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WHAT IS HOMELESS DIVERSION?

• EMPOWERING PERSONS FACING IMMINENT HOMELESSNESS TO IDENTIFY SAFE AND 
APPROPRIATE HOUSING OPTIONS (OTHER THAN STREET/CAR/SHELTER), AND ASSISTING THEM 
IN AVOIDING SHELTER AND RETURNING IMMEDIATELY TO HOUSING

• THIS COULD BE TEMPORARY OR PERMANENT

Presenter
Presentation Notes
Jen - Shelter diversion is a strategy that prevents homelessness at the front door by helping persons identify immediate alternate housing arrangements. Diversion programs can reduce the number of families becoming homeless, the demand for shelter beds, and the size of program wait lists. The U.S. Interagency Council on Homelessness and the National Alliance to End Homelessness encourage communities to include shelter diversion as an important part of Coordinated Entry efforts.Persons chart their own way out of shelter and back into housing.  We follow their lead, providing the minimum amount of assistance to help them get housed. 



HOMELESS DIVERSION IS NOT…

• CASE MANAGEMENT

• OPERATION DIVERSION/JAIL DIVERSION

• DELAYED DIVERSION

• OVERFLOW SHELTER

• DETERMINATION OF SHELTER ELIGIBILITY OR A BARRIER TO SHELTER

Presenter
Presentation Notes
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DIFFERENCE BETWEEN PREVENTION, DIVERSION AND 
RAPID RE-HOUSING

Consumer’s Housing Situation Intervention Used

At imminent risk of losing housing:
Precariously housed and not yet homeless Prevention

Requesting Shelter:
At the “front door” or another 

program/system entry point seeking a place 
to stay

Diversion

In Shelter:
Homeless / in the homeless assistance 

system Rapid Re-Housing

Presenter
Presentation Notes
Jen - The main difference between diversion and other permanent housing-focused interventions centers on the point at which intervention occursPrevention is for individuals at imminent risk of losing their housing for individuals who are housed, not yet homelessDiversion services are light touch services with minimal financial assistance helping participants chart their own way out of shelter and back into housingRapid Rehousing are for those that are already in the shelter or literally homeless



WHEN AND WHERE DIVERSION CAN HAPPEN

Presenter
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HOMELESS DIVERSION PRINCIPLE 1

CRISIS RESOLUTION 

• HOMELESSNESS IS A CRISIS - AS IN CONFLICT, PERSONS IN CRISIS ARE LESS LIKELY TO CLEARLY 
THINK THROUGH PROBLEMS AND ADVOCATE FOR THEMSELVES.

• FIRST LISTEN AND VALIDATE THEIR EXPERIENCE, BEING NON-JUDGMENTAL.

• CLIENT CENTERED, DON’T ASSUME WHAT PEOPLE NEED, HELP THEM ARTICULATE THEIR OWN 
NEEDS.

Presenter
Presentation Notes
Jen – Diversion specialists responses must include:  Triage, Focus on personal safety as the first priority, de-escalation of emotions, clear, achievable action steps, returning the person total control over their own problem-solving



HOMELESS DIVERSION PRINCIPLE 2

CLIENT CHOICE – RESPECT AND EMPOWERMENT 

• STAFF MUST HELP PEOPLE IN CRISIS REGAIN A SENSE OF CONTROL

• FOCUS IS ON CLIENT’S GOALS, CHOICES, AND PREFERENCES 

• UNWAVERING RESPECT FOR CLIENT’S STRENGTHS AND REINFORCEMENT OF PROGRESS ARE 
ESSENTIAL FOR EMPOWERMENT

• THIS DOES NOT MEAN CLIENTS ARE PROTECTED FROM THE NATURAL CONSEQUENCES OF 
THEIR ACTIONS

Presenter
Presentation Notes
Jen - People in crisis may feel paralyzed by the urgency and the potentially devastating consequences of their situation. Services must help people in crisis regain a sense of control and feeling of empowerment to actively overcome obstacles. A constant emphasis on the client’s goals, choices, and preferences, an unwavering respect for their strengths, and reinforcement of progress are essential for empowerment. This does not mean clients are protected from the natural consequences of their actions.



