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1.07.2021   

To:    City   Council   and   Committees   
Re:    Council   File   20-0862:   Senior   Emergency   Response   Program   /   Great   Plates   /   Council   Led   
Program   /   Food   and   Delivery   Assistance   /   COVID-19   Pandemic   

The   Central   Hollywood   Neighborhood   Council   (CHNC)    SUPPORTS    the   30   June   2020   motion   by   
CMs   Krekorian,   O’Farrell,   and   Martinez   to   have   the   relevant   City   bodies   report   on/provide   
recommendations   for   a   new   outreach   and   feeding   program   for   LA's   seniors,   including   an   analysis   
of   funding   and   service   gaps;   a   review   of   the   Senior   Meal   Emergency   Response   Program   (SMERP);   
a   geographical   breakdown   of   community   participation/areas   where   seniors   requested   but   did   not   
receive   assistance;   recommendations   to   improve   restaurant   participation;   and   a   review   of   federal,   
state,   county,   and   non-profit   programs.    Our   COVID   relief   effort   gave   us   experience   in   food   
delivery   to   seniors   and   insights   into   service   gaps.    We   attach   a   summary   of   that   program   to   this   
CIS   and   base   the   following   thereupon.   
  

From   19   March   to   15   May   2020,   CHNC   led   the   effort   to   find   and   feed   food-insecure   people   aged   
65+   in   Hollywood.   We   recruited   over   150   volunteers   to   make   over   5,500   calls   to   over   2,700   
seniors   in   English,   Spanish,   Russian,   Armenian,   and   Korean.   Our   first   round   of   calls   was   
completed   before   LA   County   saw   50   COVID   deaths.   By   the   program's   end   8   weeks   later,   over   
700   seniors   expressed   need   and   were   delivered   free   food   at   home.   In   sum,   over   32,000   lbs   of   
food---mainly   in   the   form   of   fresh   produce---were   distributed   via   2,120   deliveries   largely   from   our   
centralized   food   hub   at   The   Hollywood   Schoolhouse.   
  

Exit   interviews   conducted   for   each   CHNC   client   revealed   93%   to   be   renters,   41%   to   exhibit   
USDA-standard   food   insecurity,   46%   to   have   chronic   health   conditions,   with   perhaps   80%   being   
severely   socially   isolated   (i.e.,   having   no   second   contact   person).   Nearly   ⅓   of   clients   suffered   
from   both   chronic   health   conditions   and   food-insecurity;   ⅔   spoke   little   or   no   English.   
  

Our   hotline   received   an   average   of   235   calls   per   week.   Via   this   system   and   our   volunteer   phone   
bank,   we   connected   all   of   our   clients   to   other   food   resources---including   SMERP---prior   to   
shutting   down,   ensuring   no   one   was   left   unaided   once   our   assistance   ended.   
  

Based   on   that   experience,   we   suggest   the   following:   
  

1. HCID   and   HACLA   should   be   part   of   the   new   program’s   roll-out.    Need   is   concentrated   at   
the   building---not   just   neighborhood---level.   43%   of   our   clients   lived   in   buildings   
containing   at   least   4   other   clients.   Property   managers   can   therefore   serve   as   key   

  



  

  

outreach   touchpoints.   Language   was   also   highly   correlated   within   buildings,   such   that   
food-insecure   Russian   speakers,   e.g.,   lived   with   other   food-insecure   Russian   speakers.   
Outreach   should   be   designed   with   this   correlation   in   mind.   
  

2. Operators   should   be   fluent   in   all   major   LA-area   languages.    SMERP   use   was   complicated   
and   likely   degraded   by   language   barriers.   Clients   reported   being   unable   to   speak   to   
SMERP   operators   in   languages   other   than   English   and   Spanish.   In   Central   Hollywood,   at   
least   Russian,   Armenian,   Korean,   and   Tagalog   would   be   needed   in   addition.   
  

3. Delivering   produce   allows   clients   to   retain   agency   over   their   meals,   which   makes   them   
happy.    Our   clients   prefered   fresh   produce   to   prepared   meals.     While   SMERP   fulfilled   the   
dual   purpose   of   supporting   restaurants   and   feeding   seniors,   solutions   focused   only   on   the   
latter   should   deliver   fresh   foodstuffs   when   possible.   We   saw   a   significant   improvement   in   
client   satisfaction   when   we   switched   from   delivering   LA   Food   Bank   boxes   to   grocery   bags   
filled   with   fruits   and   vegetables.   Our   clients’   mental   health   benefited   from   being   able   to   
cook   their   own,   culturally   appropriate   meals.   The   new   program   should   support   that   end.   

a. We   are   highly   supportive   of   the   Dept.   of   Aging’s   (DoA’s)   recommendation   to   create   
a   Farmers’   Market   Voucher.   We   hope   such   goods   can   also   be   delivered.   
  

