
Providing Services in Permanent 
Supportive Housing
Connecticut, 2025
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Agenda

• Introductions

• Approach to PSH

• Organizing Principles

• Service Provision



Introductions

• Please introduce yourselves by Project

• Brenda Earle – DMHAS

• Liz Isaacs – HI

• Phylicia Adams – CSH

• Andrea White – HI

• Think of something you are looking 
forward to doing this Spring



Introduction
• Participants in PSH have a variety of life experiences that can affect how they 

approach housing, tenancy and services

• Long-term homelessness, post traumatic stress disorders, family/partner violence, 
substance use, and mental illness are some of the experience's participants may have

• PSH programs are designed to assist people to establish a base in the community, 
educate on rights and responsibilities, teach skills necessary to meet tenancy 
obligations, access needed resources and problem solve to reach self defined goals

• This requires tenants, services and housing providers to work together, to understand 
the approach and to clearly define roles and expectations of the service

• CT PSH QI - Domain & Scale

https://www.ctbos.org/wp-content/uploads/CT-SHQI-Domain-and-Scale-Manual-Rev.-9.21.23-V3-compressed.pdf


The Approach
• The approach that PSH programs take in Connecticut is focused on fair access  and 

participant choice.  

• The goals of the service are programmatic, such as Housing Stability and 
connections to services appropriate  to each tenant's needs

• The goals are individualized to each tenant and reflect the longer-term goals and 
preferences that tenants identify

• Choice is important and reflects how each tenant wants to address a challenge or 
to strive for goals. We take a trauma informed approach to reflect tenants’ 
experience. 

• There is a structure to PSH which prepares each tenant to live more independently 
in the community



Organizing Principles: Housing First
Housing is recognized as the base. 

• Services are offered to assist tenants to meet the expectations of 
housing and connect to resources

• The expectations of housing do not change and learning tenancy 
is PSH gives each tenant a choice of housing in the future

• Though tenants do not have to accept all services offered, 
tenants must meet the expectations of housing – this is not 
everything goes. 

• Tenants must have a process to address any lease issues, 
termination must be a process and assistance offered 

• Discussion



Principles of a Trauma-Informed Approach*
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1. Safety

2. Trustworthiness and Transparency

3. Peer Support

4. Collaboration and Mutuality

5. Empowerment, Voice and Choice

6. Cultural, Historical, Racial and Gender Issues

*Adapted from SAMHSA Trauma Informed Care



Separation of Roles: Property and Services
• The function of Property and services are separate

• Property Manager make clear the expectations of the lease and 
assist tenants to meet these expectations through consistent 
and fair enforcement and working with the tenant/services team 
to teach tenancy skills

• Services helps tenants meet the expectations of housing but 
does not enforce the lease. Services through training, planning 
and identifying resources to meet tenant needs helps tenants to 
be stably housed and to meet their life goals



Key Areas of Services Intervention -Engagement
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Be 
consistent 
reliable, 

supportive

Explain and 
re-explain 
(and re-
explain) 
your role

LISTEN for 
what each 
person is 

interested in, 
wants and 

needs

Find 
something 
to work on 
together

Present 
housing as a 
way to get 

wants, 
needs and 
goals met 

Help find 
some 

comfort 
and/or 
relief

Keep 
showing 

up

Be sure to pay attention to race, gender and cultural backgrounds as 
you engage with participants.



Points for Engagement

• Try to get a warm handoff from previous serves such as 
shelters

• A warm handoff is an opportunity to describe the PSH 
program and roles, PSH is for people who need services.

• A warm handoff can transfer some of the engagement 
from the previous worker

• A warm handoff is a good opportunity for Tenants to talk 
about their work in the shelter, identify what they are 
good at,  and plan for future work together



Goals and Motivation
• Goal setting is  key to engagement and planting the seed for 

motivation. It is important that people have goals they can feel, 
that they can stive for
• There is no ambivalence between a person’s behavior and program 

goals
• In order for people to want to change they have to want to
• Ask the question the “so that” question.

• You want to see a Doctor so that?  or What are some reasons that 
someone might get psychiatric care

• You have housing what do you hope will happen?
• Stopping using is a great goal, what do you hope to gain from this?



Persistent Engagement Exercise
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Think of someone who is not engaging
◦ They may be passively not engaging, aggressively not engaging, or a combo

What do they do during a normal day?
◦ Are there times when things are calm, or the person seems to be enjoying an 

activity?

What have you tried to connect with them during those moments? 

What behaviors / skills are you rewarding through time and attention?
◦ This could just be you are happy to see them

How will this connection and knowledge help you in times of strife or in moving 
things forward?



