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INTRODUCTION

In 2017, Goodwill Industries of Kentucky made a commitment to 
relocate its headquarters and expand its career services to West 
Louisville. Goodwill’s strategic plan, “Reducing Poverty through 
the Power of Work,” called for the organization to locate its 
services throughout Kentucky in areas that provided easy access 
for people in need of those services. In addition, Goodwill was 
beginning to outgrow its existing facilities in the Old Louisville 
community and on East Broadway.

Prior to making the decision to relocate to West Louisville, 
Goodwill conducted a thorough study of several communities 
in the Louisville area to determine (1) where its services would 
be most needed, (2) what communities were most accessible 
for people who use public transportation and (3) where the 
organization could establish a highly-visible operation that was 
easy for people to find.

West Louisville met all of those needs and became the area where 
the organization committed to expand its presence.  
The 9-neighborhood community has endured years of 
disinvestment that often leave many of its 65,000 mostly 
African American residents underserved. Additionally, the area 
is known for its limited employment opportunities, food desert 

designation, lack of retail 
shopping options, and 
high rate of poverty.

After an extensive search 
for a location in West 
Louisville, Goodwill 
acquired a 20-acre 
brownfield property on 
the corner of 28th Street 
and Broadway. The site 
was home to a heavy 
industrial manufacturing 
company that operated in West Louisville’s Parkland Neighborhood 
for decades. Shortly after purchasing the land in 2020, Goodwill 
began demolishing the 400,000 square foot facility on the property 
that had become an eyesore and safety hazard for the community. 
That was the beginning of the process to clear the way for Goodwill 
to begin envisioning what its physical presence might eventually 
look like in West Louisville and what services it might consider 
offering on its “Opportunity Campus.”

However, before Goodwill Industries of Kentucky would begin to 
make detailed plans to build an Opportunity Campus at its newly 
acquired property in West Louisville, the organization engaged in a 
multi-faceted six-month community engagement campaign. 

The campaign was designed to learn what West Louisville 
residents, business owners and advocates (1) liked most about 
the area, (2) found most challenging about the area, (3) believed 
to be the greatest needs in the area, (4) saw as Goodwill’s greatest 
challenge moving into West Louisville and (5) believed Goodwill 
could do to be a good neighbor.

Despite having limited opportunities to meet in-person with West 
Louisville residents due to the COVID-19 pandemic, Goodwill 
Industries of Kentucky was able to solicit meaningful responses 

from more than 2,000 West Louisville residents and 
business owners from October 2020 through March 2021.

Responses came through an online survey, approximately 
15 virtual group meetings, direct mail postcards, a 
telephone voicemail hotline, a Goodwill-staffed booth 
outside of the Kroger grocery store on 28th Street and 
Broadway and a specially-designed website. And their 
voices were diverse. Responses came from elected 
officials, homeowners, renters, business owners, corporate 
executives, city workers, pastors, social service leaders, 
people in recovery from addiction and justice- 
involved citizens.
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What they shared was a rich tapestry of hopes, desires and 
concerns for West Louisville. They did not speak with one 
voice. In fact, the range of their responses to many of the same 
questions indicated a wide variety of experiences, influences and 
stereotypes that shape how they view West Louisville and their 
recommendations on how to improve conditions in the area.

Nevertheless, four (4) undeniable themes surfaced in their 
collective responses:

1. There was a strong fondness for West Louisville and a great 
sense of pride among the people who live in and/or grew  
up in the area.

2. There is a common belief that outside organizations planning 
to move into West Louisville will encounter varying levels 
of trust and acceptance based on their willingness to be 
transparent, engaging, inclusive and sincere.

3. West Louisville residents do have a strong desire to see the 
area thrive but are skeptical of outside organizations based on 
past plans and promises that were not fulfilled.

4. Despite their skepticism, community members recognize the 
need for services to help improve the lives of West Louisville 
residents. Most notably, residents view “job services” as the 
service most needed in West Louisville.

This report tells the story of a diverse group of voices that 
represent West Louisville in many different ways. It highlights 
the many positive attributes of a community that is often cast 
in a less-than-flattering light. It profiles the hopes and desires 
that many people have for a community that is underserved. 
It also offers reflections on the unfortunate realities that many 
believe need to be addressed before West Louisville can fulfill 
its greatest potential. And just as importantly, it provides sound 
advice for outside businesses and organizations that desire to 
successfully establish themselves in West Louisville.