HOMELESS DIVERSION PRINCIPLE 3

PROVIDE THE MINIMUM ASSISTANCE NECESSARY FOR THE SHORTEST TIME POSSIBLE

Presenter
Presentation Notes
Jen - Respect includes “letting go” as soon as the person has the resources, knowledge and tools to continue their lives--however they choose to live them. Providing “just enough” to prevent homelessness enables a program to help far more people in crisis. 



HOMELESS DIVERSION PRINCIPLE 4

MAXIMIZE COMMUNITY RESOURCES

• LIGHTEST TOUCH – CLIENTS MAY BE ABLE TO SELF-RESOLVE

• TRY TO COORDINATE RESOURCES, NOT DUPLICATE THEM

Presenter
Presentation Notes
Jen - Mainstream assistance programs are intended to be the backbone of every community. Creating duplicate services for a sub-population such as people at risk of homelessness allows mainstream agencies to continue to bypass, or ineffectively serve, clients who have a right to better quality and access. Duplication also wastes valuable, limited resources that could be spent to keep more households from becoming homeless.Coordinate resources do not duplicate. 



HOMELESS DIVERSION PRINCIPLE 5

THE RIGHT RESOURCES TO THE RIGHT PEOPLE AT THE RIGHT TIME

• LIGHTEST TOUCH 

• RESERVE SHELTER BEDS FOR THOSE IN MOST NEED

• CONNECT PEOPLE TO RESOURCES

Presenter
Presentation Notes
Jen -- The earlier a program intervenes in a housing crisis, the lower the cost.  Research shows that most people who receive prevention assistance would not have become homeless even without assistance. The later the intervention, the more costly and the lower the success rate. 



DIVERSION BASICS

• DIVERSION CONVERSATIONS WONT BE THE EXACT SAME, HOWEVER, THE QUESTIONS FOR 
THE HOUSEHOLD SHOULD BEGIN EXPLORING POTENTIAL RESOURCES AND SOLUTIONS TO 
ADDRESS THE IMMEDIATE NEED FOR HOUSING STABILITY. 

• SOME FAMILIES MAY NOT BE GOOD CANDIDATES FOR DIVERSION PROGRAMS DUE TO A LACK 
OF SAFE AND APPROPRIATE HOUSING ALTERNATIVES; AND REQUIRE IMMEDIATE ADMITTANCE 
TO SHELTER, E.G. FAMILIES FLEEING DOMESTIC VIOLENCE. 

• FAMILIES’ SAFETY SHOULD ALWAYS BE THE TOP CONSIDERATION WHEN THINKING THROUGH 
WHAT INTERVENTION FITS THEM BEST

Presenter
Presentation Notes
Alex



DIVERSION ASSESSMENT

• FIRST, EXPLAIN THE DIVERSION CONVERSATION

“OUR GOAL IS TO LEARN MORE ABOUT YOUR SPECIFIC HOUSING SITUATION RIGHT NOW AND 
WHAT YOU NEED, SO THAT TOGETHER WE CAN IDENTIFY THE BEST POSSIBLE WAY TO GET YOU 
A PLACE TO STAY TONIGHT AND TO FIND SAFE, PERMANENT HOUSING AS QUICKLY AS 
POSSIBLE. THAT MIGHT MEAN STAYING IN SHELTER TONIGHT, BUT WE WANT TO AVOID THAT IF 
AT ALL POSSIBLE. WE WILL WORK WITH YOU TO FIND A MORE STABLE ALTERNATIVE IF WE CAN.”

Presenter
Presentation Notes
Sarah - What is being established in the opening script is a transparent explanation of what is about to happen for the person that is seeking shelter, understanding this may not be what they wanted to hear. First, we are interested in their housing situation right now – not the entire housing history. Second, it emphasizes that the work moving forward is something that will happen together. In other words, this is not a situation where a household can drop their housing crisis onto someone else’s lap to fix. Third, it focuses on safe, permanent housing, while being clear that if it is possible to avoid a shelter stay to achieve that, then doing so would be most desirable. 