Assessment and Acuity Assessment
• The assessment and acuity scale covers a wide range of issues that 

affect people’s life in the community. 
• It identifies challenges and strengths and allows for prioritization of 

issues to address. 
• There is more detail and training available on Link to trainings & 

List of DMHAS PSH Recorded Trainings
• There will be a self paced training module on the DMHAS LMS 

system. 
• Assessment & Acuity

https://www.ctbos.org/dmhas-training-catalog/,
https://www.ctbos.org/wp-content/uploads/DMHAS-PSH-Recorded-Training-Resource-List-323-1.docx
https://www.ctbos.org/wp-content/uploads/2021/07/Final-2021-Version-Connecticut-Supportive-Housing-Assessment-and-Acuity-Index_fillable_v.3.29.21.pdf


Understand Housing and Homeless History and Goals
Housing History – 

Places lived, with whom (last 5 
years)
Experience as a leaseholder
Roles and responsibilities
What worked/what didn’t
Satisfaction with current 
housing
Housing goal(s)

Homelessness History - 
Cause of initial episode
Length of time homeless
Places stayed
Routine
Supports
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Assessment
• Assessments must be completed at least every 

six months; however, assessments unfold over 
time and acuity changes.

• It is not expected you get all the information at 
once, it can take several visits 

• Though the entire assessment does not have to 
be updated more than annually we must be 
prepared to note the information of changes so 
the information can be used. 

• Assessments and acuity are designed to be living 
documents



Service Planning
Limit the areas 
of intervention 
– no more than 

3 goals

Focus on the 
most pressing 

needs that 
impact housing

Relate all 
interventions to 
tenants’ long-

term goals

Be aware this 
may not be a 
linear process

Be mindful 
about moving 

from crisis 



Focus Areas for Phase Plan  
Focus on connecting people to support and services for greater self sufficiency

Goals setting by each person in partnership with the worker

Connection to high quality sustainable services and supports

Shared-Decision Making  and Harm Reduction approach

Use success on service plan goals to build confidence for making other changes

Focus on long-term stability 

Use person’s goals and housing stability focus

Help assume role and meet expectations of tenancy and community

Teach rather than do, mentor each person to work with services in the future

Strong expectation that each person becomes part of their community

Work on structure purpose and activity 

Transition and recovery of valued life roles

Afternoon session on service planning 4
/
4
/
2
0



Housing Stabilization Services
• Focus on Resources: focus on high quality sustainable resources

• The case manager can not be the nexus of tenant’s lives
• People with mental illness, substance use disorders and HIV need access 

to high quality clinical services
• Full access to these resources often requires the help of DMHAS, 

supervisors and agency senior staff
• The case managers role here is to make a good connection, teach 

connecting skills and monitor the work
• Tenant Resource List
• Mental Health Resources
• Substance Use Resources

https://www.ctbos.org/wp-content/uploads/Tenant-Resource-List-1-2.docx
https://www.ctbos.org/wp-content/uploads/Mental-Health-Resources-.pdf
https://www.ctbos.org/wp-content/uploads/Resources-for-PPL-Using-Substances-v2.pdf


Teach Skills
• Consider classes that teach skills such as Tenancy Classes, reading 

and job skill classes, computer classes,  access to resources or a 
newsletter that defines resources, cooking classes, pet care 
classes.

• We are working on improving feelings of competence so that 
tenants may try these services outside the site. Give certificates, 
discuss strengths, encourage tenants to use skills to assist others.

• Model skills, accompany to appointments, model access and 
negotiation, model negotiating for needs, recognize competence



Create Norms for Behavior
• Agreement on which positive behaviors are re-enforced and which behaviors 

are considered disruptive or not consistent with community values and 

mission.

• Consistency of all staff initially and eventually most participants in the 

community. The staff models the behavior and as participants see the change, 

they often will reinforce the values

• Reasonable behavioral expectations based on a discussion of how said 

behavior either positively or negatively affects the community. 

• Rewarding both positive behavior and behavior change through time and 

attention. 

Norms Overview & Norms Planning Worksheet

https://www.ctbos.org/wp-content/uploads/Norms-overview-1.docx
https://www.ctbos.org/wp-content/uploads/Norms-Planning-Work-Sheet-1-1.docx


Creating norms around safety and respect
What behaviors do you support/reward?

• Kindness
• Helping other tenants or staff
• Having a plan and using it to regain control
• Using established ways for grievances or 

appeals
• Contributing to plan
• Following up with agreed upon tasks
• Respecting others
• Following the rules or the lease

• Others?

How are they supported?
• Recognizing them in a conversations
• Time and attention
• Following through when people use established

ways to resolve problems

• Asking them to share the process in groups
• Write them a letter or recognize with award or 

certificate

• Mentoring and modeling these behaviors
• Sticking to a predictable process (e.g., if people

follow the lease for two months they get a letter 
acknowledging this)

• Others?
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Opportunity to move on
• Moving on from PSH is something that many people want

• The possibility of moving on helps tenants develop equity in their 
current housing and ties using resources and lease compliance to 
moving towards goals. 