The responses generated in this report were in reply to specific 
outreach efforts conducted by Goodwill Industries of Kentucky. 
However, they paint a broad and complex picture of the 
needs in West Louisville that are far too overwhelming for one 
agency to tackle alone. Helping West Louisville reach its full 
potential will require an intentional orchestrated approach by 
a collection of businesses, social service organizations, schools, 
government agencies, faith-based institutions and residents. 
Their individual commitments to address areas of need in West 
Louisville that are aligned with their respective missions have 
the potential to result in a collective “win” for a community that 
is eager for a new reality.
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METHODOLOGY

•   What support services are most needed to improve conditions for West Louisville residents? 

•   What physical amenities are most needed to improve the lives of West Louisville residents?

•   Rank the most important characteristics Goodwill should consider for its Opportunity Campus in West Louisville 

•   What would prevent you from accessing/visiting/utilizing the Opportunity Campus?

•   Do you believe West Louisville has a need for the life-enhancement services Goodwill offers?

•   What can Goodwill do to ensure it will be a good neighbor in West Louisville? 

•   What West Louisville organizations should Goodwill consider partnering with in West Louisville?

Survey Mode # of Responses

Online 737

Paper 1,585

Total 2,322

Respondent Group # of Responses

Resident 1,910

Worker/Property owner 299

Does not live, work, or own property in West Louisville 113

Total 2,322

Although Goodwill Industries of Kentucky surveyed a large collection of people to better understand the realities in West Louisville, this 
report only highlights the 2,209 responses from people who live, work or own property in the area. More than 100 people who do not 
live, work or own property in West Louisville also provided feedback to Goodwill in this survey format. Their contributions are included in 
a more comprehensive report that will be made available on GoodwillWestLouisville.com. 

QUESTIONS WEST LOUISVILLE RESIDENTS 
RESPONDED TO FOR THIS SURVEY REPORT:

In addition to hosting 15 virtual meetings with hundreds of 
participants, Goodwill sought feedback from community 
members in a variety of other methods. The most formulaic 
approach was through a list of consistent questions that 
generated 2,322 unique responses.

The news that Goodwill is relocating their headquarters and 
building an “Opportunity Campus” in West Louisville and seeking 
feedback from the community was socialized through a variety of 
channels, including but not limited to ads on radio, social media, 
and local news outlets. 

Goodwill gathered feedback from each previously mentioned 
group, with a special interest in those who live, work, and own 
property in West Louisville. Responses were submitted via an 
online survey consisting of several self-identifying questions and 
seven (7) personal opinion questions, which are listed below. 

To make the survey accessible to as many West Louisville 
community members as possible, Goodwill also provided 
residents with an opportunity to offer feedback via a paper 
survey that included a condensed five-question version of 
the online survey. Paper surveys were mailed to residents and 
handed out at Kroger on West Broadway. 

In addition, Goodwill Industries conducted virtual community 
events and interviews with neighborhood organizations and 
elected officials representing West Louisville. 

Goodwill then partnered with IQS Research to analyze and 
encapsulate perceptions of the West Louisville community, 
emphasizing those who live, work, and own property in West 
Louisville. After cleaning the data for duplicates, the final count 
of responses is 2,322.
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RESIDENTS OF WEST LOUISVILLE 

In this section, we highlight what West Louisville residents 
cherish and the aspects they find challenging about living 
in West Louisville. In addition, we measure residents’ 
awareness of Goodwill Industries, identify their top 
concerns in the organization’s relocation and outline their 
priorities for their community and Goodwill. 

PERCEPTIONS OF WEST LOUISVILLE 

West Louisville residents are not short of reasons when 
explaining why they enjoy being a part of the West 
Louisville community. The most frequently mentioned 
topics can be categorized by reasons relating to  
(1) People-oriented aspects, (2) Connection to the 
community, (3) Scenery, (4) Location, and (5) Housing.

WHAT DO YOU LIKE MOST ABOUT WEST LOUISVILLE?

