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INTRODUCTION 
 

 
We are pleased to welcome you to Responding to APS Cases Involving 
Adults Experiencing Homelessness Participant Manual, developed by 
Adult Protective Services Workforce Innovations (APSWI), a program of the 
Academy for Professional Excellence under a grant from the California 
Department of Social Services, Adult Programs Division.   
 
The Academy for Professional Excellence, a project of San Diego State 
University School of Social Work, was established in 1996 to provide 
exceptional workforce development and organizational support to the health 
and human services community by providing training, technical assistance, 
organizational development, research, and evaluation. Serving over 20,000 
people annually, the Academy continues to grow with new programs and a 
diversity of training focused on serving the health and human services 
community in Southern California and beyond. 
 
The Academy is a project of San Diego State University School of Social 
Work (founded in 1963), which offers both a bachelor’s and master’s degree 
in Social Work. The School of Social Work at San Diego State University was 
founded in 1963 and has been continuously accredited by the Council of 
Social Work Education since 1966.   
 
APSWI is a program of the Academy for Professional Excellence. APSWI is 
designed to provide competency-based, multidisciplinary training to Adult 
Protective Services professionals and their partners. APSWI’s overarching 
goal is the professionalization of Adult Protective Services professionals to 
ensure that abused and vulnerable older adults and adults with disabilities 
receive high quality, effective interventions and services.  
 
In partnership with state and national organizations, APSWI is developing a 
national APS Supervisor Core Competency Training Curriculum. This 
curriculum is developed, reviewed and approved by experts in the elder and 
dependent adult abuse fields. 
 
APSWI’s partners include:  
• National Adult Protective Services Association (NAPSA) Education 
Committee  
• California Department of Social Services (CDSS), Adult Programs 
Division 
• County Welfare Directors Association of California (CWDA), Protective 

Services Operations Committee (PSOC) 

THE ACADEMY FOR PROFESSIONAL EXCELLENCE 
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EXECUTIVE SUMMARY 
RESPONDING TO APS CASES INVOLVING ADULTS EXPERIENCING HOMELESSNESS 

This is the second workshop in the series: “Effectively Working APS Cases for 
Persons Experiencing Homelessness”. The series is designed to provide APS 
professionals with knowledge, practical tools, opportunities to build empathy and 
gain a better understanding of what many individuals who are homeless experience 
in order to work more effectively with this population. 
 
The goal of this workshop is to build on the foundational concepts in 
Workshop #1 and provide opportunities to broaden APS professionals’ skills 
when working with people who are experiencing homelessness. These cases 
are often complex and this workshop allows participants to understand more 
about this complexity and see the intense reality they may endure when out 
in the field. Working through expected challenges in training, moves APS 
professionals towards confidence and critical thinking with these cases in 
their day-to-day work. Throughout this workshop, participants will take best 
practices from the field of Homelessness Outreach, tailor and apply them to 
the purpose of Adult Protective Services.   

 
Virtual Training:  

● The following virtual instructional strategies are used throughout the course: 
short lectures (lecturettes), interactive activities/exercises including breakout 
rooms, chat box discussions, large group discussions, and self-reflection. 
PowerPoint slides are used to stimulate discussion.  

 
● Participants will need access to a computer with video conferencing capability 

and be able to connect to the virtual platform being used to deliver this 
training. A headset or earbuds with microphone and a video camera are 
highly encouraged. Participant Manual is a fillable PDF if using Adobe Acrobat. 
Participants are encouraged to either print a hard copy or ensure access to 
Adobe Acrobat to allow for highlighting, typing in comments and filling out 
worksheets.   

 

Course Requirements: 
● There are no course requirements, but it is recommended that participants 

have some experience interviewing clients. It is highly encouraged to have 
attended Workshop #1 prior to attending Workshop #2.   

 
  Continued 
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Target Audience: This workshop is intended for new or experienced line staff.  

