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EXECUTIVE SUMMARY 
Hamilton Day Services System Evaluation 

Final Report 

Table of Contents  

August 22, 2013  

 

This final report provides guidance for City staff, planning groups, service providers, and 

stakeholders interested in supporting people at risk of and experiencing homelessness with 

strategies that can improve Day Services, strengthen and support service capacity, and shed 

light on what is working and not working in the Day Services sector from the perspective of 

both service providers and consumers.  

 

The term Day Services has been used by the City of Hamilton to describe a group of programs 

which in other jurisdictions are known as Drop-ins (City of Toronto) and Day Centres (U.K.). In 

Hamilton there had previously been no common lexicon to identify Day Services. Despite this 

there are a wide variety of agencies and programs that can be called Day Services, even if they 

themselves do not identify as such. Day Services are provided by a diverse group of informal 

and formal agencies, including faith groups, resource centres, health centres, shelters, and 

other organizations, to respond to unmet needs in their communities. A range of different 

services are provided depending on the unique needs identified, the skills and mandate of the 

provider organization, and the resources available.  

 

Hamilton is working towaǊŘǎ ǘƘŜ Ǿƛǎƛƻƴ ǘƘŀǘ ά9ǾŜǊȅōƻŘȅ Iŀǎ ŀ IƻƳŜ ς Home Is the 

Foundation,έ ŀƴŘ ƛǘǎ IƻǳǎƛƴƎ ŀƴŘ IƻƳŜƭŜǎǎƴŜǎǎ !Ŏǘƛƻƴ tƭŀƴ (HHAP) ǊŜŎƻƎƴƛȊŜǎ ǘƘŀǘ άǘƘŜ 

strategies and solutions which successfully address affordable housing and homelessness must 

be integrated with many different sectors and services.έ While not all Day Services in Hamilton 

define their work as contributing to ending homelessness, research from Canada, the U.S., and 

the U.K. has shown that many of the services provided by Day Services play a significant role in 

helping people who are marginalized by poverty to maintain their housing.  

 

The potential of Day Services to build on their assets and deepen their impact in preventing 

homelessness will depend to a large degree on the willingness of funders to appropriately 

resource the work they do. This can include providing funding to ensure that the appropriate 

spaces are available to provide Day Services, providing funding for specific programs and 
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services within the Day Service and supporting the development of the Day Services sector. 

Potential soǳǊŎŜǎ ƻŦ ŦǳƴŘƛƴƎ ƛƴŎƭǳŘŜ ǘƘŜ tǊƻǾƛƴŎŜΩǎ /ƻƳƳǳƴƛǘȅ IƻƳŜƭŜǎǎƴŜǎǎ tǊŜǾŜƴǘƛƻƴ 

Initiative ό/ItLύΣ ǘƘŜ ŦŜŘŜǊŀƭ ƎƻǾŜǊƴƳŜƴǘΩǎ Homelessness Partnering Strategy (HPS), Community 

Partnership Program Grants and other municipal funding streams, and local funders like the 

Hamilton Funders Network. 

 

²Ŝ ƘŀǾŜ ƻǊƎŀƴƛȊŜŘ ƻǳǊ ǊŜŎƻƳƳŜƴŘŀǘƛƻƴǎ ŀǊƻǳƴŘ ǘƘŜ ŎƻǊŜ ǾŀƭǳŜǎ ŀǊǘƛŎǳƭŀǘŜŘ ƛƴ IŀƳƛƭǘƻƴΩǎ 

Housing and Homelessness Action Plan and the key principles articulated in the CHPI Program 

GuidelinesΣ ǎǳƳƳŀǊƛȊŜŘ ŀǎ άIƻǳǎƛƴƎ CƛǊǎǘΣέ άtŜƻǇƭŜ-Centred & LƴŎƭǳǎƛǾŜΣέ ά[ƻŎally Driven & 

Partnership .ŀǎŜŘΣέ ŀƴŘ άCƛǎŎŀƭƭȅ wŜǎǇƻƴǎƛōƭŜ ϧ hǳǘŎƻƳŜ CƻŎǳǎŜŘΦέ These principles are also 

aligned with the principles of the federal Homelessness Partnering Strategy (HPS) and are 

considered best practices by a variety of other funders. 