Supportive and close-knit community 25%

The people 21%

Demographics 10%

Culture 6%

The resilience and pride of the community 5%

Other (People-oriented)

History 14%

It is home 9%

Grew up in West Louisville7%

Parks 8%

Architecture 2%

Other (Scenery)

Location 11%

Housing 5%

Affordable Housing 4%

Does not like West Louisville 4%

Potential 4%

Past 1%

Non-specific 4%

Other 5%

People-oriented 
67%

Connection 
30%

Scenery 
12%

Housing 9%

0 25 50%

The majority of respondents attribute their love for the 
West Louisville community to a people- oriented aspect. 
These respondents explain that they enjoy the tight-
knit community feeling among their fellow community 
members. Respondents also explain that they like that 

the community is racially diverse and feel welcomed in 
the community. Many respondents also express a sense 
of pride in being a part of this community, highlighting its 
culture and resiliency. 

COMMUNITY COMMENTS

 1. “Your neighbors are your family members even though were not blood related. We lookout for one another with our   
 daily needs to survive in this city (rides, food, water, social life, etc.)”

 2. “The people, no matter what happens in the west end its still a nice and lovable area to live...You still have nice and    
 caring  neighborhood and loving neighbors. West end is the best end no matter how much they try to tear it apart but   
 we all stick and come together.”
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While those who live in West Louisville take pride 
in their community, they also recognize the 
community has its deficits. In asking residents 
what they find most challenging about living in 

West Louisville, many respondents find the lack of 
safety and food options to be challenging. More 
generally, respondents indicated a lack of resources 
within the community but did not expound on this.

Supportive and close-knit community 25%

Accessibility 
51%

Neighborhood aesthetic 
30%

It is home 9%

Location 11%

Potential 4%

WHAT DO YOU FIND MOST CHALLENGING ABOUT WEST LOUISVILLE?

0 25 50%

Lack of resources 18%

Food desert 12%

Lack of amenities 12%

Lack of opportunities 3%

Lack of transportation 3%

Lack of recreational activities 2%

Location 1%

Safety 37%

Property maintenance/litter 10%

Abandoned properties/homes 9%

Addiction 5%

Jobs 5%

Housing 1%

Reputation of West Louisville 7%

Racism 2%

Lack of hope/lack of pride within community 2%

Poverty 1%

Non-specific 4%

Other 21%

Service need 
11%

Bias 
9%
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Residents: Safety 

1. “The violence is very challenging but as we began 
to do better as a community/ city and lots of help 
we may be able to eliminate this part.”

2. “Unfortunately the crime has gotten worse.”

3. “Everything is a struggle and the crime rate  
doesn’t help.”

4. “In different areas of high crime blocks they go 
ignored we need more cameras on the telephone 
poles and also speed bumps on blocks in 
neighborhoods.”

5. “Increase in crime and less home owners.”

COMMUNITY COMMENTS

The challenge respondents specify most is lack of 
safety. People characterized a lack of safety in various 
ways: violence, shootings, robberies, and gang-
related activity. Verbatim comments illustrating the 
safety concern are included below. 

Respondents explain that having access to affordable, healthy, and 
fresh food is a barrier to living in West Louisville. Many respondents 
highlight the fact that there is a lack of nutritional food available in 
West Louisville and its surplus in grocery options with limited choices, 
such as Dollar General and Family Dollar.

Residents: Food desert 

1. “Access to fresh food “

2. “Lack of nutritional, fresh food, too many fast food places and 
dollar stores “

3. “Lack of groceries with quality food. Lack of stores, ran down 
houses and buildings “

4.  “Food dessert, lack of places to go find entertainment, nice sit 
down restaurant, ran down abandoned buildings, no adequate 
grocery stores, [only] places to shop Dollar General and  
Family Dollar.

5.  “Lack of community resources for fresh food, entertainment for 
the youth like movie theaters or roller rinks. Quality retail outlets 
too many Dollar Stores. “

Some residents also articulate the community’s challenge with property maintenance/litter and numerous 
abandoned properties/homes in the area.

1. “Here and there, there are 
deteriorating houses that either 
needs fixing up or taken down 
and remade into new ones.“

2. “Vacant homes not tended to. 
Overgrowth of weeds  
in vacant yards. Residents  
not taking better care of  
their area!” 