• Moving on also offers a context to problem solve issues as they 
come up

• It is important to develop criteria to move on, the resources 
necessary and cover both moving on with increased 
independence and moving on with increased support. 



Next Steps
• Make a plan about how to train new staff and how the 

training resources can be best used in your programs. 

• Some programs use pieces of training in team meetings, 
watch the sessions together and discuss, rely on 
shadowing and peer training with session back up, 
mostly programs use a combination. 

• Consider offering a community of practice with clinical 
support to discuss cases that may be challenging and 
also Tenants what are doing well. 

• The afternoon session will go in depth on service 
planning and resource development. 

• Lunch!



Service Planning Process
Permanent Supportive Housing

Connecticut, 2025
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Introductions

◦Welcome Back

◦Recap of Morning 
Session

◦Feedback on 
Networking Lunch
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Agenda
Introduction to Session 

Expectations for Service Planning 

Getting to the Plan

Sample Service Plans

Sample Case Notes 

Resources

Implementing in your program
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Introduction

◦The service plan guides the work with each
individual PSH tenant

◦The plan is a working document that evolves with each 
person

◦The plan is developed from the on-going assessment, 
tenant input and goals, discussions with the team and 
community resources and the work together.

◦Service planning  can provide the structure for each 
person to reach goals and address barriers in the future

◦Service Plan Template

4

https://www.ctbos.org/wp-content/uploads/Supportive-Housing-Service-Plan.pdf


Service Planning Process

Engagement

Assessment

Goal Development

Motivational Techniques

Developing the Plan
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Educate on Resources and Services
◦ Teach the rights and responsibilities of the participants to the 

service
◦ Explain the services offered and process to access the services
◦ Practice asking for the services needed
◦ Mentor each person through the access and work with each 

service. Stay in touch,  connect to advocacy such as PT. services. 
◦ Explore and address fears or reluctance that may be based on 

previous experience. Listen to their concerns:
◦ Psychiatrists will not hospitalize people or force medication unless this 

person is a danger. These are your rights, and we will advocate together

◦ Make the right match
◦ BE prepared to re-negotiate connections
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Goal Based Strategies
•Work from each person’s own experience and values

•Find out what is in it for them!  

•Elicit and listen to the person and reflect back to clarify and 
check understanding

•Goal setting is an individual process

•Empathize about goal setting and unmet goals

•Listen to resident’s perception of past successes and 
struggles in reaching goals

•List and discuss strengths that may facilitate reaching goals

7



Smart Goals

Specific Goals are specific and detailed. 
Focusing on one task / issue at a 
time

Measurable Markers are set to identify progress 
and trigger reframing

Achievable Goals are realistic and can be 
accomplished in time frame

Relevant Reflect the input, values and 
priorities of participants

Time Based Set realistic but aspirational time 
frames

8



Limit the areas of 
intervention

Focus on pressing 
needs that impact 
Housing Retention

Relate all 
interventions to 
long term goals

Be aware this 
may not be a 
linear process

Connect to 
sustainable 
resources

Focused Service Planning

9



Service Plans

CTI Phase Plan for Housing Stabilization

https://www.ctbos.org/wp-content/uploads/CTI-Phase-Plan-for-housing-stabilization-session-two-1.docx


Small Group 
Discussion
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TALK ABOUT SOMEONE 
YOU ARE SERVING 

TALK ABOUT CURRENT 
PLAN

WHAT IS WORKING 
WHAT IS NOT WORKING

PRESENT TO GROUP



Case Note

◦Focus of the Intervention: What is the Tenant 
Presenting

◦Assessment of Issue and Connection to Service Plan

◦Intervention by Tenant and Worker

◦Plan to Move Forward and next steps

◦Signatures

◦Supervisor sign off

12



Date of Service: 4/21/24 

Note: Karen (Name of Client) called upset that she hasn’t been able to fill her prescription for her diabetes 

medication because she doesn’t have any bus passes to get to the pharmacy. This case manager (job title) 

offered a bus token to the pharmacy but suggested having the pharmacy have the prescriptions delivered 

to her home so she does not have to go pick up the prescriptions in the future. Karen was pleased with this 

option but doesn’t understand how to do that and she doesn’t have a computer (Response). This case 

manager called the pharmacy and the pharmacy tech explained her pharmacy offers delivery through an 

on-line platform.  This case manager set-up an online account and a delivery schedule to get future 

prescriptions delivered to her home. (TCM Service). This case manager will pick Karen up at 3pm today and 

drive her to the pharmacy so she can obtain her current prescription. (Plan for Next Session).

Close:

Jasmine Riley, BA, Case Manager (Name of person entering the note and job title/credentials). 

