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EXECUTIVE SUMMARY

Hamilton Day Services System Evaluation
Final Report
Table of Contents
August 22, 2013

This final report provides guidance for City staff, planning groups, service providers, and
stakeholders interested in supporting people at risk of and experiencing homelessness with
strategies that can improve Day Services, strengthen and support service capacity, and shed
light on what is working and not working in the Day Services sector from the perspective of
both service providers and consumers.

The term Day Services has been used by the City of Hamilton to describe a group of programs
which in other jurisdictions are known as Drop-ins (City of Toronto) and Day Centres (U.K.). In
Hamilton there had previously been no common lexicon to identify Day Services. Despite this
there are a wide variety of agencies and programs that can be called Day Services, even if they
themselves do not identify as such. Day Services are provided by a diverse group of informal
and formal agencies, including faith groups, resource centres, health centres, shelters, and
other organizations, to respond to unmet needs in their communities. A range of different
services are provided depending on the unique needs identified, the skills and mandate of the
provider organization, and the resources available.

Hamilton is working towallRa iKS @lai2y iKI-i a99SIg62Re 114 I- 12Y'S ¢ Home Is the
Foundation,£ IyR 1ia 12daly3 IyR 12Y StSaaySaa 10{i2y tly (HHAP) 1S023yiT54 Kl aikS
strategies and solutions which successfully address affordable housing and homelessness must
be integrated with many different sectors and services.€ While not all Day Services in Hamilton
define their work as contributing to ending homelessness, research from Canada, the U.S., and
the U.K. has shown that many of the services provided by Day Services play a significant role in
helping people who are marginalized by poverty to maintain their housing.

The potential of Day Services to build on their assets and deepen their impact in preventing
homelessness will depend to a large degree on the willingness of funders to appropriately
resource the work they do. This can include providing funding to ensure that the appropriate
spaces are available to provide Day Services, providing funding for specific programs and
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services within the Day Service and supporting the development of the Day Services sector.
Potential sodzl0Sa 27 FizyRiy3 yOfizRS (KS tli2gly0S0 /2Y Y dzylig 12Y StSaaySaa tiSoSylizy
Initiative 0/ 1tL0] iKS TSRSIIE 320SNyY Sylita Homelessness Partnering Strategy (HPS), Community
Partnership Program Grants and other municipal funding streams, and local funders like the
Hamilton Funders Network.

2§ KIS 2031yISR 2020 1S02Y Y SyRIHil2ya Mi2dzyR (KS 0208 F1-itzSa Hidi0dztI-iSR ty” 11-Yiti2yna
Housing and Homelessness Action Plan and the key principles articulated in the CHPI Program
GuidelinesI &zY'Y HITTSR I-4 6 1 26:ély3 C&(IE atS2LIS-Centred & LyOft:&idSié a[20ally Driven &
Partnership . I-aSRI¢ IyR dCla014te wSaLI2yalotS 5 hdi02Y'S C200:SRee These principles are also
aligned with the principles of the federal Homelessness Partnering Strategy (HPS) and are
considered best practices by a variety of other funders.

It is important in any system that service providers are clear about their roles and the roles of
other service providers; that all providers share an understanding of community needs and
resources and that bridges are built between formal and informal services. If individual and
autonomous Day Services are to evolve into a coordinated service system, there is a need to
increase linkages with informal and formal service providers and to forge agreements that
make the best use of local assets and identify and address service gaps. This coordination in no
way precludes the diversity of services offered or limits their autonomy.

The City could leverage the strong relationships it has with its service partners to begin a
focused engagement to identify core functions and evidence-informed standards for Day
Services. Our finding is that many service providers have deep insights and analysis which can
be accessed in determining how Day Services can aid in preventing and ending homelessness;
how to bridge the gap between today and the next 10 years; and how to resource the
developmental needs of service providers as they evolve into a collaborative network of
services within their own sector and integrate with the Housing & Homelessness and Human
Services systems.

Background

Over the last ten years, the City of Hamilton has taken a strong lead in analyzing and
coordinating services in the housing and homelessness sector to improve access to housing,
shelter, and supports for people. This work has included the following reports, strategies, and
action plans:

f  Keys to the Home, 2004
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Everyone Has a Home, 2007

Blueprint for Emergency Shelter System, 2009

The Playbook: A Framework for Human Services Planning in Hamilton, 2010
Domiciliary Hostel Program Review, 2011

Housing and Homelessness Action Plan, June 2012

City of Hamilton Strategic Plan 2012¢2015

= —4a —a —a _—a -2

As the system manager, the City of Hamilton is responsible for administering funding from the
Federal, Provincial, and Municipal Governments and collaborating with community-based
organizations to support a housing and homelessness service system that will be responsive to
LIS2LIS0E ySSRa I-yR adzLILI2Ni LI28NGS 202002’y Sa ly LIS2LES0A 6igSa

The research reports, plans, and strategies listed above provide principles and a framework for
action that do not exclude Day Services; however, they do not systematically analyze the role
that Day Services play within the housing and homelessness system or identify strategies
specific to Day Services. Recognizing this gap, the City of Hamilton hired Paul Dowling &
Associates to produce four reports:

1. Aninventory of formal and informal Day Services in Hamilton

2. An analysis of formal Day Services in Hamilton

3. Areport identifying relevant best practices in Day Services

4. Afinal report that builds on the inventory and best practices analysis to produce a set of

recommendations for developmental opportunities for Day Services

This is the final report. The other reports have been previously submitted.

Purpose

The purpose of the Inventory and Analysis Reports was to provide a descriptive snapshot of
Day Services in Hamilton. We aimed to identify key aspects of service delivery in Day Services,
describe different models, and paint a picture of the diverse agencies, organizations, faith
groups, and informal providers using a Day Services approach to meet the needs of vulnerable
populations in Hamilton.

The purpose of the Best Practices Report was {i2 LI23IRS I 02ySE {2 20145 11-Yiti2yla Day
Services within a framework of best practices for Day Services from other jurisdictions. We
reviewed the literature and identified the need to provide benchmarks across key domains of
person-centred service system design to enable the City to track its progress as a service system
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manager and ensure alignment with its vision for ending homelessness as outlined in its 10 year
plan; and to develop standards to enable stakeholders to track service impacts and progress on
ending homelessness as a result of their contributions to this shared goal.

The purpose of the Final Report is to provide recommendations on how to maximize assets and
opportunities and address developmental issues, including best practices that could be
implemented based on the existing strengths of the system or introduced conditional on
further focused discussions with the service provider community. The developmental measures
can contribute to community health and well-being by building capacity and system
effectiveness through coordinated service design and adoption of service standards in certain
key areas.

Methodology

Stakeholder engagement was iterative and ongoing throughout the term of the project and
periods of intensive data collection were linked to the project deliverables. We used a mixed
methods approach, including quantitative and qualitative data collection with cross-validation
to ensure relevance, richness, and data integrity.

Definitions

126 =S5 55TlySR 612 Y StSadySade
In our survey and analysis, we identified three broad locations along the spectrum of housing
status:

f Stably housed

I Housed, but struggling (e.g. difficulties paying rent or other bills, issues with roommates
or landlord, etc.)

f Homeless (e.g. staying in shelters, on the street, couch-surfing, etc.)

CKN2dAK 24z GKS NSLI20G &S 23S (KS (SIY aK2Y StSaa 21 11 ial 2F K2'Y StSaaySade i2 1SSl 2 1KSas
latter two categories. WS gSIS 3iIRSR 68 LIISAI2d:a NSESIMIOK 2y iKS ai0SoSiaé 21 K2Y StSaaySaa
which places people who are unsheltered 0621316fS K2Y StSaayS&a£0 on the tip and those who are
couch-surfing 6GKIRRSy K2'Y"StSaaySaaéir (K24S fidya ty 20SN0i24RSR! substandard, or
IyI-RSIjdz1-4ST 20 dzy1-FF21R1-6fS K2dzaty3 oaLNSOMIRdzat8 K2dzaSRé0 on the invisible bulk of the iceberg
below the surface (Wellesley Institute, 2010, p. 32). The Wellesley Institute (2010) estimated
that 150,000 to 300,000 Canadians are living unsheltered and those who are experiencing
hidden forms of homelessness or who are precariously housed are upwards of 3 million.

PAUL DOWLING & ASSOCIATES ¢ City Of Hamilton Day Services Review ¢ Final Report August 22, 2013 Page 6



In this report, we recognize different forms that homelessness and experiences of precarious
housing can take. We also acknowledge that Hamilton has several rural communities with very
different experiences of homelessness. Our research and stakeholder engagement included
providers from Ancaster, Dundas, Flamborough, Glanbrook, and Stoney Creek.

How We Defined dDay Services¢
After much discussion and after reviewing the literature from other jurisdictions and in

response to themes from our key informant interviews, we agreed on the following working
RSTiyAii2yY 41 Day Service is a space that allows people to come in without an appointment or
application and spend time socializing, meeting their basic needs, and, at their own discretion,
accessing specialized services designed to meet the needs of people who are homeless or at
a1 27 t2aty3 KSW K2dzaty3eé

Please see later sections of this report for further details on the process of developing this
working definition and defining the scope of this project.

126 =5 5STySR 4. Sal til-0{i0Sa¢

2KHES (KNS IS Y azEliLItS dSNY 3 &dz0K 1-4 atSI-Ry3 LINI-0010Sé aSY Siaty3 LINI-0i0S1E 6322R LIN-0i10SIE
Some best practices from other systems and jurisdictions with unique conditions and factors
may not yield the same results in Hamilton. Nonetheless, we relied on our knowledge of
homelessness to choose from the literature the options that bear relevance in Hamilton. The
40Sai LIN-0610Sa¢ &S Ria0dzaa ty™ 2420 ISLI2iE 1S F20d3ed primarily on service delivery principles
that are applicable to a wide variety of organizations offering Day Services. In the future, the
Day Services sector in Hamilton may want to drill down into more specific standards for
individual organizations; in this case, the sector may want to follow Toronto in using the term
G322R LIN-0610Sase aD22R LINI-0010SE€ 1-01y2tSR3Sa K10 IKSIS Y'I-8 6S I- Nly3S 27 LIN-0ii0Sa iK1+
are appropriate for Day Services with different space capacities, different types of specialized
staff, different staff-to-participant ratios, different service delivery models, different funding
models, etc.

Other Definitions
We did not define vulnerable and marginalized populations, but we were guided by

al1-1SK2tRSVAN IRSyUITIOI-ii2y 27 (KSAS Ji2ups. During our survey we asked providers to indicate
whether there were specific groups for whom they provided targeted programming.
Stakeholders used the terms dvulnerable Li2Lizfl-ii2yg and dtarget Li2Ldztl-ii2yE (2 ISTSN to groups
of people with some common and related risk factors and also to describe programs specifically
aimed at a particular population. We followed this practice to reflect community reality and in
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I-RRIfI2Y 02yAIRSISR (K2aS Li2Liztl-il2ya iK1 GKS 6iSHl-GiziS NSeSe RSSY SR 2 6S aly2éyE (2
benefit from population-specific service models.

2§ KIS y2i RIFSISYNI-ISR 0SiaSSy aLISIaRY-0SyISRE YR LIS2Ue-0SyiiSReE While we found
these terms used interchangeably by stakeholders, in the literature, dpeople-centredé usually
referred to population change strategies while dperson-centred¢ referred to individual level
change. In practice, we think that strategies aimed at population outcomes are different from
strategies aimed at individual outcomes and it cannot be assumed that change at the individual
level will translate into a meaningful population outcome. We note that the CHPI Guidelines do
y20 3SSY (2 YIS Kia RiiityOin2y! dzaty3 (KS dSIY aLIS2LS-0SyUISRE (2 RSa0N0S &KIH (KS

o2 I-RSH BiSHI-iaNS G2aR 02yaIRSH I- ALISIAZY-0SYUISRE FLLN2I0KY 61 LIS2LS-centred approach
focuses on positive results for individuals and families who are homeless or at risk of

K2Y StSadySade 6/ 1tl DARSHyYSEL HamHE Lo oo

Web Research

2§ 6531y K I- 3511Sa 21 aSHIOKSa 2y LyT20Y" 1Y iii2y daly3 (KS 158 62\Rd dDay Servicelé GRI-®
gathered further information from websites of individual organizations. As we refined our
definition (see above), we reduced and revised this list.

Literature Review

We conducted a review of policy documents released by the provincial government and the
City of Hamilton. We also reviewed key publications on service innovations that reflect the
policy shift from managing homelessness to ending homelessness. The findings of the literature
review are summarized in the Best Practices document.

Stakeholder Consultations

The stakeholder engagement strategy cast a wide net and initially contacted all known service
providers of formal and informal programs including some programs that were significant to
the target population but not necessarily identified as closely connected to the homelessness
system. The City shared its list of service providers thought to be possibly providing Day
Services and the Inform Hamilton database identified many others. The engagement was
iterative and referrals were contacted throughout the process in order to remain as inclusive as
possible. We consulted regularly with the City to check in as our focus began to narrow.
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Multiple perspectives including those of program participants, people with lived experience and
related sectors such as settlement, food security and VAW were collected. Key informant
interviews, focus groups and site visits provided deeper insight into the views of providers and
program participants on the value of Day Services, how they can be expanded, current
challenges, and system gaps.

We conducted 33 interviews, site visits, and focus groups with 79 individuals. Please see
Appendix 1 for a detailed list.

As we refined our scope and definition, we generated a short list of 48 service providers in
Hamilton whom we believed to be Day Service providers. We sent these service providers a
survey to test this assumption and to gather descriptive information about the landscape of Day
Services in Hamilton. Of these 48, we determined that 26 Y'Sii 2izll RSTiyAli2y 27 I- dDay Serviceé
and 19 did not (the remaining 3 did not respond to the survey or to follow-up phone calls or
emails). Please see (KS a{{iI-{SK2tRSIz {dz¢S&¢ section later for further details on this process.

Data Synthesis and Analysis

Information required about Day Services was identified in the Cligla wCt ¢KS R20aY Syl I'yR
literature reviews provided a framework for analysis and additional categories of information
and best practices by which Day Services could be described and assessed. We focused on
service delivery design and approach; program practices; administration and operations;
partnerships and service integration; and target populations. The literature review brought into
focus the role of the system manager in achieving positive outcomes and we pursued this
inquiry into service integration; system standards; service pathways; contracting protocols and
agreements.