4. Leverage   the   NCs   for   outreach,   but   it   must   be   offline.    Twelve   NCs   requested   our   
outreach   infrastructure;   10   used   it   to   assist   their   own   seniors.   These   NCs   comprise   nearly   
300,000   Angelenos.   As   such,   there   is   clear   potential   in   distributed   NC   outreach.   
However,    while   online   tools   should   be   exploited,    the   vast   majority   of   CHNC’s   clients   
were   not   internet-enabled.    Our   outreach   was   based   on   telephone   contact   for   that   
reason.   Indeed,   our   hotline   saw   its   largest   surge   the   day   a    letter    we   mailed   to   seniors   we   
could   not   reach   by   phone   arrived   (circa   2   April).    The   NCs   should   be   equipped   with   good   
offline   databases   to   enable   effective   outreach.   Such   information---e.g.,   voter   
files---should   be   distributed   with   proper   training   and   security   protocols.   

a. CHNC   did   rely   on   online   neighbor-to-neighbor   outreach   for   our   first   phase   of   
operations   via   the   KinderTogether   app.   This   app   connected   any   active   neighbors   
to   individual   requests   for   items   they   could   source   from   local   stores.   Payment   and   
COVID   concerns   arose,   however,   such   that   this   system   was   replaced   in   favor   of   
centralized,   weekly   deliveries   from   our   food   hub.   
  

5. Collaborate   with   social   isolation   campaigns   and   LAPD/LAFD .   As   stated,   the   majority   of   
our   clients   lived   alone.   Part   of   our   success   was   in   shoring-up   these   seniors’   social   
connections   to   the   greater   Hollywood   community   via   our   deliveries   and   weekly   check-in   
calls.   Anecdotally,   our   reliance   on   LAPD   Hollywood   Div.   for   many   deliveries   aided   this   
effort:   seniors   enjoyed   the   arrival   of   an   officer   “here   to   help.”    Food   is   a   community   bond;   
design   the   program   to   nourish   a   community   as   it   nourishes   its   members.   

a. We   plan   to   compile   a   cookbook   with   recipes   from   our   seniors,   who   embody   LA’s   
rich   cultural   heritage.   This   homage   to   their   food   is   a   recognition   of   their   value   to   
our   community,   and   could   be   a   natural   extension   of   any   food-insecurity   program.   
  



  

  

6. Work   with   NCs   to   create   gardens   and   edible   landscapes.    We   concur   with   this   
recommendation   from   the   DoA.   
  

7. Mobilize   volunteers   to   end   hunger,   but   recognize   that   volunteers   cannot   end   hunger.   
We   relied   almost   entirely   on   volunteers.   This   was   critical   to   our   community-building   aims,   
but   unsustainable.   Volunteers   have   tremendous   energy,   but    a   robust   program   cannot   be   
predicated     on   them   because   its   mission   is   by   definition   not   their   long-term   priority.    We   
found   phone   volunteering,   e.g.,   to   decrease   by   at   least   a   factor   of   two   over   the   8   weeks   
of   our   program.   Volunteers   should   be   welcomed   and   respected   as   a   key   component   of   a   
new   program,   but   that   program   must   be   designed   from   the   start   with   contingencies   for   
decreased   volunteerism.   It   is   the   government’s   job   to   provide   social   services,   not   
kindhearted   neighbors   or,   in   many   cases,   strangers.   

  
CHNC   looks   forward   to   working   to   make   Los   Angeles   a   place   where   no   person   is   hungry.   We   
applaud   the   Council’s   efforts   to   achieve   this   end.   

  
APPROVED   

29   September   2020   
6   Yea   
0   Nay   

0   Abstain   
0   Recuse   
3   Absent   



COVID-19 Senior Food Relief Program
Summary of operations

26 May 2020CHNC + LA COVID Response Team Members



Summary
• Servicing operations start: 20 March 2020 

• Servicing operations end: 15 May 2020 

- 8 weeks, 7 in primary configuration. 

• Volunteers: 167 registered 

• Seniors serviced: 703 

• Status as of 26 May: 

- Outreach: shut down 

- Deliveries: shut down 

- Assessments: ≥97% complete 

- Hotline: open 

• Involved support from/discussions w/ all governments from the neighborhood to the federal level.



Operational timeline

Week 1 2 3 4 5 6 7 8

Phone bank

Hotline

Follow-up Assessment

3/20 5/15

offHand-

…

Kinder Delivery (LARFB) Delivery



Core team members

Elvina Beck 

Intergovernmental 

affairs, Russian lang. 

affairs, funding

Ferris Wehbe 

Nonprofit relations, 

funding, logistics

Spencer Hillman 

Logistics, delivery 

lead 

Louis Abramson 

Data, infrastructure, 

phone systems lead

Kerry Morrison 

Strategy consulting, 

nonprofit + 

business liaison

Rich Sarian 

Business liaison, 

funding

Daniel Polansky 

Follow-up/

assessment lead

Oli Diaz 

Hotline lead

CHNC



Structure + Aims

• Ensure Hollywood’s most at-risk residents received critical psycho-social 

and material support during the first wave of COVID-19. 