  

It is important in any system that service providers are clear about their roles and the roles of 

other service providers; that all providers share an understanding of community needs and 

resources and that bridges are built between formal and informal services. If individual and 

autonomous Day Services are to evolve into a coordinated service system, there is a need to 

increase linkages with informal and formal service providers and to forge agreements that 

make the best use of local assets and identify and address service gaps. This coordination in no 

way precludes the diversity of services offered or limits their autonomy. 

 

The City could leverage the strong relationships it has with its service partners to begin a 

focused engagement to identify core functions and evidence-informed standards for Day 

Services. Our finding is that many service providers have deep insights and analysis which can 

be accessed in determining how Day Services can aid in preventing and ending homelessness; 

how to bridge the gap between today and the next 10 years; and how to resource the 

developmental needs of service providers as they evolve into a collaborative network of 

services within their own sector and integrate with the Housing & Homelessness and Human 

Services systems. 

 

Background 

Over the last ten years, the City of Hamilton has taken a strong lead in analyzing and 

coordinating services in the housing and homelessness sector to improve access to housing, 

shelter, and supports for people. This work has included the following reports, strategies, and 

action plans: 

¶ Keys to the Home, 2004 
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¶ Everyone Has a Home, 2007 

¶ Blueprint for Emergency Shelter System, 2009 

¶ The Playbook: A Framework for Human Services Planning in Hamilton, 2010 

¶ Domiciliary Hostel Program Review, 2011 

¶ Housing and Homelessness Action Plan, June 2012 

¶ City of Hamilton Strategic Plan 2012ς2015 

 

As the system manager, the City of Hamilton is responsible for administering funding from the 

Federal, Provincial, and Municipal Governments and collaborating with community-based 

organizations to support a housing and homelessness service system that will be responsive to 

ǇŜƻǇƭŜΩǎ ƴŜŜŘǎ ŀƴŘ ǎǳǇǇƻǊǘ ǇƻǎƛǘƛǾŜ ƻǳǘŎƻƳŜǎ ƛƴ ǇŜƻǇƭŜΩǎ ƭƛǾŜǎΦ 

 

The research reports, plans, and strategies listed above provide principles and a framework for 

action that do not exclude Day Services; however, they do not systematically analyze the role 

that Day Services play within the housing and homelessness system or identify strategies 

specific to Day Services. Recognizing this gap, the City of Hamilton hired Paul Dowling & 

Associates to produce four reports: 

1. An inventory of formal and informal Day Services in Hamilton 

2. An analysis of formal Day Services in Hamilton 

3. A report identifying relevant best practices in Day Services  

4. A final report that builds on the inventory and best practices analysis to produce a set of 

recommendations for developmental opportunities for Day Services 

 

This is the final report.  The other reports have been previously submitted. 

 

Purpose  

The purpose of the Inventory and Analysis Reports was to provide a descriptive snapshot of 

Day Services in Hamilton. We aimed to identify key aspects of service delivery in Day Services, 

describe different models, and paint a picture of the diverse agencies, organizations, faith 

groups, and informal providers using a Day Services approach to meet the needs of vulnerable 

populations in Hamilton.  

 

The purpose of the Best Practices Report was ǘƻ ǇǊƻǾƛŘŜ ŀ ŎƻƴǘŜȄǘ ǘƻ ƭƻŎŀǘŜ IŀƳƛƭǘƻƴΩǎ Day 

Services within a framework of best practices for Day Services from other jurisdictions. We 

reviewed the literature and identified the need to provide benchmarks across key domains of 

person-centred service system design to enable the City to track its progress as a service system 
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manager and ensure alignment with its vision for ending homelessness as outlined in its 10 year 

plan; and to develop standards to enable stakeholders to track service impacts and progress on 

ending homelessness as a result of their contributions to this shared goal. 

