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PROJECT AIM

Test, Implement, and evaluate new tools and
programs to help homeless New Yorkers find
permanent housing.

Phase 1 aimed to identify and validate areas of
Intervention that can improve move-out rates.
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ABOUT PPL

REDISTRIBUTING POWER AND AGENCY
DESIGNING SYSTEM-INFORMED INTERVENTIONS
PRACTICING EMOTIONAL DEXTERITY




ABOUT PPL
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MEMBERS OF PUBLIC

THEORY
OF CHANGE

PUBLIC
POLICY

LAB

LEGISLATION

A
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PROTOCOLS i e, >
........................................................................ PROJECT INFLUENCE
TOOLS & MATERIALS OUTPUTS
v
MORE EFFECTIVE & EQUITABLE SERVICES SHORT-TERM OUTCOMES
INCREASED ACCESS TO OPPORTUNITY LONG-TERM OUTCOMES

INCREASED WELL-BEING IMPACT
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APPROACH

User-Centered
Co-Creative

Visual & lterative
Time-Based
Holistic
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00O < > Bl {a} publicpolicylab.org/our-work/ 3 h | O ‘».
E{% OURWORK  OURMETHODS  ABOUTUS RESOURCES NEWS & EVENTS Dosats | Subscribe

»
[
m
& PROJECT CASE STUDIES
-
We partner with federal and municipal agencies to research, design, and test new public
services. We also work with philanthropies and academic institutions to develop human-
centered strategies for social innovation.
o | o e | o | i | s | e | s | o
\
o o
A o @ ¢
‘ W ‘ CHILDREN'S SERVICES CHANGE DESIGN TOOLS FOR MENTAL HEALTH STUDENTS IN TEMPORARY HOUSING
MANAGEMENT Mental Health Association of New York NYC Department of Education
‘ . NYC Administration of Children's City and NYC Department of Health &
Services Mental Hygiene
\/
-/
HOMELESS SERVICES PUBLIC BENEFITS ACCESS VETERANS' EXPERIENCE
City of Philadelphia NYC DOE Office of Community Schools U.S. Department of Veterans Affairs
and Single Stop
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REPORTING ARTIFACT

_ Client Arrives at Program Shelter Case Manager Conducts Triage

public assistance, and
learn about building networks,
ts.

Housing specialists receive digital
flyer, sign up, and download training
materials. Housing specialists
participates in webinar if they
cannot attend in-person workshop.

5 training through various channels.
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@ GET READY

Case manager assesses client for eligibility.

At families-with-children shelter, case

manager assesses client for eligibility at
intake; at all other shelters, ILP and full
assessment take place within 48 hours.

STRATEGIC QUESTIONNAIRE

INTERVENTION AREA: TRIAGE

Strategic
Questionnaire

Case manager determines client’s
case complexity by reviewing key
client assessment responses,
asking brief additional questions,
and inviting a self-assessment.

Client Meets Regularly with Case Manager

Case manager and client complete a comprehensive
ILP and define a move-out strategy.

Service Journey
Poster

Case manager explains move-out
strategy using the service poster.

Get Ready ‘ Look for Housing

Move Out

INTERVENTION AREA: THE JOURNEY

WORKS AND SAVES
MONEY

APPLIES FOR AND
MAINTAINS PA

GATHERS
DOCUMENTS

Client is prepared f

Case Manager Tracks Progress Staff Meet for Progress Planning

Shelter staff convene to make strategic and

Service Journey
Worksheet

Case manager and client discuss
both move out and general life
goals. Next-step activities are set
using the journey worksheet.

Your Journey from Shelter to Home

Get Ready

CARES Integration

Case manager logs client’s journey
goals in CARES.

tactical decisions based on triage data.

: Evidence-
Triage Data Report i
g p Service Sti
To better understand and manage Shelter staff meet r

caseload, case manager generates
reports about case complexity and
client progress. Shelter director
reviews triage data to understand
shelter-level progress and, as
challenges arise, make requests
to DHS.

