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EXECUTIVE SUMMARY
Over the past fifteen years, the Working Families Success 
Network (WFSN) has innovated and tested approaches 
for improving low-income individual and family economic 
mobility through integrated service delivery (ISD). Originally 
launched in 2004 by the Annie E. Casey Foundation as  
the Center for Working Families, ISD focuses on three types 
of services:

• workforce and education services — literacy,  
post-secondary education, work readiness, job training,  
placement, retention, and advancement; 

• income/work supports — public benefits, social services, 
and free tax preparation to secure earned income tax 
credits and refunds; and

• financial coaching and asset building — financial  
education and coaching, often linked to affordable  
financial products and services.

ISD recognizes that a mix of services are important for  
economic mobility. Through bundling, or the intentional 
delivery of services in multiple areas, organizations are 
reporting positive economic outcomes for low-income 
individuals and families. Specifically, WFSN has found that 
community-based organizations that provide services across 
these three areas and that are sequenced with the needs  
of their core constituency in mind, will have greater success 
in helping people achieve steady employment, making  
ISD a potent workforce development strategy. 

Today, WFSN includes more than 135 organizations in over 
30 states across the country, serving over 35,000 people 
annually, primarily through three national networks:

• Local Initiatives Support Corporation (LISC) –  
a community development financial institution and  
nonprofit intermediary that has over 30 local offices and 
a vast rural footprint, and supports a range of community 
development strategies including affordable housing, 
commercial development, and public safety. LISC has  
built a network of over 90 Financial Opportunity Centers 
(FOC) in over thirty cities.

• United Way (UW) – United Way mobilizes people and 
organizations to improve community conditions, with 
focus on education, financial stability, and health. At least 
22 local United Ways fund 79 organizations that offer ISD 
to ensure that families move out of poverty and achieve 
long-term financial stability. 

• Community College Networks – Achieving the Dream 
and MDC each supported ISD in colleges to support  
student retention and completion. Over two dozen  
colleges now utilize the ISD approach to support  

students; Achieving the Dream has integrated student 
success frameworks into many of their initiatives  
following their experience embedding the ISD approach  
in 19 colleges in four states.

• Several other independent organizations have also  
implemented ISD, including MET Center in St. Louis,  
Missouri; Hispanic Unity in Broward County, Florida;  
and Mi Casa Resource Center for Women, Inc. in  
Denver, Colorado.

Organizations implementing ISD have learned significant 
lessons that the workforce development and human  
services fields can utilize to better support low-income 
individuals and families progressing towards their economic 
goals. Through a combination of testing the approach  
using a range of evaluation methodologies, and practitioner  
experience, the field has evolved to a nuanced understanding  
in how to structure and deliver ISD services in local contexts.

Based on these learnings, WFSN maintains that if community- 
based organizations and their partners provide services 
across the three service areas, with a priority on workforce 
and financial coaching, in a sequenced strategy based on 
the core constituency served, then individuals and families  
will have more stability to successfully move along the  
employment continuum. This points toward ISD being  
most effective for the “in-and-out of work” population and 
those entering the workforce for the first time or who are 
underemployed, all of who are striving to achieve steady 
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employment and financial stability. Given that data  
demonstrates that ISD can be effective for increasing 
employment outcomes and the goal of increased economic 
security for families, ISD is well-situated as a potent  
workforce strategy with workforce services as the core. 

One of the most important lessons learned about ISD  
is that for organizations implementing ISD, it is not  
simply a program within an organization, but becomes 
the way in which they do business. The positive impacts 
on participant economic mobility help drive the changes. 

Below are key lessons learned about ISD:

IMPLEMENTATION OF ESSENTIAL SERVICES 
• Providing individuals with services from all three areas is 

important and points to promising results in contributing 
to a participant’s ability to obtain and retain employment 
and improve their overall financial condition. 

• While bundling services is important, it is the strategic 
sequencing of those services that is most impactful  
for families. Sequencing enables program staff, in  
partnership with participants, to identify which services, 
within a bundle, are most important initially, and to  
layer in services from across the three pillars in the  
most impactful way for that family. Providing services  
in different sequences allows organizations to address  
families’ short-term needs and their longer-term goals.

• Across pillars, it is important to tailor services to  
specific populations. Each organization, based on its  
core constituency, decides which services in each of the 
three service areas are best aligned with the needs of  
its constituency.

• Coaching, including financial coaching, and other forms of 
one-on-one work with participants are critical to achieving 
the goals of increased employment and financial stability.

The intensity of coaching services matters. In general, 
increased contact with individuals over time leads to better 
outcomes. However, given the cost of one-on-one services, 
programs often prioritize participants who will most benefit 
from such an approach. Coaching builds and retains  
trusting relationships with individuals, responds to their 
specific needs, and facilitates access to multiple services 
and resources over time. 

CREATING THE RIGHT  
INFRASTRUCTURE TO SUPPORT ISD 
• Across the various organizations and network models that 

implement ISD, some are single organizations delivering 
all three sets of services, while others include multiple 
agencies and partners, working together and offering the 
core services in one location. 

• While there is no one optimal organizational structure, 
when services are delivered by multiple agencies  
practitioners agree that ISD requires strong partnerships 
that focus on easing access and enabling uptake of the 
core services.

• Data sharing additionally supports a seamless delivery  
of services. Data sharing via a partnership-wide integrated 
data system has three main purposes: participant tracking;  
identification of participant needs; receipt of services, 
and outcomes; and program management for continuous 
quality improvement. For those organizations for whom 
integrated data systems are too costly, identifying  
data sharing tools and processes across agencies is  
an important alternative approach.

• Cross-training of front-line staff within organizations  
and across partnerships facilitates seamless delivery  
of services across a community, which in turn supports 
individuals and families reaching their goals.

At its core, ISD is a relational strategy that meets people 
where they are, adapts services to their unique needs,  
and supports their forward movement as they seek to  
build skills, gain employment and improve their financial  
position. This facilitates the use of ISD as an employment 
strategy that is not exclusively focused on traditional  
workforce interventions. Most ISD platforms are seeking 
better employment outcomes for their populations. This  
relational strategy affords ISD an opportunity to learn from 
and integrate lessons from other disciplines that may 
strengthen the impact of ISD on employment outcomes.  
Potential platforms for expansion of the ISD approach 
include employers, the two-generation approach, family- 
centered coaching, education, and state human service 
agencies. The ISD approach holds promise for many  
platforms and programs whose core constituency is  
focused on increasing economic mobility. 

