
JOURNEY TO RECOVERY : FROM CRISIS BACK TO STABILIZED PERMANENT HOUSING

CRISIS INITIAL APPROACH ON THE STREET SOCIAL SERVICE WAITING/TRANSITIONDOUBLED-UP

CRISIS

Stay in relatively 
vulnerable status

Experience a major event that disrupts day-to-day routine Attempt to spread savings/resources for longer time Reach out to personal networks for alternative arrangements Look for other temporary resources Begin to seek out formal help Temporarily stay in publicly available areas 

SHELTER

Enter and bounce around in the shelter system

MAINTAIN

Attempt to stabilize and exit the system

SUPPORTIVE HOUSING

Try to qualify for long-term residence

REOCCUR

May re-enter the system
(if su�cient triggers exist) 

EMOTIONS

TOUCHPOINTS

ACTIVITIES

STAGES

OPPORTUNITIES

NEEDS

DATA INPUT

DATA OUTPUT

Experience 
emergencies

Reach out to 
families and 

friends

Look for other 
resources

Apply for financial 
assistance - SSI, 

SSDI, 
unemployment, 
food stamps etc.

Move in with 
friends/family and 

share resources 
with existing 

household 
members

Look for jobs to 
help out/get out 

of temporary 
situation 

Stay in 
van/car/tent etc. 

and try to gain 
access to other 

resources

Wait for 
assessment resultsGo on street Assigned a case 

manager

Provided with a 
fitting assistance 
suggested by the 
service provider

Return to the 
original stay and 

provided with 
some other 
assistance

Provided with 
other resources

Given resources 
for other fitting 

services (AA, drug 
rehabilitation)

Reached out by 
social workers

Reach out to 
shelters

Look up the 
service online

Call 311 for help

Get Referred

Accessed by the 
service provider

Try to find jobs, 
apply for financial 

assistance and reach 
out to churches / 

community centers 
for added help 

"Kicked out" from 
their current 

residence

Move to cheaper 
residences

Get placed on 
waitlists for 

different shelters / 
resources, based 

on urgency

End up staying on 
the street, public 

parks, public 
transportation etc 

while waiting

Prepare 
themselves to 

qualify for 
long-term 
residence

Prepare 
documentations 

and wait for 
processing

Get supportive 
housing 

Get placed in a 
temporary shelter 
(out of the waitlist)

Move from shelter 
to shelter 

Try to maintain 
housing and being 

clean

Look for jobs/ 
other resources to 
help with income 

and living a 
self-sufficient 

lifestyle 

Try to move out 
of their current 
conditions and 
own a stable 

home

Might be 
brought back to 
homeless once 

triggered by 
certain events

Get engaged in 
programs 

provided by the 
shelter

Suggested to 
apply for other 
service outside 

the shelter

Start to cut 
down expenses 
on 'unnecessary' 

items

Start to change 
shopping 

behaviors and 
locations

Look for 
alternative jobs

Reach out to 
churches, 

community 
centers, food 

depositories etc 
for assistance

Cannot afford to 
pay monthly 

rent

Move out (either 
get kicked out of 
choose to move 

elsewhere due to 
interpersonal 

issues)

Apply for financial 
assistance - SSI, 

SSDI, 
unemployment, 
food stamps etc.

If eligible

If not eligible

Resources on how to get 
out of these vulnerable 
conditions. For ex: away 
from a violent household, 
how to get sober etc. 

Planning before 
discharge/release, 
especially in the case of 
people leaving from 
institutions like jails and 
foster homes. Preparing 
them for what to expect in 
the world and how they can 
get a job and lead a stable 
life. What are the resources 
available to them? 

(when leaving foster 
home/jail): I need help 
finding a job when I get out; 
I need help getting access to 
resources; I need help 
building a good credit score; 
I need help finding an 
affordable place to live; I 
need help staying out of the 
'bad' circles; I need help 
building a new life for 
myself - achieving goals and 
ambitions; I need help in 
realizing my potential and 
identifying my passions and 
ambitions. 

