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“Hard-to-Reach” 

´Who are they?

´Why are they hard to engage?

´Who are Mary and Fred?

´Why are they here?



Relationships…They Matter
´Making Connections:

´Smile
´Eye contact
´Conversation

´Development
´Contact: 

´Often

´Open

´Commitment:
´Follow through



Guiding Strategies

´ Identify and involve street-level outreach workers.

´Utilize interorganizational outreach and teamwork.

´Establish and update by-name rosters.
´ Implement consistent, compassionate conversations.

´Track individual’s status movement using “Stages of 
Change” framework.

´Report systematically to CoC.



Stages of Change…the essential key

´Pre-contemplation
´Contemplation 
´Preparation
´Action 
´Maintenance
´Relapse



Sample Report Format



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as building 

blocks for a relationship with you as a provider?

´ Identify feelings/emotions the individual/family members might be 
experiencing.

´ Assess & identify necessary services across the service delivery system to 
address the at-risk homelessness/homelessness of the individual/family.

´ What stage of change do you think the person in the scenario is in? 

´ What evidence do you have they are in the stage of change you have 
identified?

´ What are your next steps to assist the individual in moving to the next stage of 
change?

´ What are the advantages and disadvantages to this team-based approach?



Discussion: Scenario #1 

Mary is a 25 year old female with a high school diploma who is married 
with 2 children. Mary’s daughters are Molly, 3 and Jade, 6. Her husband 
is named Joe and he is 31. They have been living in a rural town in Illinois 
about 45 miles from Bloomington. Mary is a homemaker and has no 
credit history. Molly has been home with mom and Jade has been in 
school at the consolidated school district in the area.  Joe has the only 
income leaving Mary reliant on Joe for every aspect of her life. Mary 
takes Molly to the library every week for story time and has been talking 
to another mom who also has a 3 year old. Mary loves to read so checks 
out 2-3 books each week to read at home.

Continued on next slide…



Discussion: Scenario #1 Continued… 

Joe has been physically abusive to Mary and her daughters and has 
threatened to kill Mary. Out of fear for her daughters and her life, Mary left 
the family home. In the night while Joe was sleeping, Mary took the family 
car and left with the girls to drive to a motel in a nearby where she will use 
some money she stashed up over the last few months to pay for the night 
and then will figure out where to go after that.  On the way to the motel, the 
car starts to rattle and steam and Mary pulls over and turns off the car to let 
it cool down. Mary waits a bit and tries to start the car and it will not start. 
Mary is stranded just 15 minutes outside of her town with her daughters on 
the highway.



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?

´ Identify feelings/emotions the individual/family members might be 
experiencing.

´ Assess & identify necessary services across the service delivery system to 
address the at-risk homelessness/homelessness of the individual/family.

´ What stage of change do you think the person in the scenario is in? 

´ What evidence do you have they are in the stage of change you have 
identified?

´ What are your next steps to assist the individual in moving to the next stage 
of change?

´ What are the advantages and disadvantages to this team-based 
approach?

MARY



Discussion: Scenario #2

Jason is a 21 year old male with a GED and a felony drug conviction 
that he pled guilty to, served 18 months and is now on parole. He has 
recently married his wife Megan after she became pregnant and the 
family demanded they get married. Jason was working for his uncle 
at his mechanic shop and his uncle sold the shop and moved, 
leaving Jason without a job. Jason is supporting his pregnant wife on 
income from odd, inconsistent jobs as he cannot get a consistent job 
due to his felony record. Jason’s income is $8,500 and he has a poor 
credit history. Jason and Megan are living in a one room apartment 
on top of an old home and the landlady recently informed them she 
would not be renewing their lease at the end of the month – 15 days 
from now.  Jason needs to find a place where he and Megan, and 
his soon-to-be-born child, can live.



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?
´ Identify feelings/emotions the individual/family members might be 

experiencing.
´ Assess & identify necessary services across the service delivery system to 

address the at-risk homelessness/homelessness of the individual/family.
´ What stage of change do you think the person in the scenario is in? 
´ What evidence do you have they are in the stage of change you have 

identified?
´ What are your next steps to assist the individual in moving to the next stage 

of change?
´ What are the advantages and disadvantages to this team-based 

approach?

