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Dear Mayor and Council, 

Over the summer, a Councillor asked Sandra Singh for additional information on the Homelessness Services 
Outreach Team: how they work, f unding, sources, etc. Attached is a memo that provides an overview of the 
team. I thought you would all be interested in this information. Highlights include: 

D Description of team composition, budget and funding sources, and types of services and supports 
provided; 

D Description of the approach to supporting clients and data on the volume of clients served; and 
D Information about a variety of multi-sector partnerships in which the team engages to provide these 

services. 

If you have any additional questions, please feel free to contact Sandra Singh at sandra.singh@vancouver.ca 

Best, 
Sadhu 

Sadhu Aufochs Johnston I City Manager 
Office of the City Manager I City of Vancouver 
604.873.7627 I sadhu.johnston@vancouver.ca 

Pronouns: he, him, his 
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The City of Vancouver acknowledges that it is situated on the unceded traditional territories of the Musqueam, Squamish, and Tsleil-
Waututh peoples. 
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M E M O R A N D U M  October 24, 2019 
 
TO: Mayor and Council 
  
CC: Sadhu Johnston, City Manager 

Paul Mochrie, Deputy City Manager 
Lynda Graves, Administration Services Manager, City Manager’s Office 
Rena Kendall-Craden, Civic Engagement and Communications Director 
Katrina Leckovic, City Clerk 
Neil Monckton, Chief of Staff, Mayor’s Office 
Alvin Singh, Communications Director, Mayor’s Office 
Anita Zaenker, Chief of Staff, Mayor’s Office 
Abi Bond, Managing Director Affordable Housing and Homelessness Services 
Celine Mauboules, Director Homelessness Services 

  
FROM: Sandra Singh, General Manager, Arts, Culture and Community Services 
  
SUBJECT: Overview of the City’s Homelessness Services Outreach Team 

  
 
PURPOSE 
 
The purpose of this memo is to provide an overview of the role, function and approach of the 
City of Vancouver’s Homelessness Services Outreach Team (the “Team”) and our efforts to 
address the needs of those experiencing homelessness, as well as intervening to prevent 
homelessness for those at risk.  
 
BACKGROUND 
 
The homeless outreach model of offering direct access to income assistance and housing was 
launched in the City of Vancouver in 2005.  Today, the Province funds 60 teams in 
communities across the B.C., including eight in Vancouver.1  The Province also funds a 
Homeless Prevention Program (HPP) and culturally appropriate services for Indigenous 
individuals. There are 20 HPP programs in Vancouver, including the City of Vancouver’s 
Homelessness Services Outreach Team.2 
 
 

                                            
1  Teams include: The City of Vancouver’s Homeless Outreach Team, Collingwood Neighbourhood 
House, Coast Foundation Society, Atira Women's Resource Society, Watari Research Association, Kettle 
Society, MPA Society, and the Vancouver Recovery Club, 
2 A list of service providers can be found here https://www.bchousing.org/housing-
assistance/homelessness-services/find-homeless-prevention-outreach-worker 
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DISCUSSION 

Funding and Team Composition 

The City of Vancouver's Homelessness Outreach Team consists of twelve Housing Relocation 
Officers, seventeen auxiliary staff and a Planner II position that oversees and supervises the 
Team. The Team's budget is $1. 9m annually and the Provincial government, through BC 
Housing, contributes approximately $1 m annually (including $180,000 for the rent supplement 
and homeless prevention program). 

The Team's Approach 

The Team is comprised of dedicated individuals, each with their own unique strengths, skills 
and backgrounds to enable them to work with our diverse range of clients. Work with a client 
begins with a conversation to assess and unpack the issues they are facing and to develop and 
agree on a plan and the steps needed to remove barriers that are preventing them from 
accessing (or maintaining) their housing, income or other needed supports. Over the years of 
doing this work, the Team has developed a robust set of tools and resources and collaborative 
partnerships in order that they can most effectively assist their clients. 

The table below shows the effectiveness and solid reputation of the Team as effective 
problem solvers as the number of unique and new clients served has grown steadily each year 
since 2013 was tracking began. In 2018, the Outreach Team supported 5, 180 unique individual 
clients in accessing income, housing and other supports, with 2,665 of those clients new to 
the Team. A housing placement was secured for 930 individuals experiencing homelessness in 
2018. In the first three quarters of 2019, the Team has worked with roughly 600 new clients 
per quarter, and secured an average of 250 units for individuals in need of housing per 
quarter. The Team will continue to work in partnership with internal and external partners to 
ensure marginalized citizens are supported on their journey to improved health and housing 
outcomes. 

