COMBINED ARMS

Collaborative Service Delivery Model

Center For
AM Nonprofits & Philanthropy

THE BUSH SCHOOL » TEXAS A&M UNIVERSITY

COMBIN=B
ARMS

In Collaboration with the Center for Nonprofits and
Philanthropy, Texas A&M University




Table of Contents

About the Center for Nonprofits & Philanthropy.......ccccovvvveeeeiiiiiiicnnnnen. 3
ACKNOWIEAGEMENTS. ... e e e 4
EXECULIVE SUMMAIY . ciiiiiiiiiiiieiieee ettt ettt e st e e s eara e e e s saeaee s 9
Background on Veteran Needs and Fragmented Service System.......... 6
Collaborative Solution to Veteran Needs......ccccovvvieeiieiivieeeiniiiieee e, 8
Combined Arms Service Delivery Model.......ccccoovvvviiiiiiieiiiiiinciiieeeeeeenn, 11
Partner OrganiZationNS...........cccceccuueeeeeeeeeeeecciiieeeeeeeeeeecevvveeeeeeeens 13
VEterans OULrEACK........uuuvvviiiiiiiiiiiiieeeeeeeeeeeeeee e 18
Information Management SYSteM.........ccccccvveveeeeeeeeececccnireeeeeennn. 19

ClENT INTAKE. .....eueeeeeeeeeieeeeeccitteeee e e e eeee ettt ee e e e e e s eeaaaaaeeeeeseeenanns 20
=] 4 - ] RSP 20
TraCKiNg SEIVICES.......uuuueiiiieiiiieiieeeiieee ettt e e 22
Program SEIVICES........cuooo oo 24
Community OFf VELEraNS........ccccuuuvveeeeeeieeeecieieeee e ee e 25

Public and Community Relations............ccccceeeeeeieeecciiivnieeeeeeseennns 29
Finanicals and OQUTPULS.....uuuieiceeeeeeeee e e 30
Conclusion and Key FINAINGS.......ceiiiriiiiiiiiieeieeteeeeeeeeee e 31
RETEIENCES. ..ttt st e e s e ae e e e s aaaeee s 37




Combined Arms Collaborative Service Delivery Model

About the Center for Nonprofits & Philanthropy

The Center for Nonprofits & Philanthropy supports a vibrant nonprofit and
philanthropic sector in Texas and beyond through high-quality research,
professional outreach, and engaged learning.

Nonprofit and philanthropic organizations are the backbone of healthy and
vibrant communities. Echoing President Bush'’s “thousand points of light,” local
communities are strengthened by a voluntary sector that facilitates community
engagement, supports giving and volunteering, and fosters social innovation
and entrepreneurship. The Center for Nonprofits & Philanthropy works to build
capacity, disseminate knowledge, and prepare students to work in honprofit
and philanthropic organizations and the collaborative systems in which they
operate.

Learn more about our center at: nonprofit.tamu.edu or call (979) 862-3195

Our Team

Dr. William Brown, Director

Dr. Kenneth Taylor, Director of Outreach and Professional Development

Dr. Angela Seaworth, Director of Philanthropic Initiatives and Capacity Building
Nicole Collier, Research Associate

Jasmine Wallia, Program Coordinator

Denise Parker, Administrative Associate

Nicholle Gotham, AmeriCorps VISTA




Combined Arms Collaborative Service Delivery Model

Acknowledgements

This case summary is based on a year-long Bush School student capstone
project that was conducted between August 2019 and April 2020. The Center
for Nonprofits & Philanthropy research team would like to acknowledge the
efforts of the capstone team that dedicated time and effort to this work;
Joseph Byrum, Zane Deupree, Nethaniel Gjesdal, Dohun Kim, James McKenzie,
Samantha Ruelas, Blakely Sawyer, and Morgan Seekatz. The research involved
extensive interviews and surveys with Combined Arms staff and partner
organizations, as well as review of internal documents and materials. We
would also like to acknowledge the Noun Project and their content creators for
the icons utilized within this report.

When citing this report please use the suggested citation:

Brown, W.A., and Associates (2021). Combined Arms Collaborative Service
Delivery Model. Center for Nonprofits & Philanthropy, Texas A&M University,
College Station, TX

Copyright © by the Center for Nonprofits & Philanthropy at Texas A&M
University. All rights reserved.