(in bad living conditions) :  I 
need to know how to get 
myself out of this situation, 
who to go to for help and 
how I can build a normal life 
again on my own

(when losing job/income) : I 
need help maintaining my 
current expenses (rent, 
groceries etc.); I need help 
finding a new job and managing 
my expenses 

I need help paying my utilities 

(getting evicted) : I need help 
paying the rent; I need to buy 
more time from my 
landlord/landlady so I can look 
for a job; I need help finding a 
job

I need to know where else I can 
stay for cheaper (given my 
current loss of income) 

I need a safe space to live (after 
being kicked out of my house) 
for an affordable price 

I need help finding alternative 
jobs for additional income 

I need help budgeting my 
finances to last longer ( where 
can I cut costs?) 

I need extra food, utilities, help 
managing my kids (babysitting) 
while i work 

I need help paying my phone 
bill/utility bill, hotel/motel bill 
etc. 

I need help finding a 
cost-effective place to stay for 
longer 

I need help finding a job for 
financial assistance 

I need a place to stay for 
free/very low rent that is safe 
for my family and I 

I need a flexible 'landlord' 
situation - I'm unsure how long 
it'll take to get back to my 
original condition; need a place 
that is a little flexible to my 
current condition and needs

I need help splitting the rent 
with my family/friends or 
coming up with an agreeable 
pay-back/exchange of 
resources system

I need help finding and keeping 
a job 

I need help managing my 
finances 

I need help quitting my bad 
habits (drugs, alcohol etc.)

I need help managing my stress 
and sharing the work load in 
the shared household. 

I need help communicating 
with the relative/friend to make 
sure I do not ruin that 
relationship 

I need help finding a safe, free 
place to spend the night 

I need help finding available 
shelters/resources where I can 
find a more semi-permanent 
solution 

I need help finding food and 
access to a shower 

I need help staying out of the 
cold

(if I have a job): I need to find 
out how to keep my job despite 
being homeless so I do not fall 
back into financial strain. 

( if I have kids): I need help 
raising my kids, making sure 
they are safe and their lifestyle 
isn't affected 

I need help knowing how to 
best get access to the available 
resources. 

I need help filling out my 
application correctly so I can 
qualify for help fast 

I need help knowing exactly 
how and who to ask for help. 

I need a cell phone/address 
where I can receive follow up 
calls from these shelters. 

I need interim housing and 
food/hygiene resources

I need help building a "plan B", 
in case i do not qualify/do not 
make it off the waiting list. 

I need a stable housing 
situation, where I feel safe and 
can count on having that roof 
over my head on a regular basis 

I need to know how to prepare 
my documentation to qualify 
for long-term housing 

I need help saving up enough $ 
to move out of the shelter 
system  (financial planning) 

I need help staying clean and 
maintaining my job 

I need help not re-entering the 
system again 

I need help ensuring my 
children do not follow the same 
pattern and enter the shelter 
system 

I need help quitting my bad 
habits and staying clean 

I need basic amenities like food, 
water etc. 

I need access to mental and 
physical health care 

Because they are staying in 
these conditions for a while, 
kind of used to it. This is 
their normal. Don't think it 
can get any worse than this. 

Existing institutions:
- Documentation of drug and 

alcohol use, degree and working 
experience, illnesses

- Hospital bills

Exiting institutions: 
- Hospitals: medical incidents cannot afford 
- Rehabilitation center: drug and alcohol use

- Jail: 
- Unemployment office 

- Warning of eviction from landlord; Residents 
removal by State sheriff

- Court notice for eviction (apartment)

Purchases in thrifty/low-end stores

Moving and registration at 
cheap residences: 

motels/hostels

High school dropouts; crime 
records

Medical bills/records of 
chronic illnesses/people 
without insurance

Foster care records; Business 
closings; Violent crimes; 
Eviction notices; 

Credit scores 
Housing Foreclosure listings 

Domestic violence calls: 
location, income

Social security income 
applications: name location

Hotel/motel check-in: name, 
location, date

Hotel/motel check-out: name, 
date

Food pantry visit: name, 
location

Food pantry visit: service 
received

SSI application, SNAP 
application: service received

SSI application, SNAP 
application: SSN, name, DOB, 
location

Library job programs: Location, 
name, program participated

Gym application: Name, 
location of gym

Name, shelters visited, cause of 
homelessness

Homeless services to use

Background check: Project Exit 
Date, Destination, Project Start 
Date

Project Exit Date, Destination, 
Project Start Date, , 
Relationship to Head of 
Household, Housing Move-in 
Date, 