4/21/24 (date of note) 

Start: 9:05am – End: 9:45am (units) 

Total 40 minutes (duration) 

Collateral in staff office (location)

Case Note
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Small 
Group 

Discussion

USING THE 
FORMAT AND 
PLAN YOU 
DEVELOPED 
COMPLETE A 
PROGRESS NOTE 
FOR DISCUSSION
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Motivation
Recognize Competence: Identifying skills that will help 
people access and maintain housing is important. 

Person Centered:  Rank the importance of needs and goals 
connect addressing barriers to the things persons find most 
important

Reflect information to affirm it is heard: This may be the 
start of the conversation.

Address barriers in context of goals (housing, employments, 
money)

Support Choice: acknowledge choice and always try to 
explore more than one option.
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Strategies to Reach Goals
Just as goals are individualized so are strategies 
towards goals

One path will not work for all people, it has to be 
right for the tenant you are serving

As we identify strategies was are not always going 
to find the most effective one on the first try

We may know in our experience what will work 
best, and each tenant will be able to identify what 
will work best from their experience

We have to try to come together, honoring each 
tenant’s individual experience

Review Service Plans
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Harm Reduction Plan to Prevent Eviction – Example

Housing Risk Options Factors in favor Factors against Non-negotiable

Eviction: 

Tenant is 
yelling at 
night. You 
suspect this 
is about 
psychosis. 
The 
neighbors 
are 
complaining, 
and the 
landlord has 
complained

Focus on the behavior, 
explain the problem to 
the tenant and look 
for solutions

• Tenant feels in 
control

• Tenant denies 
the behavior and 
says they are 
being bothered 
at night. 

• Landlord: Must 
address the 
nuisance behavior

• Tenant: must see 
the threat as real

Options to feel safer in 
the unit
Such as extra locks, 
music or other noise, 
carpets, drapes etc

• May address 
noise complaints

• Allows tenant to 
remain in unit

• Expensive
• Treating a 

problem the 
tenant denies

• Landlord: all tenants 
must have quiet 
enjoyment

• Tenant must not feel 
targeted

Assistance form PCD, 
perhaps sleep 
medication

•   May  resolve 
nuisance
• Tenant is 
uncomfortable not 
sleeping. 

• Won’t see 
psychiatrist

• Difficult to 
negotiate for 
sleep medication

• LL: Must address 
nuisance 

• Tenant does want 
relief



Establish Links to Resources
• Ensure knowledge of them – directory, visits to 

programs, ask users of the service for feedback, 
know goals of the service and what they provide

• Introduce yourself and your service, especially if 
there will be a lot of referrals and identify how you 
can help them meet their goals, maybe MOU’s

• Explain your role and what they can expect

• Gather and share history (with consent) and 
attempt coordinated planning

• Offer to accompany each person to assist with 
engagement with a new service

• Maintain regular contact to see how things are 
going

• Keep your promises
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Warm Handoffs 
‘Warm’ handoffs are recommended 

◦ Meeting between the  worker and Case 
Management staff or the staff for any on-going 
service with each tenant

◦ Build bridge between workers and the participant, 
transfer engagement

◦ Review rights and responsibilities for each resource

◦ Share info on what each person is looking for from 
the service

◦ Review Case Manager’s role and review service/ 
program's role and tasks. 

◦ May set up regular meetings to discuss the 
collaboration is many referrals into the program19



Changing Expectations

Moving from crisis to planning 
•May start with immediate to 15 minutes 
from now

Critical thinking
•Using strategies and resources that work 
best for person

Structure and purpose
•Developing a structure and purpose to days 

Developing new or changed life 
•From homeless to tenant, family member, 
student, worker, advocate, artist, peer, 
mentor

20



Closing
Service Planning is a part of a process that includes 
engagement, assessment, goal setting and planning

The connection of client goals and experiences to the 
planning is key

The connection of the plan to the work allows for clients to 
take the lessons learned and apply them

The goal is to develop a predictable and person-centered 
process that can provide guidance for the work

How will you use this in your programs?
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Resources for Tenancy Education

Tenant Rights by State

https://www.jud.ct.gov/publications/hm0
31.pdf

Rent Wise Workbook: University of 
Nebraska

https://digitalcommons.unl.edu/cgi/view
content.cgi?article=4473&context=extens
ionhist
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https://www.jud.ct.gov/publications/hm031.pdf
https://www.jud.ct.gov/publications/hm031.pdf
https://digitalcommons.unl.edu/cgi/viewcontent.cgi?article=4473&context=extensionhist
https://digitalcommons.unl.edu/cgi/viewcontent.cgi?article=4473&context=extensionhist
https://digitalcommons.unl.edu/cgi/viewcontent.cgi?article=4473&context=extensionhist
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