HOW TO USE THIS BRIEF
This brief is designed to provide guidance and insights for those looking to build or strengthen an ISD program.  
The lessons learned and best practices highlighted are only a starting place. By continuing to experiment with the 
strategies, observing and noting what works and where additional changes are needed, the program will grow and 
take shape. Most important of all is to listen to the individuals and families, as they are the experts in their own  
lives, as to what best supports them in their movement to economic stability and advancement. 
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INTRODUCTION

1  This report mentions, but does not primarily focus on, implementation lessons from community colleges. Lessons here primarily pertain to partnerships between 
colleges and community organizations. For a more thorough understanding of WFSN in community colleges, please visit https://www.achievingthedream.org/
resources/initiatives/working-students-success-network

WHAT IS INTEGRATED SERVICE DELIVERY?
Integrated service delivery (ISD) is an approach that enables 
low-income adults and their families to achieve greater 
economic security by providing a range of supports and 
services in an integrated and seamless manner. The delivery 
of services from three areas is central to ISD: 

• Workforce and education services — literacy, post- 
secondary education, work readiness, job training,  
placement, retention, and advancement; 

• Income/work supports — public benefits, social services, 
and free tax preparation to secure earned income tax 
credits and refunds; and

• Financial coaching and asset building — financial  
education and coaching, often linked to affordable  
financial products and services.

Each of the three service areas offers a piece of the puzzle  
that helps individuals and families achieve economic  
mobility. Early implementation guides stressed “bundling”  
— the intentional provision of at least one service from each 
area — with a focus on providing the services simultane-
ously and embedding the approach into existing programs 

when possible. During the beginning years, programs often 
used the term bundling interchangeably with ISD. Programs 
were designed to deliver services in at least two, but ideally 
all three of the service areas. Over time, a more nuanced 
understanding of ISD has evolved, offering practitioners 
deeper insights into the structure and implementation of ISD 
programs and the sequencing of services. 

This report offers insights and lessons from community- 
based organizations that have been implementing ISD  
over the past fifteen years.1 These lessons are supported  
by evidence from several independent evaluations of LISC’s 
FOC model, United Way Bay Area’s SparkPoint Centers,  
and implementation in community colleges. 

These lessons can inform practitioners, intermediary  
networks, and philanthropy who are new to ISD as well  
as those who are seasoned in utilizing ISD towards  
improving economic mobility for workers. It also identifies 
opportunities for utilizing ISD to bolster outcomes in related 
initiatives focused on improving economic mobility. One  
of the most important lessons learned about ISD is that  
for organizations implementing ISD, it is not simply a  
program within an organization, but becomes the way  
in which they do business. 
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BRIEF HISTORY OF ISD AND  
WORKING FAMILIES SUCCESS NETWORK
ISD was established by the Annie E. Casey Foundation in 
2004, based on the learnings from their Jobs Initiative  
(1995-2005) and other investments, which identified the 
need for a broader array of services to help low-income  
families achieve economic goals. The Casey Foundation 
worked with several non-profit organizations and community  
colleges to pilot a “bundled services” — approach with 
three core service areas — employment and career services, 
income and work supports, and financial services and asset 
building. An Abt2 study of participant outcomes at the early 

Center for Working Families sites found that individuals 
receiving services across multiple areas were three to four 
times more likely to achieve economic milestones than 
those that received only one type of service. 

Based on Casey’s early positive results, within several  
years, the number of organizations and colleges interested  
in implementing ISD grew appreciably. Of particular  
importance was LISC’s launch and replication of Financial 
Opportunity Centers (FOC) supported by the Corporation  
for National and Community Service’s Social Innovation 
Fund, as well as the implementation of ISD by the United 
Way network. 

2  Bulbul Kaul, et. al., Pathways to Financial Success – Findings of the Financial Progress Study of Center for Working Families Participants, Abt Associates.  
Annie E. Casey Foundation, December 2010.

KEY ENTITIES SUPPORTING ISD
Over the past fifteen years, several national organizations/networks key entities recognized, implemented,  
and promoted ISD to increase the economic security of their participants through more consistent and stronger  
attachment to employment. Those entities include community-based and non-profit organizations, and community 
colleges. Today, there are more than 135 organizations in over 30 states across the country implementing ISD. The 
following intermediaries form the main backbone of support for ISD work:

LISC’s Financial Opportunity Center Network™ (FOC) — LISC is a national community development intermediary  
that has local affiliates in many states, supports a range of community development strategies including affordable 
housing, commercial development, and public safety. Its FOCs offer services across the three ISD pillars of  
employment and career planning assistance; financial education and coaching; and access to income supports.  
These services are provided to participants in a bundled fashion in order to reinforce one another and to provide  
a multi-faceted approach to workforce development services asset building. In most cases, a single community-based 
organization implements all three strands of the work. In 2010 and 2015, LISC secured Social Innovation Fund grants 
from Corporation for National & Community Service to expand the number of FOC sites and its geographic footprint.  
In 2019, the LISC network has over 90 sites in over 30 cities. 

UWW — United Way Worldwide — Twenty-one local United Ways support ISD to ensure that families achieve long- 
term financial stability. United Ways’ integrated service delivery efforts do not have a common name or program 
model. Each is unique to the community it serves and the partners that are engaged. One example is the SparkPoint 
Centers launched by United Way Bay Area in 2011. Currently operating at community colleges, community schools,  
and community-based organizations in all eight Bay Area Counties, the SparkPoint Centers bring the three core  
services together through partnerships. SparkPoint’s approach is to coordinate services among a range of  
organizations in a one-stop center format, and encourage participants to take advantage of the services. The  
backbone of the SparkPoint Centers’ service delivery approach are coaches who work with clients on an individual 
basis to identify and develop plans for achieving personal financial and economic advancement goals.

Achieving the Dream (ATD) — A national intermediary focused on improving equitable outcomes in community  
colleges for low-income students. In 2014, ATD launched the Working Student Success Network (WSSN) in community 
colleges, bringing the integrated service delivery model to 19 colleges in four states. Through this initiative, colleges 
are providing direct services as well as partnering to bring outside organizations on campus to support students in 
remaining in and completing college, particularly for first-generation students and students of color.

MDC — MDC has a focus in the South to improve education, employment, economic security, and philanthropic  
outcomes. In the ISD work, MDC managed a national network of 10 colleges that integrated training, income  
supports, and financial services for low-income students. With the support of the WFSN–National Leadership  
Group, community colleges in the network received a variety of services and opportunities aimed at increasing  
their programs’ effectiveness in these states. Within ISD, MDC also advanced  Financial Empowerment Strategies  
for Student Success — a project focused on helping grow effective practices for providing financial capability services 
(e.g., financial education, benefits access, and/or work supports) to community college students with the goal of  
promoting financial empowerment and postsecondary completion.
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THE WFSN THEORY OF CHANGE 
The WFSN theory of change focuses on the elements of ISD 
that contribute most to addressing the economic needs of 
low-income adults and families:

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The evidence established to date suggests that the approach 
is particularly effective for individuals moving in and out of 
work, helping them create a more consistent attachment to 
employment leading to increasing wages, which improves 
individual’s economic stability over time. 

