HOW TO BE A HIGH
FUNCTIONING COC
Presented by Cindy J. Crain, Senior Associate

WELCOME

OBJECTIVES FOR OUR LEARNING
• Governance and Leadership
• Politics
• Working Side By Side for Mutual Benefit
• Managing the System of Care
• Staying focused on Proven Practices
• Reinforcing Success, Supporting Innovation

FUNCTION VS. PERFORMANCE
Function involves all levels of connections between people,
agencies, and leadership
Performance measures the results of how a system
functions

HIGH FUNCTIONING?
Functioning Well

NOT Functioning Well

Shared Vision in action – Success is shared – Roles are
understood

Not clear who is responsible for what – or no one takes
responsibility

When Crisis happens – We collectively respond and adapt

Problems reappear without resolution

We are achieving our goals and hitting our metrics

Meetings repetitive and not productive

System fosters ideas, and innovations

Prevailing emotions are stress, disenchantment

Board and Providers attract talent

Media coverage is mostly negative

External stakeholders respect system experts

Difficult to attract talent to boards or staffing

Prevailing emotions are hope, accomplishments

People experiencing homelessness

THE VISION
VISION

The vision of the Wake County CoC is to ensure that homelessness is rare, brief, and one-time.
We will achieve this vision through our shared values and actions.

OUR VALUES…
HOUSING FIRST:

We recognize that housing is a human right and will not require pre-conditions for access to
housing.
TRAUMA-INFORMED:
We use trauma-informed practices in how we work together and serve people experiencing
homelessness.
EQUITY AND JUSTICE:
We work to eliminate discrimination so that race, ethnicity, gender identity, or sexual orientation
are not predictors of who becomes homeless or predictors of outcomes within the homeless
system. We are committed to re-envisioning just systems to prevent and end homelessness.
LEADERSHIP BY PEOPLE WITH LIVED EXPERIENCE:
We are accountable to people experiencing homelessness and ensure there are meaningful and
accessible ways to participate in shaping decisions.

OUR VALUES…
TRANSPARENCY:
We believe in being transparent with people experiencing homelessness and our community.
EFFICIENCY:
We implement efficient systems that help people experiencing homelessness get housing as
quickly as possible because every day a person spends unhoused is a day too many.
COLLABORATION:
We know working together is better than working alone.
CLIENT-DRIVEN:
We believe that people experiencing homelessness are experts in their own lives and that service
providers’ role is to support strengths and overcome barriers.

IT’S STARTS WITH WHY
• We spend most of our time talking about what we do and
how we do it.
• Organizations and leaders within CoCs that excel start
with articulating WHY they are involved in this work.
• The more authentic the WHY (moving deeper than just, “I
want to help people”) the easier it is to build a cohesive,
shared vision of what the CoC is trying to accomplish, and
the values they uphold in doing so.

TO FUNCTION WELL, WE ASK OURSELVES
1. Where are we now? What are we up against in ending
homelessness? How did we get here? What is the “hand
we are playing”? What is the foe we need to overcome?
2. Where are we going? What are we trying to accomplish and how will we know we are accomplishing it? How will
things look when we get there? How will things feel
when we get there?
3. How are we going to get there? What are the steps?
Who needs to do what? What roles do people have to
play?
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HUD PERSPECTIVE

HEARTH ACT: THE COC PURPOSE
• Promote a community-wide commitment to the goal of ending
homelessness.
• Provide funding for efforts for rapidly re-housing homeless
individuals and families.
• Promote access to and effective use of mainstream programs.
• Optimize self-sufficiency among individuals and families
experiencing homelessness.

RESPONSIBILITIES OF THE COC
The Continuum of Care must:
• Hold meetings of the full membership
• Make an invitation for new members to join publicly
• Adopt and follow a written process to select a board to act on
behalf of the Continuum of Care
• Appoint additional committees, subcommittees, or workgroups
• In consultation with the collaborative applicant and the HMIS
Lead, develop, follow, and update annually a governance charter
• Consult with recipients and sub-recipients to establish
performance targets

RESPONSIBILITIES OF THE COC
• Evaluate outcomes of projects funded under CoC and
ESG
• Develop Policies & Procedures for administering
assistance – Written Standards of Care
• Designate and operate an HMIS
• Plan for the CoC
• Facilitate the Collaborative Application process
• Rank, rate, and review projects