 

The purpose of the Final Report is to provide recommendations on how to maximize assets and 

opportunities and address developmental issues, including best practices that could be 

implemented based on the existing strengths of the system or introduced conditional on 

further focused discussions with the service provider community. The developmental measures 

can contribute to community health and well-being by building capacity and system 

effectiveness through coordinated service design and adoption of service standards in certain 

key areas. 

 

Methodology 

Stakeholder engagement was iterative and ongoing throughout the term of the project and 

periods of intensive data collection were linked to the project deliverables. We used a mixed 

methods approach, including quantitative and qualitative data collection with cross-validation 

to ensure relevance, richness, and data integrity.  

 

Definitions 

Iƻǿ ²Ŝ 5ŜŦƛƴŜŘ άIƻƳŜƭŜǎǎƴŜǎǎέ 
In our survey and analysis, we identified three broad locations along the spectrum of housing 

status: 

¶ Stably housed 

¶ Housed, but struggling (e.g. difficulties paying rent or other bills, issues with roommates 
or landlord, etc.) 

¶ Homeless (e.g. staying in shelters, on the street, couch-surfing, etc.) 
 

¢ƘǊƻǳƎƘƻǳǘ ǘƘŜ ǊŜǇƻǊǘ ǿŜ ǳǎŜ ǘƘŜ ǘŜǊƳ άƘƻƳŜƭŜǎǎ ƻǊ ŀǘ Ǌƛǎƪ ƻŦ ƘƻƳŜƭŜǎǎƴŜǎǎέ ǘƻ ǊŜŦŜǊ ǘƻ ǘƘŜǎŜ 

latter two categories. WŜ ǿŜǊŜ ƎǳƛŘŜŘ ōȅ ǇǊŜǾƛƻǳǎ ǊŜǎŜŀǊŎƘ ƻƴ ǘƘŜ άƛŎŜōŜǊƎέ ƻŦ ƘƻƳŜƭŜǎǎƴŜǎǎΣ 

which places people who are unsheltered όάǾƛǎƛōƭŜ ƘƻƳŜƭŜǎǎƴŜǎǎέύ on the tip and those who are 

couch-surfing όάƘƛŘŘŜƴ ƘƻƳŜƭŜǎǎƴŜǎǎέύΣ ǘƘƻǎŜ ƭƛǾƛƴƎ ƛƴ ƻǾŜǊŎǊƻǿŘŜŘΣ substandard, or 

ƛƴŀŘŜǉǳŀǘŜΣ ƻǊ ǳƴŀŦŦƻǊŘŀōƭŜ ƘƻǳǎƛƴƎ όάǇǊŜŎŀǊƛƻǳǎƭȅ ƘƻǳǎŜŘέύ on the invisible bulk of the iceberg 

below the surface (Wellesley Institute, 2010, p. 32). The Wellesley Institute (2010) estimated 

that 150,000 to 300,000 Canadians are living unsheltered and those who are experiencing 

hidden forms of homelessness or who are precariously housed are upwards of 3 million.   
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In this report, we recognize different forms that homelessness and experiences of precarious 

housing can take. We also acknowledge that Hamilton has several rural communities with very 

different experiences of homelessness. Our research and stakeholder engagement included 

providers from Ancaster, Dundas, Flamborough, Glanbrook, and Stoney Creek.  

 

How We Defined άDay Servicesέ 
After much discussion and after reviewing the literature from other jurisdictions and in 

response to themes from our key informant interviews, we agreed on the following working 

ŘŜŦƛƴƛǘƛƻƴΥ ά! Day Service is a space that allows people to come in without an appointment or 

application and spend time socializing, meeting their basic needs, and, at their own discretion, 

accessing specialized services designed to meet the needs of people who are homeless or at 

Ǌƛǎƪ ƻŦ ƭƻǎƛƴƎ ǘƘŜƛǊ ƘƻǳǎƛƴƎΦέ 

 

Please see later sections of this report for further details on the process of developing this 

working definition and defining the scope of this project. 