SETTING ISD IN THE CONTEXT  
OF THE CHANGING ECONOMY
Since the development of ISD in 2003, the economic  
landscape has fluctuated, most notably with the great  
recession of 2008. The recession exacerbated longstanding  
inequities, particularly for people of color, and as the  
recession faded, inequities worsened, shifting the focus of 
ISD. When first developed in the growth economy of 2003, 
ISD focused on building financial assets by increasing wages 
and accessing affordable financial products. The recession 
and ensuing increasingly inequitable growth of the economy 
has resulted in a growing economic divide, lack of affordable  
housing, and increasing food insecurity as well as a new 
demand for higher skilled workers, making it ever more  
challenging for low-income individuals and families to  
reach economic stability. 

In some places, organizations offering integrated services 
have evolved to better respond to families’ immediate 
needs, before moving to financial coaching. For example, 
SparkPoint Centers in the San Francisco Bay Area, with 
skyrocketing housing costs and high cost of living now has 
clients asking first for basic needs service — mainly access 
to food and housing supports. Hence, many SparkPoint  
Centers now have a food pantry on site as part of their  
services, and not as a referral. They continue to have  
partnerships with agencies that provide housing support.  
In other places, like the Chicago Financial Opportunity  
Center network, the model has evolved to help people  
gain new, in-demand skills through contextualized learning 
that gives people the literacy and numeracy skills required  
to successfully complete career training programs.

3  Members of the WFSN Leadership Group included: Bank of America Charitable Foundation, Annie E. Casey Foundation, Lumina Foundation, W.K. Kellogg  
Foundation, Kresge Foundation, Metlife Foundation, LISC, United Way Worldwide, Achieving the Dream, and MDC Inc.

NATIONAL LEADERSHIP GROUP

In order to best support the uptake of ISD, learn how to improve upon the initial success and increase funding for  
the model, an ISD National Leadership Group was formed. It was purposively comprised of funders, intermediaries, 
evaluators, and practitioners. The leadership group met regularly to discuss strategic direction for WFSN and the  
related networks, identify expansion opportunities, as well as ascertain state and federal policy opportunities  
to support WFSN. The NLG also sponsored three national conferences, in addition to many smaller convenings,  
provided support grants to the National intermediaries to help build the local networks and paid for additional  
evaluations of the model. 

In addition, in 2013, a group of national philanthropies supported exploration with several community colleges in 
implementing the approach to support increasing college retention and graduation rates, which resulted in a large 
tandem effort, the Working Students Success Network (WSSN).

As the number of sites implementing ISD expanded, The NLG launched the Working Families Success Network  
(WFSN) in 2013.3 Through coordination of a robust network of organizations and platforms, WFSN’s focus is  
to support uptake of the integrated services delivery approach to improve economic outcomes for individuals  
and families.

COMMUNITY BASED ORGANIZATIONS (CBOs)

WORKFORCE  
AND EDUCATION 

SERVICES

FINANCIAL  
COACHING AND 

ASSET BUILDING

INCOME/ 
WORK  

SUPPORTS
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ISD EVIDENCE POINTS TO  
PROMISING PRACTICES

The WFSN theory of change for ISD is rooted in both  
research and practice. Multiple independent evaluations 
with a range of focus and rigor have documented and 
assessed the implementation and effectiveness of ISD, 
including implementation, quasi-experimental design, and 
case studies. Taken together, the research shows significant 
promise for increasing employment and financial outcomes. 
The evidence gathered to date also reflects what programs 
see in practice — that employment outcomes are generally 
stronger when organizations use an ISD approach. 

Below are overall findings from the evidence: 

• Participants who receive bundled services across  
service pillars have better outcomes, particularly those 
that receive a combination of employment services  
and financial coaching/asset development.4

• Coaching and the delivery of one-on-one services is  
an important component of ISD.5

• Successful implementation relies on collaborative and 
customized services across partners.

• Effective service integration is achieved by:6

 –  Partnerships to support service provision across  
the three pillars and ease of access for participants; 

 –  Inter- and intra-program staff communication and  
collaboration, and;

 – Cross-partner data sharing.

• Integrated Service Delivery, when embedded in strong 
employment programs, may help to secure improved 
employment outcomes.7

• Financial coaching and employment services as a bundle 
are associated with:

 –  Positive impacts on employment, credit, and on  
reducing some types of debt8

 – Improvements in wage and employment outcomes9

• Employment counseling and income supports bundled 
alone are not associated with greater wage and  
employment outcomes.10

• Early LISC FOC analysis suggests participants receiving  
all three services had the highest job placement and 
retention rates.11

• WFSN data study of LISC and SparkPoint ISD results found 
a statistically significant positive association between 
receipt of the combination of financial coaching and  
employment counseling and participant outcomes.12

Even as the evidence to date points to ISD as a promising 
workforce strategy, the field continues to seek evidence  
to understand how best to utilize ISD. 

Some of the questions for further exploration both through 
evaluation and practice include:

• What is the optimal amount of coaching contact needed 
for ISD services to be most effective?

• Is there a key period of time over which the contact should 
take place? Does it vary by population served?

• Which key populations, including those who are “in-and-
out of work” can best benefit from the ISD approach?

• What are the best metrics to capture stabilization and 
longer-term employment outcomes?

• For different populations, are there specific services  
within each of the three pillars that are instrumental in 
supporting progress toward employment outcomes?

4  Scott Hebert, WFSN Data Study—Report #1: Bundled Services Delivery 
Approaches, Data Collection Methods, and Research Findings—LISC’s  
Financial Opportunity Centers and United Way of the Bay Area’s  
SparkPoint Centers, November 5, 2014. 

5  Karin Martinson, et. al., Instituto del Progreso Latino’s Carreras en  
Salud Program: Implementation and Early Impact Report, Pathways for 
Advancing Careers and Education (PACE), OPRE Report No. 2018-06.  
Abt Associates, January 2018.

6  Mary Anne Anderson, et. al., Integrated Service Delivery: Site Visits  
to Organizations in the Working Families Success Network (WFSN),  
Mathematica Policy Research, January 31, 2018.

7  Karin Martinson, et. al., Instituto del Progreso Latino’s Carreras en  
Salud Program: Implementation and Early Impact Report, Pathways for 
Advancing Careers and Education (PACE), OPRE Report No. 2018-06.  
Abt Associates, January 2018.

8  Anne Roder, First Steps on the Road to Financial Well-Being: Final Report 
from the Evaluation of LISC’s Financial Opportunity Centers, Economic 
Mobility Corporation, September 2016.

9  Nathan Dietz, et. al., An Assessment of the Local Initiatives Support 
Corporation’s Financial Opportunity Centers, Urban Institute,  
September 2016.

10   Ibid. 
11  Sarah Rankin, Building Sustainable Communities: Integrated Services  

and Improved Financial Outcomes for Low-Income Households, LISC, 
April 2015.