HUD PERSPECTIVE - PERFORMANCE
High Performing Community(HPC) - Subpart E of 24 CFR part

578, Back to HEARTH Act.
• A technical ‘designation’ based on performance achievements
• Mean Length of Homelessness (HDX 2.0 reporting) over most recent
federal fiscal year (Oct – Sept) is < 20 days OR mean is at least 10%
than the previous hear
• Recidivism – Returns to homelessness over past 2 years is less than
5% OR change year to year is greater than 20%.
• HMIS – ES coverage > 80%
• Unsheltered – 100% geographic coverage for unsheltered outreach

ASSESSING
FUNCTION

QUESTIONS TO ASK…
• Is your CoC worth following?
• Does your CoC end homelessness or manage homelessness?
• Is your CoC Provider led, Independently led, or a combination?
• Would you want to navigate your CoC’s system if you were
experiencing homelessness?
• Is your CoC a fundraising body, a policy body, or both? What
should it be?
• Would you describe your CoC as “active”, “dynamic”?

SOMETIMES….
A Continuum of Care (CoC) is a step-parent to several different
types of children who, at any point, can love, hate, admonish, fear,
laude, or attempt to destroy you.

CONTINUUMS OF CARE
Let’s face it:
• The structure is largely a bureaucratic endeavor.
But, don’t despair:
• Your charge is to make your CoC a functional system within the
bureaucratic context.

THE MATRIX OF FUNCTION
• Creating a web of relationships, data, and commitment to ending
homelessness in the right ways.
• Must be, as all things, housing focused.
• An opportunity to figure out and act upon what is redundant,
lacking, or working in communities.
• Should be kinetic (for reference, holding meetings is not
kinetic)…it is not potential action, it IS ACTION

LABORATORIES
• There are over 400 CoC laboratories in the US.
• Different makeups, different populations, different
everything.
• Laboratories where we can test things (please stop
saying “pilot”) to see what works and what doesn’t.
• You can try things, test them, and refine them.
• Diversity should be viewed as a strength: There would
be nothing more boring than 400 of the same thing.

PRAGMATIC FUNCTIONS
•
•
•
•
•

Create a system, housing and supports
Infrastructure of key system elements
Provide the right amount of resources for the right people.
Get that money!
Ensure that data is good, useful, well and frequently reported

REALISTIC PROBLEMS
• What’s your biggest struggle(s) in dealing with agencies in the
CoC, funded or not?
• What is the perception of agencies toward your CoC?
• What’s your staff or volunteer CoC perception of agencies?
• What concepts do you struggle to get across? Housing First?
Coordinated Entry? Reallocation?

CREATING INFLUENCE
• Being of service to the community, providers, other institutions
• Being an example.
– If you say it is best practice, believe it, then do it!
– Data driven in the work – you can back up what you advocate
– Open to change
– Inclusive, listening
• Proactive: The CoC communicates with the community before and
during crisis

GOVERNANCE

MEMBERSHIP
• Getting the Right People on Board

MEMBERSHIP
We can think of membership in two ways:
1. The general membership
2. The board composition

GENERAL MEMBERSHIP
The general membership works best when including senior members who can
hold their organizations accountable:
• Funded service providers
• Homeless service providers funded through other streams (VA, HHS, SAMHSA)
• Faith based organizations that are involved in service delivery or funding, but
do not rely on government funding
• Health partners including primary and mental health care providers, and
EMT/first responders
• Law enforcement and corrections partners
• Philanthropists
• Business community
• Government (both public service and representation from elected officials)
• Academics/researchers
• General public
• Persons with lived experience

A TIP ON GENERAL MEMBERSHIP
Do NOT just put like-minded people together.
Use your general membership as a safety valve for people
to share ideas that may be contrary to the pervasive
thought.
You need a specific marketing strategy for getting
members.

BOARD COMPOSITION
Boards work best with leadership AND management skills visionaries as well as people that can execute.
Boards of CoCs must go to great lengths to avoid conflicts
of interest, especially if service providers are on the board
(and even more if they are in executive positions on the
board)

GOVERNANCE
• We have to do it.
• Is a great vehicle for inclusion and deliberate racial
equity action
• Great when the right people are at the table.
• A ginormous headache when the wrong people are at
the table.
• Can be a means to an end.