Limitations in the Available Data

The survey data was self-reported and not cross-validated by other methods. Our working
definition of Day Services was intended for data analysis and the survey design did not lead
those surveyed to respond one way or another.

hdal Y 14 (2 LN2@IRS |- 6aSNAI0S ay1-LIaK2d€ IyR lydSyli2iig 21 1y2éy Day Service assets within
a limited time. We recognize that some service providers may have been missed. Additional
validation may be required to confirm specific data on vulnerable populations, critical service
gaps, and points of cross-sector intersections. The three focus groups with program participants
did not reflect the full diversity of Day Services or of vulnerable populations in Hamilton.
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Further consultation may be required to fully understand the consumer experience of the Day
Service system from the perspective of access, coordination, seamlessness, and relevance to
supporting life goals.

Some of our recommendations are very broad brush strokes and we do not attempt to provide
specific and complete guidance to support implementation. Instead we suggest that this
research supports the early stages of a focused dialogue between the City and the Day Services
community where research evidence can be validated by practitioner knowledge in the areas of
service design, adoption of common tools and appropriate scope of Day Services within the
homelessness system.
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RECOMMENDATIONS

Based on the analysis and the best practices discussed in detail in this report, we make the
following specific recommendations for the City of Hamilton:

1. Recognize Day Services as a valuable component of the service system for housing and
homelessness.

2. Support the development of information sharing, knowledge transfer, standard setting,
resource sharing, and system-wide monitoring and evaluation through the
establishment of a Day Services Network Planning Table or Working Group.

The Table or Group could take on the following tasks:

1

formalize and affirm the definition and role of Day Services within the system of
housing and homelessness services in Hamilton

identify gaps and needs, especially among specific vulnerable populations and
under-served geographic areas

collaborate with other planning tables and organizations in the sector to
coordinate service planning and ensure coverage

explore expanding capacity in the system through collaborating with the
potential Day Services identified in the Inventory

establish a standardized keyword (search term) so that Day Services may be
easily located using Inform Hamilton (it may also be valuable to generate a PDF
Hamilton)

establish evaluation tools for assessing impact on clients and assessing how well
the Day Service is meeting best practices standards (a number of documents
may serve as starting points for this work: the Best Practices document created
as part of the Hamilton Day Services Evaluation research; the London Housing
C2dzyRI-ii2y24 Day Centre Standards template; 12Y S{Saa [ly10d Outcome
Resource; the Toronto Drop-ly bSig 2104 aSl-aiity3 {00S3aT IyR (KS ¢5Lbid
Good Practices Toolkit)

3. Provide financial and human resources to support the coordination and operation of the
Day Services Network Planning Table or Working Group.
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4. Within the funding available to support community-based initiatives to address
homelessness, consider providing funding for Day Services, based on adherence to the
following 4 principles:

PRINCIPLE 1: a1 h § {LbD Clw{¢¢
f Entry Point to the Service System

f Assistance in Finding and Maintaining Housing
! Basic Needs

PRINCIPLE 2: 6t9ht[9-/9b¢w95 3 Lb/[ § {l£9¢
Flexibility, Responsiveness, and Low-Barrier Access

1
1 wSO23ylii2y 27 LyRigIR:zI-f40 S513yiie IyR 221K

f Participant Involvement in Service Planning, Evaluation, and Delivery
I Targeted Programming for Vulnerable Populations

f Consumer Choice

PRINCIPLE 3: a[h/'[[, 5wi+9b 5 tTwe¢bow{ILt . 1{95¢

I Coordination with Other Homelessness Services and Programs
I Rural Day Services

f Layers of Integration

f Collaboration among Service Providers

PRINCIPLE 4: 6CL{/ '[[. wo{thb{L.[9 b5 hj¢/ha9 Ch/;{95¢
I Strategic Funding to Address Needs and Supplement Resources

I Evidence-Based, Outcomes-Focused Programs and Services

These four principles are considered best practices by most funders. The specific terms quoted
here summarize the key values articulated in Hamilton(s 10-Year Housing and Homelessness
Action Plan (HHAP) and {KS tli2¢ly0Sls Community Homelessness Prevention Initiative (CHPI).
Potential sources of funding for Day Services in Hamilton include the provincially funded but
locally managed CHPI; the federally funded but locally managed HPS; Community Partnership
Program Grants and other municipal funding streams; and local funders like the Hamilton
Funders Network.

5. Leverage opportunities in the transformation of the health system being led by the
Hamilton Niagara Haldimand Brant (HNHB) LHIN that will support service integration
initiatives of service partners in developing Community Care Networks with the aim of
accelerating positive outcomes for the most vulnerable clients accessing Day Services
and homelessness services in general. Take advantage of LHIN partnerships with
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academic research centres focused on urban health and marginalized and vulnerable
populations.
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CONTRIBUTIONS AND
OUTCOMES

Principle 1: ¢ 1 2dzaly3 Cilaié

Entry Point to the Service System

“Many [participants] had no contact with formal support services other
than the day centres. Their main reasons for attending the day centres
were for company, to get emotional and practical help and support from
the staff, and for cheap food.” ~ Crane et al., 2005

Day Services are ideally situated to serve as an entry point to the homelessness system as they
are frequently the first point of contact with services or remain a low barrier and comfortable
housing. In addition most Day Services make few demands on their participants and can
dengage marginalized people who do not use other services either because they are vulnerable
and reluctant users or because their behaviour has caused them to be rejected by other
aSIigI0Sa€ 6Drop-in Services Sector Literature Review of Good Practices, 2006).

The outreach literature identifies drop-in programs as fixed outreach sites and suggests that
outreach is a process that moves through stages of engagement until the individual can be
provided with services. These stages reflect the process of engaging marginalized people in
drop-in settings in order to encourage them to participate in other services or find housing.
Although it is generally accepted that drop-in services should help people move toward
permanent housing, it must be recognized that this can be a slow process (one author proposed
that it can take up to two years to engage an isolated person in service delivery) and that
expected outcomes mazdl Y SI-3dziS yONSY Syl 0KI-y3S¢ (Bowpitt, Dwyer, Sundin, and
Weinstein).

During the consultations, several Day Service providers and community stakeholders expressed
frustration that funders often ignore the value of basic needs services and focus exclusively on
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the specialized services as the vehicle for effecting positive change. Most of the Day Service
providers we spoke to saw meeting daily needs as a way to both provide an entry point to the
service system and a way to build relationships of trust and accountability.

“You do your best case management when you’re painting nails, or driving
someone somewhere.” ~ Day Service Provider

Assistance in Finding and Maintaining Housing

There is evidence that forming social networks helps people to develop the
confidence and support they need to make a transition to housing and that
social networks help people to maintain housing. Studies that considered
good practices in resettlement work found that loneliness was the most
important factor precipitating tenancy breakdown among formerly
homeless people. While much of this research focuses on the role of social
networks in making the transition to housing, social network development
plays that role incrementally from very early stages, including influencing
rough sleepers to begin to move toward accommodation.

~ TDIN, Measuring Success, 2006

During our consultations, we heard that many low-income households are faced with the
impossible choice of paying their rent or buying food. Income from OW or from some low-wage
or part-time jobs is not enough to cover the household expenses for many individuals and
families. As a result, they rely on food banks, meal programs, and Day Services in order to make
ends meet. Participants living in rooming houses with shared kitchen facilities said that it was
impossible to keep food there, because another person would just eat it.

We heard that a further issue for some housed people, primarily single individuals living in
rooming houses or secondary suites, is social isolation, conflicts with roommates or landlords,
or living environments in poor condition (e.g. mouldy, poorly lit, appliances not working, has
rodents, cockroaches, or bed bugs, etc.). Some people may return to the street because they
have a community there. As a no-cost third space, Day Services can provide an important
support for people in this situation.

“I live in a place nearby [the Day Service]. They have a TV downstairs here.
| can’t afford a TV. | live in a room in a crack house, in a rooming house.
We share a bathroom upstairs if you can get in there, but there’s always
someone in there shooting up or doing other drugs. Right now there are 5
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rooms rented out of 15, but there are 20 people in there just crashing.
There’s always someone knocking at my door there. Cops are there more
than I am. | come here to get some peace and quiet.”

~ Day Service Participant

{80801 ail-1SK2tRSNE SELNSAASR a2'YS Tdzalil-ii2y ShiK 1KS & 1 2dzaty3 Chiadg 02y0SLiE y2iy3 (K-
the model is supposed to include intensive supports, but these supports are not always
I-RSIjdz1-4St8 FizyRSR 2 1Y LIESY SyiSRo ¢KS& y2iSR (K1 ¢ I 2az3ly3 Chliiie 1a y20 ad200Saa%0zt GKSy i id
al2dzaly3 hyteey

“I’'m concerned that Housing First can lead to social isolation which leads
to poorer health and housing loss. It’s hard to stop this cycle from
occurring. The opportunities for socialization that Day Services offer can

help to keep people housed.”

~ Community Stakeholder

Our consultations with Day Service providers and other community stakeholders provided the
following information about the ways in which Day Services support housing:

Table 1: Ways That Day Services Support Housing

Finding Housing

1
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Rent subsidy and intensive housing support
programs like Transitions to Homes (T2H),
Supporting Our Sisters (SOS), or Addictions
Supportive Housing (ASH)

Computers and phones to check listings and
call landlords

Providing referral to, warm transfer to, or
on-site assistance from Housing Help
Centre workers

Bus tickets to go see apartments

Engaging individuals known to be living
unsheltered and encouraging them to think
about accessing housing (especially in the
fall as winter approaches)

Providing a quick turnaround TB test, which
is a requirement for people to get into
certain kinds of housing and addiction

1l
1l
1l

Maintaining Housing

Meals, groceries, and/or food vouchers
Laundry and showers

Clothing and/or personal care supplies
(e.g. toilet paper, soap, toothbrushes)
Opportunities for socialization and
recreation that combat isolation
Counselling supports and low-barrier,
non-judgmental access to health, mental
health, and addictions services
Trusteeship programs

Life skills programs (cooking, budgeting,
credit counselling, setting healthy
boundaries with
partners/roommates/friends, etc.)
Advocacy and assistance in dealing with
housing issues (conflict with landlord, bed
bugs, repairs)
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Finding Housing Maintaining Housing

treatment/rehab programs f Workshops to inform clients about their
I (For youth) A worker may rights under the Residential Tenancies Act
o accompany the youth to inspect the I Assistance accessing income supports and

UMY Syt (2 Syadis iioa £S31- 1-yR &1-¥St completing tax returns
and to ensure that the landlords is not 1 One Day Service offers a utility subsidy
going to discriminate because of the program
apptiol-yiita 1-3S 21 SELISISY0S Sk
homelessness
o coach the youth on how to talk to
landlords and fill out housing
applications

Basic Needs

Meeting basic needs (meals, groceries, clothing, toiletries, laundry, showers, etc.) is a
fundamental component of what Day Services do, but is often not adequately supported by
funders. However, our consultations and our review of the literature show that basic needs
support the LIYOILIXS 27 a1 2dzaly3 Clliié o8y
f providing an entry point for individuals who may otherwise feel disconnected from
services,
f providing an opportunity for building relationships of trust and support with peers and
with staff, and
f  helping people to maintain and stabilize their housing in various ways (described
above).
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Principle 2: 4tS2LS-Centred &
yOfdzaIdSe
Flexibility, Responsiveness, and Low-Barrier Access

“Addictions and mental health care are not cookie cutter services — you
need flexibility, you need to adapt, you need to listen.”
~ Social Service Provider

By definition, all Day Services have a high level of informality. The criterion used to filter which
survey respondents were Day Services g4 (KI-i (KS& LII2GIRSR al- space where people can just
hang out and socialize without any intention of 1-00S&aty3 I-RRIii2y1£ aSIgI0Sa0E

Low-barrier programs are client-centred and flexible, allowing people to make their own
choices while still providing consequences for dantisocialé or unhealthy behavior. There are few
if any criteria to access services and no expectations that individuals conform to more than
basic rules. a[2&-barrier,€ dKIY reduction and dlow demandg are terms often used
synonymously in the literature. This aligns giliK /2S £14izS Im 27 11-Y}fi2yls 10-Year Housing
and Homelessness Action Plan, aPerson-Centred Supports.¢

This service model begins with acceptance that not all individuals seeking services are at a point
in their lives where they are ready to give up harmful or unsafe activities but that through
acceptance into service, individuals may at a later stage be ready to address their issues and in
the short term can be helped to minimize risks and self-KIIY? d 1Y NISRi0ii2y 45514 i2
minimize or eliminate adverse health, social and economic consequences of substance use for
all individuals and communities. It involves a pragmatic, multidisciplinary, non-judgmental
I-LILIN21-0K (K I Y"SSia LIS2LIES K SIS (KSe HIS 16 13Kii y2 &€ dtl-ifel et al., 2012). In a service
systeY gKSIS iKS I-3Sy081a 0140253 Y 18 02Y'S lyii2 02y0i SiiK I- KHIY NSRa0l2y” ILILNZ1-0KE
some accommodations may be necessary.

In the survey and during the consultations, all Day Service providers articulated a tolerant
approach to use of alcohol and drugs. They emphasized that the presenting behaviours were
the main issue rather than the drug or alcohol use on its own. The survey echoed the person-
centred, flexible service philosophy articulated by stakeholders during the consultations.
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Many stakeholders spoke about a need to balance informality with engagement and
intentionality, to balance a client-directed approach with an outcomes focus:

“We have a lot of experience with people telling us to go away — and
not very nicely. It can take a very long time — sometimes as long as five
years! — but eventually they will engage.

“I talk to my staff about the art of chatting. Not probing and exploring
needs, just chatting about whatever is on the person’s mind. Chatting
about sports over a cup of coffee, or just sitting with someone and not
chatting, can be purposeful activity, if it is seen as building a relationship
that over time can enable change to happen.