 

Iƻǿ ²Ŝ 5ŜŦƛƴŜŘ ά.Ŝǎǘ tǊŀŎǘƛŎŜǎέ 
²ƘƛƭŜ ǘƘŜǊŜ ŀǊŜ ƳǳƭǘƛǇƭŜ ǘŜǊƳǎ ǎǳŎƘ ŀǎ άƭŜŀŘƛƴƎ ǇǊŀŎǘƛŎŜΣέ άŜƳŜǊƎƛƴƎ ǇǊŀŎǘƛŎŜΣέ άƎƻƻŘ ǇǊŀŎǘƛŎŜΣέ 

ŀƴŘ άǇǊƻƳƛǎƛƴƎ ǇǊŀŎǘƛŎŜέ ǳǎŜŘ ƛƴ ŀ ǾŀǊƛŜǘȅ ƻŦ ǎŜŎǘƻǊǎΣ ǿŜ ŀŘƻǇǘŜŘ ǘƘŜ ǘŜǊƳ άōŜǎǘ ǇǊŀŎǘƛŎŜΦέ 

Some best practices from other systems and jurisdictions with unique conditions and factors 

may not yield the same results in Hamilton. Nonetheless, we relied on our knowledge of 

homelessness to choose from the literature the options that bear relevance in Hamilton. The 

άōŜǎǘ ǇǊŀŎǘƛŎŜǎέ ǿŜ ŘƛǎŎǳǎǎ ƛƴ ƻǳǊ ǊŜǇƻǊǘǎ ŀǊŜ ŦƻŎǳǎed primarily on service delivery principles 

that are applicable to a wide variety of organizations offering Day Services. In the future, the 

Day Services sector in Hamilton may want to drill down into more specific standards for 

individual organizations; in this case, the sector may want to follow Toronto in using the term 

άƎƻƻŘ ǇǊŀŎǘƛŎŜǎΦέ άDƻƻŘ ǇǊŀŎǘƛŎŜǎέ ŀŎƪƴƻǿƭŜŘƎŜǎ ǘƘŀǘ ǘƘŜǊŜ Ƴŀȅ ōŜ ŀ ǊŀƴƎŜ ƻŦ ǇǊŀŎǘƛŎŜǎ ǘƘŀǘ 

are appropriate for Day Services with different space capacities, different types of specialized 

staff, different staff-to-participant ratios, different service delivery models, different funding 

models, etc.  

 

Other Definitions 
We did not define vulnerable and marginalized populations, but we were guided by 

ǎǘŀƪŜƘƻƭŘŜǊǎΩ ƛŘŜƴǘƛŦƛŎŀǘƛƻƴ ƻŦ ǘƘŜǎŜ ƎǊƻups. During our survey we asked providers to indicate 

whether there were specific groups for whom they provided targeted programming. 

Stakeholders used the terms άvulnerable ǇƻǇǳƭŀǘƛƻƴέ and άtarget ǇƻǇǳƭŀǘƛƻƴέ ǘƻ ǊŜŦŜǊ to groups 

of people with some common and related risk factors and also to describe programs specifically 

aimed at a particular population. We followed this practice to reflect community reality and in 
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ŀŘŘƛǘƛƻƴ ŎƻƴǎƛŘŜǊŜŘ ǘƘƻǎŜ ǇƻǇǳƭŀǘƛƻƴǎ ǘƘŀǘ ǘƘŜ ƭƛǘŜǊŀǘǳǊŜ ǊŜǾƛŜǿ ŘŜŜƳŜŘ ǘƻ ōŜ άƪƴƻǿƴέ ǘƻ 

benefit from population-specific service models.  