INTERVENTION AREA: TRIAGE

T

evidence-based dec
improving move-out

PROGRESS SUMMARY:

HIGH MEDIUM

1

44444944449 ¢©

‘ o

444944494444

Based on shelter assessment data, DHS develops strategies fo
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Sampling
Research ethics protocol

Co-design
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INFORMED CONSENT

THANK YOU FOR SPEAKING WITH US!

Who are we?

We are independent researchers and designers from the Public Policy Lab. PPL
is a non-profit organization. We help government agencies provide better public
policies and services.

Today we are working with the NYC Department of Homeless Services (DHS) and
NYC Department of Social Services (DSS). We’re exploring how DHS, DSS, and
shelter providers can better help shelter clients find permanent housing.

Do you have to talk to us?

No, you don’t have to participate. If you are a DHS or DSS client, your application,
eligibility, or continued receipt of DHS services will not be affected, whether you
talk to us or not.

What will you be asked to do today?

We'll ask you about finding and transitioning to permanent housing. Our session
will take 60-90 minutes.

What happens with the information you share with us?

We will use what we learn from you, and from other people we speak with, to mal
reports and materials for DHS and DSS. We may also talk about this project on thy
Internet or at conferences or presemalions.

If it is okay with you, we might use quotes, images, and recordings of you in whal
we make. If you let us take photographs during our conversation, we will show
them to you so that you can delete any you don’t like.

CONSENT

HOW MAY WE CAPTURE YOUR STORY?

Will you keep my participation totally confidential? May we take notes while we talk? Yes / No
No, we can’t promise you complete confidentiality. We will share stories and . . ”
insights from the people we talk to. Someone who knows you might recognize yo| May we d"ec“y Quote “"nzs you say? Yes / No
from things you tell us or from images and recordings. May we audio-record our conversation? Yes / No
We will avoid collecting identifying information. We will avoid including it in our May we take photographs/videos where your face cannot be seen? Yes / No
blicly shared materials. We will also try to limit by combini "
publicly shared materials. We will also try to limit your exposure by combining May we take photographs/videos where your face can be seen? Yes / No
information from different research participants. Usually, no single person is
the obvious source of the information we share. We will never use your name or
likeness without your permission.
HOW DO YOU WANT TO BE DESCRIBED?
When our project is over, we'll delete identifying information from our non-publi
notes and materials. We will save your signed consent form in a different place What pronouns should we use to describe you? He / She
from our internal notes and materials. Liequuinu euoyd (183 40 [IEUWS IN0A S| JTYM ‘9A0GE Byl JO 1310 oy s
Other:
| 2AEpO1 Wiy J19SINOA jo ojoyd @oju e Juem nok §
PUBLIC suopsenh dn-mojjo) SAEY @m ji NOA 1DCIU0D oM AT :
POLICY ZNOA LOVINOID IM AVIA 4
LAB MAY WE CONTACT YOU?
o | May we contact you I' we have 'OHDW'UP queSﬁOHS? Yes / No oUs s g ) gt ZNoA @qiasep o] @sn em pinoys sunouold jeymm
— Do you want a nice photo of yourself from today? Yes / No 2038149530 369 0L LNVM NOA 00 MOH
H H H ON s/ s84 ) Zuves oqg UPD oouy 10K ssoyum soepiassydesBojoyd axey em Aen
If yes to either of the above, what is your email or cell phone number? oN o ?1‘);1 ) ZJuees oq JOUUET @ae) IN0A 810ymM soepiassydesdojoyd axel eam Aew

g ?S4E g g ' Ae
ON /S84 ) ZUOIIESIOAUOD IN0 PIOIVI-OIPNE 9M w

2Aes noA sBuyy ejonb Apjaeaip am Aew

oN /, ‘s.;a,(
oN /(sex )

ZMIE) BM B[IYM SBJ0U @XE] am Aew
ZAHOLS HNOA FHNLAVI IM AVIN MOH
I have read the above information and received answers to any questions I have
asked. I consent to take par(‘in this interview and to have any in!'or?nauo‘n I provide g INISNOD
be used in the manner described above. I expressly release the Public Policy Lab
and the City of New York from and against any and all claims which I have or may
have for invasion of privacy, defamation, or any other cause of action arising out of
the production, distribution, display or publication of the results of the project, so
long as the conditions of use described above are met.