“There is a need to balance an outcomes focus with patience. Some of
the people we see live with a lot of pain and fear — it can take a long time

to arrive at ‘neutral ground.” ~ Social Service Provider

wSO023yNil2y 27 LyRIGIRGzI-30 513yiie I'yR 221K

¢KS BiSUIHidNS SYLKI-aTSA IS023yAii2y 2F SI-OK lyRIgIRiI-0E RIFyAGR IyR G200K 144 1- 158 141500 27
Day Services (Drop-In Services Sector Literature Review of Good Practices, 2006; TDIN,
Measuring Success, 2006; Paradis et al., 2011). The participants we spoke with as well
emphasized that this was one of the primary reasons that they accessed specialized services
(e.g. physical health care, mental health care, employment assistance, income support
assistance, etc.) from Day Services rather than from mainstream service providers.

“Here, everything is open to us. You can carry your coffee around. You
don’t need a key to go to the washroom or use the laundry room. Here you
have a sense of dignity, self-respect.” ~ Day Service Participant

There was one powerful moment during the focus group at the Wesley Centre when a
participant asked us to look at a wall that was covered in small plaques. Each plaque had a
LISIE2y0E y1-Y'S 20 yIOTy1'Y'S 2y ¢KS LIMGIOILIYG 3278 UI-adi2y1-iSte 1-o2di ¢KI-i KI-LILISYa gKSy
street-lyP2{0SR LIS2LKS Lil-43 I-a1-8Y dThose are all former clients, people who passed away here.
Our friend, Shane, is on that waty 1503 alit 1y iKS TISSTSI émorgue] since nobody has claimed

the body. Is there any hope for some kind of respectful service? Would you want that to

happen to your body? This is just wrong.£ ¢KS 2iKSI LIMIGOILI-YGE SOK2SR {Kia aSyiy Syl IyR
indicated that they sometimes return to the Wesley Centre to visit the wall and feel
reconnected with friends who have passed away, friends who otherwise have no markers that
acknowledge that they existed and were valued. While the wall of names is not something that
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is common to many Day Services, it is a powerful reminder of the fundamental work that Day
Services do in acknowledging the worth and dignity of all members of the community.

The role of Day Services is not limited to offering a space where individuals may experience
respect and dignity; Day Service staff and volunteers also play a key role in the broader
community advocating on behalf of participants, expanding the number of social spaces that
include participants, providing warm transfers of participants to mainstream organizations, and
counteracting discrimination and prejudice in mainstream society by educating the general
public about the experiences, challenges, and barriers faced by participants.

Participant Involvement in Service Planning, Evaluation, and Delivery

A person-centred service system is built with contributions from all stakeholders; each
stakeholder must have a clear role as a decision maker in system development, service quality
and system performance; and each brings unique knowledge and analysis that informs the
measures by which the service system can be assessed and retooled to improve its client and
service outcomes and community impacts.

The benefit of genuine engagement and involvement of people with lived experience in the
planning, delivery, governance, and evaluation of service provisions is well supported. People
facing or experiencing homelessness must be significantly involved in providing perspectives
and have meaningful roles in the development and delivery of programs and services.
Participation is seen as a key principle of harm reduction and social connectedness. It is
important in positive mental health and the prevention of a range of health and social problems
and a key factor that helps sustain housing (Canadian Mental Health Association BC, 2007;
Pauly et al., 2012; Drop-In Services Sector Literature Review of Good Practices, 2006; Crane et
al., 2005; TDIN, Measuring Success, 2006).

Research shows that a qUIHIGOLI-YIE Sy31-3SY Syt iy 1-00MdHinSa K I 1S @1-zSR 1-yR SKIOK lyB20S
independent action and responsibility increases their sense of self-worth and enhances their
commitment to the process. Having an opportunity to demonstrate to oneself and to others,
2y/S0a O1-LII-0d@ T20 lyRSLISyRSyAI ISALI2YaIGES 1-0ii2yT IyR KS &SyaS 27 @1iS IyR NSELISOh (K I
emerges from that experiencSI IS 1-4&Siia 721 LIMGOILI-yEa¢ (Conradson 2003, Mulquin 2000,
and Cooper 2001). During the consultation process as well, one request we heard from
participants was that Day Services should offer more opportunities for meaningful activities,
community volunteer work, peer support and mentorship, and paid work.
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“We should have a once-a-month garbage pick-up program, or a spray
paint clean-up program. Doing things to give back to the community — |

really like it when we have programs like that.”
~ Day Service Participant

Involving Participants in Evaluation
Twenty-one (78%) survey respondents reported that they regularly check in with participants

about what is working well, what could be improved, and where the gaps in service are. Most
used multiple methods of gathering feedback, including surveys, suggestion boxes, focus
N2d2LIa1 a2y KI-EE Y SSiity3ar FyR LGOI I-RAE21E 02Y mittees. Five (22%) Day Service
providers indicated that they did not have formal mechanisms for gathering participant
feedback, but gathered feedback during informal one-on-one discussions.

Figure 1: Mechanisms for Gathering Participant Feedback

SATISFACTIONParticipants’ level of satisfaction with the Program or Centre and
suggestions for improvement

Regular surveys

Suggestion box:

Occasional focus groups

Other (please specify)

Participant
advisory committee

Regular meetings
or “town halls™

Mot applicable 3

Involving Participants in Planning and Service Delivery
Twenty-five (96%) Day Services reported that they involve participants in the planning and

delivery of programs and almost all checked more than one of the mechanisms listed. None
0KSO1SR ay2i L0106
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Figure 2: Formal Mechanisms for Participants to Get Involved

PARTICIPANT SAre there ways for day service users to get involved? Please check all
that apply:

Suggesting or planning
activities (e.g. karaoke
night. trip to a museum)

Service delivery and work
opportunities (e.g.
serving meals. cleaning...

Program development

Program evaluation

Peer mentoring

Organizational governance
(e.g. Board membership,
advisory committee)

Other

Mot applicable

0 5 10 15 20 25

Case Management and Low Staff-to-Participant Ratios

The literature suggests that effective homelessness service systems have some form of case
management or intensive one-on-one supports that are consistent and ongoing. We heard
consistently and repeatedly from both service providers and participants that the most
important and effective interventions that Day Services provide is building relationships of
trust, caring, investment, and connection. We also heard from Day Service providers that it is
rarely financially feasible to provide low caseload (for a case manager) or a low staff-to-
participant ratio (for a Day Service frontline worker) that permits the level of intensive one-on-
one supports required.

Service participants did not use the tSIY 601-4S Y Iy1-3SY Syliié 6uli oKSy 1-41SR oK (i8LISa 2F
support they found most helpful, almost all identified intensive, focused, one-on-one, long-
term supports:

“Here, the staff actually interacts. You know they’ll be here — and if they’re
not, they have got someone covering it. They don’t give you the runaround
like other places. Other places send you to a hundred different people. You
go to A and then send you to B and they send you to C and they send you
to D and they send you back to A. They do it so they eat up your time — so
you can’t get what you need. Or to buy themselves some time. By the end
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you just don’t want to do it anymore. Staff who care really make the
difference.” ~ Day Service Participant

“If you go to a shelter or a walk-in clinic, you're a number. Here there’s a
personal connection — they know who you are and they really care. You
develop a sense of family with the people who are here.”

~ Day Service Participant (youth)

“Have some people who are social-work oriented who can help address the
underlying issues. Then there would be positive changes in people’s lives.”
~ Day Service Participant

We heard that low staff to participant ratios:

1 permit relationship-building, problem-solving, warm transfers, dR2ly3 gKI-i i {1-{53¢ to
help someone navigate the system and achieve their goals,

f permit hiring staff with additional specializations (e.g. mental health, addictions,
trauma),

f permit additional case management services and perhaps individualized outcomes
measurement (e.g. using the Outcomes Star),

I reduce staff burnout and lower staff turnover, and

I facilitate effective transition planning and client follow-up when a staff does leave.

Targeted Programming for Vulnerable Populations

“Although drop-in centres may have an open-door approach, the needs
and challenges facing different populations should be reflected in program
design and resources should be allocated to address these needs.”

~ Drop-in Services Sector Literature Review of Good Practices, 2006

Mainstream organizations have the resources and capacity to provide specialized and targeted
services to a range of communities with specific needs (e.g. mental health, addictions,
employment, etc.), while smaller, culturally based organizations have the knowledge to reach
specific communities and provide targeted and culturally informed services. By working
together, mainstream and culturally based organizations can provide the resources, knowledge,
and capacity to provide individualized and client-centered services to diverse communities. This
needs a shared commitment to increasing access to diverse communities in which both
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culturally-specific and mainstream agencies play their parts as equal partners so that
competitiveness for scarce funding does not impede the desired end goal.

The Drop-ly {SI210Sa {S0021 [HiSul-iiziS wS@iS& 21 D22R til-0ii0Sa oHnnch y2iSa (K1-i Giome
recommendations about target populations from the literature include: the importance of
women-only services; initiatives to better assess of the needs of vulnerably housed people in
order to support them to maintain their tenancies and identify whether there are other services
better suited to their needs; culturally sensitive programs and service delivery for diverse
cultures and ethnicities; an examination of the drop-in services sector role in addressing
settlement issues for newcomers; the need to separate populations in order to create safe
spaces and avoid oppressivS 2SI Rey1-Y'104 1Y 2y3 Y'SY 6SIaé oL cio

aPerspectives on the Housing First Program with Indigenous Participants¢ (Bodor et al., 2011)
I-yR =S50S b2 1aly3r =SnS ¢Sttyay 1y yBSyi2ie 2F til-0i10Sa tii2Y 2(ly3 (KS 513yniel
Autonomy, and Self-determination of Women anR CI-Y'11Sa CI-0ty3 12Y SSadySaaé oParadis et
al., 2011) provide detailed experiences and learning for consideration in implementing targeted
strategies and practices. Themes echoed in both these reports are conclusive that effective
aSN?I0Sa Y azad 6S NSALISOTGE aSEmY 14y1-3SRI Odzlidzil-te 02 Y LSSy 1yR NSALI2YEPS {2 RigSrsity. In
Hamilton, where HEDAC is leading coordination and development of urban Aboriginal services,
there is an opportunity to share knowledge from their experience in culturally responsive
service delivery that has relevance for the whole system.

Consumer Choice

“There is no ‘one size fits all’ solution to homelessness. We must aspire to
understand what works and for who, and research and program
evaluation must play a role in identifying issues and determining the most
effective responses.” ~ Gaetz, 2010

Consumer choice is fundamental to a person-centred service system. Homelessness is a
complicated and unique experience and no two people are going to have the same life
vulnerabilities and needs. In addition the experience is influenced by an indigiRdzI-0a OILJI-0Ki@
and resilience to specific circumstances. Services must respond with a customized approach. In
addition to needed services, providers succeed when they engage individuals in making healthy
choices and deciding what will work best for them in the short and long term.
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In the future, as the Day Services sector begins to plan and coordinate its services, it is
important to emphasize consumer choice. In some cases, what may appear to be duplication of
services from a top-down perspective may in fact represent consumer choice from a ground-up
perspective. It is important to engage service participants to better understand why some
services are valued and which specific service components are most valued and why.
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Principle 3: a[20ally Driven &
tHIlySIEKIL) - 1-4SRé
Coordination with Other Homelessness Services and Programs

Service Pathways and system navigation strategies that quickly facilitate access to the right
services at the right time for individuals and families experiencing or at risk of homelessness are
now being piloted and refined in many jurisdictions and our review of the literature found
strong evidence in support of service pathways to enable effective and timely service
coordination. This is found to be particularly effective for individuals with multiple and chronic
needs where the coordination of care creates complexity and barriers at multiple points of care
transitions. During the consultations, we heard from stakeholders that Hamilton has envisioned
a No Wrong Door framework, but that it has not been widely implemented. Day Services can
play a role as an entry point to these service pathways.

During the consultations, we heard frustrations from some Day Services about their exclusion
from processes. We also heard that there are silos within the City; specifically, that the goals
and priorities of the Planning Division and those of the Housing & Homelessness Division are
not always aligned.

The Canadian Alliance to End Homelessness created A Plan, Not a Dream ¢ How to End
Homelessness in 10 Years, which identifies the key planning criteria that must be met if
communities are to succeed in ending homelessness (CAEH, 2012):

Planning;

Data, research, and best practices;

Coordinated system of care;

Income;

Emergency prevention;

Systems prevention;

Housing focused outreach, rapid re-housing, and housing support services; and
Permanent housing.

= —a _—a _—_a _—_a _—_a _a -2

While the literature is not explicit about where leadership for ending homelessness resides, in
Ontario it is clear that municipal governments are designated as the service system manager for
housing and homelessness, with some resources provided by the other levels of government. In
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this context, the City of Hamilton has the ability to lead system changes through the articulation
of common standards and defining explicit outcomes to be achieved. The City can play a role in
connecting housing and homelessness strategies with other health and human services
strategies coordinated by the provincial government.

Rural Day Services

G5IFFSISY0SE 6SiaSSy izl 1-yR dzioly aSiity3a KI9S 30Sy &S (2 ikS 1-01y26tSRISY Sy (K
rural-focused solutions must be sought to address the needs of those that do not live in urban
IS 1-3¢ oC200Kdz] S 1601 Hmmos ¢KS ail-1SK2ERSN 02yadztil-ii2ya IyR BiSHI-iaNS 1SAISS 02yFlY SR
that access to needed services in rural areas was dependent on other factors such as accessible
transportation and privacy concerns specific to close knit communities. Rural providers
understand that service priorities are different from those in urban settings and that their
communities experience homelessness in different ways including the degree to which it
remains hidden relative to the visible homelessness of urban areas. Some services require more
place-based service responses and others benefit from supported access to specialized services
outside the community. While we heard about many needs in Ancaster, Dundas, Flamborough,
Glanbrook, and Stoney Creek, it is not clear whether those needs would be best met by Day
Services 21 68 2(KSN (BLISA 2T LN2301-Y"3 IyR aSIA10Sae C20 Y205 RS{iIiar LiESI-aS 4SS aGeography
and AccessI€ fI-iSI y (K& NSLI2.