GOVERNANCE-MEETINGS
Homelessness has never been ended in a meeting.
But, you can’t having governance without meetings.

So…

COMMITTEES
STANDING
Established in Charter/Bylaws
Highly structured and often follow
specific calendar
Support Governance
Leader Members

Document for organization

SUB COMMITTEE - TASKFORCE
Established by the Board
Should have a clear, specific
purpose, scope, tasks to
accomplish, timeline for sunset
Support Challenges, Initiatives
Leader, Provider, PLE membership

Document for action, decision
making
CoC staff support, organizational
staff support
Reports to CoC Board

BEFORE ESTABLISHING ANY
SUBCOMMITTEE
Ask yourselves:
• Why do we need it?
• Is it being used to solve a problem or fulfill a specific function
or is it being used to ignore a problem by sending it to
committee?
• How will action be empowered by the subcommittee?
• Who needs to be on the subcommittee?
• What power is being given to the subcommittee?
Component or Subpopulation Committees: (e.g. Youth, Families with
Children, Emergency Shelter ) – should STILL have specific mandate,
tasks and ACTION.

LET’S FIGURE OUT HOW TO HAVE GOOD
MEETINGS
Brief, focused, to the point.
Full of facts and not opinions.
Hopefully - reliant on information from persons with lived experience
of our system – as active committee members or informed by frequent
feedback/reporting
End with action.

Focusing on the Big Three Metrics:
1. How long are people staying homeless?
2. How many people exiting homelessness to housing?
3. Of all those that had a positive destination out of homelessness, how
many came back into homelessness?

LET’S FIGURE OUT HOW TO HAVE GOOD
MEETINGS
“Is this the best thing for people experiencing homelessness?” should
guide every meeting.
"The only solution to homelessness is housing” should guide every
meeting.
“Let’s look at the data”
• Have each meeting staffed to assure documentation,
accountability, track action
• Strategic Plan work plans may be relevant to the agenda

MORE ON MEETINGS…
• Stop distractions immediately
– “We don’t have any housing”
– ”People come here from elsewhere”
• Walk away with commitment and timelines.
• “Soon” is not a time and “lots” is not a number.
• Know when to stop banging your head on the same
walls.
• Focusing on action, the future, not the past.

DETERMINING
GOALS, DIRECTION,
PRIORITIES

DON’T BE CONFUSED
There is a tendency to focus on solely what HUD or other funders
want you to do. You need to focus on what YOU are trying to achieve
and how those requirements from others fit into YOUR vision.

Things like HMIS or Coordinated Entry are required tasks that should
fit into your vision - but they are NOT your vision.

COMPONENTS OF VISION
Vision
Envisioned
Future

Core
Ideology

Core
Purpose

Core
Values

Vivid
Description

Audacious
Goals

CONNECTING WHY TO OUR PLAN

Authenticity

Vision

Planning

VISION
Vision is a future-based, current reality.
In other words, the decisions you make today must support where
you want to be. It is not about where you were or where you are now.

THE VISION
Cannot be:
• A dream.
• The answer to all problems.
• Unachievable, nor too easy to achieve.
• Simply a recreation of the present with
different labels.

YOU’RE DOING THE VISION THING
RIGHT IF…
You can write it out on half a page without using an
jargon, acronyms or insider terms.
You can explain it in 60 seconds or less. It should be
longer than an elevator pitch and shorter than a
commercial break on TV.
It has emotional and intellectual appeal.
People respond with buy-in and want to act.

VISION EXPRESSED IN WHAT WE BELIEVE
..Safe housing is a basic right for all people. We need safe, appropriate,
affordable housing options, and access to medical care and education.
It is our belief that most people do not want to be homeless.
..In transparency, collaboration, and cooperation across service
providers. Through this, we all can thrive. Through this agencies and
others can be more knowledgeable about homelessness.
..In serving compassionately, where we can facilitate the self-esteem of
people and community. All people are valuable, regardless of history or
circumstance, and should be treated with dignity and respect. The
decisions people that are homeless make should be respected.
Furthermore, we must respect cultural aspects of homelessness. Stigma
associated with homelessness needs to be challenged.
..In being open to new ideas and data driven practices.
..Services should be available and have equal access, including shelter.
We need to explore new ideas like safe zones.

