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ISNA Service Capacity Survey: Summary of Results 

Introduction 

In October–November 2010, the Immigrant Services Network of Austin (ISNA) Capacity Study 
Workgroup developed a survey to assess the needs of the immigrant community and service providers. 
The survey was intended to identify gaps in services, and define possible strategies to improve services 
to the immigrant community. It was intended to be conducted in phases, focusing sequentially on 
different issue areas of service delivery to immigrants. 

The first phase of the survey focused on victim services. The survey was conducted online between 
December 2010 and February 2011. Participants were recruited through announcements at the ISNA 
general meeting and emails on the ISNA listserv, and were also identified through listings in the 2010 
Immigrant Services Directory. Twelve agencies in the Austin area were targeted, and eight agencies 
completed the survey, all of which provide services to immigrants/refugees (a response rate of 67%). 

In total, the survey consisted of 30 questions. These questions were both open-ended and multiple 
choice. Some questions allowed the selection of more than one response, resulting in totals that do 
not always equal 100%. No questions were mandatory for submission.  

This summary is organized by question topic, largely follows the sequence of questions from the 
original survey, and provides a detailed narrative of the survey responses. Questions that contain 
identifying information (questions 1, 2, and 3, which asked for the name, email address and agency of 
each respondent) have been suppressed for confidentiality purposes and are not included in this 
summary. Additionally, question 12 (which asked about income eligibility guidelines) is not included in 
this summary because all eight respondents skipped this question. 
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About the Immigrant Services Network of Austin 

We are a working group of diverse community stakeholders and immigrant service providers operating 
together to coordinate efforts, increase public awareness and inform policy to better serve the 
immigrant community. ISNA promotes the success and well-being of immigrants to secure the long-
term prosperity of the entire community.  To get involved, visit us on the web at www.isnaustin.org, or 
contact us at info@isna.org for more information or questions. 
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Demographic Information 

Half of all respondents indicated that immigration status is not a question routinely asked of clients. 
One-quarter of the eight agencies ask about immigration status only when the information is critical to 
meeting the client’s needs or goals.  

 

Half of the respondents were unable to provide an estimate of the number of immigrants/refugees 
served each year. The remaining half of the agencies estimated their totals in a range from 100 to 3000, 
with an average of 950 and a median of 352.6. It should be noted that it is impossible to determine if 
these estimates represent duplicated or unduplicated counts.   

The majority of agencies indicated that immigrants/refugees comprise a small percentage of their 
total clientele. Half of the respondents estimated that immigrant/refugees comprise a percentage of 
10% or less of total clientele. Two respondents estimated that 30% of all clients are 
immigrants/refugees. One agency estimated the immigrant/refugee clients as 90% of all clients.  

When asked about their expectations for the following year, 75% of respondents indicated they did 
not anticipate any change in the number of immigrant/refugee clients. Only two agencies anticipated 
an increase in the number of clients. 
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25%

No
50%

When 
necessary to 
meet client 

goals
25%

Do you ask people who come to you seeking services about their 
immigration status?

Source: Capacity Study- Services for 
Crime Victims, February 2011 
Created by: Immigrant Services 
Network of Austin, 2011 
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All eight agencies track the demographic information of clients. Respondents’ estimate of the 
percentage of clients that were female ranged from 45% to 100%, with a mean of 66%. However, one 
respondent noted that the percentage of female clients varies across programs.  For example, 
programs that serve children may have a lower percentage of female clients when compared to similar 
adult programs. When asked the percentage of services provided to “mixed status” families, 1

The country of origin for the majority of clients is either the U.S. or Mexico. With the exception of 
one agency, Mexico was listed in every response, and the U.S. was mentioned in four responses. One 
agency listed the following countries: India, Korea, Burma, Indonesia, Vietnam, and China. Given these 
demographics, it is not surprising that English and Spanish are the most common languages spoken by 
clients. Two agencies did not specify the languages spoken by clients; of the remaining six, six selected 
English and five selected Spanish as primary languages.  

 
respondents reported a low percentage between 20% and 30%. However, five of eight respondents 
declined to provide an estimate. As a result, the degree to which this estimate is representative of 
other agencies is questionable. 