Layers of Integration

The literature identifies that service integration must be accompanied by systems integration.
Systems integration focuses on improving the ways that agencies work together. Integration
can occur at the policy, finance, management, and clinical levels. It includes forms of working
together, of service linkage, cooperation, coordination, and partnership. Top-down approaches
include multi-stakeholder planning and funding allocations, formalized policy, memorandums
of understanding, professional integration with interdisciplinary teams and services, and
designated coordination roles. Bottom-up approaches include co-working, case consultation,
practitioner networks and shared tools and processes; however all focus on a high level of
communication and information sharing between practitioners (AHS, 2009; Keast, 2012; World
Health Organization, 2008).

The report commissioned by the City of Toronto titled, Drop-in Services Sector Literature

AAAAA

helping people find and maintain housing feature multi-service approaches where drop-in
services are part of an integrated service delivery system that includes: outreach and
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engagement, individual support and follow-up, group activities that encourage social networks
and mutual support, housing, treatment programs (substance use and mental health), and
individual follow-up support for people who have been housed. These services may be provided
by one agency or through agency partnerships. Individual service planning and continuous
relationships (where workers follow individuals through the system) were identified as
mechanisms to promote service integration focused on improving outcomes for clients. Good
practices in systems integration include: co-location, joint funding, and interagency
0221RNy1-ity3 62RISa0¢

The integration continuum stretches from independent service delivery involving autonomous
providers working independently from one another, through to full integration involving a
single system of needs assessment, service commissioning and/or service provision (AHS,
2009). For integration to occur; there needs to be a shared understanding across multiple
providers and sectors about outcomes; roles and responsibilities; best practices; and
community needs. This understanding must be operationalized in concrete actions.

Population Outcomes through Systems Integration

There is much to learn from and partner with in the system transformation in urban LHINs and
the newly formed provincial Health Links. HNHB-LHIN (Hamilton, Niagara, Haldimand, Brant) is
taking a holistic approach to service system design as evidenced by the new Community Care
Networks (Health Links)t ¢KSH yS& aSIgI0S F200z4 1d 420358105t LII-iiSyi-0SymiSRE 01-iSe
Neighbourhood level service integration with both LHIN-funded and non LHIN-funded service
providers is a cornerstone of their transformation strategy. Many service providers receiving
homelessness funding from the City will align in service partnerships in the Community Care
Networks.

Several urban LHINs have Mental Health & Addictions Working Groups that are grappling with
many of the same values and principles of service delivery as the City is facing in its
homelessness services; i.e. shared care to achieve high quality service outcomes by respecting
choice and supporting recovery. There are opportunities to link with, learn from, and contribute
to this service planning as many of the individuals using Day Services come into contact with
case management through the work of Community Care Networks (Health Links)

The HNHB-LHIN is beginning to integrate with the community services sector and focus on
improving the care journey of the most complex clients and at-risk populations including
individuals and seniors living with mental iliness, addictions and precarious housing and or
homelessness. Community mental health & addictions service providers who have established
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effective linkages with the homelessness system will have an opportunity to further integrate
services and broker a seamless continuum of comprehensive primary care for these priority
populations. An additional opportunity exists for providers to access new funding that will
become available to propel these health system outcomes.

Similarly, opportunities exist for the City to leverage these health system change initiatives and
shape population and service impacts through strategic co-funding and integrated funding.
They can also leverage academic research partnerships that LHINs have developed with
institutes such as CRICH (Centre for Research in Inner City Health) and CAMH (Centre for
Addictions & Mental Health) and with McMaster Uni@gS\aiiaga tS1-Rly3 1SaSIIOK SELISIa iy dzio 1y
health to drive forward evidence-informed service planning within the homelessness service
system and within their human services overall.

It also affords the opportunity to integrate Day Services with programs in health, mental health,
employment, learning and skills development, social supports and community-building.

1Y Hi2y0a lyGSN-ISR KazY Iy aSignoSa Litl-yyly3 1-SyRI- LN2GIRSA I- 2R Y 1) 121 RSISIY Tyty3
how Day Services can be most effectively located within the broad human service system.

Collaboration among Service Providers

The Inter-agency Services Collaboration Project (Wellesley Institute) has found that
collaborati2y 1a OMiio1£ 121 IRRUSEEY3 a&101SRE LIN26ESY 4 &h0K 14 K2'Y StSaaySads Collaboration
Is an essential strategy in homelessness prevention. Access to services must be immediate and
responsive, ensuring that the right mix of services is offered to ensure that crisis does not
deepen and a drift into homelessness can be averted. A deeper service integration response is
in development through the Community Care Networks sponsored by the HNHB LHIN.

International policy research on addressing homelessness tends to converge around the
recommendation that homeless-serving agencies should strive to embed themselves in an
integrated service ySig211 21 a02ylyluzY 27 OMISEY

“The need for settings that are multi-service oriented and integrated
within and aware of a network of services or continuum of care is strongly
linked to success for participants. Participants engaged in self-managed,
systematic, and intentional efforts to alter their circumstances require a
broad range of services that are both appropriate and accessible. Drop-ins,
no matter how large and multi-service oriented, cannot and likely should
not attempt to deliver the full range of services required. Drop-ins are
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more likely to play an effective role if they are linked to other service
providers who can deliver services on site at the drop-in centre or accept
referrals from the drop-in centre.”

~ TDIN, Measuring Success, 2006, pp. 34—-35

No single agency can provide all aspects of the continuum of care and it is advantageous for
some agencies to specialize in serving the needs of particular groups, such as those with mental
health or addictions issues.

Ideally a combination of integrated and seamless programs and services; with a breadth of
service options ranging from low barrier to intensive case management; delivered in service
hubs as well as wherever people congregate; make the most sense from the perspective of
people who need services. The literature suggests that this cannot be achieved organically but
must be resourced with incentives to drive cooperation, collaboration, and integration.

Collaborations succeed when participating organizations see their self-interests addressed in
the collective effort and the individual and shared motivations are transparent and clear. In
general funder driven or forced collaboration is harder to get off the ground and can spend too
long in unpr2Ra00I3S G&l20Y ty3.€ For Day Services to be fully integrated within the broader
homelessness system, some transfer of resources, skills and funds is required. Financial
resources are necessary for both start-up and maintenance as the infrastructure development
in inter-organizational relationship building is time and resource intensive
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Principle 4: aCha0l-t& wSaLi2yaiofS I-nd
hdzi02Y'S C20daSRé
Strategic Funding to Address Needs and Supplement Resources

The City of Edinburgh, one of the most progressive and effective systems in homelessness
aSIAI0Sa ty iKS oY &1iSa (KS T2tt2&ty3 102420 1ia IFLILNRI0K 2 aSId0S Y Iy1-3SY Sy ahizl
approach to commissioning services is based on how well services meet important outcomes
for people, like the prevention or resolution of homelessness. This means less emphasis on the
detail of how programs are delivered and more on the outcomes they achieve.¢

Effective service systems invest in evidence-based, outcomes-focused programs and services
but also reward system goals such as collaborative service planning; knowledge sharing;
research and evaluation. Their funding allocations are transparent, criteria-based, vision-driven
and predictable. Mutual goals of accountability, consistency and certainty are the rules of the
partnership.

The Funders Network in Hamilton is an opportunity to introduce dialogue about co-funding
models; pooled funding to increase the size of grants; and evidence informed targeted funding
to drive population outcomes forward. Collaboration among funders brings the same benefits
to social impact as does the collaboration promoted between agencies which has led to
stronger collective achievements in population outcomes than can be possible in a fragmented
approach.

Evidence-Based, Outcomes-Focused Programs and Services

“We’re all very good at working with people, but we’re not very good at
counting it.” ~ Day Service Provider

“If you come in, you see it happening. If you’re not in here on a regular
basis, you don’t know.” ~ Day Service Provider
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During consultations, several stakeholders noted that they do not do much data collection or
evaluation, and they would like to do more. They identified five main barriers:
1. Lack of funds and lack of staff time
2. Need to develop appropriate indicators and measures (i.e., success measured by the
IyRIGIRzI-04 321€-3Shity3 NI-IKSN iK1y iKS lyadiidzil2yna 3214-setting; change is understood
to be incremental and often slow)
3. Concern that funders will want to see immediate results and will not have the patience
or understanding to continue investing and believing in individuals over the long term.
4. Concern that evaluation will undermine the relationship of trust, acceptance, and non-
judgment between clients and the Day Service providers
5. Software that is cumbersome and onerous

“We’re not neat and tidy on outcomes.... Other programs focus on one
thing, but we are dealing with the whole person and trying to help people
discover their purpose in life. There was a guy here, [Jeff].1 He had been
homeless, drinking, in and out of jail. From OW’s perspective, [Jeff]’s
purpose should be employment; from a hospital’s perspective, [Jeff]’s
purpose is staying out of the emergency department; etc. What was [Jeff]’s
purpose? He’s taking care of his mother. She’s elderly and has health
issues. [Jeff] had been disconnected from her for years. He’s now living
with her and is stable. And we think that’s a good outcome.”

~ Day Service Provider

“Some organizations have an ‘organization-centred approach’ that focuses
on collecting information and checking boxes to get dollars, rather than
really focusing on meeting client needs and taking client-centred approach,
where needs are individual and success is defined individually. For one
person being housed for a month is amazing. For another person success
looks different. It has to be about looking at each client as an individual.”

~ Community Stakeholder

Several stakeholders also noted that there is a lot of discussion about which service models and
types of interventions are most effective, but service providers are not sharing their data with
each other, and these conversations take place in the absence of good data on what the
impacts on clients have been.

! Not his real name
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Most Day Service providers reported collecting data on outputs (e.g. number of visits); far
fewer reported collecting data on outcomes (e.g. number of people who remain housed after a
certain number of months have passed). Some Day Service providers reported that they do not
collect any data.

“Future research in homelessness interventions would benefit from a focus
on evaluating the effectiveness of interventions for a range of sub-groups
with different needs. This is particularly relevant in examining permanent
independent housing solutions, currently the most studied interventions.
The evaluation indicators most frequently used are housing status and
client perceptions of interventions. While these are important outcomes,
there is a lack of attention to the broader structural conditions that affect
access to housing and other resources.” ~ Pauly, et al., 2012

“Thus, we would revise our initial research question of ‘what for whom?’ to
ask ‘what works for who under what conditions’? There is a need for future
research that focuses on changes in health (both physical and mental)
related to housing, and a particular need to better understand what eases
transitions out of homelessness for a broad range of people with distinct
needs.” ~Dunn et al., 2012

The literature suggests that in addition to a focus on client outcomes that result in ending
homelessness, there must be attention to the interactions between different outcomes across
health and life change and how these are promoted by different program interventions. Service
planning that brings this lens to understanding outcomes can focus its resources on those
program components that are benefitting individuals. Performance measurement frameworks
enable system managers to monitor the service outcomes of their investments through funding
agreements with their service partners.

Population outcomes require monitoring and evaluation on a system-wide basis. The evidence
gathered lends itself to collaborative analysis to inform system cohesion as service partners
collaboratively use evidence to understand each other's core business, practices and areas of
expertise and specialization.

Systems approaches that seek to uncover the complex causal relationships between social
determinants of health and health outcomes are another opportunity to gain traction on
homelessness prevention. Many jurisdictions are tackling health inequities and social
determinants including homelessness through strengthening services in community hubs.
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Hamilton has strong network and planning tables (e.g. the Poverty Roundtable), engaged
neighbourhood associations (e.g. Beasley), and a strong policy framework for coordination (e.g.
Integrated Human Services Planning Playbook) that together can contribute the required
evidence to inform systems thinking to use for future policy design that has the potential to
maximize the benefits of prevention-oriented interventions and population outcomes.

Logistics

Network Planning Table

In our presentation to community stakeholders we suggested that a network planning table for
Day Service providers would be useful as a place to develop standards and performance
measurement systems, and as a place to engage in system planning. We got significant push
back from those present, who pointed out the number of planning tables already in existence in
Hamilton and the resulting pressures on staff resources in community agencies. It was
suggested that the development of a Day Services system may be taken up by an existing body.

We are not fully convinced that the work that needs to be done to develop the Day Services
sector can be taken up by an existing body. For example, one of the tasks we envisioned for the
Network table would be to set clear standards for service provision and accountability for Day
Services who may be eligible for CHPI funding. This type of work would benefit from strong
grassroots leadership within the Day Services community, and could not be taken on by an
existing body.

Rather than a standing table, however, the City may want to proceed with a small Working
Group of Day Service providers committed to delivering on a set of specified tasks that will lay
the groundwork for working with the City moving forward. Once these tasks are complete, the
Working Group may continue as a Network Planning Table or it may disband and the ongoing
planning work around Day Services may be taken up in various ways by other planning tables.
Those individuals who have committed themselves to a variety of planning tables may choose
not join the Day Services Planning Table or Working Group. The group must be task-oriented to
avoid the mandate drift that undermines commitment and timely goal achievement. In our
consultations we heard some opinions expressed that there are a few planning groups and
sector tables that are not delivering value to the service system.

It is worth noting that a number of identified Day Services do not currently sit at established
planning tables, so there is untapped capacity within this system. The perspectives of both
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small and larger organizations are critical. It may be that a small number of individuals are
overly influential at planning tables as they have the staff capacity to dedicate regular staff time
away from the front line and can participate in numerous planning initiatives. Smaller agencies
may not have this capacity, but may be drawn into the planning process if enabled with
additional financial and human resource supports to give voice to their understanding of needs.
Finally, we would recommend that a Day Services Planning Table draw in some ethno-cultural
organizations who may not currently be offering Day Services, but who may have the capacity
and the interest to begin offering Day Services in the future.

“We haven’t fully examined the racialized impact of poverty. We talk
about it, but mostly we talk around it. Are housing and homelessness
planning tables bringing the voices and experiences of various ethnicities
to the table?” ~ Community Stakeholder
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DAY SERVICES IN HAMILTON

The evolution of Day Services in the homelessness sector has been a response to persistent
needs that have been unmet by others or has evolved organically from other services provided
by host agencies. Some informal programs may have begun as a meeting place for social
recreation or to give people a warm place to go in the winter, but have evolved to address the
needs of participants and to support housing retention or prevent homelessness. In some cases
this prevention activity is deliberate and in other cases it is a secondary outcome related to
other service goals.