COMPONENTS OF VISION
Vision
Envisioned
Future

Core
Ideology

Core
Purpose

Core
Values

Vivid
Description

Audacious
Goals

PAINT THE PICTURE: ENVISIONED FUTURE
What will it look like in the future when homelessness is
ended?
What is the role of the CoC in getting there?
What happens to the money and investment?
WHAT WILL BE FUNDAMENTALLY DIFFERENT?
WHY DOES THAT DIFFERENCE MATTER?

A STRATEGIC PLAN…NEXT 3-5 YEARS
ENVISIONED FUTURE IN ACTION
❑ Housing options
❑ CoC improvements
❑ Service & supports and treatment options (e.g. mental
health)
❑ Reallocation of funds from underperforming programs
❑ Build awareness / Solicit additional community support
❑ Bridge the gaps to move the needle
❑ Big Effort: New facility, Housing Surge, Paradigm Shift

PAINT THE PICTURE: AUDACIOUS GOALS
We spend a lot of time focused on tasks, but little time focused on
goals:
Does it represent our Values in Action?
What is the role in policy setting?
What is the role in developing procedures
What is the role in program development, funding, monitoring
and system shaping through CES, outreach, day centers,
shelters, etc.?
• How does the CoC frame this to lead organizations to different
results?
• How would you measure the difference?
•
•
•
•

PRIORITY SETTING
If everything is a priority then nothing is a priority.

CoC that do not establish, transparently share, and defend
its priorities are aimless in funding, monitoring, policy
setting and measuring effectiveness.

PLANNING: THE DOCUMENTS
The Strategic Plan:
• Readily Available on web
• Include all amendments and periodic reporting on web
• Agenda line item – for action
• Easily consumable One Pager Summary



Annual Work Plans – detail smaller tasks that facilitate the goals
and have quarterly progress reports and annual formal community
update – as much effort in reporting as the initial splash document

STRATEGIC PLAN REPORTING
Example Simple One Page Dashboard:

Impact Area 1: Increase PSH
10 of 34 actions steps accomplished
12 of 34 actions steps in progress
12 of 34 action steps not yet begun
Impact Area System Metric 1 – Change from last report, last year
Impact Area System Metric 2 – Change from last report, last year
Significant Impact Area Accomplishment: Summary Narrative

10 MINUTE BREAK

OPERATIONS

COC OPERATING YEAR
• Produce annual CoC Calendar of meetings and events
• Produce master Committee schedule, chair, times locations
• Properly staff and plan the anchor events: PIT, HMIS / HDX HUD
reporting, CoC Competition

 Create a major anchor annual event that presents key information

about homelessness in a message to the community such as “State of
Homelessness Address” including data, vision, goals, plans,
experiences, successes, challenges, call to action. Keynote or intro by
Mayor, elected official.
• Reinforce the work of the CoC
• Reinforce expertise, share the vision, transparency

SYSTEM MAP AND EFFECTIVENESS
• Produce visuals that represent the system map – from a user’s
perspective and another from a human services perspective (and
usable for employee orientations)
• Conduct annual or ongoing system mapping (CES review) meeting
to review operations…are the policies and procedures a great
document or reflect reality?
• Conduct Annual Self-Assessment survey (SurveyMonkey) on
elements of the homeless response system to provide an
anonymous means to express staff experiences with how the CoC
operates
• USE the survey results to inform committees, policies and
procedures.

POLITICS

POLITICS
Things get political when communication and conflict get out of
balance
• Communication is an arm of CoC operations
• The CoC is a backbone organization to the COMMUNITY problem
of homelessness
• Homelessness is an intersection of other community system
failings – therefore the CoC must intersect with the community and
its other systems

INTERNAL POLITICS – DIFFERENT VIEW
Competing Priorities: Youth vs. Veterans, Families vs. Chronic
Competing Beliefs: Housing First vs. Housing Readiness, Rapidly
ending homelessness vs. Transforming lives, HMIS participation vs.
non-participation
• Have to find a space to work from together. Include alternative
voices in leadership, committees, taskforces
• Let other approaches tell their story while maintaining a system
embracing best practice.
• Listening does NOT mean compromising values and belief

• Report on all populations – proportional distribution of resources
• Set sub-goals and report.