DIVERSION ASSESSMENT

• WHY ARE YOU SEEKING EMERGENCY SHELTER TODAY? 

• WHAT ARE THE OTHER THINGS YOU TRIED BEFORE YOU SOUGHT SHELTER TODAY? 

• WHAT ARE THE OTHER THINGS YOU HAVE THOUGHT ABOUT TRYING BUT HAVE NOT 
ATTEMPTED YET, IN ORDER TO AVOID NEEDING SHELTER TODAY?

Presenter
Presentation Notes
Alex - The key element of the first question is emphasis on today. Another way of looking at this, and even probing for more information, is why they were not seeking shelter yesterday, and why they are not here tomorrow. In most instances, the diversion worker will learn of a specific conflict or event that has occurred that has brought them to a place of seeking services today. If it is possible to resolve the conflict or address the event before progressing any further, that should be done.The two other questions are exploratory in nature. In learning what they have already tried, there is an opportunity for the diversion worker to learn what worked and did not work. There is also an opportunity to not suggest things that have already been Progressive Engagement & Coordinated Entry September 2017 OrgCode Consulting, Inc. 5 attempted. The more important of the questions by way of diverting people from shelter is that which they have thought about doing but have not tried yet. In most instances this results in concrete actions that can be attempted at that moment, though taking those actions may require assistance with accessing a phone, counselling/briefing on what they are thinking of attempting, accessing transportation, etc. 



DIVERSION ASSESSMENT

• WHERE WAS THE LAST PLACE YOU SLEPT WHERE YOU WERE HOUSED AND FELT SAFE? 

A. IF STAYING WITH SOMEONE ELSE, WHAT IS THE RELATIONSHIP BETWEEN THEM AND YOU?

B. HOW LONG HAVE YOU BEEN STAYING THERE? 

C. WHERE DID YOU STAY BEFORE THAT? 

D. WOULD IT BE SAFE FOR YOU TO STAY THERE AGAIN FOR THE NEXT 3-7 DAYS?

Presenter
Presentation Notes
Sarah - If they slept somewhere where they could potentially safely stay again, there might be an opportunity for diversion. You are trying to ascertain whether the place they are coming from is safe to return to while the household works on a more permanent housing solution. 



DIVERSION ASSESSMENT

• WOULD YOUR WHOLE HOUSEHOLD BE ABLE TO RETURN AND STAY THERE SAFELY FOR THE 
NEXT 3-7 DAYS? 

• IF THE CLIENT INDICATES THE PLACE WHERE THEY STAYED IS UNSAFE, ASK WHY IT IS UNSAFE. 

• SOME FAMILIES MAY NOT BE GOOD CANDIDATES FOR DIVERSION PROGRAMS DUE TO A LACK 
OF SAFE AND APPROPRIATE HOUSING ALTERNATIVES AND REQUIRE IMMEDIATE ADMITTANCE 
TO SHELTER, E.G. FAMILIES FLEEING DOMESTIC VIOLENCE. FAMILIES’ SAFETY SHOULD ALWAYS 
BE THE TOP CONSIDERATION WHEN THINKING THROUGH WHAT INTERVENTION FITS THEM 
BEST

Presenter
Presentation Notes
Alex - There are discernible differences in the diversion process when the person seeking shelter services has been in a safe, appropriate place for some time versus the person that is bouncing around from one location to another without safety and security.



DIVERSION ASSESSMENT

• EVEN IF IT’S TEMPORARY OR MEANS STAYING WITH SOMEONE YOU KNOW, CAN YOU THINK 
OF ANY HOUSING OPTIONS THAT MIGHT BE AVAILABLE TO YOU IN THE NEXT FEW DAYS OR 
WEEKS? 

• WHAT IS THE PRIMARY/MAIN REASON THAT YOU HAD TO LEAVE THE PLACE WHERE YOU 
STAYED LAST NIGHT? 

• ARE THERE ADDITIONAL REASONS WHY YOU CAN’T STAY THERE ANY LONGER?