- Service component — deliver food. 

- Governance component — connect to additional services. 

• Three-pronged program: 

1. Phone bank — cold-call seniors who registered to vote w/ a phone number. 

2. Delivery — get food to seniors who request it. 

3. Follow-up — maintain contact w/ seniors and provide social support.



Phone bank



Phone bank outreach enabled rapid need identification

• Main outreach asset: LA City voter file 

- Enabled remote outreach via phone, mail → uniquely rapid response. 

• Pool: all people aged 65+ registered to vote with a phone number in 

zips 90028 + 90038. 

- 2722 people; 55% of numbers out-of-service. 

- Mail outreach to those registered w/o a number or w/ disconnected lines. 

• Volunteers made 3 full passes (5055 calls, total). 

- One made over 1000 calls; many made over 100.



Phone bank let CHNC lead LA’s response

• Outreach began at 2 COVID 

deaths in LA County. 

- Pass 1 completed before 50 

fatalities. 

• Meaningfully ahead of LA’s 

COVID curve. 

- A rapid response saves lives.



All volunteers were trained

• 15—30 min zoom to 

go over script + 

protocols 

• All data locked after 

each call pass.



Script had links to additional services

• Connect people to robust services 

as needs were assessed. 

- Seniors largely off-line; analog 

resources critical. 

• Lesson: Language barriers in gov. 

programs a concern.



General pool statistics from Pass 3

• Total households: 1179 

- 1019 + 160 w/o + w/ known help 

• Total seniors: 1487 

- 1298 + 189 w/o + w/ known help 

• Senior is only registered voter in 

household? 45%—52% 

• Cell use: 50%—60%

Review our progress on Twitter @CHNC_LA: 

twitter.com/CHNC_LA/status/

1243309691960045568?s=20

http://twitter.com/chnc_la
https://twitter.com/CHNC_LA/status/1243309691960045568?s=20


Hotline



Hotline enabled “inreach”

• Let us maintain contact with senior clients + aid people we were 

unable to target w/ outreach. 

- Example: non-citizens. 

• Received 1516 calls during major operations from 676 numbers. 

- Up to 15 calls from individual seniors.



A true hotline

• Up to 75 calls per day. 

• Staffed by 3 people in 

English, Spanish, Russian. 

- 7 days/wk at first; then 

M-F 9a to 5p. 

• Remains open 

• Became major source of 

service requests around 

week 3.



Inreach proved critical

• Heroic operators  

- Oli Diaz — Spanish 

- Anastasia Kouriatova, 

Elvina beck — Russian 

• Peak traffic was Thurs 

(delivery days) 

- Averaged 235 calls per 

week during main 

operations.



Delivery



Deliveries further set our work apart

• Beyond connecting seniors to services, we served. 

• 3 phases: 

- March 20—30: on-the-fly by KinderTogether 

‣ Peer-to-peer mutual aid app; critical to response till volume became too high. 

- April 2—16: centralized delivery weekly on Thurs; dry goods boxes from 

the LA Regional Food Bank + fresh produce. 

- April 23—May 14: centralized delivery weekly on Thurs; produce bags + 

by bread, cheese, eggs, milk, masks.



Service footprint — 90028 + 90038

• All of CHNC + HSDNC 

- 48% clients in CHNC 

• All of HHWNC + HUNC in 

90028 (300+ households) 

• Some GWNC 

• 2/3 in 90028; 1/3 in 90038

HSDNC

GWNC

HHWNC HUNC

CHNC



Packing + delivery 

volunteers were trained, 

wore PPE



Deliveries were an outreach opportunity

• Every delivery 

included a service 

update, sanitation 

reminder, other 

info on a 

multilingual flier.



We delivered 16 tons of food

• Total of 2120 deliveries 

over 8 weeks. 

- Corresponds to an 

estimated 32,000 lbs of 

food, or 16 tons.

delivery date
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Program grew each week

• Client list grew by ~10x 

from week 2 to week 8. 

• Nearly 70% of client list 

serviced weekly. 

• Hint of convergence 

towards closure. 

- True “need floor” in 

Central Hollywood may 

be approx 700—800 

seniors. delivery date
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Most clients were return customers

• 90% of people serviced in 

week 8 had received at least 1 

previous delivery. 

- 70% the preceding week. 

• 50% of households received at 

least 3 deliveries; 25% at least 

5 deliveries; mode of 1 

delivery.
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Needs were geographically concentrated

• 18 addresses 

w/ 5+ clients 

accounted for 

43% of 

contacts. 