INTERNAL POLITICS – POWER STRUGGLE
Governance Charter – If it is not suiting the need, amend. If bylaws
have been forgotten, revisit!
Board of Directors Retreat – Take the time examining internal
functioning before discontent spreads. No less than a full day,
facilitate with third party
•
•
•
•
•

Board orientation BEGINS with recruitment
Create Board Orientation curriculum and binder
Addressing conflict IS leadership
Minutes minutes minutes, mundane until you NEED THEM
Personal conflict – may have to rethink commitment to the CoC if
cannot get beyond, can’t embrace the purpose, mission and values

INTERNAL POLITICS – RESPONSIBILITIES
Conflict can breed where policies, procedures and documentation is
absent.
• Transparency: Put it on the website – central location for
everything
• MOUs, MOAs, or Contracts: example: CoC Board and CoC Lead
Agency can clarify roles – doesn’t have to be complicated

EXTERNAL POLITICS-ELECTED OFFICIALS
 Establish a relationship BEFORE a crisis, BEFORE any ask
• Include elected officials in reporting, updates and any strategic
plan. Provide them one pager, sound byte, bulleted document
prepared like a typical issue briefing
• At least annually – Key leadership should set up formal 30-minute
meeting with Mayor, City County County Commission members,
Housing Authority Board of Commissioners
• Know who Your Elected Officials are – including state and federal,
and let them know who you are. Also: Appointed officials
• Present formally in sessions as an agenda item OR public comment
sign up – tell a significant story, announce or inform on major
initiatives
• Recognize desire for short term (election cycle) successes

EXTERNAL POLITICS - MEDIA
 Media can be your asset (or your nightmare)
• Include media in reporting, updates and big events. Provide them
one pager, sound byte, bulleted document prepared like a typical
issue briefing as a supplement to a one-page Media release.
• Have a consistent “Media Contact” source
• Keep media contact list updated
• A little media training can’t hurt if you have no experience
• For major events – Make an appointment with major media
editorial board to tell your story, inform
• Establish your voice through Op-Eds and opinion pieces – a step up
from Letters to the Editor

EXTERNAL POLITICS - MEDIA
 When Crisis comes…you are ready
• When on a first name basis, you will more likely get the call to
comment to be included in first reporting
• You know what triggers media events – so be prepared:
Encampments, criminalization, violence

EXTERNAL POLITICS - COMMUNITY
• NIMBY – Data, value of PSH, landlord testimonials of success
• Encampments – Data, street outreach, rate of UN to PSH, explain
CES
• Increase in Homelessness – Data, best practice, gaps analysis,
specific list of what will move the needle (strategic plan phase)

STEWARDS OF
IMPLEMENTATION

STANDARDS
Without program standards for each aspect of service (shelters,
outreach, etc.) it is impossible to determine what service providers
are actually implementing and what they are aiming to achieve.

Standards result in the ability to measure fidelity to practice.
Standards provide additional clarity to what funders can require.

BENCHMARKS AND TARGETS
Targets should reflect HUD’s performance standards.
Targets should push performance beyond current outputs and
outcomes, stretching service providers, but not be impossible.
Targets should be transparent - even to end users.
Significant work to develop the key performance indicators for each
major element: Street Outreach, Shelter, Transitional Housing, Rapid
Rehousing, Permanent Supportive Housing

SERVICE TARGETS WITH KPI
 Establishing Expectations GETS RESULTS
❑ Persons to be Served
❑ Service Delivery Model
❑ Key Performance Indicators (KPIs) for Outcomes & Impacts
❑ Outcome Benchmarks for Service Delivery

• Written Standards for Care with Expectations for Service Delivery

• Provides the benchmarks for System Check Ups
• Represent significant committee time for the CoC to develop