Combined Arms Collaborative Service Delivery Model

Executive Summary

Utilizing a unique collaboration model, they
“unite the community to accelerate the impact
of veterans on Texas” (Combined Arms, About
Us, 2020). Combined Arms manages,
coordinates, and supports a network of
member organizations to achieve its mission »
of accelerating the transition of veterans. Aﬁﬂeleratlﬂg
They expedite the process of veteran

engagement by identifying veterans and

providing referrals to and between Ny
organizations. This referral process is the tra”SItlaﬂ
facilitated by technology and peer-to-peer

networking among member organizations, just

as accountability measures and shared

resources facilitate member organizations’ of VEtera”S
engagement with veterans. Once veterans "
engage with the service provider, member
organizations provide services that have an
impact on veterans'’ lives. One of the central
assumptions of the Combined Arms’ model is
that quicker connections to high-quality
services and the accountability built into the
process will accelerate veterans’ transition
processes.

This case summary is based on a year-long
Bush School student capstone project that
was conducted between August 2019 and
April 2020. The research involved extensive
interviews and surveys with Combined Arms
staff and partner organizations, as well as
review of internal documents and materials.
This summary provides an overview of the
service delivery model and perceptions of
partner organizations.
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This report found that: Combined Arms fosters collaboration while

maintaining member organizations’ autonomy; member organizations
appreciate the ease of referring veterans to other organizations within the
network; an emphasis on organizational accountability is a unique aspect of the
model; and the “no wrong door approach” is a critical feature of

the veteran service model.

Background on Veteran Needs and Fragmented Service System

Veterans often need help transitioning to
civilian life and often require a complex
VEtera”S ofte” ”88” array of programs and services, which cut
across public, nonprofit, and private
service providers. Accessing these

llﬂlﬂ tfﬂﬂSitiﬂIliﬂg tﬂ programs can be difficult and frustrating.

I . The transition from the military to civilian
f d f life is often complicated and involves more
EIVI Ia” II e a” 0 te” than a simple change of jobs. Almost every
aspect of a veteran's life is changed,

req”ire a camplex including location, financial status, and

support systems.

array ﬂfpmgrams Although some service members make the

. . transition with relative ease, a report by the
a”d Sel‘ylﬂes WI”0I’ Pew Research Center found that nearly
! 44% of surveyed veterans experienced
difficulty adjusting to civilian life (Pew

0”t ﬂﬁfﬂSS p”bliﬂ, Research Center, 2011). For veterans with

specialized military skills, the readjustment

ﬂaﬂprafit; a”d is complicated, with many veterans feeling

that the military "failed to adequately
provide them with the skills they needed to

I ] transition into civilian life" (Pew Research
private service
Center, 2011). Challenges for transitioning
y veterans may include finding employment,
prﬂylders- needing relocation assistance, finding
adequate housing, needing mental health
|

6
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care, educational assistance, and navigating the Veterans Affairs system to
acquire the benefits earned from service. A survey by Zogas showed that the
top need for Post 9/11 veterans was help finding a job, followed by the need for
access to education (Zogas, 2017). An additional 56% needed physical
healthcare, and 47% needed mental health care (Zogas, 2017). Although the
government can provide some services through Veteran Affairs, nonprofits
fulfill an important role to address gaps in services and educate veterans on
government services (Pew Research Center, 2011).

One of the challenges veterans confront is a broad range of independent
service providers that can be difficult to navigate. This fragmentation of
services results in an inefficient allocation of resources that negatively affects
the quality and cost of the services being provided (Ethoven, 2009; Gellad
2015).

One of the challenges veterans confront is a broad
range of independent service providers that can be
difficult to navigate.
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In Texas alone, there are 2,364 veteran service providers registered with the
IRS (GuideStar, 2015). Inevitably there are gaps and redundancies that may
cause customers to slip through the cracks (Bunger, 2010). Organizations
working in isolation may attempt to meet every veteran’s need, which reduces
the quality of their services. Organizations usually have a primary function that
they do exceptionally well, whether it be employment, housing, or mental
health. However, social issues, including veteran transitions, are complex and
require a variety of services that no one organization can accommodate.
Therefore, when an organization branches out in an attempt to meet a broader
range of needs, the service provider runs the risk of unintentionally weakening
the impact of their core functions and creating subpar programs (personal
communication, Combined Arms Staff, Feb. 10, 2020). With fragmentation,
accountability for aggregate effects is almost impossible to determine because
each service provider evaluates their initiative without reference to whether
their activities inhibit other service providers working on the same issue
(O’'Looney, 1993). Fragmentation, coupled with a lack of standardized
performance indicators, makes it difficult for organizations to accurately assess
performance because universally agreed-upon measures of performance do
not yet exist (Gronbjerg, 2001).