• 30% of 

contacts lived 

in buildings w/ 

at least 16 

other clients
Individual buildings with 5+ people serviced
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Follow-up



Follow-up — two-way communication + psychological 

support

• 40-50 volunteers calling the same ~5 seniors each every week. 

• Built relationships, trust among seniors we serviced. 

• Assessed weekly food needs for majority of program. 

- Became major source of service requests around week 5. 

• Performed health + food-insecurity assessments at close-out to 

facilitate hand-off to City/County/nonprofit services.



Foreign language profile

• Spanish: 231 (33%) 

• Russian: 165 (23%) 

• Armenian: 41 (6%) 

• Korean: 36 (5%) 

• Other: 8 (1%) 

- Tagalog, Farsi, Arabic, Polish

Age profile

• Median: 73 

• 25th—75th pctle: 68–80 

• Min—Max: 46–100 

• Under 65: 37 

• Under 60: 7



Close-out / Hand-off



Essential to ensure continual service to seniors in need

• May 7: begin health + food-insecurity assessments. 

• May 13: shut-down all outreach (no new clients). 

- Hotline stays open to refer anyone to other services. 

• May 15—present: send appropriate lists to City, County, and 

nonprofit providers. 

- Project Angel Food on-boarding commenced for 308 seniors. 

- County has need-prioritized lists as of today.



Hand-off assessments

• Five-question survey asked by Follow-up team, who had established rapport w/ clients: 

1. Are you a renter? 

2. Do you have any pre-existing health conditions?  

- Correspond to angelfood.org FAQ. 

3. True/false: This month you worried whether your food would run out before you got money 

to buy more. 

4. True/false: This month the food that you bought just didn’t last and you didn’t have money to 

get more. 

- Qs 3+4 adapted from Pediatrics (Hager et al. 2010); similar to USDA questionnaire. 

5. Is there anyone else we can contact if we can't reach you? A friend, family member, or 

neighbor?

http://angelfood.org


Assessment summary — many needy seniors IDed

• Renters: 640 (93%)* 

• Food-insecure: 269 (41%)* 

• Health conditions: 308 (46%)* 

- Health conditions + food-

insecure: 191 (29%)* 

• Has second contact? 132 

(20%)*

Connected with  

Project Angel Food

*Fractions reflect responsive seniors (659)



Data were integral to our mission

• We reached truly needy 

people. 

- Food-insecure seniors 

received 2 to 6 deliveries; 

food-secure seniors 1 to 4. 

• Assessments enabled smooth 

transition of clients into long-

term support systems.

Food-secure Food-insecure



Conclusion



We provided more than material aid

• We delivered 16T of food, 

but… 

• 80% of senior clients said they 

had no add’l contact person. 

• 68% spoke no English. 

• Native-language outreach 

provided critical psycho-

social support and built 

community. 

- These seniors will never 

face another crisis alone.



Activated 160+ people to meet an unprecedented crisis

Many participants seeking new ways to flex 

civic muscles they built with CHNC. 

Built solidarity, empathy, and 

expertise among volunteers.



This is what the NCs are for—and must be for!

• Volunteers can provide critical, effective, 

robust services to hundreds of people 

ahead of a crisis.  

• CHNC on leading edge of LA’s crisis 

response for 2 months.  

- Mayor Garcetti attended a training;  

- ASM Bloom trained + drove deliveries;  

- CMs O’Farrell and Ryu packed food bags.  

• Set standard for community engagement: 

- 12 NCs reached out for our help.  

• The model is ready for the next emergency, 

and CHNC is ready to get in front of it.



Thank you!

Spencer Hillman, Kerry Morrison, Rich Sarian, Daniel Polansky, Oli Diaz, Anastasia Kouriatova, 

Yoliani Santos 

Noelle Armstrong, Noelle Bonhomme, Elie Berchan, Peggy Bedoyan, Ennis Esmer, Megan 

Gailey, Chanel von Habsburg-Lothringen, Catherine Kim, Chloe Kim, Janet Kim, Min Kim, Soo 

Kim, Vivian Kish, Asher Landau, Sunny Lee, Jamie Loftus, Joel Longenecker, Ana Martinez, 

Tommy Rasera, Cheryl Revkin, Chelsey Santry, Laila Wehbe, Nadia Wehbe, Lindsay Wiezen, 

Natalie Yaru, Clara Yoon, Aaron, Amy, Brenda, Bryan, Devin, Khara, Lindsay, Marco, Phil, 

Soozie, Sophie, Vince 

Staffs of CD4 (Ryu), CD13 (O’Farrell), Sup. Kuehl, ASM Bloom, Rep. Schiff, Project Angel Food 

LA Conservation Corps, LAPD Hollywood Division 

The Hollywood Schoolhouse