Presenter
Presentation Notes
Sarah - Even if there is an option outside of shelter that is only available for a very short time, it’s worth exploring if this housing resource can be used. Another way of looking at this step is “what is the story behind the story?”, which is intended to enrich the contextual understanding for the diversion worker to figure out a pathway forward. 



DIVERSION ASSESSMENT

• IF THERE IS AN OPTION TO STAY IN SOMEONE ELSE’S HOUSING - WHAT NEEDS TO CHANGE 
OR HAPPEN IN ORDER FOR YOU TO STAY WITH YOUR FRIEND/FAMILY? 

• CAN THOSE ISSUES BE RESOLVED WITH REUNIFICATION, DISPUTE RESOLUTION, FINANCIAL 
SUPPORT, ETC.? 

Presenter
Presentation Notes
Alex - This is an entry into progressive engagement with diversion. Instead of going “all in” with a solution or even a range of resources, the fundamental question is “What would it take to be able to stay there temporarily?” In other words, the diversion worker is asking the service-seeker what they feel the solution would be rather than, perhaps, providing more resources than are actually required or more intervention that what would be necessary. If the issues can be solved with mediation or some financial assistance (or all of the above), there might be an opportunity for diversion.



DIVERSION ASSESSMENT

• WHAT IS MAKING IT HARD FOR YOU TO FIND PERMANENT HOUSING FOR YOU/YOU AND 
YOUR FAMILY - OR CONNECT TO OTHER RESOURCES THAT COULD HELP YOU DO THAT? 

• WHAT DO YOU FEEL ARE YOUR BARRIERS? WHAT ASSISTANCE DO YOU FEEL YOU NEED?

• IF MOVING INTO YOUR OWN UNIT IS AN OPTION - WHAT RESOURCES OR STEPS WOULD 
YOU NEED TO OBTAIN HOUSING ON YOUR OWN (FINANCIAL ASSISTANCE, LANDLORD 
ADVOCACY, TRANSPORTATION, ETC.)?

Presenter
Presentation Notes
Sarah - If the household could obtain their housing with some assistance, let the family or individual know what role diversion services can play. The fact that this step comes later in the diversion process is also progressive engagement in action. Rather than leading with barriers or history in the diversion engagement, we are focused first on action. It is entirely likely that many of the people seeking shelter services can be diverted before ever reaching this step. Rather than trying to prescribe a program or service response, the ball is put into the court of the service-seeker to name the barriers and assistance required. 



DIVERSION ASSESSMENT

• IF ADMITTED TO SHELTER THERE IS STILL AN EXPECTATION THAT YOU WILL BE ATTEMPTING TO 
SECURE PERMANENT HOUSING FOR YOU (AND YOUR FAMILY). WHAT IS YOUR PLAN AT THIS 
POINT FOR SECURING HOUSING IF YOU ARE ADMITTED TO SHELTER?

Presenter
Presentation Notes
Sarah - If the household has a plan in place, terrific. If not, there is an opportunity to engage in solution creation without provision of a one-size fits all solution. It is better that, from the front door of the shelter, there is a focus on having people plan their own exit prior to entry rather than having people come into service and then find the way out. This also is critical for setting up opportunities for self-resolution within shelter. 



ROLE PLAY
• YOU (PAT) CAME SEEKING A SHELTER BED AFTER YOUR SISTER WHO YOU’D BEEN STAYING WITH FOR 

SEVERAL MONTHS KICKED YOU OUT.

• YOU HAD ORIGINALLY AGREED ON STAYING A MONTH, BUT WITH THE JOB MARKET WHAT IT IS, IT’S 
BEEN HARD TO FIND WORK. AS MONTH 3 STARTED YOUR SISTER RUDELY SHOWED YOU THE DOOR. 
YOU NORMALLY GET ALONG, BUT SHE HAD BEEN COMPLAINING ABOUT MINOR THINGS LIKE 
DOING THE DISHES. (DOESN’T SHE KNOW HOW STRESSFUL IT IS TO NOT HAVE YOUR OWN PLACE 
AND NOT BE ABLE TO FIND WORK?) YOU TWO HAVE HAD A FEW ARGUMENTS AND YOU 
ACKNOWLEDGE THAT YOU’RE NOT EXACTLY THE NICEST WHEN YOU FIGHT.