Respondents were asked in an open-ended question whether their agency is in need of assistance with 
oral or written translation. Three agencies indicated that they need translation assistance, and two 
reported that they sometimes need translation assistance, depending on the language. Only one 
agency indicated they were not in need of translation assistance. In an open-ended format, two 
agencies indicated their primary difficulty was managing their written translations, and one agency 
indicated a need for additional translators/interpreters on scene.  

                                                        
1 A “mixed status” family is broadly defined as a family in which one or more member is a noncitizen and one or more member is a citizen. 
The term is most commonly used to refer to a household in which one or more children is a U.S. citizen and one or more parent is living in 
the U.S. without legal authorization. The Pew Hispanic Center estimated that 4 million children lived in mixed status households in 2008. 
For further reference, see articles by Jeffrey Passel and D’Vera Cohn (“A Portrait of the Unauthorized Immigrants in the US,” 2009, 
available at: pewhispanic.org/files/reports/107.pdf); Michael Fix and Wendy Zimmermann (“All under One Roof: Mixed-Status Families in 
an Era of Reform,”1999, available at: http://aspe.hhs.gov/health/reports/allunderoneroof/all_under.html) and  Edward Vargas, (“Mixed-
Status Families Public Assistance,” 2011, available at: http://papers.ssrn.com/sol3/papers.cfm?abstract_id=1767181). 
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Do you expect to serve more, fewer, or the same number of 
immigrants/refugees in the upcoming year?

Source: Capacity Study- Services for 
Crime Victims, February 2011 
Created by: Immigrant Services 
Network of Austin, 2011 
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Services 

In an open-ended format, participants were asked to 
list the services their agency offers to the immigrant 
community. Responses reflected a wide range of 
services, representing 13 different service categories, 
including “other.” The two most common services 
were counseling/mental health services and legal 
services/advocacy (with six and five responses 
respectively). 

Regarding the method of advertising their services, 
the majority of agencies (seven responses) rely on 
outreach, referral by other agencies, and referral by 
community members. Print advertisements, 
television or radio advertisements, and online 
advertisements were chosen by three agencies each. 

 

The eligibility requirement most frequently listed was residence in the service area (with five 
responses). Other requirements cited by two respondents each include income guidelines and need for 
the service (for example, a history of family violence). Notably, immigration status was not listed as an 
eligibility requirement by any agency. When asked to specify income guidelines, all eight agencies 
skipped the question.  

 

                                                        
2 The “other” category combines responses that were given by only one respondent. These responses included day care, jail diversion, 
ESL, children’s services, transportation, translations, and death notifications. 
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How do people find out about your agency and the services you provide?

What types of services are offered? 

Service Types 
Number of 
Agencies 

Counseling/mental health services 6 

Legal services/advocacy 5 
Crisis intervention 4 

Case management 2 

Shelter/housing 3 
Family violence services 3 

Disability services 2 
Education 2 

Resources/referrals 2 
Other2 7  
Source: Capacity Study- Services for Crime Victims, February 2011 
Created by: Immigrant Services Network of Austin, 2011 

Source: Capacity Study- Services for Crime Victims, February 2011 
Created by: Immigrant Services Network of Austin, 2011 

 

*Respondents who chose “other” specified schools, 
courts and law enforcement. 
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When asked to identify service gaps in their agency, five respondents reported that they were aware of 
services frequently requested by clients but which their agency does not provide. The service most 
commonly identified as a gap in service is shelter/housing (with three responses). The remaining 
types of services were each mentioned by one agency. 

Is there a certain service that is requested often which your agency 
does not provide, or a service your agency can not provide enough to 

meet the number of requests? 