# new clients served 

# individuals supported to 
find or secure housing 

695 

423 

1,287 1,689 

768 927 

1,848 1,991 

851 850 930 801 

*Individuals served includes those living in shelters, sleeping outside, precariously housed, 
living in SROs, and recently evicted from their homes. 

The Team is based in a storefront office (392 Powell Street) 9:00 a.m. - 4:00 p.m. , Monday 
through Friday, serving roughly 90 clients per day. The Team also connects directly with 
people sleeping outside and in encampments in the early hours, as well as in the evening, 
four to five days per week. 
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The Team works with clients in a safe and non-judgmental way to triage and case plan 
immediate and longer-term goals, and to support clients in meeting their goals. Outreach 
staff work directly with clients to provide: 
 

 Referrals to an emergency shelter for a place to sleep, wash and eat; 

 Case-planning assistance to help a person obtain identification, apply for income 
assistance and set housing goals; 

 Assistance to find housing options and provide support with the application and move-
in process; 

 Rent supplements to secure housing or prevent eviction;  

 Securing and safely storing identification; 

 Support by accompanying a person to appointments and/or housing viewings; and 

 Referrals to support services such as health care, counselling and addiction recovery. 
 
The street and alley outreach shifts provides additional support to those most marginalized in 
the community and the least likely to be accessing traditional social services. In addition to 
services above, Outreach staff working outside can also offer: 
 

 immediate assistance such as emergency first aid and emotional support; 

 harm reduction supplies such as needle exchange and safer sex supplies; and 

 referrals to shelters, food, clothing, detox, and to health and addiction services. 
 
Referrals and Connections to Individuals Needing Assistance  
 
The Team receives referrals and/or calls for assistance for people sleeping outside from a 
variety of sources, including organizations such as Engineering, the Vancouver Police 
Department (VPD), Vancouver Coastal Health (VCH), Parks Rangers, businesses, immigration 
services, social service agencies, community centres, as well as the general public calling 
311. At times, Mayor and Council have also identified people needing assistance. 
 
Outreach staff is also actively engaged in supporting people experiencing homelessness and 
sleeping in encampments.  Outreach staff work in coordination with other City departments, 
Park Rangers, VPD, and other housing and service providers to ensure that people sleeping on 
the site have been connected with and assessed and offered relevant services and are made 
aware of options available to move inside. 
 
Finally, the Team also leads the referral process for tenanting Temporary Modular and other 
supportive housing (see Coordinated Access and Assessment below), as well as the annual 
winter shelter response strategy. This involves working in collaboration with neighbourhood 
service providers and agencies to ensure people sleeping outside are offered a shelter bed or 
put forward for a unit. In the case of temporary winter shelters, the Team continues to work 
closely with each shelter staff throughout the season to assist with income assistance and 
housing referrals. 
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Multi-Agency Partnership, Resources and Innovative Pilot Projects 
 
The leadership and expertise of the Team in supporting individuals experiencing homelessness 
or those at risk of homelessness has fostered collaboration and innovative partnerships with 
other agencies and service providers seeking to improve services to marginalized citizens. 
Partnerships include working with:   
 

 The Ministry of Social Development and Poverty Reduction (MSDPR) -  a  liaison worker 
is based in the Outreach office 4 days a week to support the Team’s client work and 
complete intakes for more complex income assistance cases. The Team also has access 
430 dedicated income assistance intake spots annually. This partnership enables 
clients to more rapidly access income assistance. 

 Canada Revenue Agency and Service Canada -  both agencies have representatives at 
the Outreach office, for a full business day once a month to support clients with their 
taxes, benefits, accessing pensions and assisting with identification. Both partners 
have expressed a desire to expand this project. 

 
Other tools and resources that the Team has developed to assist clients include:  
 

ID Bank 

Lost or stolen identification poses a significant barrier to accessing services, 
particularly income. The Team works with clients to apply for and secure the 
necessary identification required to gain access to services, and then stores all 
documents for safe-keeping. In 2018, approximately 1,500 pieces of identification 
were secured for clients including birth certificates, BC identity cards, citizenship 
certificates, work permits, confirmation of a SIN number and  others.  
 