RAPID REHOUSING SERVICE STANDARD FRAMEWORK
PEOPLE
SERVED IN
PROGRAM

INDIVIDUALS/FAMILIES WITH MODERATE ACUITY (SINGLES HAVE SPDAT SCORES OF 20-35,
FAMILIES SCORE 27-53) RECEIVE HOME-BASED SERVICE SUPPORTS TO ASSIST WITH HOUSING
AND LIFE STABILITY WHILE INTEGRATING WITHIN COMMUNITY

SERVICE
DELIVERY
MODEL
MINIMUMS

PARTICIPATION BASED ON MODERATE DEPTH OF NEED REQUIRING MODERATE FREQUENCY,
INTENSITY AND DURATION OF SUPPORTS TO HOUSEHOLDS
SERVICE ALIGNS WITH HOUSING FIRST APPROACH:
• NO HOUSING READINESS REQUIREMENTS
• SELF-DETERMINATION AND PARTICIPANT CHOICE
• RECOVERY ORIENTATION
• INDIVIDUALIZED SERVICE PLANNING
• SOCIAL AND COMMUNITY INTEGRATION
SUPPORTS ARE DELIVERED IN VIVO (HOME AND COMMUNITY BASED, NOT OFFICE BASED)
CASE MANAGEMENT SUPPORTS ARE LONGER TERM AND MAY LAST 6 MONTHS TO A MAXIMUM
OF 12 MONTHS, BASED ON HOUSEHOLD NEEDS RELATED TO HOUSING SUSTAINABILITY
CASELOAD: 1:20 FOR CASE MANAGER; 1:20 FOR HOUSING SUPPORT WORKER
BROKERING OCCURS TO ASSIST HOUSEHOLDS ACCESSING LONGER TERM COMMUNITY
SUPPORTS (HEALTH AND WELLNESS, EDUCATION, EMPLOYMENT, INCOME, ETC.)

KEY
PERFORMANCE
INDICATORS

MINIMUM PERFORMANCE:
1. # OF HOUSEHOLDS HOUSED PER YEAR
2. OCCUPANCY RATE: 95% FOR CASELOADS
3. LENGTH OF STAY: 85% OF HOUSEHOLDS REMAIN HOUSED AT 6 MONTHS AND
80% OF HOUSEHOLDS MAINTAIN HOUSING FOR AT LEAST 12 MONTHS
4. EXIT RATE: # AND % OF SUCCESSFUL EXITS AND # AND % OF UNSUCCESSFUL EXITS
5. RETURNS TO HOMELESSNESS: LESS THAN 20% OF HOUSEHOLDS RETURN TO
HOMELESSNESS AT OR AFTER PROGRAM EXIT

ADDITIONAL PERFORMANCE INDICATORS:
6. 90% OF HOUSEHOLDS INCREASE INCOME OR MAINTAIN STABLE SOURCE OF INCOME
7. REDUCTIONS OF INTERACTIONS WITH PUBLIC SYSTEMS (EMS, POLICE, DAYS IN
HOSPITAL, DAYS IN JAIL) PRE AND POST PROGRAM COMPARISONS

HOUSEHOLD
OUTCOMES

1.
2.
3.
4.

80% REMAIN HOUSED
DECREASED ACUITY OVER PROGRAM PARTICIPATION (SPDAT at 90, 180 days)
IMPROVED QUALITY OF LIFE
INCREASED SELF-SUFFICIENCY (INCOME, EMPLOYMENT, EDUCATION, ETC.)

HOUSING
STABILITY

LIFE
STABILITY

DOCUMENTATION
+ NOTE TAKING

SERVICE
PLANNING

PROMOTING
“HOMELESS
PROOFING”

NO MORE THAN 20% OF
CASELOAD IS BEING REHOUSED OR HOUSED.