The following types of services and supports are provided by Day Services in Hamilton:
f Basic services such as meals and food vouchers; groceries and personal items; material

supports e.g. laundry, showers, clothing, equipment

Help with money problems including access to OW, ODSP and benefits

Help with finding and keeping housing

Mental health, primary health and addiction problems

Referral to needed services through information sharing, warm transfers, case

management and system navigation

I Practical and emotional support that is unique to the individual and may include
advocacy, escorting to appointments, mediation with landlords, completing forms,
interfacing with government services and supporting social networks

= —a _—a _—a

|dentifying Day Services

Establishing the Scope

Our research included all potential Day Services within Hamilton, Ancaster, Dundas,
Flamborough, Glanbrook, and Stoney Creek.

We excluded:

I Day Services offered to young people under the age of 16, because if children become
homeless, it is as dependents of parents, caregivers, or CAS.
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f Day Services that charge a market rate and are used by people who are stably housed
and economically stable; for example, respite programs for seniors and employment,
educational, or recreational day programs for people with developmental disabilities.

I Day Services that are offered exclusively to residents of a particular building or buildings
(e.g. supportive housing, residential care facilities, long-term care facilities, domiciliary
hostels, or any other kind of housing).

Developing the Definition

We began with the open-ended definition of Day Services articulated by the City in its Request
T2 tli2L2a1-63Y 4C20 1KS LidziLi2aS 27 (Kia Sol-fizl-ii2y YDay Services! &KI-f 6S RSFYSR I8 Iy YIE 27
activities and/or various levels of supports, taking place in public or private social space, being
provided either informally or formally to people wh2 HIS K2Y StSad 21l 1 a1 27 K2'Y StSaaySade
(City of Hamilton, Evaluation of Day Services RFP, p. 78).

As the project progressed, it became clear that this definition was too broad. It could include
t201-0i2ya ©11S (KS ¢1Y" 120i2y0a i alty 94 I'yR =Stflydion and the Ontario Works Office.
2KSy oS RIE00zaaSR (1KIA @ik (KS /10 LI2eS0d Y 1-y1-3Sial &S 1-3SSR K1 I- Y 20S 1200:4SR
definition would generate a more productive analysis.

We agreed to use the following working RSFylii2y¥ 41 Day Service is a space that allows people
to come in without an appointment or application and spend time socializing, meeting their
basic needs, and, at their own discretion, accessing specialized services designed to meet the
needs of people who are homeless or at risk of losing (KSH K24zaly30é

Day Services are designed to foster a space in which an individual can build relationships,
strengthen social skills, set goals, develop self-confidence, feel safe, and experience
independence, autonomy, and respect. Many Day Services offer recreational activities (e.g.
cards, movies, sports, social events) to foster this type of space. Day Services KI-ZS |- 426
olHNSUE 100533 Y 2RST (BLIOI-E LIMIGIOILI-YUE dzdl &141 Iy I-yR 100534 (KS LI1-0S @ik 2dzii K1-0ty3 (2
make an appointment or fill out application forms.

Basic needs met by Day Services may include some combination of the following: food,
showers, laundry, clothing, toiletries and incidentals, safety, and an accessible climate-

controlled environment (somewhere to go when it is too hot or too cold outside).

Most Day Services also offer referrals or on-site access to specialized programs, such as
assistance in: addressing or managing an addiction, treating physical health issues and mental
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health challenges, finding housing, training for employment, accessing legal aid, replacing ID,
accessing settlement services, accessing spiritual support, etc. However, the choice whether or
not to access these additional services rests with the participant.

In our development of the Good Practices Toolkit for the Toronto Drop-in Network, Paul

Dowling & Associates noted:

“Drop-ins are generalists in a landscape of ever more specialized
institutions. Their approach involves a certain amount of ‘intentional
informality’ that is simply not possible for many other types of
organizations. But this informality should not be mistaken for a laissez-
faire attitude; it is ‘intentional’ in that it seeks to create a particular kind of
environment where participants can establish a level of comfort and trust
before sharing sensitive information, can access services in their own time,
and can develop supportive relationships with their peers. [...]

These two approaches to service provision are not exclusive, but
complementary: the drop-in approach is not ‘better,” but it does respond to
needs that cannot be met by the other approach; it is not ‘worse,” but it
should not be replaced by a more formalized model. [...]

It is this relaxed environment and respect for autonomy that
participants emphasize when they define what a drop-in is. A drop-in is ‘a
place where you can sleep or have a coffee and interact with other people,
and where nobody lectures you or belittles you.’ It is also ‘a place to get
information, self-help, a shower, housing, legal aid, and employment skills’
and ‘deal with self esteem and address health issues.” A drop-in is ‘a calm
area,” ‘a safe house,’ ‘a refuge,” and ‘a port in the storm.””

~ TDIN, Good Practices Toolkit, 2006, p. 1A-3

The Hamilton Context

In Toronto and other areas! 45\2L-Lyal¢ a51-8 /SylliSaié 21 aDay Servicesé IS &Stt-defined

entities that occupy a unique niche in the continuum of services to people who are homeless or
at risk. This continuum includes shelters, food banks, health centres, and resource centres (e.g.
housing, employment, settlement, legal, cultural services and programs).

In Hamilton, we saw some organizations iKI-i 2LISHI-GSR 1-4 Rility0i dDay Servicesé (e.g. Wesley

Centre, Living Rock, First Pilgrim, Routes Youth Centre, etc.). We also saw a lot of hybrid

models:
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f Health Centre / Day Service (e.g. Hamilton Urban Core CHC)

I Food Bank / Day Service (e.g. Neighbour to Neighbour, Welcome Inn)

f Resource Centre / Day Service (e.g. Mental Health Rights Coalition, Good Shepherd
Wellness Centre, Elizabeth Fry Society, Hamilton Regional Indian Centre, The Well Trans
Services)

I Shelter / Day Service (e.g. Notre Dame)

A variety of organizations provide services to people who are homeless or at risk of
homelessness. The unique value that Day Services LN2@IRS 1 iKI-i iKS& 275l da space where
people can just hang out and socialize without any intention of accessing additional servicesé
(Survey Q8). Using this rationale, we used Question 8 in the survey we wrote to define the line
0SligSSy NSalizyRSylia K2 2FSISR dDay Servicesé IR ISaLI2YRSya GK2 21TSISR 2iKSN (8L1Sa 27
services.

Please see Appendix 1 for the list of identified Day Services in Hamilton. Please refer to the
separate Inventory Report for a full list of all organizations reviewed as potential Day Services.

Stakeholders Survey

¢KS &gSe G1-4 RSaIFYSR (2 LN2AIRS I day1-JaK2(é 2F Day Service operations in the City of
Hamilton. Greg Witt, policy analyst, and Amanda DiFalco, Program Manager, Housing Services
Division, Community Services were asked to comment on the data fields to ensure that the
ad2lgSe (22t 20tk Y'SSi (KS Zii80a tyF20Y 112y ySSRE =S (1KSy 1-41SR wSySS =SStz {20114
Planning and Research Council; Dean Waterfield, Wesley Urban Ministries; and Frances Jewell,
Mental Health Rights Coalition, to test the survey and provide us with comments on its clarity,
length, and acceptability. We revised the survey in accordance with this feedback and launched

it using the online software program Survey Monkey on April 26.

We emailed the survey URL to 48 service providers. We sent an individually addressed and
tailored email to each prospective respondent to clarify our request for information. This was
especially important for organizations to whom we sent multiple surveys. For example, we
asked the executive director of the Elizabeth Fry Society to complete a survey on behalf of the
drop-ty 1S&2d2105 0SyiNSt IiyR &S 1-415R (KS 0221Rly1-i20 21 9fiT1-6S0K Cliga {¢ Tw{ LI23NI-Y (2
complete a survey only for that program.

Thirty-nine people completed the survey. We followed up with phone calls and emails to the
remaining nine and asked them two questions to determine if they offered a Day Service or not:
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f Do you offer an open space (no pressure to participate in specific types of activities) for
people to spend time and

Do you provide some services or programs that have a specific focus on serving people
who are homeless or at risk of homelessness?

We were able to contact six of the nine and determine that they did not offer Day Services. We
made several efforts to contact the remaining three, but we were unsuccessful. For further
details see Appendix 1.

Moving Forward with the Definition, List, and Inform Hamilton

Definition and List
This definition guided the project and allowed us to produce a focused analysis. However, it is

WY L2Ui1ya (2 65 OSHI K- KIE NSY Hya |- ag 20 y3é RSTyIi2Y NIHIKSI GKI-y 1- aFiy1-€ RSTyAii2yL
and the list of 26 identified Day Services should not be read as exclusive or definitive. As the
City continues to engage the community, the definition may change and the list of Day Service
providers may grow or shrink.

One addition ml- 6S (KS Yiy30d =2I-8 hdziiSI-0K /SyiS ¢KS &SoaiS IR LyF21Y 1Y iRy
YI20Y 1Hii2y 3SSY SR (12 ad:33Sa (K I KS Yiy30d =1-8 21151 |- 51-8 {SIg0ST K2aS0SIE &S RIR Y2
receive a survey response and we were not able to connect with the organization by phone or
email.

Inform Hamilton
As the Day Services sector in Hamilton becomes more clearly defined, it will be important to

develop a specific keyword that may be searched on Inform Hamilton to locate services of this
type. We are suggesting that this may be the work of a Network or Working Group.

ZaSyate iKS TiED Syane azyRSH a51-8 {SII0SE 14 UKS SazyRI-a 5SydiS /ty10 0aKIOK 271SIiE Gal-Y'S
518 {SIg0SE 12{26SR o8 I fiaid 21 15S-for-service day programs for elderly and disabled adults.
VRS a5N2L-Ly1€ (KS Thial entry is the Official Website for Child Care in Hamilton, followed by a
PIHNSER 2F OKIERISYDA LI2FNI-Y Y ly3! . 284 I-yR DAL /flzoal SiKy20d:tidziI 1-45201-ii2yal I-RRIOi2YE
ASNZIOSAL 1yR oy hyRdzie aSIgN0Sae Li Y'I-8 6S a1 2Y StSade Lifiza aRIZL-yE 20 a1 2Y StSad Srop-in
/SylISEE o1y 1-azi2Y 1010 LN2Y LG 2y LyF20Y" 1Y IEi2y0 ISASIA T 2 (KS IRSYUFISR He Day Services.

The Network or Working Group may also want to prepare a PDF list of available Day Services
with their locations, brief summaries of services provided, contact information, and a map. This
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t5C fdl 0206R 6S LI2a0SR Iy (KS atdzofi0 . attSityg 02fizY'y 27 LyF20Y 1Y ili2yta faily3ar ay i i2
(KS aCiSS aSIt LyF0Y 12y YR al-Lié? and other key service access guides.

|dentifying Potential Day Services

The Inventory identified a number of spaces and service providers that did not match the
0dzSyl @21 ly3 RSTyAiiR2y 27 451-8 {SIAN0SIE odzi K0 Y 18 2FFSH 300K ASUAI0Sa by (KS Tz Se
These organizations either indicated a direct interest in offering these services, or other
stakeholders suggested that they would be a good fit:

! Libraries

- Community centres, resource centres, recreation centres

I Cultural and religious organizations

I Social-focus organizations with extra capacity

Moving forward, a Day Services Network Planning Table or Working Group may build on this
analysis if it determines that there is a need to expand Day Services, whether through
expanding hours, coordinating hours of access across organizations, opening satellite locations
in underserved areas, or adding Day Service components to existing agencies and community
organizations in underserved areas.

Key Considerations

When weighing the option of offering Day Services at these locations, there are two key
considerations: Volume of demand and Social exclusion.

Volume of Demand
The value inherent in public spaces like libraries and community centres is that they are for all

Y'SY0SIa 27 (KS 02Y Y dzylie (2 Sye2e0 a1t Y SY oSiaé aK24zR hyOfizRS tyRIGIR:zI-4 K2 IS
homeless or under-housed, but if the volume of demand is too high, then the focus and
purpose of the space will narrow. As in any other sector, a high volume of demand from a
segment of the population that has special needs requires a focused response. Social inclusion
and integration are principles that underlie much good policy-making; however, providing
targeted programming is also an identified best practice (see further discussion below). The
bottom line here is that community spaces can expand the reach (e.g. into rural communities)

% www.hamilton.ca/NR/ rdonlyres/E5C05944-6AB5-4CAD-BB49-5C9F3821A6ED/0/FreeMealsinfo2012withMAP.pdf
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and the overall hours and capacity of Day Service offerings within the system, but they can
never fully replace dedicated Day Services.

Social Inclusion and Social Exclusion
There is a risk that public spaces may operate Day Services in theory only, but in practice staff

may not view the time-intensive and complicated work of welcoming and integrating socially
marginalized individuals with other community members in the space as part of their job.
Without strong efforts to ensure integration, one group or another may feel forced out. Either
individuals experiencing homelessness or deep poverty will feel that they are not welcome to
use the space, or other community members may feel uncomfortable using the space or
bringing their children into the space. These barriers are not insurmountable; however, they do
require staff to be aware of these dynamics and to invest significant time in ensuring that all
people feel comfortable in the space and understand each other as members of a shared
community.

There is also a value to maintaining some separate spaces for individuals who have been
stigmatized and socially marginalized.

“Drop-ins serve as normalizing spaces, with alternate and more flexible
normative environments where clients who do not fit in elsewhere can feel
integrated and accepted for who they are. This helps participants recover
from the effects of extreme stigmatization.”

~ TDIN, Measuring Success, 2006

“Here, people care about you. Other places, you’re just a number.”
~ Day Service Participant

“We provide a non-judgmental setting for women who are often judged

very harshly by society. We see great acts of solidarity and kindness

among our clients who support each other emotionally in the drop-in.”
~ Day Service Provider

Locations

Libraries
The Hamilton Public Library is responsive to the needs of individuals who are homeless or

precariously housed. The downtown location offers a number of additional specialized services
(e.g. immigrant settlement services) and is in the process of hiring a community support worker
to engage individuals and connect them with any other community services they may need.
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¢KS [1oNIHE K14 Ho f201-ii2ya iKN2d3K2dz0 11-Y Hi2ys lyOfizRly3 olll-yOKSa hy” I I-Y iti2y0é Nazil-€
communities (Ancaster, Dundas, Flamborough, Glanbrook, and Stoney Creek) and in under-
aSIGSR HISI-4 27 (KS /higta azloly I-yR adzodoly ySI3Ko2dIK22Ra ¢2 the extent that Day Services
may be required in these locations, libraries may be able to meet some of this need.

