
BOARD BRIEF 
 

1 
 

Date: June 17, 2022 

                  
BOARD INFORMATION:  __X__  

 MEETING PREPARATION:  _____ 
 

 
FROM: Cindy Centeno, External Relations Specialist 
 Taneika Tukan, School Engagement & Community Outreach Manager 
  
THROUGH:  Julia Burgos, Chief of School and Community Relations 
 Gregory C. Hutchings, Jr., Ed.D., Superintendent of Schools 
 

TO: The Honorable Meagan L. Alderton, Chair, and 
Members of the Alexandria City School Board 

 

TOPIC:  Outreach Plan for Customer Relations Management System (Ask ACPS) 
 

ACPS 2025 STRATEGIC PLAN GOAL: 
Goal 4: Strategic Resource Allocation 
Goal 5: Family and Community Engagement 
 
SY 2021-2022 FOCUS AREA: 
Focus Area 1: Social Emotional and Academic Learning Recovery 
Focus Area 2: Hispanic Males 
Focus Area 3: Middle School Educational Experience 
Focus Area 4: Early College 
Focus Area 5: Talented and Gifted 
 
FY 2022 BUDGET PRIORITY: 
Implementation of 2025 Strategic Plan 
Customer Management System 
 
SUMMARY:  
The Office of Community Partnerships and Engagement is proud to provide an update regarding 
the implementation of a comprehensive customer relations management (CRM) system that 
serves as a reliable resource for families, community members and staff who have questions, 
feedback or concerns to share with the division. 
 
BACKGROUND: 
Ask ACPS was launched on October 8, 2021 to make it easier for families and community 
members to submit questions and comments on a range of division-wide issues and get a 
timely response. In March 2022, the Office of Community Partnerships and Engagement 
welcomed the new External Relations Specialist Cindy Centeno to help fully implement and 
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expand the system to not only respond to inquiries and share stakeholder feedback across 
departments, but to also identify areas of opportunity for additional outreach, messaging and 
customer-service training.  
 
Since the launch, families, staff and community members have submitted their inquiries and 
comments to Ask ACPS by emailing ask@acps.k12.va.us or by visiting www.acps.k12.va.us/ask 
to complete a feedback form available in English, Spanish, Amharic and Arabic. To date, 400+ 
inquiries have been fielded by our community engagement team on a variety of topics ranging 
from school enrollment, safety and security, and summer learning to strategic initiatives, 
building maintenance and human resources. 
 
Under the management of the external relations specialist, Ask ACPS will become recognized as 
a go-to resource across stakeholder groups. To that end, a comprehensive outreach plan for 
Ask ACPS (attached) has been developed. Highlights of the plan include: 
 

● Outreach 
○ Create and/or review existing language and/or talking points related to Ask ACPS 
○ Develop outreach materials and plan in collaboration with aligned staff for 

distribution  
○ Update the Communicate with ACPS webpage (in alignment with the new 

website rollout) 
○ Leverage social media, in-person and virtual community events, back-to-school  

mailings, email/newsletters, and physical collateral to provide consistent 
messaging and promotion of Ask ACPS as a reliable source for students, staff 
families and community members 

● Growth 
○ Develop templated responses and establish a resource library to source 

information when responding to cases 
○ Create and/or review existing public information, FAQs, one-pagers, 

infographics, etc. with aligned staff to ensure they are up-to-date 
○ Explore enhancements to the CRM system (e.g. text messaging, social media) as 

a platform that align with and meet our stakeholders’ needs 
○ Increase use across our diverse community by ensuring that the platform and 

resource is as accessible as possible (e.g. multilingual materials and platform 
experience, tech-friendly web form and input channels) 

● Data & Reporting 
○ The Office of Community Partnerships and Engagement will share quarterly 

reports with the School Board that will include the following metrics: total 
number of inquiries received; number of inquiries broken down by channel, 
topic, type, department/school, language and response sources; 
response/resolution time; and number of web page views. 

○ More granular data will be pulled monthly to share with departments for further 
analysis and to guide interdepartmental collaboration. 
 

mailto:ask@acps.k12.va.us
http://www.acps.k12.va.us/ask
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RECOMMENDATION: The Superintendent recommends that the School Board review the 
information in this memo. 
 
IMPACT:  
By establishing a thorough strategy for a comprehensive customer relations management 
system, ACPS is strengthening its customer service orientation, strategic outreach and 
communication priorities, and helping build trust with family and community members. 
 
ATTACHMENTS: 
Strategy Report: Ask ACPS 
 
CONTACT:  
Cindy Centeno, cindy.centeno@acps.k12.va.us  
Taneika Taylor Tukan, taneika.tukan@acps.k12.va.us 
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