90% OF HOUSEHOLDS
HAVE MEANINGFUL
ACTIVITIES MOST DAYS
OF THE WEEK

90% OF CASE FILES ARE
PROPERLY LABELED AND
COMPLETE

100% OF HOUSEHOLDS
HAVE A SERVICE PLAN

100% OF HOUSEHOLDS
HAVE A CRISIS PLAN

90% OF HOUSEHOLDS
HAVE RENT AND UTILITIES
PAID ON TIME AND IN
FULL

90% OF HOUSEHOLDS
THAT REQUIRE OR
REQUEST HEALTH,
MENTAL HEALTH AND/OR
ADDICTION RESOURCES
ARE CONNECTED
APPROPRIATELY

95% OF CASE NOTES ARE
INPUTTED WITHIN 24
HOURS OF HOUSEHOLD
INTERACTION WITHIN
HMIS/HIFIS

90% OF SERVICE PLANS
CURRENT AND COMPLETE

100% OF HOUSEHOLDS
HAVE A BUDGET

80% OF HOUSEHOLDS ARE
REMAINING HOUSED

90% OF HOUSEHOLDS
HAVE ACCESS TO INCOME

90% OF HOUSEHOLD
ASSESSMENTS ARE
CURRENT AND COMPLETE

HOUSEHOLDS ARE
ACHIEVING 70% OR MORE
OF GOALS IN SERVICE
PLANS

100% OF HOUSEHOLDS
HAVE A RISK ASSESSMENT

90% OF UNITS DO NOT
HAVE DAMAGES CAUSED
BY THE HOUSEHOLD

90% OF HOUSEHOLDS
THAT REQUIRE
MEDICATION HAVE
ACCESS TO IT

100% OF CASE FILES AND
PRIVATE INFORMATION IS
APPROPRIATELY
PROTECTED

EVIDENCE THAT 100% OF
HOUSEHOLDS HAVE
RECEIVED OR OFFERED A
COPY OF THEIR SERVICE
PLAN

100% OF HOUSEHOLDS
HAVE A PERSONAL GUEST
POLICY

NO MORE THAN 10% OF
LANDLORDS REQUIRE
CONFLICT RESOLUTION

90% OF HOUSEHOLDS
DEMONSTRATE LESS
ACUITY FROM INTAKE

90% OF OTHER DATA
INPUTTED WITHIN 48
HOURS IN HMIS/HIFIS

100% OF HOUSEHOLDS
HAVE EXIT PLAN AT TIME
OF PROGRAM EXIT

60% OF HOUSEHOLDS
WITH COMPROMISED MH
HAVE WRAP/DREEM

PLANNING
IMPROVEMENTS

PERFORMANCE IMPROVEMENT
You have reports, they are measured against established benchmarks
in service delivery frameworks and now its time to establish a
continuous improvement plan.

It should include:
• Peer based review of data
• Persons with lived experience feedback is included
• Make sure executives spend time observing the frontline of the
current operations
• Remember: Work to improve each other rather than punish

THE BIG MOVES
Some big moves (new programs, major capital campaigns,
defunding/reallocation initiatives, multi-agency partnerships) can
require a longer time for implementation.

As with Standard System Components planning and written
standards, Big Moves require project planning.
Big Change should also follow a framework for implementation

THE BIG MOVES - FRAMEWORK
COMPONENTS

MILESTONES

RESOURCES

RESPONSIBILITIES

OVERSITE
AND
REPORTING

EXPAND COLLABORATION
When Improvements or Big Moves demand more stakeholders
• Ask the CoC Board to create a committee to identify the various
entities to try and collaborate with
• Generate a list of “asks” and “gives” for possible collaborations
• Provide in-house services to partners
• Host a symposium on partnership and collaboration in ending
homelessness – targeting the entities you wish to engage (YHDP
examples)
• Results: more participation in general membership and board;
expanded housing options; respite care, veterans.

THE THREE CS OF DECISION MAKING
CONSENSUS - A long process of full agreement from all relevant
parties.
CONSULTATION - Gathering of input from many, but usually a
majority rules through democratic voting process.
COMMAND - No room for input because it is a requirement.

HIGH FUNCTIONING COC & DECISION
MAKING
You need clarity - transparently - on what decision making approach
(which of the Cs) you are using for each decision that is made by the
CoC.

For example:
- New program design may benefit from consensus
- Funding review may benefit from consultation
- Implementation of HUD requirements need command

LEADERSHIP

UN-DO’ERS TO OUR SYSTEM FUNCTION
•
•
•
•
•
•
•
•
•
•
•
•

In-effective discharge from other systems of care
Constant meetings
Geographic conflict – City vs. County, City vs. CoC, CoC vs. PHA
Self-Interests
Group think
Lack of cohesion
CoC-envy – “Find another CoC that does it better and do that”
Agencies (CoC-funded and otherwise) not doing what they should.
Accountability not enforced
Monitoring results in defunding, not improvement strategies
Conflict avoiding, ignoring
Elephants not just in the room, he lives here.