Project Exit Date, Destination, 
Project Start Date, , 
Relationship to Head of 
Household, Housing Move-in 
Date, 

Eligibility for shelter stay

Housing applications: Name, 
criminal record, employment 
status

Housing approval/rejection

Call 311: Name, assistance 
sought

311 record: agencies callers 
are referred to

Meet with case manager: name, 
SSN Date of Birth, Race, 
Ethnicity, Gender, Veteran 
Status, Disabling Condition, 
Project Start Date, Client 
Location

Background check: Name, SSN, 
criminal record

Income vs rent per 
neighborhood 

How other people deal with 
these sudden emergencies. 
Social support - how to connect 
with others in similar 
situations. Resources that 
connect them to new jobs, 
employment opportunities, 
housing assistance. 

Sad, shock, overwhelmed. 
Trying to come to terms with 
what happened, but believe 
that 'it's not that bad' and it's a 
temporary phase and can still 
get through it. Controllable 
damage.

Panic. They are quickly running 
out of options and need to find 
a better solution fast, while 
moving their belongings out of 
their house.

Damage control. 
Budgeting/planning to make 
their money and available 
resources last for as long as 
they can muster.

"This is temporary. I will need it 
till I get back on my feet" 
Usually consider it a short-term 
situation, which will be quickly 
remedied. 

Ran out of their own resources, 
so immediate need to reach out 
for help to their closest 
friends/relatives network.

No more a temporary situation. 
This is really bad and I need 
some help (from an external 
source)

Motivated to look for help and 
other resources but feeling 
helpless/overwhelmed at 
inability to remedy situation. 

If person has good relationship 
with who they are doubling up 
with, it's a sense of relief that 
they have someone that they 
can count on.

Feeling low and hopeless. 
Exhausted all available 
resources. Overwhelmed at 
losing all possible sources of 
help and needing to move out. 
Might be concerned for safety. 
In search of help from formal 
agencies

This phase is marked by a sense 
of hopefulness (at receiving 
help) and hopelessness (the 
wait-time, the temporary 
nature of it all can cause a lot of 
anxiety and street about not 
knowing where you will be 
tomorrow, whether you will 
qualify, where you can stay etc.) Anxiety at not knowing what 

will happen and where the 
person will stay for the 
night/upcoming nights. 

Take active steps towards 
changing their life and trying to 
qualify for long term help. 
Hopeful that this can be their 
way out.

Hopeful that they can exit the 
system. Determined never to 
enter it again.

Disappointment. Not 
wanting to return to this 
system again, having gone 
through it once/twice 
already. 

Maybe a sense of 
resentment - even after 
going through a tough 
struggle and doing so well, 
they may end up back in 
the same system.

Sad, but hopeful that they will 
get out of this soon.

How to prevent it from getting 
to the point of an eviction. 
What are some of the 
resources they can take 
advantage of instead of going 
to stay in a hotel/motel? Can 
organizations help give 
financial assistance/budgeting 
to help them get back on their 
feet? 

Resources that can help them 
stretch and plan their budgets 
and what they can do in the 
meantime to improve their 
circumstances.

There are several resources 
available by both, govt and non 
- govt organizations that they 
can take advantage of for 
transportation, food, medical 
assistance etc. However, this 
info is not known by all and isn't 
easily available. Maybe making 
info available to them when 
they need it most, in a way 
that's easy to consume could 
be helpful. 

Connections to food banks in 
the neighborhood, discount 
markets, restaurants with 
cheap food options. 

Teaching them about budgeting 
and how best to reduce their 
credit card debt and other 
economical hacks. 

Assistance in filling out and 
applying to jobs. 

Connections and awareness of 
available positions in the 
vicinity and helping them 
procure the jobs
(recommendation letters etc.) 

Assistance in planning out how 
they can use this time "doubled 
up" to help them get back on 
their feet. Preventing them 
from losing this resource (For 
ex: diversion). Can they have 
some spreadsheets / materials 
that help them plan how much 
to budget based on size of 
household and from other 
experiences state what to and 
what not to do to avoid losing 
this housing.

Information/resources that 
connect them to other available 
resources that provide 
temporary shelter, showers, 
food etc. 