Community Centres, Resource Centres, and Rec Centres
There are community centres, resource centres, and rec centres throughout the City and

11-Y'ii2y0a izl 02 Y Y dzyAinSae {SASHI- 27 (KSAS 275N LIi231-Y 4 4USOMI0 (2 K2Y StSaa 20 Ii-risk
populations and may be willing to expand their offerings to include a Day Service component as
needed. Stakeholders suggested that there was a lot of capacity within these centres,
particularly during daytime business hours, and suggested that the City should be fostering
social inclusion by welcoming more socially marginalized individuals into these spaces.

“I don’t think we should pick and choose in our community centres —
they’re for everybody, homeless people and children. This is also a great
opportunity to educate youth.” ~ Community Member

“We should focus on integration rather than creating separate spaces.
People shouldn’t be isolated, segmented away from the rest of the
population in one location. ~ Community Member

The service participants and service providers we spoke with noted that, for people who are
experiencing social marginalization, accessing community spaces can be difficult.

“[Service participants] don’t just go to the fitness centre just because you
give them free passes. You need to draw them out, introduce them to the
space and help them understand that it is a safe space.”

~ Service Provider

“l used to supervise [a community centre]. When someone would come in

from the shelter system, they would get attention because the staff would

want it to be a positive space for kids. We had a lot of kids 8 to 10 years

old, seeing someone with a gym bag full of bottles. So we would say,

‘Come dressed appropriately,” ‘Don’t come with your bag of bottles.” | think

they have a right to be there but not everyone on staff thought that way.”
~ Community Member

We heard that the City has established a Recreation Fee Assistance program to give low-income
people access to organized sports and recreation programs, but that there has not been
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significant uptake to date. In some cases, the barriers are financial or bureaucratic. In order to
qualify for the assistance, individuals must:
f  pick up and complete an application form;
I provide a photocopy of a document with their home address (e.g. a property tax bill,
utility bill, driver{s licence) dated within the last 60 days; and
f provide either a photocopy of their monthly Drug Benefit Card (evidence that the family
receives assistance from Ontario Works or the Ontario Disability Support Program) or a
LIK20202LI8 27 (KS LISOSRIY3 8SHHia b2i0S 2F 133SaaY Syl li2Y (KS Z1y1-RI- wS@SyaS
Agency (evidence that the family is living below the Low-Income Cut-Off).
f mail the completed package to the City of Hamilton Recreation Division.

Individuals who are sleeping rough, living in shelters, or couch-surfing will not be able to
provide a document stating their home address. Individuals who are precariously housed or
K2 080fS Iy YR 24z 2F K2Y StSaaySad Y'I-€ y2({ KI-0S IRSyr0I-ii2y 65030 RUGSINE ©i0Sy0So 21 GKSW
LINSZi2dza &S1Hia b2010S 27 133S33Y Syl LyRigIRazI-4 Y18 y2( KI4S (KS Y'SIya (i2 I8 721
photocopies, envelopes, or postage. There may also be literacy or language fluency barriers.
Finally, we heard that some individuals may not feel comfortable sharing this information.

The suggestion was made by several stakeholders to simply waive the fees for all City-operated
community centres, and for youth in particular.

Cultural and Religious Organizations
We heard that newcomers, members of racialized populations, and non-Christian populations

feel more comfortable accessing culturally specific services, but (aside from the Aboriginal
02Y Y izyhie0a a2y &8aiSY 27 adLiLi2Nia0 IKSIS 1S 15& 27 iKSES 1-011-6tSt =8 KSHIR (K I
members of these populations may be avoiding mainstream services and instead seeking
supports from informal networks or non-Christian faith- or culture-based organizations. This
again is a question of volume of demand ¢ if the need arises a few times a year and consists of
providing one-time assistance to individuals who are temporarily homeless, it follows that this
need may be adequately met on an ad hoc basis. However, if there are high numbers of people
within particular communities who are experiencing cyclical or chronic homelessness, and who
may also be facing additional challenges related to trauma, mental health, physical health,
addictions, etc., then there is a need for more dedicated culturally specific supports.

We also heard that mosques are meeting the needs of their congregants on an ad hoc basis but
that some mosques are interested in doing more and being more proactive, perhaps
establishing meal programs. In its response to the survey, the Muslim Association of Hamilton,
IyRIOI-SR (K14 iKS (&2 Y 24ljd:Sa i NSLNSESya &2driR ©1S (2 6S 1-6£S 2 aKI-0S I K2i Y'SIEISIRE
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[when people come in]; have an inventory of supplies ready in stock; have an inventory of
available services in the City; have paid dedicated staff for a few hours each day, including
counselors and knowledgeable staff, to monitor the space and provide services; have funds to
make resources available such as food, meals, groceries, toiletries, etc.¢ The Mountain mosque
is planning to convert an older portion of its building into a community centre. The centre will
be non-denominational (to be used by anybody in the neighbourhood), but will focus on youth.

We did not consult with other religious institutions (e.g. Buddhist, Sikh, Hindu, and others); in
the future, a Day Services Network Planning Table or Working Group may want to follow up
with other institutions within these communities. We consulted with Micah House and the
Muslim Association of Hamilton and sent surveys to the Afro-Canadian Caribbean Association,
Jewish Social Services, Micah House, and Montcalm Community House LY Y13ll-yi =22V Sylid
Centre).® None provided services that matched our working definition of Day Services. We also
researched a number of other newcomer and ethnocultural associations as we developed the
Inventory (see Inventory Report for a full list).

“Mainstream services are not meeting newcomers’ needs, so they are not
accessing them. There are ESL barriers and profound, unique issues. There
are nuances that don’t get taken into account.” ~ Shelter Provider

“Mosques don't have the resources to deal with homelessness. If there is a
family crisis occasionally we temporarily give them shelter for a day or
two. We don't have the facilities, but they just use the common prayer
areas. Often those that are new to the country are afraid of going to an
established shelter. They are afraid of not being able to express themselves
due to language or cultural barriers, and they are afraid of the food in
shelters — afraid they may be eating something that is not halal.”

~ Community Stakeholder

{SS aVulnerable Populationsé 21 Y'21S RS{I-a0

Social-Focus Organizations
The following is a list of organizations we consulted with who were not currently offering Day

Services but who expressed interest in doing so in the future.
f  The Hamilton Dream Centre has started an outreach program for individuals involved in
sex work, providing them with hot food, clean socks and underwear, toiletries, free

® We also heard that the Hamilton Centre for Civic Inclusion may be playing a role in providing ad hoc and informal
referrals to services. We reached out to the Hamilton Centre for Civic Inclusion for an interview but were not able to
connect by the time of writing.
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laundry, and a safe place to be. The Dream Centre is hoping to open its doors one night
per week (or more, as resources permit) as a drop-in for these individuals. The Dream
Centre also noted that it would like to increase awareness in the broader community of
the services it offers. They indicated that, unlike many other food banks, they rarely
have shortages of food.

I Homestead Christian Homes is a supportive housing provider for people living with
mental health challenges. It currently provides some programming and activities for
individuals living in its facilities, but is not open to the public. However, it is considering
opening the doors of its Perkins Centre to provide an open space for people to spend
time and to provide programming and activities accessible by broader community (e.g. a
community kitchen).

I The Salvation Army, Family & Community Services / Suicide Prevention provides a
24/7 hotline and a variety of in-person services and material resources by appointment.
In response to the survey, the organization indicated that, if it had additional funds, it
o20iR 115 2 L2GIRS a0NI-Fia 721 06SyaT Ooffee and conversation; and cooking classes for
(iK24S 2y'I- 6zR3S(0g

1 The Saf@l-ii2y 1Y &I [I-4d2y alyRiinSa CiSSa 18 /211SS 124AS currently welcomes
homeless, street-involved, or socially marginalized individuals to spend time in its space
oK 2dz LIz00OK 1-aly3 1yRiKly30 ¢KS 017503 LINY I 1i26S 13 LIi2@IRly3 SY L8 Sy
opportunities and meaningful activities for individuals with developmental disabilities.
The Freeway has expressed some interest in moving towards providing a more
intentional or focused Day Service model, but its main focus remains serving individuals
with developmental disabilities and the broader community.

Geography and Access

Ancaster, Dundas, Flamborough, Glanbrook, and Stoney Creek

Ly 3LISI-{ly3 SIK aSHAI0S LIN2@IRSIE by 1Y Mli2y0a Nazhl-€ 2dz0t8ty3 ISI-4L &S KSHIR K14 GKSHS 1S
strong needs for housing stabilization supports, including food and rent supplements. While
there are no Day Services in these areas (aside from one youth services in Dundas), it is not
clear if dedicated Day Service spaces would be the most effective intervention to meet these
needs. In the rural areas, the volume of demand is not as high and so it may be more effective
to add some targeted programming and build 32Y'S I-RRIi2y1- O-LII-0Mié SliKly iKS 02Y Y izyhieta
existing infrastructure and services, for example, libraries, community centres, churches and
other religious or charitable institutions, community organizations, and social service providers.
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However, one challenge that we heard from rural service providers is that they do not have
much space to work with:

“We are located in a church facility. Space is very limited in our present

location, which we share with two other groups. We would like to have our
own facility and move to a more convenient, central location to serve more
clients in our community.” ~ Flamborough Food Bank

“[The biggest challenge we face in providing the programs we offer is]
space — we are trying to find a new location.”
~ Routes Youth Centre (Dundas)

“We would like to be able to serve more people. We are not able to
increase due to limited space — we are the mercy of physical space. We
have tried to enhance home supports over the phone and through
outreach in people’s homes, but we can’t do anything more in our own
space.” ~ Ancaster Community Services

Hamilton Downtown Core
As detailed in the analysis report there is an intense concentration of Day Services in Ward 2.

Many providers noted that it is essential to have the services concentrated as this is where
LIS2LIS ySSR (KSY dso they do not have to wander all over the city every day.¢ One provider
noted that Ward 2 has the highest rl-iSa 27 Li2gSIi@ ly” 11-Y'ifi2y a2 dit makes sense for people to
have easy access to all the services they need in one area¢ (4SS !ppendix 2). The notion that
people from outside the City are accessing Day Services regularly does not appear to be
substantiated though people are moving into the city for affordable housing and then accessing
Day Services.

From many participants we spoke to who were experiencing intense social marginalization, we
heard that one of the keys for them is having concentrated access to services. Accessing
another service even just a few blocks away could feel like an insurmountable challenge. During
one focus group with Day Service participants, one person expressed frustration that the
Employment Centre had been moved from the Wesley Centre to a new location on Queen
Street. She said it was now two kilometres away from the Wesley Centre and that was too far.
1 3S02yR LIMIGIONLI-YG &R (K I ¥ 3KS (K203K( (g2 12Y SiNSE &1 (22 T 8KS azal RIRYAD g1y (2
o2010 ¢KS Tl LIHIMOLI-YD 1Hi3dzSR KAE Li2iyar al-8ly3 a . dzil LIS2LES R2ylli @rant to go that far for
nothing. You go to the Employment Centre and (KSISEE y2 JazlHil-yiSS &2d: 01y 3Si g2070 LF

42Y S2y5 (St Y'S (KSNSH 1y 1 02yRidi2ySH FyR 1id 162 kit2'Y SiliSa I-a1-81 Lt G147 (2 350 iiog
This comment summed up many of the comments we heard in the two adult focus groups we
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held. The& dI-f]SR I-02dzii 3Siility3 GiKS lidzy1-i2dzyRi¢ 20 4K 1-Gry3 (2 L8 GKSW 31-Y S&ié 21 321y3
(KU2d3K G080ESE 24 (KS aiSa2tdy3a R22leY

“The term used to be a “rounder” — someone who goes from the street to
jail and back again — now they’ve thrown a treatment centre into that
cycle, but it’s not helping. Make that revolving door a check in — invest in
people — spiral up instead of down. What stops that cycle? Don’t just leave
someone on their own. People need personalized intervention, more social
workers, more people who care.” ~ Day Service Participant

Participants expelliSyOSR (KS 32aiSY 14 Tiztt 2F a/atch-Hraé IyR 02YLIIOI-GSR liiztSa0 ¢KS@ gl-itSR
having intensive supports at one location from one or two people who they trusted, who
understood their situation, and would continue to support them through the long process of
accessing services and achieving particular goals. The most effective supports talked about by
participants involved the support staff taking people to appointments and directly to other
service providers. They found referrals frustrating, demotivating, and ultimately unhelpful.

“The workers here give referrals, tell you this is where you go. They send
you from Person A to Person B and you don’t get anywhere.”
~ Day Service Participant

“The workers used to be really in touch with what folks needed. Now
they’re patronistic, kids right out of school, all they know is textbook stuff,
they don’t really give a s**t, they just want their paycheck. It’s
condescending — ‘Here’s some pamphlets, we can give you a list of
numbers, this is something that worked in Vancouver’ — those kids can only
go so far.” ~ Day Service Participant

Other Areas of Urban Hamilton
Many people accessing downtown Day Services currently are coming from the east, west and

mountain areas of the City. We heard a strong call for Day Services in the Mountain area of
Hamilton, and particularly for Day Services for Youth. We also heard from a variety of current
Day Services that they are interested in expanding their programming or opening satellite
locations in other parts of the City; for example, Out of the Cold, Wesley Teen Drop-Ins, Living
Rock, and Mission Services Community Services Opportunity Centre.

Moving forward with System Coverage and Planning
Day Services are particularly effective as multi-service interventions for people experiencing

chronic or cyclical homeless who may have a number of complex needs. Looking at a map that
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does not have Day Services Iy 2yS HISI- 21 Iy2iKSIE (KS ljizSaii2y &l ¢=24dAR I- 51-8 {SIg0S oS the
0Sai IyR Y 24l SFSOIAS yaSugSyii2y (2 Y SSii (KS ySSRa ly iKia MISIKE Ly 32Y'S lyail-y0Sa: iKS
answer may be yes; in others, the answer may be to provide some additional targeted
programming or resources. In yet other instances it may be beneficial to provide both a Day
Service and additional programming in a single setting as many Day Service providers currently
do.