A Collaborative Solution to Veteran Needs

Combined Arms is a nonprofit
organization, based in Houston that
connects public and nonprofit
organizations to accelerate veterans’
transition to civilian life. They do this ¢
by uniting and coordinating a network ! 4
of organizations that provide ;
resources, services, advocacy, and
funds for veterans. Combined Arms’
primary client is the transitioning
veteran, whose positive outcomes
fulfills the organization’s purpose.
Their secondary client is the member
organizations that provide services to
veterans and comprise their network
of public and nonprofit organizations.
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Combined Arms (CAX) is a product
of three Houston-area veterans
conversing about how the veteran
service providers in Houston could
improve their efficiency through
collaboration so that veterans
would have less difficulty
transitioning out of the military.
These three friends already
understood the local veteran
service providers because of their
involvement, either by using the
provider’s services or working with
them. Additionally, each had their
own transitioning experience and
understood much of the chaos and
confusion experienced by service
members transitioning to civilian
life. Subsequently, the three
friends created Combined Arms to
bring veteran service providers
together so that veterans would no
longer have to approach multiple
service providers to receive
assistance. Instead, veterans could
contact Combined Arms, who
would then coordinate with
member organizations to ensure
that the veterans received
assistance. In doing so,
transitioning veterans receive
much-needed assistance, and the
providers partnered with
Combined Arms to become better
equipped to focus on their mission
while collaborating.
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Combined Arms utilizes a unique
collaboration model that is tailored
for their goals and mission. It
emerged to alleviate difficult

transitions for veterans by uniting TIIE ”mdelacts as a
veteran service organizations and

providing support services. This is blﬂeﬂri”t tl'at ﬂaﬂtllfes

reflected in their current mission

statement: “To unite the community W/k‘lt ﬂﬂlll[llllﬂdﬂl’llls

to accelerate the impact of

veterans on Houston” (Combined dﬂes tﬂ bflﬂgﬂbﬂﬂt ﬂle

Arms, 2020). Overall, the model

acts as a blueprint that captures I”tﬂ”ded ﬂl[tﬂﬂ[ﬂe ﬂf

what Combined Arms does to bring

about the intended outcome of ' TH
quicker transitions for veterans. The ql”ﬂlmr tra”SItloﬂs
case summary will describe the

model and explain how Combined far Vetera”'g
Arms supports veterans to engage
in their community (see Table 1).

10
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Table 1, Combined Arms Collaborative Service Delivery Model as of 2019

VETERANS

Veterans need help transitioning to civilian life and require a range of
services and resources. Combined Arms works to identify veterans
and connects them with organizations that address their needs.

PARTNER ORGANIZATIONS
Combined Arms coordinates over 70 member organizations,

composed of government agencies and nonprofit organizations,
which provide over 400 services.

VETERAN OUTREACH

Combined Arms engages Veterans through various efforts including
outreach to military partners, public information strategies, and
networking with veteran serving organizations.

INFORMATION MANAGEMENT SYSTEM
Combined Arms built an information management system that

gathers information from veterans seeking services, maintains
information on member organization services, provides referral to
service providers, links agencies to facilitate peer referrals, and
tracks the responsiveness of agency providers.

CLIENT INTAKE

Veterans enter through a web-based portal that gathers background
information about the veteran and their interests. Higher risk or high
need clients are contacted by social work staff of Combined Arms.
The system has an assessment protocol to qualify and classify
veterans.

11
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Table 1, Combined Arms Collaborative Service Delivery Model as of 2019 (contin.)

REFERRAL

The system provides referral to one or more of the partner
agencies based upon veteran needs and preferences. Partner
agencies can also refer clients to other service providers.

TRACKING SERVICES

Combined Arms facilitates the member organization’s
engagement with the veteran, and tracks responsiveness of
partner agencies to veteran needs.

PROGRAM SERVICES
Member organizations respond to referrals and provide a range of

services to veterans and their families. As noted, they can also refer
to other agencies within the system.

COMMUNITY OF VETERANS

Combined Arms has incorporated a veterans association, which
brings together like-minded veterans to form social groups. These
groups offer programs to build the network of veterans.

PUBLIC AND COMMUNITY RELATIONS

Combined Arms engages in public relations and advocacy to improve
veteran outcomes. Combined Arms wants to change how the U.S.
deals with veteran transitions. They want to shift from a fragmented,
decentralized approach to a centralized community-based approach.

