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House Wake!:
RRH Case Management
STANDARDS & BENCHMARKS



RRH Key Principle: Housing First

Robust support services with 
assertive engagement

Tenancy is not dependent on 
participation in services



Participation in Services

Staff conducts regular engagement and 
outreach to all tenants for the purpose 
of informing and engaging tenants in 
supportive services. 

Involvement with supportive services is 
not a condition of occupancy.



What RRH Does and 
Does Not Do*:

Rapid re-housing DOES:

•Reduce the length of time people 
experience homelessness 

•Minimize the negative impact of 
homelessness on people’s lives

•Help people to access resources to help 
with their housing goals

Rapid re-housing does NOT:

•Eliminate poverty

•Ensure that people will have affordable 
housing (paying 30% or less of their income 
for rent)

•Protect people from the impact of losses or 
challenging situations

•Eliminate housing mobility

*Source: U.S. Department of Veterans Affairs



RRH Core Components

1. Housing 
Identification

2. Rent & 
Move-in 

Assistance

3. Case 
Management



3. RRH Case Management
Standards

Help Participants to 
Obtain and Move 
into Permanent 

Housing

Support 
Stabilization in 

Housing
Close the Case

1. RRH Program Staff Should:



RRH Program Benchmarks
*National Alliance/HUD

RRH is a Housing First intervention: should screen households IN, not OUT

RRH Benchmarks are based on performance data of 
programs that do not screen households out on the basis of 

barriers. 

Measure performance using HMIS

*https://endhomelessness.org/



RRH Case Management
Housing Assmt. Focus

Income and other 
eligibility factors

Immediate, short-term, 
and medium-term 

housing needs 

Ongoing issues, underlying 
issues, including barriers to 

getting housing (e.g., negative 
landlord references or credit 

history), and barriers to keeping 
housing (such as income)

Determination of most 
appropriate 

intervention -- rapid re-
housing or long-term 

programming



RRH Case Management
Housing Barriers

Extremely low income 
(less than 30 percent 

of Area Median 
Income)

Credit problems 
Significant amount of 

medical debt 

Negative tenant 
history

Criminal history



Discussion

What are some of the most challenging 
housing barriers that you have encountered 
with your clients in the assessment process?

• Share an example of a successful strategy 
you have utilized to help overcome a 
housing barrier



RRH Case Management
Medium-Term Support

Some households may need for assistance that exceeds 
3 months.

Medium-term assistance (up to 18 months) may be 
justified for those with complex needs.  



RRH Case Management
Housing Plan Focus

Assistance with 
choosing and obtaining 

affordable housing
Personal strengths

Short-term, crisis 
resolution steps

Linking to any needed 
and desired ongoing 
services, with a focus 
on housing retention



Housing Plan: Connecting to 
Services in the Community 

Flexible, 
voluntary

Counseling
Health and 

mental health 
services

Alcohol and 
substance use 

services

Independent 
living skills

Money 
management/ 

rep payee

Community-
building 
activities

Vocational 
counseling and 
job placement

Housing 
stability 
services



Discussion

What are some examples of community 
supports and services in Wake County that 
you have utilized?



RRH Case Management
Housing Stabilization Focus

Ongoing monitoring of 
housing situation, including 

communication with 
landlord as appropriate 



RRH Case Management
Housing Support Focus

Link to ongoing 
supports/case 

management if needed 
and desired by client

Referral and follow-up



RRH Case Management
Core Components

Highly skilled, 
case mgmt.

Effectively 
assess 

household 
needs

Develop plan to 
address those 

needs

Facilitate access 
to needed 

services and 
resources 

Ultimate Goal:  
Long term 

housing 
stabilization



Engagement Prior to Housing, Assessing 
Housing & Service Needs/Barriers

A family of five with three children has extensive housing barriers: 
• Criminal background includes felony and recent 2020 misdemeanor charges, several 

evictions 

• The couple has a Pit bull dog they do not want to part with

• Poor credit, unstable employment (the husband works a few weeks and quits a job 
or is laid off, the wife works in a restaurant and her hours fluctuate)

• Unable to locate private landlords that accept the dog, rental, and criminal history. 