3. “Far too many abandoned 
buildings/houses w/yards  
that are hard to manage by 
the city. RODENTS! Abandoned 
vehicles. Rental properties  
that have poor upkeep.  
Drug abuse, crime. “

4. “It has several well 
kept communities and 
neighborhoods, It has nice 
parks but they need to be 
maintained better.” 

5. “Garbage in the streets” 

Residents: Property maintenance/litter & abandoned properties/homes 

“The violence is very challenging but as we begin to 
do better as a community/city and lots of help we 
may be able to eliminate this part.”
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WHAT DO YOU BELIEVE IS THE GREATEST CHALLENGE GOODWILL 
FACES IN MOVING TO WEST LOUISVILLE?

Regarding anticipated barriers for Goodwill Industries, respondents identified safety and a lack of 
acceptance and trust as the organization’s largest barriers. A quarter of respondents indicated that they 
were not sure or did not specify any barriers for Goodwill in relocating to West Louisville.

0 25 50%

Safety 18%

Acceptance/Trust 17%

Community awareness 12%

Engaging the community 9%

Bias 8%
Organizations that offer similar services 3%

Building maintenance 3%

Funding/costs 2%

Employment 2%

Identifying needed services 1%

Genuine commitment 1%

Non-specific 3%

Other 8%

None/Not sure 24%

Gaining the faith of the 
residents. We have been let 
down by other businesses 
before and it will take some 
time to develop rapport. 

COMMUNITY COMMENTS

Residents: Safety & acceptance/trust 

1. “Crime. Nothing lasts in the West End” 

2. “The perception and reality of a lack of safety” 

3. “Gaining trust of the residences of sincere intentions to really care about well-being of residents “

4. “Gaining the faith of the residents. We have been let down by other businesses before and it will take 
some time to develop rapport. “

5. “Mindset of community and barriers of previous let downs or ineffective programs. “

Of the respondents who explained 
why they indicated that safety 
should be Goodwill’s greatest 
concern in its relocation, many 
explain that they feel that this crime 
will prevent Goodwill from staying in 
West Louisville. 

Those who highlight the lack of 
trust between the West Louisville 
community and outside businesses/
organizations specify how this stems 
from past unfulfilled promises that 
businesses would add a location in 
the West Louisville community. 

To a lesser extent, others 
demonstrated this distrust and 
made comments to the effect that 
Goodwill’s biggest hurdle would 
be if it demonstrates a “saviors 
mentality.”
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Residents: Bias, organizations that offer similar services & building maintenance 

1. “Convincing people that your services will make lasting change on their 
lives. Letting people know all of the services you offer in lots of different 
mediums so you reach the most people. Telling people the long term 
effects of participating in your programs.”

2. “Changing people’s minds about what sort of services you provide. 
Educating people about how those services will improve their lives. Also 
ask residents how they can improve current services and what other 
services will help propel them to the next level.” 

3. “Advertising. Many of the services goodwill allegedly provides...many 
people have never heard about” 

4. “Nay sayers, there are many fine people who live here that never had 
enough belief in themselves nor had the road map to climb out of poverty. 
So much easier to depend on the federal government to be the head  
of household. “

5. “Getting the word out to everyone who needs or wants the services 
you provide and making those services available in a way people feel 
comfortable making the effort to access them.” 

Nearly one in five respondents 
indicate that community awareness 
and engaging the community would 
be Goodwill’s greatest barriers to 
its relocation. Some respondents 
indicate that Goodwill needs to 
advertise and reach out to the 
community in making its services 
known to the West Louisville 
community. Beyond awareness, 
respondents raise concerns that 
Goodwill will face challenges in 
engaging the community for various 
reasons: lack of hope that their 
situation can be made better by 
Goodwill, lack of trust that Goodwill’s 
services will benefit them, and 
resistance to change. 

To a lesser extent than those mentioned above, respondents raise concerns about biases, organizations that offer similar 
services, and building maintenance as obstacles for Goodwill in its relocation. Some residents of West Louisville voice fears that 
they will face different biases from Goodwill’s staff, whether that be due to the typical public perception of West Louisville or 
race. Regarding competition from existing organizations that offer similar services, respondents highlight concerns of duplicate 
services and these organizations being “territorial about their services.” 