Your Signature Date

Your Name (printed)
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2. DESIGNING SYSTEM-

DESIGNING FOR SYSTEMS OF SERVICE IN NYC HOMELESS SHELTERS | NATALIA RADYWYL | RSD8

PPPPPP
POLICY
LAB



SYSTEMIC SERVICE
BARRIERS FACTORS

Subsidies .

® e
.
.
® .
-

Profound

Needs 5 L
LT SHELTER
" Housing .~ STAFF
Availability @ .....

TIME
MANAGEMENT

RELATIONSHIPS

CLIENT
MANAGEMENT

GOAL
SETTING

INFO
CHANNELS

Shelter Enwronment
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MINDSETS

1.
The shelter is a
quick pitstop

Motivation

Complexity -

2.
Could move...
But won't

Motivation

Complexity -

3.
Doing everything
right - but no
movement

Motivation
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Motivation
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2.
Could move...
But won't

Motivation

Complexity -
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right - but no
movement

Motivation

Complexity
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SERVICE CONCEPT

I 0 u r J 0 u rn e fro m S h e Ite r to H 0 m e [ P : . i CASE MANAGER ¢ HOUSING SPECIALIST i  BROKER AND LANDLORD 9
This poster shows the process of moving into permanent housing. People you will i
While the starting point and order of steps may not be the same meetwhileina |  Conducts assessments, provides . ldentifies housing options, L Brokor wore on ettt of
A sTEP-BY_sTE P GU I DE g 'D . P . y referrals, and advocates for your provides referrals,and assists that they own. The broker works °" behalf 9‘
for everyone,this map includes the most important steps. program shelter | penefits and services. | with housing applications. i thelandlord to list and show housing, and s Department of
5 5 ¢ paid a fee for this service. Homeless Services
Get Read i
et Ready e Look for Housing Move In
@ TASKS OR MEETINGS THAT
. - ‘OCCUR MORE THAN ONCE. , . "
Gather Paperwork and Get Your Finances in Order Hit the Streets to Find a New Home Get Ready to Enjoy Your New Place!
~ Arive at ©' Meet with Case Manager ~ Prepare for e e e ® Meet with ® Search for Housing © Finda © Finalize © MeetCase ' getOrganized - Move Out © Settle Into Welcome Home! S,
 Program Shelter - and Create Move OutPlan ~  Housing Search steps below may not apply to everyone or happen in order. Housing New Home i Paperwork ‘' Manager for ¢ for Move Out : © Your New Home tnairg appart
: : Specialist : . ExitInterview : :
AN o/ EAAPRS SUREMENT Bikgar @ e | oo| ¥ s A p— ; (=) Essentials to Remember »Get Support
S | ‘ — T T |— . |ooe == e N : & ——— S—
welcowE | — | = == = [ = == |, | e | =] ; e s
: | - [— r— H H T : : : O Stick to your budget Call HomeBase at (329)-221.0043
: Y W Brockyn (F |‘| ‘#P : I : : : O Pay rent on time. o ination
H ‘ : : : : H O Clean your apartment Call HRA at (929)-221-5676
: i X % : : H : : : H O Mental health suppart
Participate in shelter intake. H Meat your casa manager for assessments H '-!:‘ .‘ Meat with your housing LOOK FOR APARTMENTS H VISIT APARTMENTS H TRACK VIEWINGS Find suitable housing, H Your case manager H Meet with your case H Complete your move : Finish packing, and : Keep an eye out for a O Be @ good nelghbor ‘Call NYC Wl hoting at
¢ and to discuss your needs and goals. i WORK AND SAVE MONEY APPLY FOR PUBLIC ASSISTANCE GATHER DOCUMENTS specialist to plan your AND ROOMS : : INHOUSING LOG and have your housing © submits your rental { manager to learn about © outchecklist by © cleanyour room. { text message and letter O Know where to go for support » 1.888.652.9385 (Press 2)
' Together you will make a plan for move : . housing search. They specialist approve it. © package to DSS. © Homebasa and other © connecting your ! . fromDSS. O Legal assistance