• YOU HAVE ONE SEMESTER LEFT IN SCHOOL BUT CAN’T REGISTER FOR CLASSES UNTIL YOU PAY A 
COUPLE HUNDRED BUCKS FROM LAST SEMESTER. YOU WOULD LIKE TO BE WORKING BEFORE YOU 
START YOUR FINAL TERM AT SCHOOL.

• YOU HAVE EXPERIENCE BEING A SERVER, BUT CAN’T SEEM TO FIND A DECENT PLACE THAT IS HIRING.



ROLE PLAY

• VIDEO

• PAT’S STORY



CREATING OPPORTUNITIES FOR SELF-RESOLVING IN 
SHELTER

• MAJORITY OF SHELTER USERS ONLY USE SHELTER ONCE AND GENERAL FOR SHORTER PERIODS 
OF TIME

• FOR A LONG TIME, THERE WERE NOT PROGRAMS LIKE RRH, BUT PEOPLE STILL FOUND A WAY 
TO GET OUT INTO HOUSING

• BARRIERS MAY INCREASE OPPORTUNITY FOR HOUSING PROGRAMS TO BE EFFECTIVE

• HAVING PROVIDERS COMMIT TO DIVERSION CONVERSATIONS WILL ENSURE THAT ALL 
FAMILIES HAVE A CHANCE AT BEING DIVERTED AND THAT SHELTER BEDS ARE RESERVED FOR 
FAMILIES WHO LITERALLY HAVE NOWHERE ELSE TO GO.

Presenter
Presentation Notes
Sarah - Analysis of shelter data in our community demonstrates that the majority of shelter users only use shelter once in their life and generally for shorter periods of time (two weeks or less). For a long part of the history of sheltering there were not programs like Rapid ReHousing, and people by and large were still assisted and able to get out of shelter and into housing. Analysis of data reveals that if you are economically poor (including on assistance), live with a mental illness or substance use disorder, or have barriers like being a registered sex offender, having poor credit, or less than ideal tenancy history – you are more likely to be housed than homeless. You are also more likely to be in the private market without any sort of subsidy. You are likely to live in housing that would pass inspection. You are not very likely to be in a situation of overcrowding. While all of these are true, they are often unknown or discounted, which interferes with the application of progressive engagement. We need to learn more about how most people are self resolving within a short period of time, and frame that as normal operating procedure for all shelter users



DIVERSION SERVICES

• UTILITY ASSISTANCE

• GROCERY CARD 

• CERTIFICATIONS OR LICENSE FEES RELATED 
TO SCHOOL OR EMPLOYMENT 

• VEHICLE REPAIR

• TRANSPORTATION (INCLUDING BUS TICKETS 
FOR BOTH LOCAL TRANSPORTATION AND 
RELOCATION)

• MEDIATION

• CONNECTION TO MAINSTREAM RESOURCES

• LEGAL SERVICES

• WORK OR EDUCATION RELATED 
ASSISTANCE

• HOUSING SEARCH

Presenter
Presentation Notes
Sarah - The services families are provided with when being diverted are services that caseworkers in most poverty and homeless assistance organizations are already trained and funded to deliver.  The left column indicates services or resources the community or agency may be able to provide if funding streams for the agency allow.  The right column are human services, generally just take support of staff – Diversion Specialist training



DIVERSION SERVICES

• DIVERSION CONVERSATIONS SHOULD BE FOCUSED ON AN INDIVIDUALS’ HOUSING 
SITUATIONS, RESOURCES, AND ABILITY TO IDENTIFY AND OBTAIN SAFE HOUSING OPTIONS 
OUTSIDE OF THE HOMELESS HOUSING SYSTEM. THE ROLE OF STAFF IS TO PARTNER WITH THE 
HOUSEHOLD TO IDENTIFY VIABLE ALTERNATIVES FOR TEMPORARY OR PERMANENT HOUSING 
STABILITY. SERVICES AND BEST PRACTICES INCLUDE

Presenter
Presentation Notes
Alex



DIVERSION SERVICES

• SERVING AS A MEDIATOR TO ASSIST HOUSEHOLDS IN HAVING DIFFICULT CONVERSATIONS 
WITH INDIVIDUALS IN THEIR SUPPORT NETWORK. THIS SOMETIMES WILL BE WITH 
FRIENDS/AND OR FAMILY, DEBT COLLECTORS, OR LANDLORDS IF IT IS SHORT-TERM AND LEADS 
TO A HOUSING ALTERNATIVE. 