12
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Partner Organizations

At the time of this review, Combined Arms coordinates

@ upwards of 70 member organizations that provide over
400 services. The network of member organizations,
—— composed of government agencies and nonprofit

organizations, is continually growing as Combined Arms seeks out additional
resources to expand their impact on veterans. Combined Arms works to build a
strong network of member organizations and member organizations report a
strong attachment with the mission of Combined Arms. The member
organization survey showed that 96% of respondents either agreed or strongly
agreed there was an alignment between their mission statement and Combined
Arms’ mission statement.

Vetting Process for Member
Organizations

Organizations must pass the vetting process

96% of respondents
either agreed or ntermationsl 1o bagerme an offcal member

organization in the Combined Arms network.
This vetting process is integral to the success

Stfﬂ”g[}l agreed tl’ere and survival of the organization. Veterans are

counting on receiving high-quality services,
and the system is contingent on every member

WﬂS a” 3Iigﬂmeﬂt organization providing high-quality, reliable,

and responsive services. This has implications
- P for client acquisition, funders, and potential
bEtwee” tl’elr ””SSI”” organizations that Combined Arms may want
to recruit for the network. The vetting process
increases organizational legitimacy, which may
Stateme”t a”d lead to increased funding and referrals (Proulx,
. p Hager, & Klein, 2014).
c””’blﬂedArms The vetting process evaluates a nonprofit
. . organization'’s financials, governance,
””SSI”” StatEIIIEI’t programmatic outcomes, and fit within the

network based on veteran client demand for
services. The process also conducts searches

13
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for any pending litigation filed or adverse social media claims that have been
made against the nonprofit organization. The vetting tool provides a weighted
total score based on the collection of this data and this information is provided
to the Board of Directors, which provides final approval of new member
organizations.

Mechanisms for Collaboration

Combined Arms promotes collaboration between member organizations
through several mechanisms including committee structures, networking,
professional development, shared workspace, and other resources. This
supports increased understanding of services in the network, provides
opportunities for collaboration, encourages the transfer of knowledge, and
builds trust among member organizations.

Collaboration Committees

Combined Arms has seven collaboration
committees composed of representatives
from member organizations, based on the
services they provide: Professional Growth,
Essential Services, Wellness, Social Impact,
Education, Caregiver, and Special Immigrant
Visa committees. The committees are tasked
with meeting quarterly to create new,
innovative strategies and solutions through
collective problem solving.

One example of the impact that these
committees have on the veteran community
is evident through the work of the
Professional Growth Collaboration
Committee. This committee discovered that
veterans reintegrating in the Houston area
must be placed in a job that pays at least
$16.50 per hour with benefits (based on the
cost of living in Houston). Through the efforts

14
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[ of this committee, Combined Arms now
requires member organizations to place

”Ver ’”34 veterans into careers that pay at least $16.50
J per hour with benefits. Otherwise, they will not
receive referrals from Combined Arms

VEtera”S I’aye (personal communication, Feb. 10, 2020;

Combined Arms 2019 report). This has
resulted in the placement of over 1,034

1 veterans in new careers, with a median
bee” placed I” starting salary of $60,050 (Combined Arms,
. 2020).
new careers, with | |
Professional Networking
a IIIEJIa” Salary Combined Arms provides many opportunities

for professional networking between member
f 60 ”5” organizations through their socials,
0 S y y aS a committees, and annual meeting. These
events allow member organizations to learn
res”lt ”f tl,e about other organizations"ser'vices and‘
processes. Member organizations mentioned
collaboration with Combined Arms’ leadership

ﬂﬂmbi”edArmS and staff, and more significantly they
discussed connections between member
. organizations that were very beneficial. One
PfgfgSSI””al member organization mentioned the
mentorship they had received from Combined
Arms leadership, and a few others mentioned

ﬁf”th’ the importance of leadership conferences

hosted by Combined Arms.

callaboratiﬂﬂ Professional Development

" Combined Arms provides funding for
00”7””#335. employees within their member network to
attend professional development classes
applicable to serving the veteran community.

15
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Shared Workspace
(Regional Coordinating
Center)

Around 16 nonprofits and
government agencies are
housed at the Regional
Coordinating Center.
Additionally, there are
meeting spaces for
organizations that are not
housed within the Regional
Coordinating Center to meet
| and interact as needed. This
allows for intentional,
collaborative interactions
among service providers.

16 nonprofits and
government

COMBIN=D agencies are
ARMS | housed at the
: Regional
Coordinating

Center.