12   Scott Hebert, WFSN Data Study—Report #1: Bundled Services Delivery 
Approaches, Data Collection Methods, and Research Findings—LISC’s  
Financial Opportunity Centers and United Way of the Bay Area’s  
SparkPoint Centers, November 5, 2014.
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LESSONS LEARNED AND BEST  
PRACTICES FOR ISD
This section describes the lessons learned and best  
practices within three key areas supporting effective imple-
mentation of ISD — design principles, essential services, and 
infrastructure. The lessons apply to organizations interested 
in implementing ISD, and for seasoned practitioners and 
organizations, who might reflect on these lessons from the 
broader field and update or adapt their ISD approach.

DESIGN PRINCIPLES 
To be effective, ISD programs need to incorporate a number 
of design principles. Some are applicable to all service  
organizations, while others are specific to certain ISD  
approaches. Taken together, they form the foundation for 
solid ISD program design and implementation.

Participant Centered: Programs utilize human-centered  
design or similar processes to understand and design the 
optimal services and delivery method to support partici-
pants, and as a result, place participants at the center of 
services so that services are coordinated by the agencies 
rather than placing the burden of service coordination  
in the hands of the participants.

Racial equity: A racial equity lens is applied routinely  
to program design, organizational operations, and staff  
training and ongoing improvements are made.13

Designed for specific priority populations: Programs 
clearly identify who from their core constituency will benefit 
from ISD, as well as the most relevant services within each 
pillar for those priority populations.

Strong Partnerships: Some sites, such as those within  
the LISC network, have found bringing all services inside  
one organization is most effective. Other sites, including 
those within the United Way Worldwide network, have  
found it useful and effective to develop partnerships in  
the community to leverage expertise across service pillars, 
and to provide additional access points for ISD services. 
When the partnership approach is utilized, ensuring that 
partnerships are intentional, and the partners address the 
same core program goals and are held accountable for  
the participant program success and not just their part of  
the effort, is important. Making services as accessible as 
possible through the co-location of the core service pillars  
is a preferred mode for WFSN sites.

There are two guides that are helpful to understanding how 
to build successful partnerships.

•  Partnerships: Frameworks for Working Together, National 
Resource Center for the Department of Health and Human 
Services, 2010 

  http://www.strengtheningnonprofits.org/resources/ 
guidebooks/Partnerships.pdf

•  Partnerships: A Workforce Development Practitioner’s 
Guide, Commonwealth Corporation, Massachusetts,  
May 2013

  http://commcorp.org/wp-content/uploads/2016/ 
07/resources_2013-05-workforce-development- 
practitioners-guide.pdf

Trust-based: ISD staff utilize strength-based approaches 
in working with participants, with the core goal of building 
trust, so that services can be fully utilized.

Easy access to services: Participants can easily access 
multiple services in a single, central location, through staff 
coordination across multiple organizations, or through other 
structures designed to reduce participation barriers. 

Data analysis for quality improvement: ISD organizations 
and their partners routinely collect and review data to  
recalibrate or improve service delivery to better support 
participants in reaching their economic goals.

Rapid cycle testing: Recognizing that economic conditions 
change and that ISD continues to evolve, organizations  
often try new service delivery methods on short time  
cycles, evaluate, and amend programs as needed. In this 
way, organizations have built adaptive capacity and are  
able to shift based on changing participant interests and 
external conditions.

Clearly defined outcomes: Quality ISD work addresses 
economic mobility outcomes across the three service pillars. 
Some of the outcomes are really short term outputs, such  
as development of a budget or creation of a resume. Some 
of the outcomes are more medium term, such as placement 
in a career oriented job or paying off smaller debts. But the 
outcomes that define the work of ISD tend to be those that 
truly speaks to the financial health of a person, and will 
show that the client is raising their income, lowering their 
expenses or debt and ultimately building financial and  
employment assets. For example LISC’s Financial Opportu-

13  Ready for Equity in Workforce Development: Racial Equity Readiness Assessment Tool, Race Forward and Center for Social Inclusion, 2018.
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nity Centers have several outcomes that all organizations 
within their network must strive to meet: improvements in 
employment status, improvements in net income or cash 
flow; improvements in credit score; and improvements  
in net worth. These outcomes usually require clients to be 
working with a financial coach and a employment coach 
simultaneously for the maximum effect.

IMPLEMENTATION OF ESSENTIAL SERVICES 
Ideally, organizations offering ISD work to balance  
customization and sequencing of services for participants 
with the intention to deliver services in all three areas. As  
the field has evolved, some clear lessons have emerged  
on implementation strategies.

All Three Service Areas are Critical;  
Some May Matter More than Others
Both the research and practitioner experience point to the 
importance of including services in each of the three core 
areas: employment, income/work supports, and financial 

coaching/asset development. While the specific services 
within each area could vary based on local needs and  
priority populations, offering all three areas are critical to 
supporting individuals and families.

At the same time, research indicates that the combination  
of workforce development and financial coaching is  
particularly effective for individuals that are in-and-out of 
work. By helping individuals improve their income, create  
a budget, pay down some or all of their debt, and plan  
for the future, the combination of these services provides  
the secure foundation that supports individuals in moving  
successfully into employment, but more importantly  
retaining, and later advancing. 

Bundling and Sequencing  
of Services across ISD Service Areas
Key to the ISD approach is deliberately “bundling” or  
integrating at least two, and preferably three, of the core 
service areas. Bundling is the intentional provision of  
services to participants across pillars – and this intention-
ality ensures that participants receive multiple services. 
Bundling is typically achieved through:
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• Intentional program design that embeds services  
together: One example is a work readiness class that  
provides financial coaching for all participants. 

• Staffing: Cross-training staff in multiple service pillars of 
ISD (benefits access and financial coaching, for example), 
and creating staffing structures that promote effective 
service referrals, are concrete ways to facilitate bundling. 

• Data capacity: This includes integrated data systems  
used to identify the participants that are in need of  
multiple services, to monitor the receipt of services  
across programs, and the outcomes achieved; and

• Intentional co-location of services: This can be effective  
in cases where there is direct staff-to-staff cross-program 
collaboration that ensures the co-location results in  
bundling of services and coordinated service delivery  
by multiple programs and/or organizations.

While the ISD field has long engaged in bundling, the  
emerging consensus by practitioners is that while the core 
service pillars need to be addressed simultaneously, the 
type of services within the pillars should be sequenced 
based on the needs and interests of individuals and families. 

Effective sequencing typically addresses immediate  
needs, then encourages uptake of services from that best 
support progress toward employment and advancement 
goals. A participant who is homeless and not working  
often does not feel the need to address credit repair as  
she has limited financial resources to manage, rather,  
reducing daily expenses through access to inexpensive 
financial services like check cashing or bill payment  
is often seen as critical. Once housed and employed,  
a participant may be more able to utilize a fuller range  
of financial coaching services. 