• They have been living in a hotel since March 2020 

The family does have transportation, but no money saved. They 
have a potential monthly income of $2500 a month. 

• What are the families housing barriers?

• What are their strengths?

• What are three or four primary objectives to help them obtain 
and retain housing?

Case Study 
Scenario
Breakout Strategy 
Brainstorm



Breakout
Debrief
Discussion

What were some of this family’s 
barriers?

What were their strengths? What 
resources are available to them?

What are three or four housing 
plan objectives to help stabilize the 
family?



House Wake!:
Assertive Engagement
BUILDING BLOCKS



Engagement sets the stage for housing  
case management where housing 

identification  and placement can occur 
on an individualized basis.

It must be based on 
honesty and trust.  

What is Engagement?



The Building Blocks of 
Assertive Engagement

Patience & 
Consistency

Assertiveness

Rapport and 
trust is your 
foundation

Interactions 
without 
agenda



Engagement “Tricks of 
the Trade”

Help obtaining 
benefits

Help with food while 
SNAP benefits are 
being applied for

Neighborhood tours, finding 
public transportation routes, 

grocery stores, places of 
worship, etc, especially if the 

neighborhood is a new 
place.

Having fun—where is 
the rec center, free 
entertainment, the 

library, etc.



Discussion

Let’s talk about some barriers to client 
engagement that you have experienced.

What is the most challenging part of
engaging your clients in housing and services
– and what are some potential solutions?



How to Assertively Engage

Relationship Building is the Key!

This can be done, both:

Formally

And

Informally!



Effective Engagement

• Be a real person

• Be nonjudgmental about 
behaviors of tenant

• Examine your own biases

• Remember positive 
reinforcement tips people 
toward change

• Get meaningful supervision and 
peer support

When 
engaging 

a 
tenant…



Facilitating Effective Change
What works, what doesn’t



Discussion

How do you handle ambivalence, denial and 
resistance that you encounter with clients?

Are there non-confrontational strategies that
you utilize that have been helpful?



What Does Engagement Mean 
in RRH?

Introducing  client 
to services 

relationship

Finding common 
ground to build 

upon
Individualized

Does not have to 
be formal, 
scheduled 
activities 

Creating 
atmosphere of 
acceptance and 

trust

Use brief 
encounters for 

interaction

Respecting privacy 
and individuality

Listening to 
opinions, 

perspectives, and 
preferences

Being creative in 
the delivery of 

services



House Wake!:
Effective Case Mgmt. Strategies
MOTIVATIONAL INTERVIEWING/TRAUMA/HARM REDUCTION



“A collaborative conversation style

for strengthening a person’s 

own motivation and commitment 

to change.”

What is Motivational 
Interviewing (MI)?

(Miller and Rollnick, 2013)



Useful with tenants who 
are reluctant to change and 
ambivalent about ability to 

change

Intended to help resolve 
ambivalence and get tenant 
moving on path to change

Staff acts as change agent

Staff supports tenant in 
uncovering the motivation 
that is the change agent.

Why use Motivational 
Interviewing?



The 4 Core Principles of 
Motivational Interviewing

1) Express empathy 

2) Roll with resistance 

3) Develop discrepancy 

4) Support self-efficacy 



Expressing Empathy 

Perspective taking 
(to see the world as 

others see it)

Staying out of 
judgment 

Recognizing and 
understanding 

emotion in others 

Communicating 
your understanding 

of that person’s 
feelings 



Expressing Empathy 

“That must have 
been so hard.”

“Your feelings 
about this are so 

normal.”

“Thank you for 
sharing this with 

me. I know it must 
be difficult for you.”

“Making change is 
hard work!” 



Discussion

Do you utilize Motivational Interviewing with 
your clients?  In what type of situations?

Share an example of how MI has been
effective – or not – with your clients



Rolling with Resistance: 
OARS Model

Open-Ended 
Questions

Affirming 
Statements

Reflective 
Listening

Summarizing



Examples of 
O.A.R.S.