1. “Fear - Goodwill might be afraid based on perceived 
biases about West Louisville, but we need and want you 
and want access to all Goodwill can bring.” 

2. “not to treat the people in the west end as if we are all 
the same weather it be drugs abuse theft or not well 
educated we ALL grow at different levels and there is 
STILL HOPE in west louisville” 

3. “You are a white led organization, you will never be 
truly able to relate until you hand over your decision 
making power to those you so called serve. 

4. “Competition. There are individuals who compete to 
be seen as “THE voice” of West Louisville, and believe 
everything must be vetted through and approved 
by them. That is NOT the case, so please continue 
requesting and listening to the voices of the people! “

5. “Keeping people from vandalizing building and trash” 

“Fear - Goodwill might be afraid based on perceived 
biases about West Louisville, but we need and want you 
and want access to all Goodwill can bring.”

Residents: Community awareness 
& engaging the community 
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To help prioritize the needs of 
the West Louisville community, 
we first probed respondents on 
whether workforce development 
services are needed in the 
community. We find that 
respondents largely agree that 
these types of services would 
benefit West Louisville. 

When probed to identify the community’s most pressing needs 
regarding support services, respondents largely agree that 
job training should be at the top of that list. A full list of the 18 

specified support services and the percent of respondents who 
feel that service is important for the West Louisville community 
are displayed in the charts below.

WHAT SUPPORT SERVICES ARE MOST NEEDED IN WEST LOUISVILLE?

0 100% 0 100%25 50 75 25 50 75

Job training 72%

Youth mentoring services 69%

Senior citizens activities 66%

Mental health services 65%

Education/tutoring services 62%

Computer/internet access 60%

Legal services 57%

Financial services 57%

Meals/food assistance 54%

Outpatient addiction counseling 52%

Second chance banking 47%

Transportation 46%

Recreational services 45%

Daycare services 41%

Faith based services 29%

Other (please specify) 4%

DO YOU BELIEVE WEST LOUISVILLE HAS A 
NEED FOR THE WORKFORCE DEVELOPMENT 
SERVICES GOODWILL OFFERS?

PRIORITIES

Yes  88%

Uncertain  9%

No  3%
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Similarly, we asked respondents to distinguish which physical amenity is most needed in West Louisville. Of the amenities listed 
below, respondents indicated that a retail/shopping center would be most beneficial for their community. 

WHAT PHYSICAL AMENITIES ARE MOST NEEDED  
TO IMPROVE WEST LOUISVILLE?

0 100% 0 100%25 50 75 25 50 75

Retail/shopping center 78%

Restaurants/cafeterias 73%

Learning center 65%

Entertainment venue 49%

Community meeting space 44%

Fitness/sports venue 38%

Prayer/meditation venue 33%

Other (please specify) 3%

When asked what 
Goodwill should 
prioritize in terms 
of the Opportunity 
Campus, respondents 
tend to have varying 
opinions. However, many 
respondents indicate 
that providing relevant 
services and safety 
should take precedence. 

RANK THE MOST IMPORTANT CHARACTERISTICS GOODWILL SHOULD 
CONSIDER FOR ITS OPPORTUNITY CAMPUS IN WEST LOUISVILLE

Relevant services

Safety

Convenience

Friendly staff

Aesthetics

1 = Most important 2 3 4 5 = Least important

 45% 19% 15% 15% 7%

 34% 24% 14% 19% 9%

 9% 26% 28% 24% 14%

 11% 21% 28% 21% 20%

 7% 10% 13% 19% 51%
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WHAT CAN GOODWILL DO TO ENSURE IT WILL BE A 
GOOD NEIGHBOR IN WEST LOUISVILLE?

When asked to provide advice on 
what Goodwill should be doing to 
be a good neighbor, many residents 
focus on how the organization should 
interact with the individuals within 

the community. Other areas that 
respondents highlight are the types 
of services that Goodwill should offer 
and property upkeep. 