Vulnerable Populations

This section lists what types of Day Services are available to different vulnerable populations
and summarizes the feedback we heard regarding participant needs through the consultations
and the surveys. We are reporting the feedback as we heard it; it has not been cross-validated.
The opinions and suggestions expressed below are a good starting point for a conversation
about gaps in the system moving forward.

Stakeholders identified needs among the following vulnerable populations:
' Newcomers, racialized populations, and non-Christian populations

People with addictions
Sex workers and people who have been involved with the criminal justice system

f Urban Aboriginal people

" Women

I Lesbian, gay, bi, trans, queer, questioning, two-spirited (LGBTQ)
f Youth

1

1

In the survey, 17 of the 26 identified Day Services (65%) indicated that they targeted some or all
2T (1KSW aSNg105a {2 LISOMI0 Li2Lldzf1-ii2y0 blyS dof 2 0 ISLIZUISR K I-i ASIES al-yR I-yR I-f LIS2LIS 6y
ALISOMIO Li2LJdzE -2y 1200200

Newcomers, Racialized Populations, and Non-Christian Populations

Dedicated Day Service  Other Day Services offering targeted programming for

for this population this population
None  Good Shepherd, Notre Dame Community Resource
Centre

T LyuSugI£ 12dzaSt =22Y Syta /SyiliS I-yR WIHISRA 105
{ Hamilton Urban Core CHC
 Neighbour to Neighbour
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Dedicated Day Service  Other Day Services offering targeted programming for

for this population this population
{ Urban Arts Initiative
 Wesley Centre

In our conversations with various community stakeholders (including shelter operators, Micah
House, and the Muslim Association of Hamilton, as well as Day Service providers), we heard the
following anecdotes about ways in which individuals are accessing services or experiencing
barriers to accessing services:

“Service access is coming through informal networking. People from
racialized communities are talking to each other about where and how to
access services. At the Hamilton Centre for Civic Inclusion, the majority of
folks who work there are from racialized communities — they’re not
frontline workers but they’ve started to take the phone calls.”

~ Community Stakeholder

“Talking to someone who looks like you is a big thing. It opens that
person’s eyes to more services that could be accessed that they might not
have ever asked about otherwise.” ~ Community Stakeholder

“Most of the sector is based on charity and a faith-based framework, and |
think there are a lot of people who feel excluded. When you walk through
the door and you see a picture of the Pope, do you feel like this is a space
where you belong and can connect? I've heard that some organizations are
requiring people to pray before they can get their meal.”

~ Community Stakeholder

hyS &K StiSH LI2@RSH 7St (K10 al- drop-in with a specific focus on newcomers and refugees could
have |- 20 (2 2751 iKia Li2Ldztl-i12yé IO 17 1i KIR 1- 72008 2y SY L2 Y Syl adLILI2 &0

Five Day Service providers indicated that they provide programming for newcomers and
refugee claimants on the survey. Wesley Urban Ministries in particular has a Neighbourhood
Development & Newcomer Services department and provides some translation and settlement
services. The Hamilton Public Library also provides some translation and settlement services.
YMCA staff fluent in Arabic, French, Italian, Spanish, Hindi, Urdu, Punjab, Tamil, Chinese, and
alflely 201 I &E tioul-ie oil-yOK 201-ii2ya {0 12aSLKE LY Y13NlyE =2Y Syta /Syiis 1442
operates from four locations in different parts of the city.
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However, what we heard during our consultations was that since the Settlement Integration
Services Organization (SISO) closed, service providers feel that they no longer have the same
kind of access to translation and interpretation services, and newcomers are not always aware
of the full range of services available and have found it more difficult to access services.

We heard that SISO did not operate a Day Service, but they did provide a number of programs
that took a drop-in approach.

“About half of people living in poverty in Hamilton are newcomers and
since SISO disappeared there is a patchwork of services filling in. There is
system fragmentation because there is no agency doing service
coordination.” ~ Shelter Provider

Neighbour to Neighbour has established a unique response to the question of translation and
interpretation. The organization maintains a roster of over 800 volunteers and actively recruits
volunteers who speak different languages in order to meet the needs of their participants.
¢KSES P2fizyaSSua IS Gil-ySR (2 ¢201 14 602Y Yazyhie 02dyaSt21aé IiyR RSHASI LI2NI-Y 4 1yR
connect people with other community-based resources. Very often, former or current
participants become community counsellors. Currently, Neighbour to Neighbour is able to offer
services in English, Arabic, Spanish, Assyrian, Kurdish, Swabhili, Italian, Turkish, Urdu, Punjabi,
and Hungarian. This model is very effective for Neighbour to Neighbour, but it requires an
intensive degree of coordination and oversight and so it may not work for other organizations.

See Cultural and Religious Organizations, above, for further details.

Urban Aboriginal People

Dedicated Day Service for this Other Day Services offering targeted
population programming for this population
{ Hamilton Regional Indian Centre {l Elizabeth Fry Society
(HRIC)  Good Shepherd, Notre Dame
1 HRIC Teen Drop-In Community Resource Centre
1 Interval House, W2Y Syl /SyiiliS IyR
WHISR0A t1-0S

9 Urban Arts Initiative
 Wesley Centre
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We heard that people of Aboriginal heritage continue to be disproportionately impacted by
homelessness. We also heard that there is a strong system of culturally informed supports that
could provide a model for other vulnerable groups. Stakeholders told us that one key to this
Y'2RSt 1 I- ay2 Sli2y3 R2211¢ lll-LIi2dzyd system of supports coordinated by HEDAC (the
11-Yiti2y 9ESOGiIgS SMSOi20a0 1o203ny1-€ /216i2y0 IyR (KS 162003ty1€ /1 . 0/2Y Y e
Advisory Group). These bodies conduct visioning sessions informed by an extensive data
collection and feedback process that includes community surveys and community forums.
Specifically in terms of Day Services, the Hamilton Regional Indian Centre (HRIC) offers several
services designed to meet the needs of urban Aboriginal people who are homeless or at risk of
losing their housing, and they also offer a space where community members can spend time
and socialize. The HRIC has recently added a teen drop-in program on Friday and Saturday
evenings. We heard that there is also one HRIC staff member who also works with mainstream
agencies to provide cultural awareness and sensitivity training.

While we heard that the system of supports is strong, we also heard that there are gaps,
including improving mental health supports and establishing an Aboriginal-specific emergency
shelter. However, these are outside of the scope of this report on Day Services. While offering
overnight shelter or housing is beyond the scope of Day Services as currently defined, Day
Services may be able to offer additional culturally informed mental health supports.

Women

Dedicated Day Service for this population  Other Day Services offering targeted

programming for this population
 Good Shepherd, Notre Dame

1 D22R {KSLIKSIRME =StfySaa /SyiiS

{ Elizabeth Fry Society Resource Centre Community Resource Centre

{l Elizabeth Fry Society, STARS drop-in  Hamilton Regional Indian Centre

1 Interval House, 22Y Syl /SyllS IyR 1 Hamilton Urban Core CHC
WIHISR0A tfl-0e 1 Neighbour to Neighbour Centre

{ Robert Land Community Association

We heard from women participants and from staff of women-serving organizations that women
experiencing homelessness in Hamilton are under-served. Many have lived through abusive
relationships and traumatic events, and many are experiencing violence in the present, but are
not always eligible for Violence Against Women (VAW) services.

The women we spoke with expressed frustration with the system and the feeling that men and
people with addictions are the focus of services and interventions and women are not receiving
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the help that they need. As evidence, some pointed to the lower rent supplement, shorter time
period, and less intensive supports attached to the SOS (Supporting Our Sisters) program as
compared to the ASH (Addiction Supportive Housing) program. Many said they do not feel safe
going to the Wesley Centre or to Hamilton Urban Core CHC to spend time or access services
(e.g. food, meals, laundry, showers). However, some also acknowledged the role that these
services play within the continuum of services in Hamilton, noting that they had used these
spaces when they were using drugs or when they were living on the street. The consensus was
(K1 (KSaS aL)1-:0Sa HIS aol-al01te 121 gKSy &2 IS R26y1 R26Y1 R26Y YR 2dzite

“If you are a drug addict coming off the street you get everything. Why is it
that there is so much money and opportunities for people with addictions?
They get housing, food assistance, clothing. They get their hair done before
anyone else. They get more sympathy than someone who is ‘capable of
doing it on their own.’ You fall into a rut of bad timing and you wind up
homeless. I’'m not saying close those doors to people with addictions, I'm
just saying there should be more investment in people who just need a
hand up.” ~ Day Service Participant

Women identified a strong need for more case managers and people who will help them
navigate the system to achieve their goals.

“I want to write a rent cheque, | want to be a productive member of
society. But it feels so impossible, like | might as well try to fly to the moon.
The government hires so many people — why can’t anyone help? They keep
saying there are so many resources. But there’s a catch-22 to everything,
and when you’re at the bottom, it’s that much more of a struggle. This
person is telling me one thing, this person is telling me something else.
They’re clashing, and I’'m the one in the middle getting pounded.”

~ Day Service Participant

Finally, we heard from service providers that there is a need to bring a gender analysis to the
service system to understand how addictions, homelessness, housing, underground
employment, and street living affects women differently from men.

In its survey response, Out of the Cold noted that it is considering offering some meal programs
for women only. We heard from the Hamilton Dream Center and the Elizabeth Fry Society that
they would like to be able to expand their outreach capacity, hours of service, and the amount
and quality of food and other material resources that they are able to offer the women that
they serve (specifically, women involved in the sex trade and criminalized women)
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Lesbian, Gay, Bi, Trans, Queer, Questioning, Two-Spirited (LGBTQ)

Dedicated Day Service for this Other Day Services offering targeted
population programming for this population
{ The Well, Trans Services Program  Good Shepherd, Wellness Centre
{ Hamilton Regional Indian Centre
(HRIC)

1 Interval House, W2 Syl /SyiilS IyR

WIHISRE tf1-0S
1 Urban Arts Initiative

2KIES ¢KS =St ¢ll-ya {SIA0Sa LI2IN-Y 1 1ia 2y 4518 {SI0SIE N LI2IRSE I GlHiSie 27 20K SN
programs for LGBTQ individuals as well. However, we heard through several stakeholders that
individuals who are homeless or at risk do not feel comfortable accessing these programs. The

al1T LISUERY &K 2 ldzya (KS =Sffa w15 1w _ 200K 5i2L-In indicated that there is a need for a

similar, separate program for street-involved youth. We heard this request from other youth-

serving service providers as well.

Within the trans population, we heard that employment discrimination is one of the biggest
barriers the community faces. Without stable employment, people may struggle to find and

maintain housing. Day Services may be able to play an advocacy role.

Youth
Dedicated Day Service for this Other Day Services offering targeted
population programming for this population
{ Hamilton Regional Indian Centre, { Banyan Community Services
Teen Drop-In  Robert Land Community Association
{ Living Rock
{ Notre Dame Community Resource
Centre

9 Routes Youth Centre
9 Urban Arts Initiative
1 Wesley Teen Drop-Ins

Despite this variety of services, we heard that there were still some Day Service gaps (see

Appendix 2) for young people:
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f There are no Day Services available during the day for youth who are disconnected from
school and not employed.

I Thereis a need for an LGBTQ-specific drop-in program for street-involved youth

I Thereis a need for more housing workers and mental health workers on-site at Day
Services

f Thereis a need for Day Services for youth living on the Mountain

“Transitions for Youth, TY, was a youth drop-in run by Wesley that was
open during the day. When that program got shut down about five years
ago, the problems it caused for the youth on the streets were crazy. We
used to be able to go hang out, play pool, watch TV. It was a place where
kids could hang out and be distracted from things like drugs during the
day. Now there’s nothing during the day. The Rock has programs, but
unless you’re in Resources, Tri-Rock, or doing something for staff, you're
out of luck.” ~ Day Service Participant

“The reality is that we need a separate program for [LGBTQ] youth who
are experiencing homelessness. When homeless youth have attended the
RADAR group, they have been welcomed, but they often experience
challenges that require a higher level of service than a peer support group
can provide.” ~ Service Provider

We heard that some community centres and rec centres have free or low-cost youth-specific
activities, some designed to connect with at-risk youth. Specifically, the City has established
Recreation Assistance Fee program. We heard that youth continue to face barriers to accessing
(K& LI230-Y'o Ly IRRidi2y (2 16 (KS OKI-6Sy3Sa fiaiSR ly"aCommunity Centres, Resource Centres,
and Rec Centresi¢ 10205 82uiK F1-0S iKS I-RRI2y1 OKI-ESy3S K I-i iKS@ Yizad Ste 2y ik S
parents to complete the application form and provide the supporting documentation. The
suggestion was made by several stakeholders to simply waive the fees for all City-operated
community centres, and for youth in particular.

We heard from youth participants and from several youth-serving service providers that there
is a need for additional youth-specific programs, supports, and Day Services on the Mountain.
Living Rock expressed interest in establishing an ongoing presence in a second location in a
building on the Mountain. Wesley Teen Drop-ins operates on a satellite model, using
community centre facilities to offer Day Services on specific evenings. Wesley expressed
interest bringing these services to other parts of the City as well.
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People with Addictions

Dedicated Day Service for this Other Day Services offering targeted

population programming for this population
 Wesley Centre  Good Shepherd, Notre Dame
Community Resource Centre
{ Hamilton Urban Core Community
Health Centre

| Mental Health Rights Coalition
(MHRC)

1 D22R {KSLKSIRI =2Y Syla {SN@0Sa:
Wellness Centre

{ Hamilton Regional Indian Centre

(HRIC)
1 LyGSuaIt 126351 =2 Syla /SyilliS =
WI-HISR0A Place

In the survey and during the consultations, all Day Service providers articulated a tolerant
approach to use of alcohol and drugs. They emphasized that the presenting behaviours were
the main issue rather than the drug or alcohol use on its own. The survey echoed the person-
centred, flexible service philosophy articulated by stakeholders during the consultations. The

Y 122068 27 1SALI2yRSyHa IR (K I-i (KS8 g26tR alt26 iKS LISIaRY 12 02Y'S Iy 1yR Y 2yli2il iKSH
oSKI-gi2dzlig 6SF21S 1KSe g2dfR YIS I- RSOMdion about whether further action was needed. None
of the respondents chose the strictest option, to restrict the personis access to the Centre or
Program for a period of days or weekst h¥ (KS T2zl gK2 IyagSISR al-a iKS LISIa2y 2 SIS IyR
02Y'S 6107 fI-iSi¢ three were pre-teen- and teen-focused organizations and one seniors-
focused organization.