Connect them directly to the 
shelter system and get their 
paperwork ready so that they 
aren't completely homeless for 
a brief period of time. 

Making the process easy and 
streamlined. Instead of having 
them fill out paperwork 
multiple times, can they use 
one data point to connect them 
to a myriad of resources? 

Many of the people calling in do 
not have cell phones/ a 
permanent address they can be 
contacted at. Can they be 
provided with an easy way to 
get in touch with these shelters 
on the status of their 
application? Alternatively, can 
there be interim help provided 
to them? 

Many of these people may need 
permanent housing in the 
future. So provide helpful 
resources to aid them in 
qualifying. For ex: rehab 
resources to wean off from 
drug/alcohol use. 

People are usually concerned 
for their safety. Maybe 
connecting these people to not 
shelters, but safe spots in the 
neighborhood that they can 
stay/spend the night at. In some 
cases, agencies offer free 
bus/train tickets for people 
when shelters are full. How 
many people are aware of 
these resources and take 
advantage of them? 

Before they exit one shelter 
system, provide them with 
resources that will help them 
be self-sufficient. It's not just 
about housing, but about 
mental/physical health, about 
food, job security etc. Can it 
also be about providing these 
services and learnings? 

Work with a dedicated case 
manager who, instead of just 
letting them bounce from one 
shelter to the other, give them 
personalized help and overall 
(holistic) service based on their 
experiences, needs, challenges 
etc. For ex: if the user is 
someone who suffered 
domestic abuse, providing 
him/her with not only housing 
options, but also 
networks/resources to help her 
feel mentally healthy and get 
back to her regular self 
(applying for jobs etc.) might be 
more helpful. 

Follow up and long - term 
relationship: A case 
manager/someone working 
with them as they begin to 
stabilize their lives and become 
self-sufficient. Someone who 
follows up and checks up on 
them, connects them to helpful 
resources, keeps them away 
from slipping into patterns etc. 

Sometimes it might even be 
about providing auxiliary 
services. Like: helping them 
babysit while they're working, 
so that they can continue to 
help make themselves 
self-sufficient. 

Build a support community - 
connect them to others who 
may be in challenging situations 
so they help each other avoid 
falling into patterns (of using 
substances, gambling etc.) 

Help them set up a savings 
account (to plan for any sudden 
emergencies etc.), and practice 
healthy spending and 
budgeting to manage their 
expenses. 

Instead of having to go 
through the entire system 
again, connecting with 
someone who knows their 
case (maybe their previous 
case manager) and 
working with them to 
figure out the 
easiest/more effective way 
to get out of their current 
situation.

Job applications 

Applications to supplemental programs 
including: Social Security Income, SNAP, 
Catholic Charities; Using the library for 

employment searches

Services provided by churches, religious and 
community centers

Rent/utility payment

Social network Job applications Residence and resources 
from social network

Social network Applications to supplemental programs 
including: Social Security Income, SNAP, 
Catholic Charities; Using the library for 

employment searches

- Information channel (word of mouth, 
Internet, community)

- Public/cheap facilities (community centers, 
gyms, YMCA, schools etc.) for access to other 

resources - like showers

- Job applications 
- Applications to supplemental programs 
including: Social Security Income, SNAP, 
Catholic Charities; Using the library for 

employment searches"

- Information channel (word of mouth, 
Internet, community )
- 311 Calling center

- Reception/information center of shelter
- Internet/ Search engines
- Reachout engagement 

- Catholic (311 homeless) Calling center
- Reception/information center of shelter

- Internet/ website of service provider

A list of services provided

Screening process and criteria - Screening process and 
criteria

- A list of services provided

- Screening process and criteria
- A list of services provided

- Screening process and criteria
- Waitlist system

Process session and waiting 
time

- Residency in the shelter
- Programs provided by shelters

- Applicable programs

- Documentations required for 
application

- Process session and waiting time
- Waiting list system

- Criteria for application
- Waiting list system

- Assistant programs (AA, job training)

Financial/lifestyle management - Job applications
- Source of information

Sources of other residences Financial/lifestyle managementSupportive houses

- Shelter check-in and check-out
- Information of shelters

Problem Statement 1: Identify people with high risk and prevent them from entering the system Problem Statement 2: Prevent People from Reentering the System


