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System of Care & Service Delivery 
Service Impact

1. How do you assess the effective utilization of program resources (staffing, housing units, etc.) to serve optimal number of clients and achieve intended outcomes? 
2. How does your program ensure clients have access to mainstream services?  Do your client files include information relating to client access to mainstream services?
3. How does your program ensure that services for Aboriginal people are culturally appropriate?
4. How does your program ensure that services are culturally sensitive to meet the needs of immigrants? 
Caseload Capacity

5. What is the total current caseload? What is the current ratio of worker to service participant? 
6. If caseloads are not at capacity, what has been the barrier to achieving capacity?
7. If not at 85%+ capacity, what efforts are being made to reach capacity?
8. If at capacity, what has assisted you reach or maintain this level of capacity?
Safety Planning 

9. How does the program screen/assess clients for high risk behaviour?
10. While in the program, were there critical incidents involving clients? If so, what were they?
11. How does the program mitigate risk of clients exhibiting high risk behaviour?
12. What is your agency’s Critical Incident policy and procedure?  (please provide)
13. What training and supports do staff receive to meet the needs of high risk clients? 
Program Discharge

14. To what extent have you been successful in serving your target population?
15. How does your program assess that the length of stay in the program is appropriate for the service participant?  
16. What are your program’s exit and graduation processes and criteria?  How is this information communicated to service participants? 
17. How many evictions do you experience monthly and what do you do to re-house evicted clients?
18. How do your program ensure that all reasonable efforts have been made to prevent discharge/eviction into homelessness? Is there a formal follow-up process?  What do you do if a client needs help after graduation?
19. Under what circumstances would the program discharge a client exhibiting high risk behaviour?  What would be considered in the discharge plan?
Client Rights and Responsibilities

20. What is your program’s client grievance process (please provide)? How are clients made aware of the grievance process?
21. How does your program’s process for tracking and reporting Critical Incidents.  Are all Critical Incidents reported to the CBO?
22. What are the client’s rights and responsibilities with your program?  How are the clients made aware of his/her rights and responsibilities?
Information Management, Evaluation and Reporting
FOIP

23. How informed is your agency of FOIP legislation? To what extent is your program compliant with FOIP legislation?
24. How do you inform and train staff of FOIP related agency policies and procedures?
25. How does your agency monitor for FOIP compliance? (collection of information, client consents, disposal of records, security of information, records retention of 7 years, etc.)
Information Security

26. How does your agency ensure for the protection of information on computers and servers accessing HMIS/ ETO? Does your virus protection software automatically and regularly update virus definitions?
27. Does your agency have policies and procedures to ensure information security (please provide)? 
Homeless Management Information System (HMIS)/ Efforts to Outcomes (ETO)
28. How aware is program staff of the intent and purpose of HMIS/ETO?  
29. How does your program address privacy breeches?  Is the CBO notified of privacy breeches?
30. How does the agency monitor that FOIP Client Consent Forms are signed and copies placed in the client file?
Reporting

31. How does the program ensure that data is being collected and reported on in a consistent, complete and timely manner?
Outcomes 
32. How does the program support and measure (1) decrease in evictions and (2) increase program and/or housing retention?
33. How does the program support and measure self-sufficiency in clients?
34. How does the program support and measure community integration and social inclusion?
35. How does the program support and measure increase/ stabilization of income and if applicable, increase employability?

Performance Management

36. How does the program assess program performance? (program logic model, evaluation plan, measurement tools, etc.) 
37. To what extent is the program on track to meet outcome measures and output targets?
38. How does the program analyze and interpret program data? (client demographics, survey data, trends analysis, outputs, etc.)
39. How does your agency support and encourage professional development with staff?  Has program staff been attending the CBO training opportunities?  What other training would be beneficial for your staff, program, and/or agency? 
Housing

40. How does the program ensure client choice is respected in housing placements?
41. How does the program ensure for client’s long-term sustainability of housing when considering housing placement?
42. How does the program ensure that client’s housing meets basic housing health standards and modesty guidelines?
43. Do you currently pay for any client’s entire rent? If so, what factors around their situation lead you to supporting this decision? 
44. Do you currentlypay for any client’s utilities? If so, what factors around their situation lead you to supporting this decision?
45. How does the program ensure that clients have access to mainstream supports to maintain housing (MHCHS rent supplements, etc.)? Are applications for social housing up-to-date for all clients? If not, what plans are in place to ensure timely updating? 
46. How does the program ensure that client files include a current lease agreements and rent contributions? Is there a current lease agreement on file for each client? 
47. How does the program ensure that rent is collected? How does the program ensure that security deposits are collected and returned to program revenues?
48. What (if any) are your maintenance/damage costs?  What are the common types of damage incurred?
49. How does the program ensure that tenant insurance is in place for clients?
50. How does the program ensure that appropriate furniture is secured for the client?
51. How does the program maintain relationships with landlords?
52. How does your agency calculate and administer rent supplements for service participants? What policies or guidelines are in place for this?
CBO Monitoring of Programs

53. Please describe how the CBO can monitor the delivery of the program more effectively.
54. Please share how the CBO can support you in your delivery of the program. 
Client File Checklist  
*Please note that not all documents will be applicable based on sample selected.

	Documents for Review
	Yes
	No
	Explain

	1. FOIP Acknowldegement
	
	
	

	2. Consent for the Disclosure of Personal Information 
	
	
	

	3. Consent to Participate in Program 
	
	
	

	4. Consent to Client File Transfer
	
	
	

	5. Grievance/Complaint Policy. 
	
	
	

	6. Risk Assessment
	
	
	

	7. Risk Minimization Plan
	
	
	

	8. Case Plan/Individualized Service Plan
	
	
	

	9. Wellness Recovery Plan
	
	
	

	10. Crisis Plan 
	
	
	

	11. Exit Plan 
	
	
	

	12. Lease Agreement 
	
	
	

	13. Unit Inspection Report
	
	
	

	14. Deposit Guarantees
	
	
	

	15. Budgeting 
	
	
	

	16. List referrals to other community   supports / programs 
	
	
	

	17.  Case notes that confirm consistent and timely contact with service participants
	
	
	

	18. SPDAT Assessments 
	
	
	

	19. Outcome Star, Readiness Ruler or other client centered tools. 
	
	
	

	20. Follow-Up Interviews (3, 6, 9 and 12 months).
	
	
	

	21. Post Program 6/12 Month Follow-ups 
	
	
	

	22.  Copy / Confirmation of third party payment agreements 
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