SINGLE ADULTS & ADULT FAMILIES : out, an Indepandent Living Plan (ILP). . Tiy to save money. If you're able Ifyou don't have public assistance Gather you'your family's are trained to help you Find vacant apartments Fill out your housing : : sarvices in your new : utilities, changing your : Say goodbye to shelter : Explore Your Neighborhood mn:uql-:-n-u--
Thera is no shelter aligibility : towork, find a job or keep up the (PA), apply at NYC Human essential paperwork: R — with this process. or rooms: og o track each Work with your housing i Yourhousingspecialist | paighborhood. ' address, and packing. © Clients and staff. © Keep doingwhat you mizs2e7IE
period. Within 48 hours of amiving - During this meating, you may also meat ; Iob you aready fave. lfyou cant B M ENTHAR * Social Scouriy cards = check listings apartment and/or room specialist to get an i will provideyouwitha i : i did tomove out: Thams 1o aces o can st which wil O Fooa pantry
at your shelter you will meet your | your housing speciallst. H ;ﬁéglv:;an:'m“dsy:: o ‘Your case manager has been = Birth certificates > You will continue - visit that youVe viewed. agreement from the © move out checklist to © Your case manager will : Speak with your  Organize transportation . = save money 0 Yok St e b yur neighberid. Call NYC Emerganey FoadLine &t
case manager to complete an : pay stubs or ather proot of i"’cm ;‘"‘"’h:."::’z:’:‘“":" * Passports or state IDs Once your meeting your housing N u("‘:.‘m: brokad/landlord. H complete while waiting H share a list of things H housing specialist or : for move out. . = maintain PA O Pulic library 18658888777
assessment and move out plan. " You will continue to meet your case : 10 show toyour casewarker, ple Miake mtiple copies. documents arein specialist at least every « follow your housing | foryourchek | youcandotogst © case manager about ; © = take care of yoursalf O Parkor plygrouna O Landiora's number:
: manager at least every two weaks to H order you can start two weeks to get help specialist's suggastions This will ensure that : Gﬁﬁ- N : sattle into your new : questions you have H Make sure you have all H and your family © Place ot warsnip O Supers numer:
FAMILIES WITH CHILDREN : check in on your progress, get support, : lcoking for housing. and discuss progress. your housing will be : oo """v“ St H neighborhood. ; about yo:n-»n home H of your documents. = plan o Moo
Thr i an alighilty periodwhen 2" ToAseYour mov out plan. ' Your casa mansger o o ot " L s Chock out tores and e © Boteges or e rcey
you first arrive at shelter. : will help organize paperwork Is being 4
You st arivo ¢ shotr, : i EDUCATION AND TRAINING PERSONAL CARE AND HEALTH MONEY MANAGEMENT ot procassed. :mvi:u near your naw o Restaurants and catee shogs
conditional placement for about H If you have kids, make sure they go to Take up courses or complete Follow up referrals and try to form Get better at making budgets, you're entitled to. L O Farmers market ;;z:y:-_::;
one waeek. Once you are eligible to : school. You have the right to keep them : qualifications that help you gain habits which help improve your saving, managing debt, and contact HRA at (718).857.1395.
remain in shelter you will meat intheir old school, even though you've H skills: GED's, technical training, mental and physical health. financial planning. During your housing search be sure to maintain your Fald e In halt asd dang me on your Mgge!
your case manager to complete an H moved. You can also enroll them in : or improving numeracy and housing eligibility. You must keep your public assistance
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3. PRACTICING
EMOTIONAL DEXTERITY
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CREATING
REFLEXIVE
SPACE

Accepting limitations

A trauma-informed
approach
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