Supporting Tenants, Enabling Pathways (STEP)  
 

STEP is a pilot project between the City of Vancouver, Street-to-Home Foundation, BC 
Housing, and VCH. The goal of the project is to ensure supportive housing units in 
Vancouver are occupied by people who are most in need of supports, and those who 
can and want to live more independently have support to move on to other affordable 
housing options. Over the course of the pilot, the Homelessness Services Outreach 
Team works with supportive housing providers to identify and provide support to 
tenants who are assessed as ready and wanting to move on to their preferred choice of 
subsidized, affordable housing. To date, the pilot has assisted 69 people to “step 
along” to independent housing, and 61 people to move from street or shelter to 
backfill the supportive housing units. The pilot is demonstrating that there are people 
living in supportive housing who can move on to more independent living, thus 
assisting people to move forward, while assisting others who are experiencing 
homelessness to move into supportive housing. The pilot has demonstrated proof of 
concept and the partners are working to extend the pilot into a regular program.  
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Supporting Community Health and Wellness  

Since its inception, the City’s Homelessness Outreach program has also spearheaded 
projects to support and enhance the health and wellbeing of community residents, 
particularly those living in the Downtown Eastside.  Outreach staff participate in 
community events in partnership with the Carnegie Community Centre, Oppenheimer 
Field House staff, and other local agencies providing services to community residents.  
In partnership with VCH, Outreach staff also host a weekly health and wellness 
program for marginalized women at the Downtown Eastside Community Health Centre. 
With the support of peers who are paid an honorarium, “Ladies Night” provides an 
evening with crafts or activities to accompany the other health services and 
programming at the health centre.  
 
Tenanting Supportive Housing through Coordinated Access and Assessment  

A Coordinated Access System is a community-wide system that streamlines the process 
for people experiencing homelessness to access supportive housing, including 
temporary modular housing.  Led by BC Housing, the Coordinated Access and 
Assessment approach brings together health, housing and community service 
providers, including the City of Vancouver’s Outreach Teams and standardizes the 
intake and assessment process using the VAT (Vulnerability Assessment Tool). Prior to 
the opening of a supportive housing building, the Team works with local service 
providers to canvass the neighbourhood to identify individuals experiencing 
homelessness and needing housing. The table then considers each referral. The goal is 
to ensure people are referred to the right housing and supports, based on their 
preferences and level of need. The process ensures communities get the most out of 
limited resources and we are able to more effectively prevent and end homelessness 
for those in greatest need. 

 
The Team also leads the referral work for temporary winter shelters by identifying 
people in the neighbourhood that are sleeping outside to ensure a bed is available for 
them if they want to  
 
The application of this model and partnership was demonstrated in the tenanting of 
the recently constructed 600 temporary modular housing units in Vancouver. The 
Team led the community outreach for each site to identify, assess and ensure people 
sleeping outside were considered for tenancy. The Team’s collaborative approach will 
be used in new supportive housing projects coming on line so that individuals 
experiencing homelessness are prioritized for housing in their neighbourhood. 
 
Case Conferencing 

The City, in partnership with BC Housing and Vancouver Coastal Health established a 
case conference process to house the most challenging individuals sleeping outside. 
The collaborative process was established in April 2018 and includes staff from the 
Outreach Team, BC Housing, the VCH Assertive Outreach Team, the VCH Overdose 
Outreach Team, the Heatley Clinic Mental health Team, and VPD.  The case 
conferencing table focuses on people in the community who have been flagged by 
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various agencies (i.e. using significant police resources, “banned from service” by 
multiple housing providers due to behavioural issues, significant mental health and 
substance misuse issues impacting their ability to obtain and maintain housing, refusal 
to engage, and unwilling or unable to move indoors). The table then collaborates in an 
effort to problem solve and support one another in working to house the individual and 
ensure they have the necessary wrap around supports in order to maintain their 
housing.   Since being established in April 2018, 47 individuals have been 
reviewed/monitored, 15 of whom were housed and continue to maintain their housing. 

  
FINAL REMARKS 
 
The Homelessness Services Outreach Team’s leadership, skills and experience supporting 
marginalized citizens to secure housing, income and other supports are critical to our 
collective efforts to address homelessness.  Innovation and improvements to broader outreach 
practices have come from the Team’s experience, ability and capacity to problem solve and 
remove barriers for marginalized individuals.  
 
If Council members have any further questions, please feel free to contact me directly at 
Sandra.singh@vancouver.ca. 
 
 
Sincerely, 
 

 
 
Sandra Singh 
General Manager, Arts Culture and Community Services 
Tel. 604-871- 6858 
sandra.singh@vancouver.ca  
 
 
SS/sjp 