 

Learning Objectives:  
After completion of this workshop, participants will be able to: 

• Summarize the unique traits, challenges and needs experienced by 
people who are at risk of or are experiencing homelessness  

• Identify effective methods and plan for challenges when conducting 
outreach and engagement  

• Apply practical techniques when completing the initial assessment with 
individuals experiencing homelessness 

• Develop their own personal plan to encourage self-care and build 
resiliency as an APS professional 
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COURSE OUTLINE 
CONTENT MATERIALS TIME 

WELCOME, INTRODUCTIONS, & COURSE 
OVERVIEW 

 20-25 minutes 

Course Goal and Learning Objectives   
Individual Reflection: My Why   

CULTURE OF POVERTY & 
HOMELESSNESS 

 10 minutes 

Considerations   
Length of Homelessness   

SAFETY  15 minutes 

Strategies Handout #1  
OUTREACH  35-40 minutes 

Activity #1- Outreach with Iris (Large 
Group) 

Handout #2  

Strategies and Challenges Handout #3  
Activity #2- My Own Motto (Individual 

and Breakout Rooms) 
  

ENGAGEMENT AND ASSESSMENT  25-30 minutes 

Strategies Handout #4  
Psychoeducation   

Tasks   
Activity #3- Engagement with Iris 

(Individual and Large Group) 
  

CONSIDERATIONS & INTERVENTIONS 
WHEN WORKING WITH SUB 
POPULATIONS 

 20-25 minutes 

Health Concerns   
Recovery Model   

Activity #4- Applying Recovery Model to 
Iris (Individual and Large Group) 

Handout #5  

SELF-CARE  25 minutes 

Vicarious Trauma and Burnout   

Mitigating Compassion Fatigue and 
Burnout 
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Activity #5- Compassion Satisfaction 
(Individual) 

Handout #6  

Activity #6- Vicarious Resiliency 
(Individual, Large Group) 

  
 

WRAP-UP AND EVALUATIONS  15 minutes 

       
TOTAL TIME (NOT INCLUDING 
BREAKS) 

 3 hours 
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HANDOUT #1 - TIP SHEET 
Safety Strategies When Working with Clients Experiencing 

Homelessness 
BEFORE MEETING WITH INDIVIDUAL 

 
• Document your location and make sure another staff/supervisor is aware 

o Note any potential risks or dangers in the location (e.g. gang activity, 
isolated area, crime) and take precautions 

 
 

• Work in teams if possible and conduct gear-ups and debriefs  
 

 
• Always carry identification  

 
 

• Create a “code word” amongst the team that can be used to indicate a safety 
issue. Ensure everyone knows it and that it feels realistic to the situation. 

 
DURING THE MEETING 

 
• Never sneak up on or corner someone 

 
 

• Never wake a sleeping client or peek into their tent/home 
 

 
• Don’t interrupt sales of drugs or sex work  

 
 

• Listen to your gut/intuition and never hesitate to leave an unsafe situation 
 
 

• If you’re concerned person is under the influence, consider rescheduling 
appointment if you believe they are unable to constructively participate in a 
discussion, taking into account when they might be more sober than not.  
 

• Maintain the confidentiality of your client as best as possible  
 
 

• Refrain from petting animals/dogs, these are family and maybe “security”.  
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HANDOUT #2 - IRIS CASE STUDY 
 

 
Safety: 
 
 
 
 
 
 
 
Outreach: 
 
 
 
 
  

You are assigned to work with Iris, in her late sixties, who has been homeless for five 
years.  
She was referred to APS by the County Homeless Outreach and Engagement (O&E) 
Team.  
O&E recently noticed her in a park they regularly visit when conducting outreach.  
Iris typically stays alone near the park benches, but often visits the local Senior Center 
which provides meals.  
She has a prepaid cell phone and one bag of personal belongings.  
O&E contacted APS reporting self-neglect because Iris reports she has diabetes and a 
large wound on her left foot, but she has not sought medical treatment in several months.  
The referring clinician reports that Iris is friendly but may have some untreated mental 
health issues.  
She receives a monthly disability check and is a MediCal/Medicare recipient. 
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HANDOUT #3 - TIP SHEET 
Outreach Strategies When Working with Clients 

Experiencing Homelessness 
 

BEFORE MEETING WITH THE INDIVIDUAL 
 

• Attempt to form relationships with key community members (e.g., 
gatekeepers, staff at Senior Centers/Churches) 

 
 

• Schedule appointments when the client is most active and motivated 
(i.e. avoid mornings and meal times)  

 
DURING THE MEETING 

 
• Be open to making in person “warm handoffs” with other providers  

 
  

• Respect the client’s “three homes”: their personal space, the physical 
space where they live, and the community in which they live. 