JASON



Discussion: Scenario #3 
Louis is a 27 year old divorced male and a college graduate. Louis is 
currently unemployed after losing his job (manager at a local paper mill, 
the largest employer in town) due to the stress of a divorce, substance 
abuse (alcohol), and his lack of work effort including tardiness and missing 
many days of work.  Louis has 3 children. They live with his first wife, who left 
him due his having an affair. He has a large obligation of child support and 
alimony to pay as well as lawyer fees. 
Louis does not have any family support as they are mad at him for his 
infidelity and won’t speak to him. Louis is currently sleeping on the couch of 
a college buddy but this buddy is being transferred to another city with his 
job at the end of the month, 30 days from now. Currently, Louis has $6,400 
to his name left from his job at the paper mill. Louis has a moderate to good 
credit history. Louis continues to drink daily from the late morning 
throughout the evening and knows this is a problem but is not ready to get 
help although knows he needs treatment for his drinking.



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?
´ Identify feelings/emotions the individual/family members might be 

experiencing.
´ Assess & identify necessary services across the service delivery system to 

address the at-risk homelessness/homelessness of the individual/family.
´ What stage of change do you think the person in the scenario is in? 
´ What evidence do you have they are in the stage of change you have 

identified?
´ What are your next steps to assist the individual in moving to the next stage 

of change?
´ What are the advantages and disadvantages to this team-based 

approach?

LOUIS



Discussion: Scenario #4 
Bridgette is a 24 year old divorced mom of 2 children, 3 year old Anna, 
and 5 year old Trevor.  Bridgette has a certificate in travel and tourism 
making $20,000 as a travel agent at the local travel agency.  Bridgette 
got a call at work that her apartment building had caught on fire and 
that all was lost. They think it was due to a curling iron being left on 
and the fire department was unable to get there in time to save 
anything. Bridgette does not have rental insurance as she cannot 
afford it and her ex-husband is not in her children’s lives due to his 
substance abuse and addiction.  Bridgette’s car is all she has left and 
she and the children are currently living in her car as she has nowhere 
to go and needs to find a place as soon as possible so she and her 
kids are not on the streets. 



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?

´ Identify feelings/emotions the individual/family members might be 
experiencing.

´ Assess & identify necessary services across the service delivery system to 
address the at-risk homelessness/homelessness of the individual/family.

´ What stage of change do you think the person in the scenario is in? 

´ What evidence do you have they are in the stage of change you have 
identified?

´ What are your next steps to assist the individual in moving to the next stage 
of change?

´ What are the advantages and disadvantages to this team-based 
approach?

BRIDGETTE



Discussion: Scenario #5
Phil is a 69 year old single veteran with a college degree. Immediately 
after graduation Phil was drafted to fight in the Vietnam War and was 
injured in action. Phil lost a leg and has PTSD. Phil lost touch with friends 
and family and has never been able to hold a job longer than a year 
having long bouts of unemployment. Phil hangs out with others who 
were in the war and understand him and for the last 3 years, has spent 
his days begging for money and food. Phil is very impacted by his PTSD 
and often drinks to mask the symptoms and ends up passed out along 
the highway as he walks around for hours. Phil has been making due 
by staying for a few weeks here and there with friends and did have a 
long stay over 6 months with one friend. Currently, Phil is sleeping 
under a bridge as he has exhausted all of his options with his friends to 
stay with them due to his abusive behaviors from his drinking as well as 
drug use.   



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?
´ Identify feelings/emotions the individual/family members might be 

experiencing.
´ Assess & identify necessary services across the service delivery system to 

address the at-risk homelessness/homelessness of the individual/family.
´ What stage of change do you think the person in the scenario is in? 
´ What evidence do you have they are in the stage of change you have 

identified?
´ What are your next steps to assist the individual in moving to the next stage 

of change?
´ What are the advantages and disadvantages to this team-based 

approach?