Combined Arms Collaborative Service Delivery Model

Shared Resources

Combined Arms provides shared resources that cut costs for member
organizations and allow them to direct more resources towards their
programming and mission:

e Storage Facility — Combined Arms provides space for partnering
organizations to store supplies and equipment free of charge, which
assists member organizations while eliminating some overhead costs
associated with daily operations.

e Computer and Printing Services — Combined Arms offers computer
and printing services free of charge to all member organizations at
their headquarters building, which assists member organizations with
eliminating overhead costs.

e Gym Access — Located inside Combined Arms headquarters is a
fitness facility that offers veterans a variety of fitness classes,
including CrossFit, Boxing, Yoga, Brazilian Jiu-Jitsu, strength training,
and several other fitness programs free of charge.

'cmg.. l' ll
*if Not M- 1 W
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Veterans Outreach

Combined Arms conducted various marketing and
outreach activities to identify veterans who seek services
and increase awareness of the network. This includes
social media marketing, Google ads, direct mail, and geo-
targeted ads as well as more traditional methods such as
site visits to military bases to provide informational
sessions on services available through the network.
Several of the membership R R S P

organizations interviewed ke s RELPE
mentioned the marketing and
connection that Combined Arms
brings to their organization. If
Combined Arms were not
around, several organizations ,
would lose “a significant outlet or S
a way to reach veterans in the
area.” Several individuals
mentioned that before
partnering with Combined Arms,
they reached veterans through
word of mouth or small
marketing campaigns. Combined -
Arms allows for a more thOI’OUgh [
“systematic approach” to

effectively reach veterans. Combined Arms reached veterans

Combined Arms allowed for

“another voice, another through word of mouth or small

amplifying voice to get the word

out” about member marlfgt[[]g ﬂﬂﬂ]pﬂ[gﬂs fﬂr /|

organizations and the services

they offer. Additionally, tl’”f””gll systgmat[ﬂ apprﬂaﬂll tﬂ

Combined Arms’ partnerships
with larger, nationally

recognized organizations, which 3ff30t"/3/}’fﬂﬂﬂll Vetera”S-

allows smaller organizations 10

7
-
-~

Ssigyy
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get their name out to a larger veteran audience. Overall, Combined Arms uses
their name recognition to “amplify the outreach” of smaller local membership
organizations to the broader veteran community (comments from member
organization representatives).

Information Management System

@ One of the primary goals of Combined Arms is to be
a one-stop-shop for veterans seeking resources, and
& this can be accomplished through the technology
platforms that are being used to connect veterans to
organizations in the system. The technology creates
TEE/IIIﬂlﬂg}' “pathways for [veterans] to access resources based
on exactly what vets asked for, leaving the outdated
0reates a model of ‘services in silos’ behind” (Combined Arms,
About Us, 2020). Veterans access services through a
ﬂﬂtllWﬂy far web-based information management portal that
collects information from the veteran and conducts a
simplified diagnostic to determine needs and

[VEtﬂI’ﬂIlS] t” eligibility. This system is basically a sophisticated

customer relations database that facilitates

adCCeSS IBSOUICRS connection between veterans and the most

appropriate service provider. With over 70 partners
based on exaﬂtly providing nearly 400 services, veterans immediately

have access to some of the best organizations in the

region. The system facilitates the link between

WI’at Vets aSI{ f”l; veterans and the organizations through tracking

systems that agencies access to field referrals and

Iea,””g tlle report status of the request. The system ensures

response from agencies and facilities making
alltdated model 0f appropriate connections. Agencies can modify and

adjust the number and type of clients that they can

serve on an ongoing basis. The information referral

’Se”””es I” SIIUS’ system is built on Salesforce database technology

. and is maintained and managed by Combined Arms.
bﬁl””d. It reflects a unique data management system that is

—— refined and upgraded over time.

19
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Client Intake

To become a part of the Combined Arms system, veterans
| :: ] create a secure profile in a web-based portal with their
v — contact information. Veterans complete assessments and
ymy receive immediate referrals to member organizations based

upon their needs and interests in particular services.
Alternatively, Combined Arms provides veterans with an Intake Team,

composed of Licensed Clinical Social Workers (LCSW) and social work student
interns that conduct assessments with high-need clients or those without
access to technology via phone or in person. The Intake Team also follows up
with clients who have scored less than 13 points on the World Health
Organization’s Well-Being Index, are homeless, or request the assistance of the
Intake Team. The Intake Team manages about 20% of the cases that go
through Combined Arms’ assessments.

Referral
2
e
(.