• “What is most important to you?”, 

• “How can I help you?”

• “What are you afraid you’ll lose?”

• “What could you gain?” 

Open ended 
questions

• “I appreciate you sharing this with me.”

• “You are handling a lot right now.”

• “You have worked really hard.”

• “You are very brave.” 

Affirmations

• “It sounds like…”

• “What I’m hearing is…”

• “You feel….is that right?”

• “You’re wondering if/scared of/ hopeful that…”

Reflective 
Listening

• “Let me see if I understand this so far…”

• “Here is what I’ve heard you say. Tell me if I 
missed anything.”  Summaries



Motivational Interviewing 
Developing Discrepancy

Motivational 
Interviewing

Cultural 
Competency

Trauma Informed 
Care

• Trauma Informed Care

• Cultural Competency and 
Racial Equity Work

• Harm Reduction



Support Self-Efficacy 

Focuses on what the client has been able to do 
in the past

Highlights skills and competencies the client 
possesses 

Builds the client’s confidence to make change

Expresses hope for the client’s future and 
current situation  



Roadblocks to Listening 

Giving advice or 
making 

suggestions 

Persuading, using 
logic or arguing 

Moralizing, 
preaching

Judging, blaming, 
shaming

Reassuring, sympathizing, 
consoling when its time to listen



Discussion

Share some examples of “hard 
conversations” you have had to have with 
clients.

What worked? What didn’t? How could
changing your approach be more effective?



Motivational Interviewing is 
Trauma Informed 

Source: http://mitrainingtoday.com/article.pdf

SAFETY –
• Emphasizes respect and empathy for the client, promotes 

harm reduction and cultural competence 

TRUSTWORTHINESS – • Utilizes reflective listening and empathy to build rapport 

CHOICE – • Focuses on self-efficacy and autonomy of the client

COLLABORATION –
• Approaches client with curiosity, open-ended questions and 

support rather than judgment or shame  

EMPOWERMENT –
• Affirms the client and builds on strengths to enhance skill 

development and elicitation of change 



Exposure to Trauma –
a common cycle

History of 
Trauma

Increased risk 
of 

homelessness

Experiencing 
homelessness 
IS traumatic

Increased risk 
of re-

traumatization



Challenge to Providing 
Supportive Services 

Clients May

• Be engaged in high risk activity

• Struggle to adjust to living 
indoors or near others, 

• Struggle to trust others 

• Be ambivalent to change or 
resistant to treatment 
adherence

Staff May

• Feel burned out 

• Experience secondary trauma

• Not know the best way to help

• Risk re-traumatization or build 
resistance, even with the best 
of intentions 



Discussion

Dealing with traumatized clients can be especially 
draining for case managers.

Have you experienced “secondary trauma” from
working with your clients?
How does that impact your work? What are
some strategies that could help you deal more
effectively with the effects of trauma?



Trauma Informed Care

“Realizes the widespread impact of trauma and understands 
potential paths for recovery;

Recognizes the signs and symptoms of trauma in clients, 
families, staff, and others involved with the system;

Responds by fully integrating knowledge about trauma into 
policies, procedures, and practices; and seeks to actively 
resist re-traumatization.”

SAMHSA (2016, August 15). Trauma Informed Care and Trauma Specific Interventions. Retrieved from 

http://www.samhsa.gov/nctic/trauma-interventions



A belief that those who 
participate in high-risk 

behaviors deserve 
education on ways to 
protect themselves

A philosophy that 
recognizes the resilience of 

individuals

A way to expand the 
therapeutic conversation

• Allows providers to effectively 
engage with active users who 
are not yet contemplating 
abstinence

Source: Heartland Health Outreach, Midwest Harm Reduction Institute

What is Harm Reduction?



