as an additional component to the college’s suite of services within its
holistic program. The staff said that the distinctive element Single Stop brought to students was the ability
to screen for public benefits programs—mainly tax services. Furthermore, a staff member said, “The biggest
thing we have seen from Single Stop is the need for tax services.” The Single Stop case manager noted the
college had previously connected with many of the students referred by Single Stop. She explained, “A lot of
the students who came on the roster and I talked with are people who I have had previous contact with. Most
people did not follow ups; if they did, I already had pre-existing relationships.” As of the fall of 2021, only two
students had touched base with the Single Stop case manager to ask for additional support. One was referred
to the food pantry, and the other was referred to the school’s partner of the local law clinic. The College H
Single Stop-dedicated case manager mentioned that the Single Stop case management system did not meet
their needs, and it was not clear whether they were using it to track interactions with students. At the time
of the study, the college and the basic needs center was using another case management software called Out-
come Tracker.

Integration

College H staff reported integrating Single Stop into all five areas: strategic goals, budget, staff, network, and
culture. The case managers and leadership interviewee discussed the alignment with the college’s aspiration
to provide students with wrap-around services to fulfill their needs, whereby the Single Stop screener allows
students to know and apply for public benefits they are likely eligible for. The case manager explained, “Stu-
dents are leaving money on the table. They [could] be getting food stamps and Medicaid. The screener can
tell us they need to go ahead and apply for these things.”

College H’s wrap-around service program was supported by three case managers, and one of these three
case managers served as the Single Stop case manager alongside other case management responsibilities. The
Single Stop case manager had a background in social work and leveraged her prior experience and knowledge
to assist students. Single Stop was not given an exclusive location; it was housed with the college’s holistic
program, located within the marketing office. On average, the Single Stop case manager reported spending
about one to two hours weekly on Single Stop-related tasks. The case managers reported that prior efforts to
build a basic needs support office simplified the implementation of Single Stop because they had already done
much of the groundwork, such as building relationships with community partners and engaging students to
build trust around the services. Many of the main Single Stop components had already been prioritized and
embedded within the college due to the launch of their programming. She stated, “having this support for
this work made it much easier to get buy-in from our partners.”
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College |

College I struggled to implement two of the five core components (broad outreach and needs assessment)
in both semesters. Rather than hiring new staff, College I had existing staff implement Single Stop over the
study. We describe the implementation of Single Stop’s core components at College I next.

Broad Outreach and Needs Assessment

In the spring and fall of 2021, College I staff distributed the screener among two of their college success
courses. Monthly correspondence was sent out in the fall of 2021, amounting to about five monthly emails
for each student on the caseload. Alternatively, the number of students who received consistent monthly or
individual correspondence in the spring is unclear. Staff reached out to students who had not completed the
screener with reminders of Single Stop resources. For students who had completed the screener, case manag-
ers provided personalized outreach that depended on whether the student was eligible for benefits.

College I interviewees reported that the college offered a robust portfolio of services through an existing
program in which Single Stop was implemented as an extra resource. The case manager described that “[the
existing program] has on its own built a network of referrals, social service, and things like that as part of
their services.” Single Stop outreach efforts mirrored those conducted for their existing program. The case
manager explained:

There’s not really a difference in avenues and ways they can access. We have an email [for the school pro-
gram] that we use whenever we do email blasts or any Single Stop info. Students who have been referred by
teachers, or self-refer, or whenever a Single Stop student comes in, we focus on the Single Stop things they
are looking for and, if there’s a relevant service that our program offers, like bus passes, then we transition
the conversation once we’re done with Single Stop.

Robust Portfolio of Services Offered

College I had been building up basic needs supports services through its existing office since 2014. The col-
lege offers a food bank on all three of the campuses, a clothing closet, child-care service vouchers, and trans-
portation assistance through bus passes for those in need. The college collaborates with community partners
to offer housing, legal, and employment assistance in collaboration with community partners. Partners are
instrumental in the sustainability of their programming. For instance, the United Way consistently pro-
vides a large number of perishable items for their food bank. Another preexisting relationship is tax services
through Volunteer Income Tax Assistance. Regarding tax services, a staff member noted, “we are not going
to have tax services as a part of Single Stop because we already partnered with a community organization and
did not want to end that.”

The Single Stop case manager reported working with four or five students over the course of a semester
to apply for SNAP, and half of these students were connected through Single Stop outreach and the screener.
The case manager described how conversations with students seeking assistance often led to more extensive
conversations about community resources and other programs. SNAP was a commonly used resource by
students at the college, but the case manager reported that many students who were eligible already had it.

Connection to Resources

With very few students accessing Single Stop, the case manager expressed concerns about the ability of the
tool to facilitate connections to resources. Given the number of services provided by the college prior to
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Single Stop, it is not clear the extent to which the Single Stop case management system was used by staff to
track interactions. The school was mainly using the case management system Navigate to track all services
provided to students. A leadership interviewee stated, “We mainly use Navigate to track and pull data. I
think the Single Stop platform could be used, but we do not [use it].” In describing their limited bandwidth, a
member of leadership said, “we have part-time staff who are trying to track it, but we do not have the capac-
ity to track every single thing we offer, and Single Stop offers.” When asked if there are differences between
Single Stop and their programming services, the case manager responded, “It’s a one-stop shop, and Single
Stop is part of that shop. Students who are Single Stop applicants can be distinguished, but nothing that they
receive is special. We do not want students saying, ‘why can’t I get that?””