Programs are experimenting and shifting their ISD  
approach to align with the economic realities of their  
participants. For individuals and families structurally  
marginalized by systemic racism or left out of the workforce 
due to a mismatch between available jobs and their skill 
levels, some organizations put more program resources  
into identifying and meeting participants’ basic needs,  
which may mean focusing on accessing public benefits  
and securing immediate employment, and then offering 
additional skills training and financial coaching. In contrast, 
a participant in an entry level job seeking advancement  
may start with skills training and financial coaching. 

LESSONS LEARNED AND BEST PRACTICES FOR ADVANCING EMPLOYMENT AND ECONOMIC MOBILITY FOR FAMILIES: INTEGRATED SERVICE DELIVERY  
WORKING FAMILIES SUCCESS NETWORK    |    APRIL 202010



ALIGNING ISD APPROACH  
WITH ECONOMIC REALITIES

•  Based on participant assessments over time, 
Hispanic Unity in Florida has developed different 
tracks for different populations they work with 
including single mothers, skilled immigrants,  
and limited English proficient residents. The  
tracks start with the client goal of either job  
placement, career advancement or asset building. 
The employment/wage, financial and income  
support pillars exist for all three tracks, but the 
types of services within each differ. 

•  LISC Financial Opportunity Centers – Each  
participant experiences different pressing  
needs that they may face while pursuing their  
career goals. FOCs may help with housing  
stabilization, transportation to work (before  
that first paycheck), or accessing work boots.

Tailoring Services within each  
ISD Service Area for Priority Populations 
ISD programs need to carefully consider the services  
within each area that are optimal for their priority  
populations. Organizations implement ISD with diverse  
populations with different needs. Even the population 
described as “in-and-out of work” includes many distinct 
sub-populations, such as parents, returning citizens,  
immigrants, and people of color. Understanding  
participants’ unique circumstances regarding continuous 
employment will help an organization to structure  
services for maximum support and outcomes. 

Within each pillar there are a range of services that could  
be offered. Combining the use of data analytics of demo-
graphics and past organizational performance data, and 
combining it with human centered design processes, can 
help ISD programs to structure and revamp (as needed) 
services that participants want and value. For example,  
in Florida, Hispanic Unity has shifted from a sole focus  
on financial coaching and employment to include work  
supports and employment as they serve more individuals 
and families struggling to make ends meet. For those  
who are increasing their hours or working toward a  
raise, financial coaching, that includes a focus on career 
pathways, and is supplemented by work supports (such  
as EITC) is more strategic. As with any program, continually 
evaluating what an organization’s core constituency needs 
and adjusting accordingly helps to ensure the right mix  
and sequencing of services across the three areas.

Coaching for Retention and Service Uptake
Coaching and other forms of one-on-one service delivery  
are at the core of operationalizing ISD, both because of 
the overall strength-based approach coaching offers and 
because coaches are often the “glue” that enables bundling 
and sequencing of services. Coaching is a collaborative 
process between a coach and a participant to identify and 
achieve individual and family goals. There are two primary 
types of coaches within ISD programs. Career coaches focus 
on supporting participants in reaching their employment 
goals, while financial coaches provide guidance on  
understanding and addressing financial issues, including 
credit and debt, and building assets. 

As coaches build trusting relationships with individuals  
and support their specific needs, they are able to keep  
participants engaged and facilitate access to and uptake  
of multiple services over time in the sequence best suited  
for each — all with an eye toward employment stability  
and advancement. One study showed that the intensity  
of service delivery, including time spent on each service, 
days of program contact, and overall time spent attached  
to the program — was associated with higher rates of  
placement and retention.14 In general, practitioners agree 
that more contact is better. 

The uptake of services may span several months or several 
years as participants’ needs change. Some participants  
that are initially focused on basic needs for stabilization 
may not be ready to access other services. Others, who have 
found employment, may come back for additional services 
once they are ready to advance in a job. 

HOW COACHING SUPPORTS  
PROGRAM RETENTION

Seeking to increase retention, LISC Indianapolis  
worked with the Common Cents Lab at Duke’s 
 University’s Center for Advanced Hindsight to test 
an approach to improved coaching retention based 
on the principles of behavioral economics. Duke 
designed potential interventions to address barriers 
faced by coaching participants. LISC tested two  
of these in twenty-four FOCs in ten different cities 
with promising initial results:

•  A visual goal-setting exercise in which participants 
select one of eight photographs that best captures 
the vision of their financial future.

•  A postcard which participants write to themselves 
in the future as a reminder of what they want their 
financial future to be. 

14  Sarah Rankin, Building Sustainable Communities: Integrated Services and Improved Financial Outcomes for Low-Income Households, LISC, April 2015.
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Engagement Processes are Critical to Supporting ISD
Practitioners have noted that marketing ISD services in  
communities can be challenging, because of the array  
of services that are offered. Designing marketing and  
messaging strategies that explain ISD services clearly  
and meet the priority population where they are at is  
vital. If both strategies point to the benefits of utilizing  
multiple services across the three areas, then a participant  
is better informed and aware of their options from the  

start. Knowing that a multitude of services supporting  
employment are easily accessed under one roof can increase 
the likelihood of attendance at outreach and orientation 
sessions, and thus encourage enrollment. Practitioners  
note that clear and consistent messaging from outreach  
to enrollment can serve as the foundation for a successful 
first meeting with a coach, potentially leading to utilization 
of a broader array of services. 

MESSAGING FOR ENGAGEMENT

•  SparkPoint Center, UW Bay Area – When UWBA did a scan of community schools in the Bay Area, schools  
indicated parents were in need of financial and career supports, as schools did not provide comprehensive  
services to improve the financial situation of the household. They worked with schools to launch SparkPoint.  
However, parents didn’t come because they told us that they weren’t comfortable going to schools to talk about 
their finances. When SparkPoint changed the messaging to be more child focused — do you want to support your  
child’s education or send your child to college — parents started to come for services.

•  Stand By Me in Delaware, which offers financial coaching services, serves participants who are more stable  
regarding food, housing, and money to pay their basic bills, many of who are actively seeking employment or 
advancement. The program learned that retention improved when participants understood the direct connection 
between an improved credit score and the ability to secure better employment and housing.

•  At the Jane Addams Resource Corporation in Chicago, outreach and recruitment focused on the value of attending 
their manufacturing skills training programs leading to good jobs in a growing industry. However, it found that  
many participants did not understand that income support and financial coaching services were also available  
to them as part of the program, and thus did not fully utilize them. JARC decided to embed the financial coaching 
and income supports programming into the employment curriculum, thus creating a significant increase in the  
utilization of those services. 
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CREATING THE RIGHT INFRASTRUCTURE  
TO SUPPORT ISD 
Creating an infrastructure that can effectively deliver  
integrated services is instrumental to integrated  
service delivery. Typically, a solid infrastructure rests  
on intentional client flow planning, data analysis and  
sharing, staff training and the development of focused  
partnerships — because each of these components  
support the bundling and sequencing of services that  
are the core of the ISD approach. 