Systems Leadership and Intractable Problems
Homelessness appears to be an intractable problem.
Systems leadership challenges us to think differently.
• What is the opportunity for innovation in practice or
interconnectivity that would provide a new way of
examining homelessness and lead us to different
results?
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LEADERSHIP IS ABOUT
SOCIAL INFLUENCE,
REGARDLESS OF TITLE

LEADERSHIP IS ABOUT
SUBMISSION TO DUTY,
NOT ELEVATION TO
POWER

WHAT’S THE DIFFERENCE?
LEADERS

MANAGERS

Have followers

Have employees

Driven by their “why”

Driven by what needs to be done

Focus on vision

Focus on task completion

Change agents

Focus on maintaining the status quo

Take calculated risks

Decrease risks

Think in medium to long term

Often fixated on the short term

Build relationships

Build systems and processes

Aligns people to a common way of supporting the
mission of the organization

Asks/commands compliance to predetermined ways of
delivering a program

Can change the way people think about and respond to a Outline how people are supposed to think about and
subject
respond to a subject

Engage others to support the vision and the work
Often have managerial functions as well

Are hierarchical in demanding certain work be
accomplished
May not have leadership functions

STAYING TRUE TO PEOPLE SERVED
THROUGH THE MISSION

LEADERSHIP AND THE FUTURE
Leadership is about leading people to a future reality.

Biography does not equal destiny.
The past does not have to equal the future.
If we are brave enough to do two things we can have an
ideal future:
1. Innovate;
2. Be early adopters of the great ideas of others.

Law of Diffusion of Innovation

CONFLICTS AND
CRISIS

CONFLICT
Struggles with:
• Data
• Values
• Relationships
• Programmatic Viewpoint
• Internal Bias
• External Bias
• Agendas (hidden and otherwise)

AGREE TO DISAGREE?
The problem with “agree to disagree”.
It means you weren’t convinced or committed to your vision.

We get paid to solve problems as leaders.

We are facing a crisis.
(What if “WE” is the scariest part of that statement?)
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CONFLICT AS A TEACHABLE MOMENT
• Is conflict okay?
• Are there any good things that conflict may wrought?
• When does conflict affect forward motion?
• Think about the most dire examples of conflict in your
CoC. What are their:
- Potential Positive Aspects.
- Potential Negative Consequences.

STAYING
INFORMED

Wisdom

• Understanding, integration, actionable,
patterns, decision-making process

Knowledge
Information
Data

• Ideas, learning, concepts,
thought-out, discussed
• Organized, structured,
categorized, useful,
condensed, calculations
• Individual facts,
figures, assessments
measurements

TRAINING & PROFESSIONAL
DEVELOPMENT
Train to your standards & train to meet targets.
Train at the frontline level, supervisory level and executive level, as
well as providing general training to the public.
Train partners (health, police, elected officials, etc.) that need to
understand what you are trying to achieve and how you are trying to
achieve it.

LEADERS IN HOMELESSNESS
HUD

USICH

NAEH

https://www.hudexc https://www.usich.g https://endhomeles
hange.info/
ov/
sness.org/
HUD

United States
Interagency
Council on
Homelessness

National Alliance
to End
Homelessness

HCH

NHSDC

https://nhchc.org/

https://nhsdc.org/

National Health
Care for the
Homeless
Council

National Human
Services Data
Consortium

CONFERENCES
 Encourage/fund attendance by key leaders including board
members
 Team attendance can advance the impact
 Ask for debriefings from attendees on what was learned soon after
returning
 Watch for scholarships for persons with lived experience – team
member buddy
• Travel (when we resume it) is an excellent perk – employee
benefit/reward – support staff

YEAR-ROUND LEARNING OPPORTUNITY
 Build a “Sister CoC” distant friendship with a relatable CoC in
which to learn mentor…perhaps a community met at conference
 Built for Zero – type learning collaboratives
• Training on multiple levels staff, leadership, retreats – Learning
Academy
• Front Line Staff / Case Managers standardized networking
opportunity
• On-line Training in Teams rather than solo – team discussions and
reflections

CLOSING