• SHARE IDEAS OR RESOURCES FOR HOUSING SEARCH. 

• SERVING AS AN ADVOCATE OR NEGOTIATOR WITH LANDLORD OR DEBT COLLECTOR

Presenter
Presentation Notes
Alex



DIVERSION SERVICES

• HOLD DIVERSION CONVERSATIONS THAT FOSTER EFFECTIVE PARTICIPANT “PROBLEM 
SOLVING”. THESE CONVERSATIONS INCLUDE OPEN ENDED QUESTIONS, AND MOTIVATIONAL 
INTERVIEWING. 

• FOLLOW THE LEAD OF THE HOUSEHOLD AND DO NOT INHIBIT THE HOUSEHOLD FROM 
PURSUING A HOUSING SITUATION, EVEN IF IT’S ONLY A SHORT-TERM SOLUTION. 

• CONNECT HOUSEHOLDS TO LONGER TERM SUPPORTS AND RESOURCES, INCLUDING 
MAINSTREAM SERVICES THAT CAN ADDRESS ON-GOING NEEDS.

Presenter
Presentation Notes
Sarah



DIVERSION SPECIALIST QUALITIES

THEY SHOULD BE AN EXTRAORDINARY PROBLEM SOLVER WHO IS REMARKABLY RESOURCEFUL

• BEING SOLUTION-FOCUSED MEANS THE INDIVIDUAL WILL WORK THE PROBLEM TO FIND A 
SOLUTION

• THEY FIND A WAY TO MAKE IT WORK WITH WHAT THEY HAVE, EVEN WHEN IT IS NOT IDEAL.

Presenter
Presentation Notes
Jen – (click as you are reading to reveal emphasis) They must embrace and empower self-determination.A good Diversion Specialist works with the household seeking assistance. They do not do things to the household nor do they do things for the household. A good Diversion Specialist knows how to transparently present options for consideration by the household and empowers that household to resolve their own situation to the best of their ability, progressively engaging only when the household has demonstrated an inability to effectively engage with the resources and options provided.



DIVERSION SPECIALIST QUALITIES

THEY NEED TO THINK BEFORE REACTING

• A GOOD DIVERSION SPECIALIST PUTS THEMSELVES ON DELAY. 

• THE CLIENT SAYS SOMETHING, THE DIVERSION SPECIALISTS TAKE A PAUSE, SOMETIMES COUNTING 
IN THEIR HEAD, BEFORE RESPONDING. 

• THIS AVOIDS UNNECESSARY CONFLICT, FEELINGS OF INTERROGATION, AND THE RAPID EXCHANGE 
THAT CAN INTERFERE WITH REMAINING OBJECTIVE.

Presenter
Presentation Notes
Alex - (click as you are reading to reveal emphasis) They must have impeccable personal boundaries.Whatever is happening in the life of the client, a good Diversion Specialist will know how to separate that professionally from their own life and experience, so that emotions and resources on a personal level do not interfere in the process for the client.



DIVERSION SPECIALIST QUALITIES

THEY MUST REMAIN OBJECTIVE AND FAIR.

• A GOOD DIVERSION SPECIALIST SEES THE NEEDS OF THE HOUSEHOLD IN FRONT OF THEM WHILE 
ALSO THINKING OF ALL HOUSEHOLDS IN SIMILAR CIRCUMSTANCE. 

• THEY ARE NOT GOING TO CIRCUMVENT THE PROCESS, NOR ARE THEY GOING TO MAKE 
EXCEPTIONS. 