Combined Arms primarily
uses a web-based client-
relationship management
tool to refer clients to
member organizations
and member
organizations use

- Echolink, a mobile app,
to refer clients to other organizations in the Combined Arms network or back to
Combined Arms. The use of technology allows Combined Arms to manage
member organizations’ interactions with potential veteran clients. Member
organizations have spoken of the ease of referring veterans to other
organizations within Combined Arms. This technology allows veteran service
providers to “truly focus on [their] mission, and if someone knocks on [their]
door in error or needs another service or support beyond [their] scope, [they]
have a place to send them” according to an interviewed organization.

20
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Some organizations mentioned how the
technology provided by Combined Arms
(i.e., Echolink mobile app) allowed for .
the immediate connection of a veteran Teghﬂﬂlag‘y (I e
to the services they needed. Through B
the Echolink App, “[we] have immediate

access to info... if we have a referral, we [0[’0Ii”k Iﬂﬂ[lilﬂ ﬂﬂﬂ)

are made aware of that referral today.”

A simple search using the mobile app 'd db ﬂ b . d
enables member organizations to find prayl e y 0’” I”e
necessary services they do not offer

and promote those organizations to A II df tl’
veterans who need those services. rms a awe ar e
Furthermore, veteran service providers . . .
can connect veterans to other services ””medlate ﬂﬂ””ﬂﬂtlﬂ”
wherever they are. One member

organization said, “if | am out in the field

and meet with a veteran...I can refer on 0f3 VEtHI’ﬂ” t” tl'e

my phone to the Combined Arms mobile

Zgﬁoa;ir;i.connect the veteran” via SﬂfViﬂES tl,ey ”eeded.
After member organizations receive Vetera” Sel‘yice

referrals from Combined Arms or other
organizations in the Combined Arms

network, member organizations have pfﬂVilIBfS ca” 00””801'

the responsibility of reaching out to

veterans. Not only does Combined Arms I’
refer veterans to member organizations, yeteraﬂs ta at er
but member organizations also refer

veterans to other member organizations I’

or back to Combined Arms for other SEIVI”ES w ereyer
services. As one member organization

characterized in an interview, the tlley are_
relationship with Combined Arms is “not

only a one-way street in terms of

referrals but a back and forth.”

21



Combined Arms Collaborative Service Delivery Model

Tracking Services
) Combined Arms has designed a system that encourages quick
<\//\/|\/ response times and accountability. This accountability makes
Combined Arms different from a resource library, such as 211,

that gives out organizations’ contact information to clients,
expecting the client to reach out to the agency. Combined

Arms facilitates prompt responses to veterans by tracking response time and
case outcomes. To partner with Combined Arms, member organizations must
be committed to the utilization of Combined Arms’ technology and, by
extension, to being held accountable for response times and outcomes. These
accountability measures ensure that veterans are provided services, or if
necessary, reassigned to another provider.

o

Response Time

L,”I”blﬂedArms faﬂllitates Member organizations receive

the veteran’s name and

contact information to reach
prompt respaﬂses tﬂ VEtera”S out to them within 96 hours.

Combined Arms tracks

by tl’ﬂﬂl(lllgl’ﬂ.fﬂﬂll.fﬂ tlIﬂB a”d response time of organizations

to encourage faster response
cast outcomes. These fimes so veterans, Member
accountability measures oo e !

response time. The average

ensure that veterans are response time for member

organizations is around 50

provided services, or if nours.

= Veteran outcomes are also
IIEEESSHI'}’, fEﬂSSIgIlﬂd tﬂ tracked with a dynamic menu

that changes based on the

alll]tllerpmwder services provided by each

member organization.
|
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For example, an outcome for an organization that provides career services
may be “started a new job.” Member organizations update the status of their
cases with levels of action:

(1) Initiated — Veteran initiated contact with a member organization.

(2) In Process — Member organization reached out to veteran (veteran
engagement).

(3) Established — Organization received a response from the veteran.
(4) Closed — Which includes (a) Successful connection with the veteran, (b)

No response from the veteran, (c) The veteran was referred to another
service, or (d) The member organization was unable to provide services.

W 95°20'54.3"W

COMBIN= »
ARMS

COMBIN=:
ARMS

Combined Arms has referred 17,313 cases to over 400 resources since 2017
(Combined Arms work plan, pg. 45).

23
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Program Services . o
Combined Arms’ mission statement focuses on

accelerating the transition period for veterans, but they
offer more than that by assisting all veterans regardless of
when they exited the military. Additionally, many of the
member organizations within the Combined Arms network
are not exclusively for transitioning veterans

Core services as the services that veterans typically need upon their return to
civilian life. Member organizations provide the following primary service
categories:

eEssential: Homeless services,
financial resources, and veterans
benefits.

