
Navigating the homeless crisis system: 
Visualizing the flow of clients through service delivery 

Dr. Christopher Weare, Sacramento Steps Forward

1



2



3



4



5



Process Analysis
Lean/Six Sigma

• Map Out Process

• Follow Cases Through Process

6



Process Analysis
Lean/Six Sigma

• Map Out Process

• Follow Cases Through Process

• Identify Problems with Process

– Bottlenecks/Delays

7



Process Analysis
Lean/Six Sigma

• Map Out Process

• Follow Cases Through Process

• Identify Problems with Process

– Bottlenecks/Delays

– Repetitive Cycles

8

Street 
Outreach

Place not 
Fit for 

Human 
Habitation

Emergency 
Shelter

Place not 
Fit for 

Human 
Habitation



Process Analysis
Lean/Six Sigma

• Map Out Process

• Follow Cases Through Process

• Identify Problems with Process

– Bottlenecks/Delays

– Repetitive Cycles

– Errors

9



Process Analysis
Lean/Six Sigma

• Map Out Process

• Follow Cases Through Process

• Identify Problems with Process

– Bottlenecks/Delays

– Repetitive Cycles

– Errors

• Address Problems
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Process Goals:  Homeless Crisis System
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• Helping those in Need

– Engagement           Services          Shelter          Stable Housing 

• Services that are Appropriate for Client Needs

• Supports that Enable Client to Continue Progress Toward Stable 
Housing

• Minimize Length of Time Homeless



Process Goals:  Moving Forward Toward Stable Housing
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Why Do Clients Fall off of the Pathway 
to Stable Housing?
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How and When is the System 
Losing Contact with Clients?

44.4% 



Insights:  Addressing the Gaps in the Process
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• Falling off of Pathway:  Can Continuum improve inter-program coordination?

• No Second Step:  Can Continuum improve coordinate assessment and entry?

• Cycling:  Can Continuum address client needs during program engagement to 
reduce backsliding in system?

• Early Exits:  Can Continuum improve early engagement and case management to 
move clients forward toward stable housing?

• Early Exits:  Can Continuum improve tracking of client engagements?

– If Clients who lose contact with system are self-resolving, SPMs will improve.

– If Clients who lose contact with system remain homeless, systems gains 
opportunities to help resolution through continued engagement. 



Next Steps
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• Integrate process metrics into management analytics

– % of new entrants who stay on path to stable housing

– % of new entrants who lose contact after a single program engagement

• Include demographic data

• Program level analysis

• More refined times to understanding LOT in differing programs

• Build system models to forecast effects of investments in different system 
elements



Construction of Process Analysis Data Set
• Based on By-Name-List

– Include all client program enrollments/exits

• Maintain list over time

• Universe:  All clients who become active on BNL between 36 and 18 months 
from last BNL

– For each client:

• First record is when they become active on list

• Then move forward and find their status on BNL in months 3, 6, …. 18

• Build data set with every client starting at the same time
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Construction of Process Analysis Data Set
• Construct two summary tables

– Number of active client by program for each time slice

– Change log of movements between each time period
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