 

²Ŝ ƘŀǾŜ ƴƻǘ ŘƛŦŦŜǊŜƴǘƛŀǘŜŘ ōŜǘǿŜŜƴ άǇŜǊǎƻƴ-ŎŜƴǘǊŜŘέ ŀƴŘ άǇŜƻǇle-ŎŜƴǘǊŜŘΦέ While we found 

these terms used interchangeably by stakeholders, in the literature, άpeople-centredέ usually 

referred to population change strategies while άperson-centredέ referred to individual level 

change. In practice, we think that strategies aimed at population outcomes are different from 

strategies aimed at individual outcomes and it cannot be assumed that change at the individual 

level will translate into a meaningful population outcome. We note that the CHPI Guidelines do 

ƴƻǘ ǎŜŜƳ ǘƻ ƳŀƪŜ ǘƘƛǎ ŘƛǎǘƛƴŎǘƛƻƴΣ ǳǎƛƴƎ ǘƘŜ ǘŜǊƳ άǇŜƻǇƭŜ-ŎŜƴǘǊŜŘέ ǘƻ ŘŜǎŎǊƛōŜ ǿƘŀǘ ǘƘŜ 

ōǊƻŀŘŜǊ ƭƛǘŜǊŀǘǳǊŜ ǿƻǳƭŘ ŎƻƴǎƛŘŜǊ ŀ άǇŜǊǎƻƴ-ŎŜƴǘǊŜŘέ ŀǇǇǊƻŀŎƘΥ ά! ǇŜƻǇƭŜ-centred approach 

focuses on positive results for individuals and families who are homeless or at risk of 

ƘƻƳŜƭŜǎǎƴŜǎǎέ ό/ItL DǳƛŘŜƭƛƴŜǎΣ нлмнΣ ǇΦ оύΦ 

 

Web Research 

²Ŝ ōŜƎŀƴ ǿƛǘƘ ŀ ǎŜǊƛŜǎ ƻŦ ǎŜŀǊŎƘŜǎ ƻƴ LƴŦƻǊƳ IŀƳƛƭǘƻƴ ǳǎƛƴƎ ǘƘŜ ƪŜȅ ǿƻǊŘǎ άDay ServiceΣέ άŘŀȅ 

ǇǊƻƎǊŀƳΣέ άŘǊƻǇ-ƛƴΣέ ŀƴŘ άƘƻƳŜƭŜǎǎΦέ ²Ŝ ŘŜǾŜƭƻǇŜŘ ŀ ƭƻƴƎ ƭƛǎǘ ƻŦ ǇƻǎǎƛōƭŜ Day Services and 

gathered further information from websites of individual organizations. As we refined our 

definition (see above), we reduced and revised this list. 

 

Literature Review 

We conducted a review of policy documents released by the provincial government and the 

City of Hamilton. We also reviewed key publications on service innovations that reflect the 

policy shift from managing homelessness to ending homelessness. The findings of the literature 

review are summarized in the Best Practices document. 

 

Stakeholder Consultations 

The stakeholder engagement strategy cast a wide net and initially contacted all known service 

providers of formal and informal programs including some programs that were significant to 

the target population but not necessarily identified as closely connected to the homelessness 

system. The City shared its list of service providers thought to be possibly providing Day 

Services and the Inform Hamilton database identified many others. The engagement was 

iterative and referrals were contacted throughout the process in order to remain as inclusive as 

possible. We consulted regularly with the City to check in as our focus began to narrow. 
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Multiple perspectives including those of program participants, people with lived experience and 

related sectors such as settlement, food security and VAW were collected. Key informant 

interviews, focus groups and site visits provided deeper insight into the views of providers and 

program participants on the value of Day Services, how they can be expanded, current 

challenges, and system gaps.  

 

We conducted 33 interviews, site visits, and focus groups with 79 individuals. Please see 

Appendix 1 for a detailed list.  

 

As we refined our scope and definition, we generated a short list of 48 service providers in 

Hamilton whom we believed to be Day Service providers. We sent these service providers a 

survey to test this assumption and to gather descriptive information about the landscape of Day 

Services in Hamilton. Of these 48, we determined that 26 ƳŜǘ ƻǳǊ ŘŜŦƛƴƛǘƛƻƴ ƻŦ ŀ άDay Serviceέ 

and 19 did not (the remaining 3 did not respond to the survey or to follow-up phone calls or 

emails). Please see ǘƘŜ ά{ǘŀƪŜƘƻƭŘŜǊǎ {ǳǊǾŜȅέ section later for further details on this process. 