PHIL



Discussion: Scenario #6 

Maria and Jose are undocumented immigrants from Mexico with three 
children living in a one bedroom apartment in a small rural town in south 
central Illinois. Marta (5), Alberto and Sandra (7 year old twins) speak 
Spanish as their first language and also speak English as they were born 
here and learned English in school. Maria can speak very little English and 
Jose does not know any English. Spanish is spoken at all times within the 
family except when the children are interacting with store clerks, etc. to 
then interpret what they are saying for their parents. 

Continued on next slide…



Discussion: Scenario #6 Continued…
All three children go to the local rural school and have friends and are 
well adjusted overall.  Jose works for a construction company and a 
landscaping company for pay that is not taxed (paid under the table). 
Maria babysits some of her friends’ children but does not have consistent 
work. The families’ annual income is approximately $23,000 a year. 
Recently, the landlord of their apartment has stated that he no longer 
wants them living in their apartment due to worries he will be in trouble 
for allowing undocumented individuals to live in his building. He has given 
the family a 30 day notice to vacate the premises. Maria and Jose 
believe this is illegal based on their lease but feel they cannot fight it due 
to their undocumented status. They have a few friends but no one can 
take them in as they have no space for 5 individuals. 



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?
´ Identify feelings/emotions the individual/family members might be 

experiencing.
´ Assess & identify necessary services across the service delivery system to 

address the at-risk homelessness/homelessness of the individual/family.
´ What stage of change do you think the person in the scenario is in? 
´ What evidence do you have they are in the stage of change you have 

identified?
´ What are your next steps to assist the individual in moving to the next stage 

of change?
´ What are the advantages and disadvantages to this team-based 

approach?

MARIA & JOSE



Discussion: Scenario #7 

John was married to Sally with two young children (John, Jr. 2 and Jill, 4) 
living in a rented two-bedroom apartment in a safe neighborhood with 
good schools. Sally was a stay-at-home mom. John was a delivery driver 
for a food service distributor for the last four years and lost his job due to 
layoffs, getting unemployment for a period of time. Sally got a part-time 
job as a clerk at a local store. John’s self-esteem was very low and he 
began drinking daily, continually increasing the amount of intake. When 
his unemployment pay stopped, John still did not have a job. His drinking 
resulted in physical, aggressive behavior toward Sally by hitting her and 
she eventually left him and took the children with her. John was unable 
to pay rent for the apartment and was evicted.

Continued on next slide…



Discussion: Scenario #7 Continued…

John began to have medical issues and was unable to get rid of a cold 
and ended up in the emergency room. He was given a prescription but 
due to lack of money could not get it filled and ended up in the 
emergency room with pneumonia in both lungs and on a respirator a 
few weeks later.  Having no insurance, John was billed for the ER visits 
and hospitalization leading to a great deal of debt from his medical bills.  
John continued to live with family and friends, but his heavy drinking and 
anger only got worse, and his hosts always asked him to leave. He went 
from place to place and finally, when John ran out of people to call, he 
began to sleep at the park. Winter is coming and it is too cold for John to 
sleep outside but he has no idea where to go. He continues to drink daily 
and has had some bouts with local law enforcement for petty theft as he 
has been stealing food and at times alcohol every so often. 



Scenario Work: 
´ Are there any assets you can see in the scenario that can be used as 

building blocks for a relationship with you as a provider?
´ Identify feelings/emotions the individual/family members might be 

experiencing.
´ Assess & identify necessary services across the service delivery system to 

address the at-risk homelessness/homelessness of the individual/family.
´ What stage of change do you think the person in the scenario is in? 
´ What evidence do you have they are in the stage of change you have 

identified?
´ What are your next steps to assist the individual in moving to the next stage 

of change?
´ What are the advantages and disadvantages to this team-based 

approach?

JOHN



Thank you!!! 

Contact Information:

Mary Garrison: mgarrison@millikin.edu
Fred Spannaus: spannaus@ameritech.net
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