 
 

• Clearly identify yourself and agency  
 

 
• Be yourself, actively listen and ask open-ended questions 

 
 

• Initial goals are getting to know the person as a human and 
assessing for safety  

o Examples: “Have you eaten today?” “How do you plan to get 
your next meal?” “Where do you normally sleep?” “How do you 
keep yourself safe on the streets?” “Are there people out here 
that you trust or consider a friend?” 

 
 

• Don’t push an agenda, especially in the beginning 
o Let the client lead and move at their pace. (i.e. “How can I 

best help you?” 
o Keep initial conversations brief 
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• Carry and use emergency items such as hygiene kits, water, 
incontinence products, if available  
 
 

• Respond, don’t react. Think about what needs to happen in order for 
you to “meet” them where they’re at 
 

 
• Ask questions using a culturally responsive and trauma-informed 

lens 
 

 
• Encourage the client to set goals and work collaboratively towards 

small steps 
 
 

• Tell the client when you’ll be back and how to reach you 
 
 

• Repeat visits build trust and rapport 
 
 

• Follow up and follow through, only commit to things you know you can 
complete and that are within your control.   
 
 

• Don’t be afraid to use creative and unconventional ways to connect 
and present information (i.e. use of written material or pictures, 
create a binder to hold important documents) 
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HANDOUT #4 - TIP SHEET 
Engagement and Assessment Strategies When Working 

with Clients Experiencing Homelessness 
 

Get to know the client’s personal narrative (i.e. “What were some factors 
that brought you to the place you are now?” 

 
Express appreciation for survival skills as strengths and coping 
mechanisms. How have they survived living unhoused?  

 
Have a consistent and predictable presence in the community. 

 

Follow up and follow through. Know your boundaries as a professional 
before making promises or offering specific help. 

 
Encourage clients to set goals. 

 

Let the client lead. This involves the process of negotiation and is often not 
linear. 

 
Work towards small steps 

• Utilize SMART goals (Specific, Measurable, Achievable, Relevant, and 
Time-Bound) and Motivational Interviewing  

o Example of a goal that is too broad: Get a job 
o Example of a SMART goal: APS professional and client to call 

DMV on Tuesday to schedule an appointment to obtain 
identification card. 
 

 
Move at the client’s pace. Talk to clients about pacing. If a client 
disengages, they may be overwhelmed or feeling dismissed.  
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HANDOUT #5 - IRIS CASE STUDY CONTINUED 

 
Activity #3- Skills and Attitudes During Engagement (at each 
phase): 

 
 
 
 
 
 
 
Activity #4 (for later use)- Using Recovery Model:   

You are assigned to work with Iris, in her late sixties, who has been homeless for five 
years.  
She was referred to APS by the County Homeless Outreach and Engagement (O&E) 
Team.  
O&E recently noticed her in a park they regularly visit when conducting outreach.  
Iris typically stays alone near the park benches, but often visits the local Senior Center 
which provides meals.  
She has a prepaid cell phone and one bag of personal belongings.  
O&E contacted APS reporting self-neglect because Iris reports she has diabetes and a 
large wound on her left foot, but she has not sought medical treatment in several months.  
The referring clinician reports that Iris is friendly but may have some untreated mental 
health issues.  
She receives a monthly disability check and is a MediCal/Medicare recipient. 
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Something About YOU 
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HANDOUT #6 PROFESSIONAL QUALITY OF LIFE SCALE 
(PROQOL) 
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