 

Data Synthesis and Analysis 

Information required about Day Services was identified in the CƛǘȅΩǎ wCtΦ ¢ƘŜ ŘƻŎǳƳŜƴǘ ŀƴŘ 

literature reviews provided a framework for analysis and additional categories of information 

and best practices by which Day Services could be described and assessed. We focused on 

service delivery design and approach; program practices; administration and operations; 

partnerships and service integration; and target populations. The literature review brought into 

focus the role of the system manager in achieving positive outcomes and we pursued this 

inquiry into service integration; system standards; service pathways; contracting protocols and 

agreements. 

 

Limitations in the Available Data 

The survey data was self-reported and not cross-validated by other methods. Our working 

definition of Day Services was intended for data analysis and the survey design did not lead 

those surveyed to respond one way or another.  

 

hǳǊ ŀƛƳ ǿŀǎ ǘƻ ǇǊƻǾƛŘŜ ŀ άǎŜǊǾƛŎŜ ǎƴŀǇǎƘƻǘέ ŀƴŘ ƛƴǾŜƴǘƻǊȅ ƻŦ ƪƴƻǿƴ Day Service assets within 

a limited time. We recognize that some service providers may have been missed. Additional 

validation may be required to confirm specific data on vulnerable populations, critical service 

gaps, and points of cross-sector intersections. The three focus groups with program participants 

did not reflect the full diversity of Day Services or of vulnerable populations in Hamilton. 
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Further consultation may be required to fully understand the consumer experience of the Day 

Service system from the perspective of access, coordination, seamlessness, and relevance to 

supporting life goals. 

 

Some of our recommendations are very broad brush strokes and we do not attempt to provide 

specific and complete guidance to support implementation. Instead we suggest that this 

research supports the early stages of a focused dialogue between the City and the Day Services 

community where research evidence can be validated by practitioner knowledge in the areas of 

service design, adoption of common tools and appropriate scope of Day Services within the 

homelessness system.  
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RECOMMENDATIONS 
Based on the analysis and the best practices discussed in detail in this report, we make the 

following specific recommendations for the City of Hamilton: 

 

1. Recognize Day Services as a valuable component of the service system for housing and 
homelessness. 

 

2. Support the development of information sharing, knowledge transfer, standard setting, 
resource sharing, and system-wide monitoring and evaluation through the 
establishment of a Day Services Network Planning Table or Working Group.  
 
The Table or Group could take on the following tasks: 

¶ formalize and affirm the definition and role of Day Services within the system of 

housing and homelessness services in Hamilton 

¶ identify gaps and needs, especially among specific vulnerable populations and 

under-served geographic areas 

¶ collaborate with other planning tables and organizations in the sector to 

coordinate service planning and ensure coverage  

¶ explore expanding capacity in the system through collaborating with the 

potential Day Services identified in the Inventory 

¶ establish a standardized keyword (search term) so that Day Services may be 

easily located using Inform Hamilton (it may also be valuable to generate a PDF 

ƭƛǎǘ ŀƴŘ ƳŀǇ ǘƘŀǘ ŎƻǳƭŘ ōŜ ŀŘŘŜŘ ǘƻ ǘƘŜ άtǳōƭƛŎ .ǳƭƭŜǘƛƴέ ŎƻƭǳƳƴ ƻƴ LƴŦƻǊƳ 

Hamilton) 

¶ establish evaluation tools for assessing impact on clients and assessing how well 

the Day Service is meeting best practices standards (a number of documents 

may serve as starting points for this work: the Best Practices document created 

as part of the Hamilton Day Services Evaluation research; the London Housing 

CƻǳƴŘŀǘƛƻƴΩǎ Day Centre Standards template; IƻƳŜƭŜǎǎ [ƛƴƪΩǎ Outcome 

Resource; the Toronto Drop-Lƴ bŜǘǿƻǊƪΩǎ aŜŀǎǳǊƛƴƎ {ǳŎŎŜǎǎΤ ŀƴŘ ǘƘŜ ¢5LbΩǎ 

Good Practices Toolkit) 