Harm Reduction Principles

Source: Mid-West Harm Reduction Institute

Individuals have a voice 

The focus is on reducing harm, not specific behavior

There are no pre-defined outcomes 

The individual’s decision to engage in risky behaviors is accepted 

The individual is expected to take responsibility for his or her own behavior 

The individual is treated with dignity 



What Harm Reduction Isn’t:

Source: Heartland Health Outreach, Midwest Harm Reduction Institute

Neither for or against drug use

Means of enabling 

Consent to use

“Don’t ask, Don’t Tell”

“Anything goes”

Anti-abstinence

Passive



Scenario: 

High Barrier, High Need Client 
Engagement
Sam has been in RRH for two months, but is difficult to engage and not 
interested in services. He is already behind on rent, relapsed after years of 
sobriety and kicked a hole in the wall while intoxicated . He has a warrant 
out for failing to follow through with court ordered substance 
use treatment and his landlord is talking about eviction. He still has his job, 
but has missed a couple of days and is in jeopardy of losing his 
employment. Sam is in a crisis.

• What strategies could you use to engage Sam proactively
in his housing plan?  

• How would you apply a trauma-informed approach?

• How do you help prevent Sam from facing eviction?

Case Study
Breakout Strategy 
Brainstorm



Breakout
Debrief
Discussion

What strategies did you come up 
with to engage Sam in his housing 
plan?  

How would you apply a trauma-
informed approach?

How do you help prevent Sam from 
facing eviction?



House Wake!:
Tenancy Support Services
BEST PRACTICES TO MAINTAIN HOUSING STABILITY



Tenancy Sustaining Services 
Promoting Housing Stability

Coaching on roles, rights and responsibilities of tenant and landlord, 
and relationships with landlords

Early identification and intervention for behaviors that may 
jeopardize housing

Assist in resolving disputes with landlords and/or neighbors to reduce 
risk of eviction or other adverse action



Tenancy Sustaining Services 
Promoting Housing Stability

Advocacy and linkage with community resources to prevent eviction

Coordinating with the tenant to review their housing support plan on 
a regular basis 

Ongoing support in being a good tenant and lease compliance, with 
activities related to household management



• Communicate

• Review lease together
• Tenant rights, payment of rent, late fees
• Landlord access to unit
• Making repairs
• Ending lease early
• Lockouts

• Introduce yourself to your client’s landlord or 
property manager and provide contact 
information to alleviate potential crisis that 
threatens eviction.

C
O
A
C
H
I
N
G
o
n
R
O
L
E
S
o
f
T
E
N
A
N
T
/
L
A
N
D
L
O
R
D

Best  
Pract ices  in  
Tenancy 
Support  
Serv ices

Coaching on Roles of
Landlord/Tenant



• Use Motivational Interviewing to understand and 
prevent lease violations
• too many guests, noise, 
• non-payment of rent
• hoarding, etc.

• Connect resident to community activities

• Establish a relationship with a fair housing 
program/legal center

• Develop good relationships with landlords and 
property managers

EARLY INTERVENTION 
& DISPUTE 
RESOLUTION

Early Intervention &
Dispute Resolution



Connecting Tenants to
their Community



• Financial management and 
budgeting  

• Support around grocery 
shopping, nutrition, cooking

• Keeping the unit clean / avoiding 
hoarding

ACTIVI
T

Activities Related to
Household Mgmt.

Best  
Pract ices  in  
Tenancy 
Support  
Serv ices



Engagement Strategies During 
Home Visits

Individualized 

Respect the 
Space

Observations are 
Powerful 



Discussion

What are some potential areas of focus when 
meeting with a client in their home?

What issues could be identified and addressed
through a home visit?



How Much Should I Do?

Depends on the needs of the tenant

Will change over time and not always in one 
direction!

Rarely are CM’s going to do too much

Remember- it’s about whatever it takes at the 
end of the day!



Pulling it All Together

Each of the service delivery philosophies or practices that 
we’ve discussed today are the foundation for engaging 
and supporting RRH clients to find & maintain housing.

The primary goal of today’s session was to highlight these 
skills and techniques while in the context of RRH, 
maintaining a focus on HOUSING.