• THEY BUILD TRUSTWORTHINESS THROUGH THE TRANSPARENCY OF WHAT THEY DO.

Presenter
Presentation Notes
Sarah (click as you are reading to reveal emphasis) They must have unwavering integrity of process and remain impartial to all parties that may be trying to influence the situation.



DIVERSION SPECIALIST QUALITIES

THEY MUST FOCUS ON THE PROBLEM/ISSUES, NOT THE EMOTIONS.

• A DIVERSION SPECIALIST SHOULD HAVE COMPASSION. 

• SEPARATE THE OVERWHELMING EMOTIONAL CONTEXT THAT THE HOUSEHOLD FINDS THEMSELVES IN 
FROM THE PROBLEMS THAT LED THE HOUSEHOLD TO SEEK SERVICE IN THE FIRST PLACE. 

• THE SPECIALIST CAN TEMPER THE RESPONSE TO THE EMOTIONAL OUTBURST AND ENCOURAGE 
DEALING WITH THE REAL ISSUE(S).

Presenter
Presentation Notes
Jen - (click as you are reading to reveal emphasis) The Diversion Specialist needs to see exactly where things are at in the present to work with the household to prepare a course of action for the future. And when the household seems fixated on past events,The Diversion Specialist works hard to get them to focus not on “what happened” but instead on “what’s next?”.



DIVERSION SPECIALIST QUALITIES

THEY MUST EXERCISE DIRECT COMMUNICATION AND ACTIVE LISTENING.

• NO SUGAR COATING OR MISLEADING REFERRALS 

• FOCUS ON FACTS RATHER THAN OPINION OR ADVICE. 

• DISTINGUISH BETWEEN WANT AND NEED

Presenter
Presentation Notes
Sarah - (click as you are reading to reveal emphasis)  A good Diversion Specialist uses the lightest touch possible after understanding the true needs of the household. This is critical given the household can, quite honestly, approach services feeling a sense of entitlement, or wanting what their friends have received, or even getting what they were given in a previous encounter with the system. A good Diversion Specialist focuses on needs, not wants.



SUCCESSFUL DIVERSION

• SUCCESSFUL DIVERSION COMES IN MULTIPLE FORMS. THE HOUSEHOLD COULD BE IN THEIR OWN 
HOME, LIVING WITH FAMILY OR FRIENDS, OR THEY COULD BE IN SHARED HOUSING. IN OBTAINING 
THESE OUTCOMES, DIVERSION MIGHT SUPPORT A HOUSEHOLD GO BACK TO THE HOME THEY 
HAVE RECENTLY STAYED (I.E. MEDIATION, FOOD ASSISTANCE, BACK RENT) OR IT MIGHT SUPPORT A 
MOVE OUT OF THE AREA TO STABLE HOME (I.E. BUS FARE, PHONE FACILITATION) OR IT MIGHT BE A 
MOVE INTO A NEW HOUSING SITUATION (I.E. LANDLORD ADVOCACY, FIRST/LAST RENT). 

• A SUCCESSFUL DIVERSION SOLUTION MAY BE TEMPORARY. SOMETIMES IT’S DIFFICULT TO PROJECT 
HOW LONG A TEMPORARY HOUSING SOLUTION WILL LAST, BUT A GOOD PRACTICE IS TO AIM 
FOR A SOLUTION THAT WILL LAST FOR AT LEAST 90 DAYS. 

Presenter
Presentation Notes
Alex



WHY DOES DIVERSION WORK

• WE SUPPORT AND TRUST THAT PERSONS WANT TO SUCCEED, HAVE DONE SO PREVIOUSLY 
AND HELP THEM TAP INTO THEIR OWN STRENGTHS AND PAST SUCCESSES TO HELP THEM WITH 
THEIR CURRENT SITUATION. 

• DIVERSION PROGRAMS CAN REDUCE THE NUMBER OF FAMILIES BECOMING HOMELESS, THE 
DEMAND FOR SHELTER BEDS, AND THE SIZE OF PROGRAM WAIT LISTS. 