Partnerships for Bundling and Sequencing Services
Many ISD organizations have quality programming in all 
three pillars and partner for less frequently used services. 
Other organizations have a core competency in just one  
ISD pillar, and establish strong and deep partnerships with 
other organizations to deliver services, often co-locating 
services as a bundling strategy. 

Key to identifying when and with whom to partner is  
understanding the main interests and needs of priority  
populations for an organization, and then a clear  
identification of program strengths and gaps related to  
those interests. Based on this, organizations can identify  
quality partners for both core services as needed, and  
less frequently used but still important other services.

A WFSN 2017 field survey,15 indicates that nearly 93 percent 
of all organizations surveyed use partners to provide some 
kind of service. Partnerships clearly make it possible to  
provide participants with the full array of services needed  
to support movement toward stable employment. In  
addition, partnerships leverage organizational capacity 
across the community, avoids duplication of services, is 
usually more cost effective, and importantly, can ensure  
that participants receive the highest quality service by  
the most experienced staff.

Typical partnerships include nonprofits, educational  
institutions, community organizations, local employers, 
workforce development agencies, and local governments. 
Over half of the organizations in the field survey identified 
having a partner in each of these categories. Some  
organizations have also initiated partnerships with food 
banks and other organizations addressing food insecurity 
and basic needs as another entry point for the full  
complement of ISD services.

To create successful partnerships that support strong  
participant outcomes takes time, staff resources,  
and often written agreements on how the partnership  
will operate.16 For these partnerships to be effective,  
organizations must:

•  Agree upon how bundling and sequencing of services  
will occur and how participants will be referred among  
the network of service providers. For example, one 
community-based organization may serve as the lead for 
working with participants and helping them identify the 
services needed, while other organizations may provide 
financial coaching and guidance on income supports.  
Taken together, the partnerships create a network with 
multiple access points within a community into an ISD 
based program. Cross-training of key program staff is 
essential to make service bundling effective. 

•  Agree to the outcomes the ISD work will achieve. The 
outcomes should align with the three service pillars of 
employment and career advancement, financial coaching  
and income supports. Once the outcome goals are 
established, all the partnering organizations are partially 
responsible for helping clients reach all the goals. For 
example, when partnerships exist between workforce  
and financial coaching organizations, the workforce 
organization is equally responsible for helping the client 
meet the financial goals of debt reduction or credit score 
improvement, as they are to helping the client meet the 
employment goals. And the converse is also true, the 
financial coaching organization is equally responsible 
for helping the client meet the workforce goals as they 
are to meeting the financial coaching goals. Sharing data 
amongst partners is key to outcome tracking. 

In addition, many communities intentionally co-locate ISD 
services to increase ease of access and uptake of services 
for their core constituency. This is particularly important 
when there is staff-to-staff cross-program collaboration 
across multiple programs or organizations. 

Data Sharing for Seamless Delivery of Essential Services
Effective implementation of ISD requires platforms for  
capturing and sharing client data. Because ISD operates 
across multiple service areas and may involve multiple  
organizations, a data management system that captures  
participants’ interests and is often the only way to have  
a bird’s eye view of how a participant is progressing. 

Effectively sharing data across partnerships supports  
participant retention, which increase the possibility that 
participants will remain engaged long enough to access  
the full array of their tailored and sequenced services.

The three main uses of data include: 

• Service Navigation – Data on participant progress  
that is captured immediately. Data that is captured in  
“real time” is used for navigation or tracking. Whether 
through email or a formal data tracking service such  

15  Integrated Service Delivery: Implementation Across Organizations in WFSN, Mathematica Policy Research, August 4, 2017.
16  King, C. L., Quality Measures Partnership Effectiveness Continuum, Waltham, MA, Education Development Center, 2014.
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as Salesforce, it minimizes the need for participants  
to retell their story and enables easier warm referrals  
across partners. This supports participants’ experience  
of seamless service delivery.

• Accountability across partnerships – through the use  
of data collected and shared across partners, partners  
can identify participants in need of multiple services,  
monitor receipt of services across programs, and the 
outcomes achieved. 

• Program management – using data collected across 
partnerships or within organizations to discern areas in 
program design, implementation, and delivery that need 
improvement or modification to support participant goals. 

While the “gold” standard of sharing data is through the  
use of integrated data systems that are often web-based, 
they can be expensive to create and implement. Programs 
have also used tracking spreadsheets and simple databases 
or web platforms such as Google Docs/sheets or SharePoint, 
which, while not as optimal as a fully integrated data system, 
can support the goals of ISD.

DATA SHARING FOR SEAMLESS SERVICE DELIVERY

•  All LISC Financial Opportunity Centers enter data 
into a common data platform, Family Financial 
Tracking™. This provides common definitions for 
outcomes, and a shared language between sites  
in the network. It also allows LISC to identify trends 
in the data, and to provide technical assistance 
related to data and performance management.

•  All SparkPoint Centers enter data into one  
system. Data sharing is embedded as part of the 
ISD partnership agreement for service provision.

Cross-Training within Organizations  
and across Partnerships for ISD Alignment 
Cross-training of staff, both within and across programs and 
organizations, creates aligned partnerships and improved 
participant experience of ISD services. Cross-training staff 
can take several forms. One is to train staff in knowing what 
services are available in multiple ISD areas (benefits access 
and financial coaching, for example), understanding that  
one coach does not need to be an expert in all areas, but 
needs to know when and how to refer a participant for  
additional services. Another example is providing cross- 
training to build expertise in specific topic areas within the 
service pillars. Cross-training facilitates seamless delivery  
of services across a community which helps individuals  
and families reach their goals.

Both data and practice point to the need to support  
professional development for coaching, such as cross- 
training, for consistency of implementation both internally 

and across partnership. Leadership in organizations  
needs to recognize that moving from a case management  
to coaching approach requires structural and cultural  
changes in organizations. 

CROSS-TRAINING FOR ISD ALIGNMENT

•  UW of Indianapolis provides training in coaching  
and the ISD approach for new coaches and  
ongoing professional development to share  
best practices and challenges.

•  UW of Massachusetts Bay and the Merrimack  
Valley developed home grown resources and  
training, including a handbook identifying tools 
and procedures for working with participants,  
and initial core standards for financial coaching. 
Financial coaches are required to take a 32-hour  
introduction to financial coaching training and 
pass an exam at the end. 

•  UW Bay Area developed a regional learning  
calendar for financial coaching for all SparkPoint 
Centers. It included training on coaching, use of 
data, and specific topics identified by directors  
and coaches. 

The Importance of General Organizational Capacity
As with any quality program or services, the overall  
capacity of an organization and quality of its services 
 are important to successfully implementing ISD. The 
organizational capacities listed below help an organization 
develop and sustain trust and respect as they work with 
their core constituency to make impactful changes in their 
employment outcomes. 