0 25 50%

Listen to the community 21%

Build relationship with community 17%
Support West Louisville 7%

Be welcoming 4%
Advertise/Reach out to the community 2%

Job services 12%
Offer variety of services 3%

Offer relevant services 2%
Transportation 1%
Youth services 1%

Follow-through with promises 9%
Transparency 4%

Keep property clean 6%

Have convenient hours 1%
Partner with businesses within community 1%
Provide needed services at affordable price 1%
Keep up the good work 1%
Safety 1%

Non-specific 7%
Other 9%

Community Engagement 
51%

Services 
12%

Trustworthy 13%

Operations 
9%

SUGGESTIONS FOR GOODWILL
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0 25 50%

Job services 24%

Education 18%

Financial services 13%

Housing services 11%

Mental health services 10%

Youth services 5%

Drug/alcohol abuse support 5%

Computer/internet services 5%

Senior services 4%

Life skill courses 4%

Food services 3%

Daycare services 2%

Religious/spiritual services 1%

Offer services for specific group of people 1%

Neighborhood beautification 1%

Job training 1%

Business development 1%

Non-specific 3%
Other 11%

Not Sure 14%

When asking respondents what type of 

services Goodwill should offer at their 

Opportunity Campus, respondents 

who live in West Louisville offer a wide 

array of suggestions. The most frequent 

recommendations relate to job services, 

education, and financial services. 
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WHAT ORGANIZATIONS SHOULD GOODWILL CONSIDER PARTNERING 
WITH TO PROVIDE SERVICES ON ITS OPPORTUNITY CAMPUS?

0 25 50%

Louisville Urban League 24%

Church/Faith-based organization 12%

JCPS 10%

Change Today, Change Tomorrow Inc. 10%

YMCA 9%

Nia Center 8%

OneWest 4%

Kroger 4%

Dare to Care 4%

Black Market KY 3%

When asked which organizations Goodwill 
should partner with, respondents provided 
several businesses (a full list can be found 
in the appendix). The top businesses are 
Louisville Urban League, church/faith-
based organizations in general, JCPS and 
Change Today, Change Tomorrow Inc. 
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GOODWILL WEST LOUISVILLE SURVEY

MARKET RESEARCH FIRM: IQS RESEARCH 

ABOUT IQS RESEARCH

Now in our 23rd year, IQS Research is a custom research and data analytics firm. 
We provide precise and actionable insights about your employees, communities, 
customers, and markets. We are the trusted partner that decision-makers rely on, not 
just to answer questions, but to enable meaningful change.

For more information, please visit www.iqsresearch.com.

MATERIAL ACCURACY

The intent of the Goodwill Industries Community 
2021 Study and this subsequent report is to 
provide accurate and authoritative information 
about the West Louisville community’s perceptions 
surrounding Goodwill relocating to the area.  
IQS Research makes a reasonable effort to ensure 
that all data are collected, analyzed, and portrayed 
in an accurate and factual manner. However, there 
is no guarantee that these data are without flaws or 
that the use of these data will prevent differences 
of opinion or disputes, and IQS Research bears no 
responsibility for their use or consequences.
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Goodwill Industries of Kentucky is a 501(c)(3) nonprofit organization, 

headquartered in Louisville since 1923, and operates with a mission to help people 

with disabilities or other disadvantages achieve and maintain employment to 

gain a better quality of life. The agency serves 103 Kentucky counties and employs 

approximately 1,800 people who are offered a hand up — not a handout — so 

they can experience the dignity and independence that comes with earning a 

paycheck and achieving self-sufficiency.

In the 2021 fiscal year, Goodwill partnered with hundreds of community employers 

across the state to place more than 2,500 Kentuckians into full-time jobs with an 

average wage of $13.00 – both inside and outside of Goodwill.

The expansion of our services in Louisville will open workforce development and 

job placement services to a section of Louisville where Goodwill previously had no 

physical presence. It is anticipated that 600 annual job placements will be made 

from this opportunity campus with an average wage of $13.00, in jobs leading to a 

family-sustaining career.

ABOUT GOODWILL INDUSTRIES OF KENTUCKY

For more details on Goodwill Industries of Kentucky’s planned move to  

West Louisville, visit GoodwillWestLou.com or call (502) 272-1700.