• DIVERSION PROGRAMS CAN ALSO HELP COMMUNITIES ACHIEVE BETTER OUTCOMES AND BE 
MORE COMPETITIVE WHEN APPLYING FOR FEDERAL FUNDING.

Presenter
Presentation Notes
Jen



WHY DOES DIVERSION WORK

• DIVERSION PROGRAMS HELP FAMILIES OBTAIN TEMPORARY HOUSING OUTSIDE OF THE 
HOMELESS ASSISTANCE SYSTEM WHILE CONNECTING THEM TO THE SERVICES AND 
RESOURCES THEY NEED TO SECURE STABLE PERMANENT HOUSING. 

• A SUCCESSFUL DIVERSION PROGRAM WILL IMPROVE THE ABILITY OF A HOMELESS 
ASSISTANCE SYSTEM TO TARGET SHELTER RESOURCES EFFECTIVELY, AND

• MOST IMPORTANTLY, HELP FAMILIES SAFELY AVOID A TRAUMATIC AND STRESSFUL HOMELESS 
EPISODE.

Presenter
Presentation Notes
Jen - Diversion is about saying “yes” to helping them navigate a safe alternative to shelter that is appropriate to their specific circumstances through an investment of staff time (often dedicated staff) that have specific problem-solving skills and access to flexible resources to put the solution into action



HMIS AND DATA COLLECTION REQUIREMENTS

• INCLUDING DATA IN THE HOMELESS MANAGEMENT INFORMATION SYSTEM (HMIS) ASSISTS 
COMMUNITIES IN EVALUATING THE IMPACT OF DIVERSION AND OTHER HOMELESS SERVICES. 

• WHEN A HOUSEHOLD RECEIVES A FORMAL DIVERSION ASSESSMENT AND ARE THEN REFERRED 
TO AN EMERGENCY SHELTER, THE EMERGENCY SHELTER PROVIDERS SHOULD COMPLETE THE 
STANDARD HMIS INTAKE. 

• IF A HOUSEHOLD IS SUCCESSFULLY DIVERTED OR IF A HOUSEHOLD FINDS A HOUSING 
SOLUTION OUTSIDE OF THE HOMELESS RESPONSE SYSTEM AND CAN REMAIN OUT OF THE 
SHELTERS, WE HAVE AN OPPORTUNITY FOR RECOGNITION OF HOW DIVERSION CAN BE A 
HUGE FACTOR IN ENDING HOMELESSNESS.

Presenter
Presentation Notes
Alex



UTAH COMMUNITY ACTION DATA





DIVERSION OUTCOMES

• PERMANENTLY BACK SAFELY WITH FRIENDS OR FAMILY

• RETURN SAFELY TO THEIR OWN RESIDENCE

• TEMPORARILY DIVERTED AS THEY SEEK NEW HOUSING

• RELOCATING PERMANENTLY TO SAFE PLACE OUT OF TOWN

• IT IS IMPERATIVE TO BE COGNIZANT OF DOMESTIC VIOLENCE SITUATIONS

Presenter
Presentation Notes
Jen



DIVERSION GOALS

DIVERT 20% - 25% OF CLIENTS 
FROM ENTERING SHELTER

Presenter
Presentation Notes
Jen



RESOURCES

• DIVERSION – A CONFLICT RESOLUTION APPROACH - CLEVELAND MEDIATION CENTER

• CONNECTICUT - COORDINATED ASSESSMENT NETWORK- COALITION TO END HOMELESSNESS

• ORGCODE CONSULTING, INC

• NATIONAL ALLIANCE TO END HOMELESSNESS 

• UTAH COMMUNITY ACTION



CONTACT

• JENNIFER DOMENICI – JDOMENICI@UTAH.GOV – 801-803-3173

• ALEX HARTVIGSEN – ALEXHARTVIGSEN@UTAH.GOV – 801-205-6907

• SARAH MOORE – SMMOORE@UTAH.GOV – 801-834-4609

mailto:jdomenici@Utah.gov
mailto:alexhartvigsen@Utah.gov
mailto:smmoore@Utah.gov
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