• Leadership that is able to achieve buy-in for ISD at  
every level of the organization, and with the capacity  
to establish strong and respectful partnerships. 

• Data analysis and strategic planning functions that can 
execute continuous process improvement based on  
data and results.

•  Creation of a learning environment and demonstrated 
nimbleness to adapt based on new information. 

• Professional development opportunities that support 
learning and skill building, which is essential for  
consistency of implementation both internally and  
across partnerships. 

• A strong marketing strategy to help spread the word  
in the community about the value and impact of ISD.

• Adaptive capacity to tune ISD services and programs  
to changing economic and social circumstances, and 
adjust based on participant interests and needs.
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Role of National Infrastructure and Intermediaries  
in Supporting Organizational Capacity
Intermediaries have and continue to play a vital role  
in supporting organizational capacity to implement ISD.  
Both LISC and UWW support communities of practice  
and peer learning opportunities for professionalization  
of the field and to promote implementation of ISD as  
a workforce strategy. Intermediaries can also be helpful  
in helping organizations develop consistent data collection 
methods and aligned communication and marketing  
strategies. At the national level, because of its Social  
Innovation Fund awards, LISC has been able to provide  
its network of FOCs with extensive technical assistance, 
including peer convenings, webinars, and day-long  
on-site technical assistance workshops on specific topics 
such as improving participant flow. LISC also requires  
their FOCs to use a common database, which allows  
them to assess program effectiveness within and across 
programs and cities. 

Funders and policymakers can play similar roles in support-
ing data collection and evaluation, professionalization of  
the field through professional development opportunities, 
and establishing standards for quality of services.

Supporting Resources for ISD through Policy 
Developing, maintaining, and growing ISD can be resource 
intensive. Given the siloed nature of funding at the local, 
state, and federal level, it is challenging to find consistent 
support for the services. Communities have utilized a range 
of public sources, including Temporary Assistance for Needy 
Families (TANF), Supplemental Nutrition Assistance Program 

(SNAP) Employment and Training, Workforce Innovation  
and Opportunity Act (WIOA), Community Development Block 
Grants (CDBG), Community Services Block Grants (CSBG), 
Social Innovation Fund, and others. 

To support continued implementation of ISD, policy makers 
at all levels can be encouraged to develop aligned policies 
that include flexible funding to support ISD as a workforce 
strategy, or to enable braiding of funding across multiple 
funding streams that support the individual strands of 
integrated service delivery. Community based organizations, 
expert in what is needed for seamless program delivery, can 
advocate at the local, state and federal levels by providing 
the public system with clear examples of policy changes  
that support ISD and improve employment outcomes. 

One policy change that is an example of support for ISD 
occurred with passage of the Workforce Innovation and  
Opportunity Act in 2016, which allowed grantees to use 
federal funds for financial coaching and other supportive 
services for the first time in the workforce system, paving 
the way for ISD within America Job Centers. Unfortunately, 
integrating financial coaching has been limited because 
of declining federal dollars that force workforce boards to 
prioritize job training services in order to maintain services 
to residents.

Finally, one proposed new policy to support ISD is through 
the move to expand SNAP Employment and Training state 
plans to include a range of ISD services, and then working 
with state governments to identify state matching funds 
that can increase the amount of federal dollars to support 
programming.
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OPPORTUNITIES FOR EXPANDING ISD 
As the ISD field has expanded and matured — and as the 
evidence from research and practitioner experience has 
evolved, it is clear that ISD will continue around the nation  
to offer support for individuals to succeed. To further  
leverage and expand the ISD approach, there are a number 
of emerging and existing initiatives and platforms which 
may benefit from including ISD as a strategy within their 
frameworks to improve economic mobility. These initiatives 
could adapt ISD within their existing operations without a 
full recalibration of programming, so that participants can 
benefit from the ISD approach. 

As importantly, through such expansion ISD can learn from 
and refine its approach based on the latest research and 
best practices informing these initiatives. Examples of this 
may include research and practices gleaned from:

• behavioral economics

• trauma informed care

• two-generation work

• family-centered coaching

Opportunities for expanding ISD are abundant. Following are 
examples of programs and platforms where opportunities 
may exist.

EMPLOYERS
The business community offers significant potential for  
uptake of ISD for incumbent workers. Employers often 
seek to improve employee retention by offering services 
found within ISD. A growing model, WorkLife Partnership, 
in Denver, CO, contracts with employers to provide a range 
of services to their employees that support retention, and 
sometimes advancement. Through this model, an on-site 
coach works with employees to access public benefits, 
problem solve issues with health benefits or other public 
assistance, identify resources in emergencies, and provide 
financial coaching, access to asset building programs, and 
career pathway guidance. 

Similarly, in Chicago, the local gas provider (get name)  
partners with the LISC’s Financial Opportunity Center to  
provide financial coaching for its employees. As a result,  
the FOC and employer are now working together on job 
placement for FOC participants. In addition, Chicago  
is piloting a personal financial coaching series for  
entrepreneurs, recognizing that personal finances have  
a direct impact on business finances and that business  
ownership is a key asset building strategy.

HISTORY OF EXPANSION OF EMPLOYER  
SERVICES FOR INCUMBENT WORKERS

In 2010 WorkLife Partnership, located in Denver, CO, 
replicated from “THE SOURCE” out of Grand Rapids, 
MI. THE SOURCE’s reputation for assisting low-in-
come workers through employer engagement grew 
from the leadership of W. K. Kellogg former trustee, 
Fred Keller. After Denver, The W.K. Kellogg Foundation  
also supported the replication of the model in  
Seattle under Cares of Washington. Vermont’s 
version of the model benefitted from W.K. Kellogg’s 
grant to Grand Rapids, Denver, and Seattle and  
the four formed to eventually lead national scale 
through the WorkLab Network, a network funded  
by W.K. Kellogg Foundation. Today, the WorkLab  
Network is comprised of 11 organizations throughout 
the country currently practicing the Resource  
Navigation Service (a universal term for SOURCE’s 
model). These 11 cities are: Denver, Seattle, Vermont, 
Grand Rapids, Detroit, New Orleans, Cleveland, 
Cincinnati, NE Virginia, Chicago and Omaha. Moving 
forward, WorkLife Partnership, the manager of the 
network’s operations HQ-ed in Denver, will continue 
to scale through their own organization into cities 
where employers demand exists. WorkLife’s brand 
and RNS bundled service is forecasted to reach into 
10 more cities in 2020, and become available to the 
whole country through its tech-enabled Navigation 
services (thus, bundled services will be accessible  
to more low-income employees). In 2019, workers 
with access to Resource Navigation grew 27% to 
reach 113,000 workers. Employer investments in  
Resource Navigation as an employee benefit grew 
21% to reach $2,209,950 total.