Integration

College I staff reported that their institution had integrated in three of the five areas: strategic goals, staff, and
network alignment. Single Stop is primarily aligned with the college’s mission to provide academic and non-
academic resources. The college’s wrap-around service program has an office on campus, which houses staff
members for their in-house program and Single Stop. Moreover, there was not an exclusive location set aside
for Single Stop. Multiple discussions touched upon aspirations to hire a part-time staff member to assist with
their wrap-around service program so they would also help with the new Single Stop provisions, yet this was
never confirmed. A part-time staff member of their in-house program reported they spent about 95 percent
of their time on Single Stop tasks, averaging about 15 minutes or longer with each student.

College I used existing staff for Single Stop rather than hiring new staff. Staff acknowledged internal
support came from the financial office assisting with checks, mutual aid helping identify eligible students,
and instructors referring students to Single Stop. A staff member said to us, “the schools supports us and is
behind us 100 percent.”

College J

College J struggled to implement the program with fidelity across semesters in the core components of broad
outreach, needs assessment, and providing a robust set of supports. College J did not have an employee des-
ignated to Single Stop at the beginning of the study, so the director of student services assumed responsibili-
ties until a new Single Stop case manager was hired in fall of 2021. We describe the implementation of the
program’s core features at College J next.

Broad Outreach and Needs Assessment

In the spring and fall of 2021, College J staff sent the screener to students in their introductory English course.
At least 90 percent of students on the spring caseload received one or two monthly emails, while in the fall,
students received two or three emails. The Single Stop case manager indicated her preference for sending
each student a personalized email and said, “I do all individual emails to maintain confidentiality. It makes
it easier to maintain that email thread a little better. I do not do carbon copies.”

College J case managers leveraged the email templates provided by the study team for individualized
emails to screened and non-screened students. Email topics typically included information on any pertinent
COVID-19 updates and the link to the student request form for assistance with such college services as finan-
cial support, access to laptop or internet, mental health support, and food insecurity.
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Robust Portfolio of Services Offered

In the institution, College J offers a range of basic needs and wrap-around supports including a food and
resource pantry, a student wellness center (e.g., TRIO program, accommodation for students with disabili-
ties, and academic counseling and academic supports), a student assistance program (financial advising and
free legal consultation), emergency aid, and ways to connect students to local resources. The food pantry and
some of the services within the student wellness center rely on interns, who must spend a certain number of
hours doing direct work. Before the COVID-19 pandemic, interns would often conduct home food deliveries
to students in need. Prior to the implementation of Single Stop, assistance with public benefits applications
were not offered within College J, so Single Stop was a new offering. Regarding tax services, the college previ-
ously had a small-scale club that partnered with a community organization to provide tax support to students
that no longer operated. The case manager mentioned that Single Stop tax services have been a “model for us
of what we can provide.”

College J staff partner with many community organizations, such as the local Employee Assistance Pro-
gram coordinators, who in turn provide additional services and workshops to students (at a cost), and a local
health organization, which offers services ranging from dental to pregnancy support. The college also has
a formal agreement through an MOU with an organization that supports domestic violence victims. Case
managers reported referring to their local community resource database within the Single Stop portal often
to identify organizations for student referrals. The Single Stop lead revealed she had insufficient bandwidth
to expand the list of resources in the Single Stop portal, as it takes college staff time to track down additional
resources and ensure they are populated in the student-facing portal

Connection to Resources

Similar to other colleges, College J case managers reported difficulties reaching students and connecting
them to benefits. Staff revealed that in the fall, they were content with the effort put in place to reach stu-
dents. One staff member said, “I feel much better [now] that we’ve reached out multiple times regardless of
whether were able to communicate with them. The biggest challenge is the reciprocation.” In the spring of
2021, the staff did not use the Single Stop case management system. They primarily used their existing case
management software, Navigate, or a spreadsheet to track students. During fall 2021, it was unclear whether
the school was using Single Stop software. Staff shared their data tracking methodology with us, with one
staff member saying, “I keep my data of all the students we serve. Just categorize what the service was that
they needed, so no matter how it comes in, I collect all the data in that one spreadsheet because that’s what
works best for me.”

Integration

College ] reported integrating three of the five areas—network, culture, and strategic goals—in their institu-
tion. Although College J did not identify a designated Single Stop location on campus, they did have a well-
ness center where staff facilitating Single Stop could use the space as needed. College J leadership interview-
ees reported barriers to hiring the necessary staff, but in the early fall of 2021, a Single Stop case manager
was hired to facilitate all Single Stop-related tasks. Prior to that, the director of student services served as the
Single Stop case manager and all Single Stop tasks were add-ons to her already lengthy list of responsibilities.
In the spring, it was estimated the director spent a few hours once a week on tasks due to her limited avail-
ability. In the fall, the new staff member reported allocating 20 hours weekly on Single Stop activities. Staff
expressed concerns about the lack of capacity: In the words of one interviewee,
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We do not have the people power, and it’s really unfortunate. To be honest with you, because it’s me. I don’t
think there was a full understanding, though, of the work that had to be done and the amount of work. I
mean, from being honest, I just lost that battle.

Our two interviewees spoke favorably about the amount of backing given by leadership before implemen-
tation but reported challenges with the magnitude of the workload when implementation began, and leader-
ship could not provide more support. The college also experienced a cyberattack in September 2020, which
took months to recuperate from.
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Abbreviations

CCCS Colorado Community College System

CFPB Consumer Financial Protection Bureau
COVID-19 coronavirus disease 2019

IRT item response theory

ITT intent to treat

MOU memorandum of understanding

NCCCS North Carolina Community College System
NSSE National Survey of Student Engagement
SNAP Supplemental Nutrition Assistance Program
WIC Women, Infants, and Children
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