*Professional: Career services such
as job placement, LinkedIn coaching,
career mentoring, professional
networking, resume writing,
professional attire, and interview
coaching. This category also includes
educational resources and growth and
success classes. =

*Entrepreneurship: With over 2.2
million veteran-owned businesses in
Texas and 25% of transitioning service
members wanting to start a business,
Combined Arms has garnered a
diverse and experienced group of
startup service providers and small
business supporters. These
organizations rally behind veteran
entrepreneurship and give veterans
the tools they need to start their own
business.
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According to Combined Arms, one in

three veterans request some type of

professional or career service.

- Combined Arms has referred over

II” 3 VEtera”S 6,800 veterans since 2019 to career
service member organizations
(Combined Arms, 2020). Essential

rquIESt Sﬂme type services, such as housing and
financial assistance, are critical, but

there are significantly fewer requests

afpr”fESSiﬂﬂal ar for these services.
car eer Ser Viﬂe_ Community of Veterans

. 6 @ After basic needs
Combined Arms has jmr e
rEferrEJ oyer 678”” Combined Arms vx%r%?i%rr%::n

together veterans as it can be
. hallenging f t t t ,
veterans Since 2019 v i mencrer oy -
have moved to a new city, have little
= f ime, or h b deployed
L0 CATCEI SBIVICE ~  =vey rom home for on extendes
period. Combined Arms’ second-most
referred resource is social
HIEIIIher connections. As of 2019, Combined

Arms has referred over 1,600 veterans
to member organizations that have

oIganizations. e
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To help veterans socialize and become part of the community, member
organizations provide the following resource category:

e Community: Connecting veterans to volunteer organizations and social
events. Examples of social events provided to veterans by member
organizations include sporting events, concerts, family movie nights, sober
events, faith-based groups, happy hours, LGBTQ+ groups, and military
spouse groups, among many others.

Combined Arms advertises events put on by or in collaboration with member
organizations. Veterans are invited to create a profile to join the Combined
Arms network of services when they RSVP to events. In 2019, Combined Arms
received 2,428 RSVPs to events. Veteran engagement with Combined Arms
through RSVPs emphasizes the “no wrong door approach” in which veterans
can approach either Combined Arms or member organizations to gain access
to the Combined Arms network of services.
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Additionally, Combined Arms manages various personal and professionally
based community groups of veterans that have transitioned to civilian life.
Examples of such groups include:

e Veterans in Energy: A
group focused on
providing professional and
networking opportunities
for those in the industry,
and those looking to enter
the industry.

e LGBTQ+ Veterans: A
group that provides
support and connectivity
to the LGBTQ+
community, as well as
recognize their

contributions.

N « Veteran Christians: A

8  group allowing veterans

and civilians the

eureka opportunity to experience

HEIGHTS S g their journey of faith

i - together by connecting

members of the Christian

community with prayer
groups, lunches, and
support.

- b e Combined Arms Women

‘ w%—ﬂf&% | Veterans Group: A group
. OPERATION StyTa _surexa s that identifies and

engages with women

veterans, recognizing their
unique experiences, and
providing an opportunity
for support and
connection.
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| Ongoing Support

CUIIIIIIIIHJAI‘IIIS Wl]l’/{S tﬂ b””g Combined Arms provides ongoing
. support for veterans regardless of
tﬂgﬂtllel’ VEtEfﬂIIS as It cain be where they are in post military lives.

Veterans can still access the Combined

challenging for veterans to ~ Arms portal to receive services from

member organizations. Member

Illeet ﬂew, III{ﬁ'IﬂIﬂdEdﬂEﬂﬂIE organizations provide ongoing support

with the service category:

whenever they have moved to a
. . . o Wellness: Physical fitness classes,
new city, have little free time, mental health programs, and
alternative therapies.
or have been deployed away
This ongoing support function would
f[‘ﬂm Immg fg[‘aﬂ gxte”ded include all preceding categories of

services for existing clients who are no
pg[‘md longer transitioning or veterans who
are accessing Combined Arms’
services for the first time.

THE COUNCIL
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Public and Community Relations

Combined Arms engages in public relations and
(‘%Hq)) advocacy to improve veteran outcomes. Combined
—t Arms wants to change how the United States
O (o) O approaches veteran transitions. They want to shift
Cd) from a fragmented, decentralized approach to a
centralized, community-based approach. This
approach requires connecting with veterans early in
their transition experience through federal agencies,
such as the Department of Defense, Department of
Veterans Affairs, and Department of Labor, to make
veterans aware of Combined Arms.
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Financials and Outputs

In 2019, Combined Arms’ budgeted expenditures, during the year of
study, totaled $1,751,926. This includes spending across broad
categories such as marketing, events, operations, personnel, and travel.
The budget contained data for the entire year, January to December
2019. Approximately 60% of expenditures were allocated to personnel
($1,029,916) and another 27% were allocated to operations ($469,486). It
is difficult to attain precise program-level expenditures, but the following
estimates provide a reasonable approximation of the cost for selected
program areas.