People with Mental Health Challenges

Dedicated Day Service for this Other Day Services offering targeted
population programming for this population
 Mental Health Rights Coalition  Good Shepherd, Notre Dame
(MHRC) Community Resource Centre
T CMHA, Evening Social Recreation 7 D22R {KSLIKSIRI =22Y Syl {SIg10Sa!
Rehabilitation Program (ESRRP) Wellness Centre
{ Hamilton Regional Indian Centre
(HRIC)
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Dedicated Day Service for this Other Day Services offering targeted

population programming for this population
l Hamilton Urban Core CHC
1 LyGSugIt 126351 =22 Sylia /SyiilS =
WHISR0A t1-0S

9 Urban Arts Initiative
 Wesley Centre

Despite the variety of Day Services with targeted mental health programming, we heard from
many stakeholders that mental health services and supports remain a key need for the

individuals they serve.

Sex Workers and People Who Have Been Involved with the Criminal Justice System

Dedicated Day Service for this Other Day Services offering targeted

population programming for this population

{ The Bridge { Good Shepherd, Notre Dame

{l Elizabth Fry Society Resource Centre Community Resource Centre

{l Elizabeth Fry, STARS (Sex Trade  Good Shepherd, Wellness Centre
Alternatives and Resource Services) {1 Hamilton Regional Indian Centre
Drop-In (HRIC)

{ Hamilton Urban Core CHC

1 LyuSugIt 12035t 22 Sylia /SyiilS
ISR tf1-0S

 Wesley Centre

We heard that individuals who are involved with sex work or with the criminal justice system
are often survivors of abuse and need access to intensive one-on-one counselling and supports.
We also heard that there is a need for further pre-employment and training supports to help
people gain confidence and build new lives. As with other Day Services, we heard that there is a
need for increased funding to support basic needs (laundry machines, showers, a larger supply
of hats and mittens in the winter, more fresh vegetables, fruit, and dairy in meals served).

For sex workers in particular, we heard that there is a strong need for additional Day Services
LI2G1Ry3 I- dy2y-zRIY Syil£ aShity3 120 42 Sy gK2 IS 27iSy uzRISR GSIR KIHaKR 68 a201SieeT
a space where LISSIA Ol-y"a&dzLiLI20i SI-OK 20KS SY 2(i2y1-eé IyR 100534 al- glIY Y SI
02Y Y dzyliel aI-FSGaT al-yRe 1-00SLIi1-y0Sm00 1-a @St 1-a LIN-0I01£ KSELIg
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The Elizabeth Fry Society indicated that it would like to open a satellite location in a storefront
on Barton where women involved in sex work could come in for a coffee and a snack. The
Hamilton Dream Center indicated that it had begun doing some outreach among sex workers
and is hoping to open its doors one night per week (or more) as a drop-in for these individuals.
Both indicated they would like to expand their hours of service and the types of resources they
are able to offer.

Funding Challenges

“Churches are very much taking up the slack where the government is
failing. This can't go on forever. Churches are not wealthy organizations. A
minimal expectation for all of us should be adequate nutrition, and enough
money should be given to those on Social Services to achieve that
expectation. That is not happening. People are being given food by food
banks, but not nutritious food. Lack of nutrition causes health issues, which
in the long run cost us more money due to health care costs.”

~ Day Service Provider

When asked the open-SyRSR ljizSaii2yt ¢=KI-i 1 iKS 6133540 OKI-€Sy3S &2dz FI-0S Iy LIi2dIRly3 1KS
programs yodz 21TSIKEL HH 2T He Oygr> 0 2T adgSe NSALI2YRSYA yI-Y SR lyadTrIoNSyd TazyRiy3 IyR
issues related to insufficient funding (e.g. not enough space, limited hours of operation, not
enough food to give people, lack of specialized staff, not enough staff to provide as much
individualized attention to clients as needed).

Almost all Day Services in Hamilton rely on grants from charitable foundations and donations
from community, congregations, and corporations to make up a significant portion of their
annual budget. Half of Day Services identified these revenue streams as their primary source of
funding. During consultations, Day Service providers expressed a high degree of anxiety and
frustration about the precarious nature of this type of funding.

Table 2: Sources of Funding

QUESTION 22: Which of the above funding sources covers the MAJORITY of your

operating budget? (Open-ended responses)

Donations and Grants (n=13) Government (n=12) Varies (n=1)

PAUL DOWLING & ASSOCIATES ¢ City Of Hamilton Day Services Review ¢ Final Report August 22, 2013 Page 58



QUESTION 22: Which of the above funding sources covers the MAJORITY of your

operating budget? (Open-ended responses)

Donations and Grants (n=13) Government (n=12) Varies (n=1)
Provincial (n=7) One
=>» Ministry of Health and Long-Term Care respondent
Community and church (n=2), Ministry of Community and Social did not
donations (n=8) Services (n=1), Local Health Integration identify one
bSig217 oyTmil dzyALISOFISR Gtii2@ty 0Nl primary
3205y’ Syflié oyT oi source of
Foundations and granting Federal (n=2) funding, but
agencies (n=4) > HPS instead said
Municipal (n=3) Ve RUIKSY:
: _ =>» Community Partnership Program (n=1), according to
Corporate donations (n=1) Culture and Recreation (n=1), per diems/  LN23l-Y'te
CHPI (n=1)

We heard frustration from many Day Service providers about funding. They told us that most
funding sources are time-limited and focus on a mandate or a set of priorities that are subject
to change. They said that many new sources of funding focus on new, innovative, high-impact
programs in which there is an expectation that clients will move on quickly to independence.

“It is a real challenge to provide social activities. These are a way for us to
offer hope, a healthy environment, a chance to break the cycle. But there’s
pressure from funders to count widgets.” ~ Day Service Provider

“People used to say [Amy]* was hopeless. Some staff used to say it too,
privately. In the end she managed to quit using drugs, but seeing things
through with her took 5 or 6 years.” ~ Day Service Provider

Day Servi0S LIN20IRSIA 126R dza iK1 (KS® NIHISER 71 ySI-ite lyi2 2yS TizyRSIE mandate. We heard
from Day Service participants that meals, showers, laundry facilities, and a space to spend time
socializing are key priorities, but that these are not priorities for any funder, so it is a struggle to
obtain and then maintain funding for these services. Sometimes the case can be successfully
made; a number of Day Services noted that they got health dollars from the LHIN to provide
food. In other cases, organizations may stretch program dollars to cover core costs or
infrastructure costs.

* Not her real name.
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“I’ve seen programming dollars spent on capital infrastructure. People will
say, ‘Well, the clients need the program, and the program needs space,

and this space needs fire doors, so it’s an appropriate use of programming
dollars to put in fire doors.”” ~ Community Stakeholder

“We need to raise almost four million every year. We get 20% of that from
the City; the other 80% of our funding comes from direct mail campaigns
and special events, and we go after schools and churches to do third party
fundraising. The community has been very supportive — we feel like, if they
believe in us, we can continue.” ~ Day Service Provider

The specialized programs and services that many Day Services offer, including health, mental
health, employment, housing, addictions, and settlement supports, may be eligible for funding,
but then, providers explained, they are relying on complicated patchwork of funding sources.
Many Day Service providers told us that they must spend hours of often unremunerated time
conducting fundraising campaigns in the community and completing multiple application forms,
collecting data, and reporting on outputs and outcomes for funders, all without any guarantee
that they will be able to continue keep the doors open, or maintain a full complement of staff,
or provide the same number of meals each week.

The Community Homelessness Prevention Initiative (CHPI) offers much more flexibility to
{SI310S al-y1-3Sia 146201-ily3 TayRa0 126SASIE 1-4 2y5 &ll-{SK2(RSH LI2hyiSR 24z aikSUS 1a I- 2y31
backed-up queue of agencies wanting to address historical underfunding issues ¢ the City will
find it hard to do anything new.€
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Appendix 1: Consultations

Surveys

We invited 48 organizations to complete a survey; 39 completed surveys, 6 responded to
questions by telephone that eliminated them as Day Services, and 3 did not respond. The
figures and tables presented in the Day Services Analysis Report use data from only the
identified Day Services. The discussion of service system assets and gaps, review of best
practices, and analysis of vulnerable population needs presented in the Final Report draw on
the qualitative responses from all survey respondents.

DAY SERVICES (n=26)
01yaaSIISR & Sa€ (2 vyY Do you offer a space where people can just hang out and socialize
without any intention of accessing additional services?)
1. Banyan Community Services
2. The Bridge From Prison to Community
3. Canadian Mental Health Association (CMHA), Evening Social Recreation and
Rehabilitation Program (ESRRP)*
4. Elizabeth Fry Society Hamilton Branch, Resource Centre for Criminalized Women
5. Elizabeth Fry, Sex Trade Alternatives and Resource Services (STARS)
6. First Pilgrim United Church 4
7. D22R {KSLKSIRI =2Y Syna {SIA0SaF 4
8. Hamilton Out of the Cold Program* 4
9. Hamilton Regional Indian Centre*
10. 1Yty oly /20S /2Y Yayiie 1SIiK /SyulSF 4
11. LyUSIgI£ 124351 =2 Syna /SyuliS 1-yR WHISRA t1-0S F
12. [ighy3 w201 4
13. Mental Health Rights Coalition (MHRC) Drop-In and Resource Centre
14. Neighbour to Neighbour Centre*
15. ¢KS hiigS _lI-y0K 4
16. w20Slii [IyR /2Y Yazyiie 1332001-i12y 4
17. Routes Youth Centre
18. {lv al-iikSo0a 126451 w2E62126:3K {Syr21E0 /Syiis
19. {it aliikSsta 120351 {Syl20a1 5hi2U-In
20. Moty 1iia Lyrin-iigS 4
21. Welcome Inn Community Centre
22. The Well, Trans Services
23. Wentworth Baptist Church 4
24, =S55(S8 Mioly alynaiinsar =SatSe /SyuiSk 4
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25
26

. Wesley Urban Ministries, Teen Drop-lya f4

. D22R {KSLKSIRI , 2dziK {SN@1053 0b20iS 51-Y'S /72Y Y trylig wSa2dzi0S /SyuliSiF 4
[In our consultation and research process, we believed Notre Dame Community
wSa2d20S /SyiS G2 oS I- 518 {SNg0Se 124505 b2iS 51-Y'S 1yagSISR db2é {2
Question 8 on the survey and although we attempted to follow up, we were not able
to connect with Notre Dame before completing the Analysis Report was due. As a
result, the Analysis Report aggregates the data and reviews the results of only 25 Day
Services. We subsequently clarified the error with Notre Dame and in the Final Report,
we have included Notre Dame as a Day Service.]

NOT DAY SERVICES (n=13)

01yaaSIISR ab2¢ (i2 vyY Do you offer a space where people can just hang out and socialize
without any intention of accessing additional services?)

27. VYOI-40S0 /72Y Y dzyhie {SIgn0Sar [Sita 52 [dzy0K
28. The Cottage Studio
29. Flamborough Food Bank *
30. Good Shepherd, Family Services, Food Bank & Clothing Room
31. D22R {KSLKSIRI D22R {KSLIKSIR /SyilS 6Y Syna aKStiSio f 4
32. The Hamilton Dream Center
33. Hamilton Jewish Social Services
34. Mission Services, Community Services Opportunity Centre 4
35. aldai2y {SIg10S4r aSynd wSaRSy0S 4
36. Muslim Association of Hamilton (Hamilton Mountain Mosque and Umar Mosque) *
37. ¢KS {IHal-ii2y WYL CIYIe 5 /2Y Y dryhie {SIg0Sa k {ai0RS tiISASylizy 4
38. {lt al-iikSs0a 124aSI Emergency Food and Basic Needs and Assistance (414 Barton St.
E.)
39. Wesley Urban MinistilSa! ¢lil-yalii2ya t2 12Y'S diSOoISI-ii2y Li23N-Y o 4
INVITED TO COMPLETE SURVEYS BUT DID NOT (n=9)
40. Afro-Canadian Caribbean Association (ACCA) of Hamilton and Contacted by
District Inc Community Centre and Social Club telephone or
41. VWOI-iSI /72Y Yty {SIg0Sa o1 /{ir [Sita 52 [dzy0K email and
42. Dominic Agostino Riverdale Community Centre confirmed not a
43. Glanbrook Home Support Programme, Congregate Dining Program  Day Service
44. The Well, RADAR Youth Social Drop-In Night
45. Montcalm Community House
Attempted to
46. ¢KS Yiyd1a Way Outreach Centre contact by email
47. {10112y Y81 . 22(K /SylliS aSyla {KSfiSI and phone; no
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Consultations
We conducted 33 interviews and focus groups, consulting with a total of 79 individuals.

INTERVIEWS, MEETINGS, AND FOCUS GROUPS

#

1.

Name

Daljit Garry, Executive Director, Wesley Urban
Ministries

Dean Waterfield, Director of Housing and
Homelessness Services, Wesley Urban Ministries

Matt Thompson, Cafe Manager, Freeway Cafe*

Renee Wetselaar, Social Planner, Social Planning
and Research Council (SPRC)

Daphne Prinzen, Program Director, Homestead
Christian Care

Larry Huibers, Executive Director, Housing Help
Centre

Date
February 11,
2013
February 12,
2013

February 12,
2012

February 12,
2013
February 13,
2013
February 13,

Type

In-person
interview
In-person
interview and site
visit to Wesley
Centre

In-person
interview and site
visit

In-person
interview
Telephone
interview
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