Over 1,300 workers reached out for assistance  
and support from Resource Navigators in the same 
three months; 56% of these workers have children  
to support. In 2019, funders in the scale of this  
service include Rockefeller Foundation, Starbucks 
Foundation, Schultz Family Foundation, and The  
Bill and Melinda Gate Foundation. WorkLife Partner-
ship has a mission to reach 1,000,000 low income 
workers throughout the country in the next 8 years 
through the WorkLab Network. WorkLife Partnership 
will accelerate employer investments in frontline 
workers and their families through their mission, 
public-private partnership strategies, and their  
ability to relate, engage, and facilitate investments 
with businesses across the country.
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TWO-GENERATION APPROACH
The two-generation approach focuses on creating  
opportunities for and addressing needs of children and 
adults simultaneously, with the goal of improving outcomes 
for whole families. Two generation strategies are spreading 
rapidly across the country, and usually include a set  
of services from the three ISD pillars. By being more  
intentional in understanding the range of services in  
each pillar, and bundling/sequencing those services for  
the families in such a way that addresses the interests of  
both adults and their children, the effectiveness of those 
services could be greatly enhanced. It may also offer some 
two-generation programs an understanding of services  
that might be strategically added to support a whole family 
approach, and identify the areas where programs need  
to add strong partners to support families.

FAMILY-CENTERED COACHING 
Family-Centered Coaching takes a strength-based, racial  
equity, and trauma informed approach to working with  
families, recognizing that improving economic mobility  
hinges not only on the adult but the well-being of the  
entire family. Family-Centered Coaching takes the whole 
family into account across a range of issue, while using  
a fluid approach across coaching, case management, and  
readiness assessment to meet families where they are. It 
integrates learning from the latest brain science into practice 
to foster executive function skills and weave in behavioral 
economics. Family-Centered Coaching is an organizational 
approach that offers tools for staff and participants to build 
coaching relationships, and for supervisors and leadership 
to build coaching teams, partnerships, and culture. Much 
like two-generation programs, Family-Centered Coaching 
could strengthen its effectiveness by better understand-
ing the array of services across the ISD pillars, and the 
partnerships needed to support delivery of those services. 
Developed by the W. K. Kellogg Foundation, and led by 
The Prosperity Agenda in response to the importance of 
more comprehensive services, Family- Centered Coaching 
is now being implemented across a range of public-private 
platforms and settings across the country and is now in 
32 states. ISD organizations could utilize Family-Centered 
Coaching tools and approaches to strengthen their approach 
to working with participants beyond only an employment  
or financial focus. Because of the comprehensive focus 
of Family-Centered Coaching, the approach incorporates 
coaching strategies across the three pillars of ISD. The  
materials and tools of Family-Centered Coaching can be 
found at www.familycenteredcoaching.org.  

  

EDUCATION HUBS
Early childhood education, including Head Start, community 
schools, and adult basic education are all striving to address 
the full-range of needs, beyond education, of participants 
and their families as they move toward economic stability. 
Family advocates within Head Start and other early child-
hood education programs, seek to address the needs of  
the child and the family, knowing that by stabilizing parents 
it will lead to better outcomes for the child. Advisors within 
adult basic education support adults to improve their  
economic well-being, and that of their families, through  
additional education and employment. This includes 
addressing the supportive service needs of adults served, 
which range across the three ISD pillars. Given limited  
resources in staff and funding, both education sectors  
can benefit from learning how ISD programs develop and 
sustain intentional partnerships across services. 

Some post-secondary educational institutions, particularly 
community colleges, have already adapted ISD for their 
Working Students Success Network model. CITE examples 
from Central New Mexico, Skyline and Arkansas. 

OTHER OPPORTUNITIES
Additional opportunities for expansion of the ISD approach 
into programs and platforms include:

• Organizations that work to identify and strengthen the  
social determinants of health. Often, they work with  
families focusing on increasing their economic stability. 

• Funder affinity groups – These groups commonly  
represent funders working at the intersection of the  
three ISD service areas, such as health care, workforce 
development, and Head Start, and are positioned to  
better align funding across service pillars for ISD. 

• State human service agencies, some of which are  
providing financial coaches for their Medicaid population.

• Supplemental Nutrition Assistance Program (SNAP)  
Employment and Training — There may be an opportunity 
to draw on these funds to support ISD services. 
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CONCLUSION
Over the past 15 years, ISD has emerged as an important  
approach for supporting low-income adults and families 
moving toward economic stability. Evidence and practice 
show that intentionally bundling, sequencing and  
tailoring services across the three areas — education  
and employment services; income and work supports;  
and financial coaching and asset building — can lead to 
increased positive economic outcomes. Evidence further 
points at its effectiveness in increasing employment  
outcomes — placement, retention, and advancement  
— for priority populations, in particular those who are  
in-and-out of work.

Through implementation across a range of communi-
ty-based organizations and networks, the understanding 
and knowledge of ISD has evolved, with the field identifying 
many lessons and best practices. Key lessons include  
knowing that while all three areas are important, the  
combination of workforce development and financial  
coaching is particularly effective, enabling workers to  
most effectively plan and utilize their earnings. There is  
no one-size fits all approach with ISD. Programs must  

identify their priority population and select the set of  
services within each of the three pillars that best meets  
their needs. As essential as bundling and sequencing  
strategies are for ISD, effective coaching is also needed  
to increase participant retention and encourage uptake  
of services across the areas. Successful ISD implementation 
relies on seamless service delivery within individual  
organizations and across partnering organizations.  
To support this seamless delivery, cross-training within  
organizations and across partnerships for alignment  
with the ISD approach is key. 

Evidence and practice point to opportunities for expanding 
ISD by embedding it in existing initiatives and platforms. 
Many exist where organizations and networks are already 
focused on increasing economic mobility for their core  
constituencies, such as early care and education, two  
generation approaches, and employers. These initiatives 
can infuse their work with a goal of increasing workforce 
outcomes through ISD. This expansion also allows for  
mutual learning and honing of the ISD approach through 
shared research and practice. 
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APPENDIX B
SERVICES WITHIN ISD AREAS

Workforce and Education Services 

•  Adult basic education/literacy and numeracy skill development

•  GED or High School Equivalency

•  English as a Second Language

•  Work readiness and soft skills training

•  Job training

•  Post-secondary education, occupational skill and career and technical education and credentialing

•  Employment placement, retention, and advancement

•  Digital literacy training

•  Access to clothing, tools, and necessary on-the-job items

 

Income/Work Supports 

•  Public benefits screening

•  Free tax preparation to secure earned income tax credits and refunds

•  Financial assistance to access education

•  Transportation vouchers

•  Screening for health insurance

Financial Coaching and Asset Building 

• Financial education and coaching

• Budgeting that addresses negative net income

• Credit building/credit score improvement

• Debt reduction/resolution

• Savings plans

•  Asset building including homeownership and preparation for retirement
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