Estimated Spending in
2019

Technology Support
(Referral System $123,441
Shared Workspace $429 309

Program Area

Advertising & Marketing $191,024

Partner Agencies'
Professional Development & $217,125
Networking
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Program Referrals ad Veteran Activations

Combined Arms activated 7,094 veterans into their network, measured by
summing veteran profile creations, event RSVPs, and Echolink referrals.
Combined Arms reported that in 2019 they had 6,786 individual cases referred
to member organizations through their veteran profiles and Echolink platforms.
It should be noted that some veterans had several case referrals; for instance,
one veteran can get referred to a community service organization and a
wellness organization.

Conclusion

Combined Arms utilizes a unique collaboration model that is
tailored to their environment and mission. Some key findings
from this study include:

(1) Fostering ~ (2) Veteran Referral
collaboration while  Ease within
maintaining autonomy "~ Combined Arms network

(3) Emphasis on  (4) "No Wrong Door
Organizational  Approach”is a eritical
Accountability  feature of service

model
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(1) Combined Arms fosters
collaboration while maintaining member

(’) cambi”edArms organizations’ autonomy. A potential
drawback of collaboration is the loss of
autonomy for participating
fasters organizations By allowing member
organizations to pursue the functions
tailored to their unique mission,
00IIab0rati0” while Combined Arms supports the diversity
of services that are needed to support
the “whole veteran.” This strengthens
- = the entire network of member
malﬂtalﬂlﬂg meIIIber organizations by allowing them to
focus on their mission and by providing
- - J many options for referrals to other
”rgaﬂlzatlﬂﬂs organizations in the network.
Combined Arms has found a way to
foster collaboration while still

a”taﬂam},. maintaining member organization

autonomy.
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(2) Member organizations have spoken of the ease of referring veterans to
other organizations within the Combined Arms network. According to an
interviewed organization, the ease of referring veterans to other organizations
“allows [member organizations] not to get bogged down in every mission [or]
service that could be needed and support our defined population.” Another
organization said, “The Combined Arms portal has been absolutely valuable.”
They saw this “as an asset to the organization because it allows us to provide
immediate access to a wide range of resources for families.” Combined Arms’
diverse network of organizations allows service providers to “sleep better at
night, knowing Combined Arms is around” to provide options for any unmet
needs that a veteran may have.

(2) Member organizations have spoken of the
ease of referring veterans to other organizations
within the Combined Arms network.
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(3) One truly unique aspect
of the veteran service
model is Combined Arms’
emphasis on organizational
accountability. Although
Combined Arms gives
organizations the
autonomy to reach out to
the veteran on their own
timeline, they encourage
and incentivize quicker
responses by tracking and
displaying organizations’
response times to the
network of member
organizations. This
approach to organizational
accountability aligns with .
their long-term goal of (3) ””e trlll}l ””Iq”e
changing the way

communities deal with

transitioning veterans. aspggt of the veteran
Combined Arms wants to

shift some of the burdens . . .

of transitioning from the d I c b d
retoronto e communy.  SOIVIGE MOAEI 1S LOMUIING
Instead of relying solely on y .

the veteran, community- A h

based organizations would rms e’”p aSIS 0”
share accountability for the . .
integration of veterans

becguse of the social and argaﬂlzatlaﬂal
economic benefits that

oy accountability.
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(4) The "No Wrong Door Approach”is a critical
feature of the veteran service model.

(4) The “no wrong door approach” is a critical feature of the veteran service
model. Not only can veterans gain access to the Combined Arms system
through the portal or intake team, but veterans can also enter the system
through any member organization in the network. Some member organizations
referred to it as a “two-way relationship.” This relationship allows for all the
member organizations to benefit from the marketing and veteran influx of any
individual veteran service providers partnering with Combined Arms.
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Overall, the functions of Combined Arms, through
their veteran service model, increase the capacity
of member organizations to focus on their
mission and achieve positive outcomes for
veterans. Additionally, academic literature
suggests that the utilization of the model results in
greater efficiency, resource acquisition, and
innovation for member organizations.
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