 Service Type Number of Agencies 

Shelter/housing 3 
Counseling/mental health 1 
Translation/bilingual services 1 
Medical 1 
Job training/placement 1 
Legal services 1 
Source: Capacity Study- Services for Crime Victims, February 2011 
Created by: Immigrant Services Network of Austin, 2011 

Five agencies responded that these gaps in service were the most frequent reason that clients are 
turned away. Five agencies also cited the restrictions placed on funding by grantors as a significant 
factor when turning away a client. 

 

When a gap in services prevents an agency from serving a client, the majority of respondents (75%) 
refer the individual to public services or a non-profit agency. The following non-profits were listed by 
respondents: American Gateways, Catholic Charities, and Workforce Solutions. 

The majority of agencies (five) do not have a waitlist for services. The remaining three agencies 
indicate they do have a waitlist, but it varies program to program, with some duplicated clients. The 
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If your agency has turned away people seeking services, please indicate why:

Source: Capacity Study- Services for Crime Victims, February 2011
Created by: Immigrant Services Network of Austin, 2011

* The response option, "client is ineligible for services 
due to legal restrictions," was not chosen by any agency 
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two most frequently identified services with a waitlist are counseling/mental health services and 
shelter/housing. 

Three agencies assist with U-visas, T-visas and VAWA visas. Two agencies indicated the question was 
not applicable. The majority (75%) provide services to victims of human trafficking and have received 
training related to this service. Only two agencies do not provide trafficking services. 

Five of the eight agencies do not partner with law enforcement when assisting clients with an 
adjustment of their immigration status. The remaining three agencies report that they do collaborate 
with law enforcement.  

 

Agencies were asked to identify the significant challenges faced by immigrants and refugees. All eight 
agencies chose fear/distrust of service providers and fear/distrust of the criminal justice system as 
major barriers. Seven agencies indicated that lack of knowledge about personal rights and lack of 
knowledge that services are available as major barriers. Finally, six agencies identified financial 
constraints, dependence on abuser, and transportation as significant barriers. 

  

Yes
38%

No
63%

Has your agency partnered with law enforcement to assist clients seeking 
adjustment of their immigraiton status?

Source: Capacity Study- Services for 
Crime Victims, February 2011
Created by: Immigrant Services 
Network of Austin, 2011
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In your opinion, which (if any) of the following issues are significant 
challenges to immigrants or refugees seeking your services? 

Issues 
Response 

Count 
Fear/Distrust of service providers 8 
Fear/Distrust of criminal justice system 8 
Lack of knowledge about personal rights 7 
Lack of knowledge that services are available 7 
Financial constraints 6 
Dependence on abuser 6 
Transportation 6 
Fear of retaliation 5 
Homelessness or shelter issues 5 
Children/Family Obligations 4 
Linguistic Isolation 3 
Personal Immigration Status 3 
Immigration Status of Family Member(s) 3 
Mental Illness 3 
Lack of enforcement of victim's rights 2 
Criminal History 1 
Physical Disability 1 
Other (please specify)3 1 
Source: Capacity Study- Services for Crime Victims, February 2011 
Created by: Immigrant Services Network of Austin, 2011 

 

 

                                                        
3 Respondents listed the following: shame of asking for help, shame of community knowing their personal situation, and lack of family 
support. 
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When asked how the agency would build capacity in their program, three agencies would increase 
their translation ability or hire additional bilingual staff. Improving counseling/mental health services, 
outreach, public education, and shelter/housing were chosen by two agencies each. 

If your agency had the capacity to serve more people, how 
would you build your program, and why? 

Service 
Number of 
responses 

Translation/Bilingual services 3 
Counseling/Mental health services 2 
Cultural competency 2 
Outreach 2 
Education 2 
Shelter/Housing 2 
Other4 5  
N/A 1 
Source: Capacity Study- Services for Crime Victims, February 2011 
Created by: Immigrant Services Network of Austin, 2011 

 

                                                        
4 All categories that were mentioned by only one agency were categorized as “other.” These responses included improving medical 
services, legal services, financial assistance for status adjustment, ensuring uniformity of services, and decreasing fear of law 
enforcement. 