 

3. Provide financial and human resources to support the coordination and operation of the 
Day Services Network Planning Table or Working Group. 
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4. Within the funding available to support community-based initiatives to address 
homelessness, consider providing funding for Day Services, based on adherence to the 
following 4 principles: 

 

PRINCIPLE 1: άIh¦{LbD CLw{¢έ 
¶ Entry Point to the Service System 

¶ Assistance in Finding and Maintaining Housing 

¶ Basic Needs 

 

PRINCIPLE 2: άt9ht[9-/9b¢w95 ϧ Lb/[¦{L±9έ 
¶ Flexibility, Responsiveness, and Low-Barrier Access 

¶ wŜŎƻƎƴƛǘƛƻƴ ƻŦ LƴŘƛǾƛŘǳŀƭǎΩ 5ƛƎƴƛǘȅ ŀƴŘ ²ƻǊǘƘ 

¶ Participant Involvement in Service Planning, Evaluation, and Delivery 

¶ Targeted Programming for Vulnerable Populations 

¶ Consumer Choice 

 

PRINCIPLE 3: ά[h/![[¸ 5wL±9b ϧ t!w¢b9w{ILt .!{95έ 
¶ Coordination with Other Homelessness Services and Programs 

¶ Rural Day Services 

¶ Layers of Integration 

¶ Collaboration among Service Providers 

 

PRINCIPLE 4: άCL{/![[¸ w9{thb{L.[9 !b5 h¦¢/ha9 Ch/¦{95έ 
¶ Strategic Funding to Address Needs and Supplement Resources  

¶ Evidence-Based, Outcomes-Focused Programs and Services 

 
These four principles are considered best practices by most funders. The specific terms quoted 
here summarize the key values articulated in HamiltonΩs 10-Year Housing and Homelessness 
Action Plan (HHAP) and ǘƘŜ tǊƻǾƛƴŎŜΩs Community Homelessness Prevention Initiative (CHPI). 
Potential sources of funding for Day Services in Hamilton include the provincially funded but 
locally managed CHPI; the federally funded but locally managed HPS; Community Partnership 
Program Grants and other municipal funding streams; and local funders like the Hamilton 
Funders Network.  
 

5. Leverage opportunities in the transformation of the health system being led by the 

Hamilton Niagara Haldimand Brant (HNHB) LHIN that will support service integration 

initiatives of service partners in developing Community Care Networks with the aim of 

accelerating positive outcomes for the most vulnerable clients accessing Day Services 

and homelessness services in general. Take advantage of LHIN partnerships with 
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academic research centres focused on urban health and marginalized and vulnerable 

populations.
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CONTRIBUTIONS AND 

OUTCOMES  
 

Principle 1: άIƻǳǎƛƴƎ CƛǊǎǘέ 

Entry Point to the Service System  

“Many [participants] had no contact with formal support services other 

than the day centres. Their main reasons for attending the day centres 

were for company, to get emotional and practical help and support from 

the staff, and for cheap food.”   ~ Crane et al., 2005 

Day Services are ideally situated to serve as an entry point to the homelessness system as they 

are frequently the first point of contact with services or remain a low barrier and comfortable 

ǎŜǘǘƛƴƎ ǘƻ Ƴŀƛƴǘŀƛƴ ŀŎŎŜǎǎ ǘƻ ƴŜŜŘŜŘ ǎŜǊǾƛŎŜǎ ǘƘǊƻǳƎƘƻǳǘ ŀƴ ƛƴŘƛǾƛŘǳŀƭΩǎ Ƨƻǳrney to stable 

housing. In addition most Day Services make few demands on their participants and can 

άengage marginalized people who do not use other services either because they are vulnerable 

and reluctant users or because their behaviour has caused them to be rejected by other 

ǎŜǊǾƛŎŜǎέ όDrop-in Services Sector Literature Review of Good Practices, 2006).  

 

The outreach literature identifies drop-in programs as fixed outreach sites and suggests that 

outreach is a process that moves through stages of engagement until the individual can be 

provided with services. These stages reflect the process of engaging marginalized people in 

drop-in settings in order to encourage them to participate in other services or find housing. 

Although it is generally accepted that drop-in services should help people move toward 

permanent housing, it must be recognized that this can be a slow process (one author proposed 

that it can take up to two years to engage an isolated person in service delivery) and that 

expected outcomes mǳǎǘ ƳŜŀǎǳǊŜ ƛƴŎǊŜƳŜƴǘŀƭ ŎƘŀƴƎŜέ (Bowpitt, Dwyer, Sundin, and 

Weinstein). 

 

During the consultations, several Day Service providers and community stakeholders expressed 

frustration that funders often ignore the value of basic needs services and focus exclusively on 
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the specialized services as the vehicle for effecting positive change. Most of the Day Service 

providers we spoke to saw meeting daily needs as a way to both provide an entry point to the 

service system and a way to build relationships of trust and accountability. 

“You do your best case management when you’re painting nails, or driving 

someone somewhere.”    ~ Day Service Provider 

Assistance in Finding and Maintaining Housing 

There is evidence that forming social networks helps people to develop the 

confidence and support they need to make a transition to housing and that 

social networks help people to maintain housing. Studies that considered 

good practices in resettlement work found that loneliness was the most 

important factor precipitating tenancy breakdown among formerly 

homeless people. While much of this research focuses on the role of social 

networks in making the transition to housing, social network development 

plays that role incrementally from very early stages, including influencing 

rough sleepers to begin to move toward accommodation.  

      ~ TDIN, Measuring Success, 2006 

During our consultations, we heard that many low-income households are faced with the 

impossible choice of paying their rent or buying food. Income from OW or from some low-wage 

or part-time jobs is not enough to cover the household expenses for many individuals and 

families. As a result, they rely on food banks, meal programs, and Day Services in order to make 

ends meet. Participants living in rooming houses with shared kitchen facilities said that it was 

impossible to keep food there, because another person would just eat it.  

 

We heard that a further issue for some housed people, primarily single individuals living in 

rooming houses or secondary suites, is social isolation, conflicts with roommates or landlords, 

or living environments in poor condition (e.g. mouldy, poorly lit, appliances not working, has 

rodents, cockroaches, or bed bugs, etc.). Some people may return to the street because they 

have a community there. As a no-cost third space, Day Services can provide an important 

support for people in this situation. 

“I live in a place nearby [the Day Service]. They have a TV downstairs here. 

I can’t afford a TV. I live in a room in a crack house, in a rooming house. 

We share a bathroom upstairs if you can get in there, but there’s always 

someone in there shooting up or doing other drugs. Right now there are 5 
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rooms rented out of 15, but there are 20 people in there just crashing. 

There’s always someone knocking at my door there. Cops are there more 

than I am. I come here to get some peace and quiet.”  

       ~ Day Service Participant 

{ŜǾŜǊŀƭ ǎǘŀƪŜƘƻƭŘŜǊǎ ŜȄǇǊŜǎǎŜŘ ǎƻƳŜ ŦǊǳǎǘǊŀǘƛƻƴ ǿƛǘƘ ǘƘŜ άIƻǳǎƛƴƎ CƛǊǎǘέ ŎƻƴŎŜǇǘΣ ƴƻǘƛƴƎ ǘƘŀǘ 

the model is supposed to include intensive supports, but these supports are not always 

ŀŘŜǉǳŀǘŜƭȅ ŦǳƴŘŜŘ ƻǊ ƛƳǇƭŜƳŜƴǘŜŘΦ ¢ƘŜȅ ƴƻǘŜŘ ǘƘŀǘ άIƻǳǎƛƴƎ CƛǊǎǘέ ƛǎ ƴƻǘ ǎǳŎŎŜǎǎŦǳƭ ǿƘŜƴ ƛǘ ƛǎ 

άIƻǳǎƛƴƎ hƴƭȅέΥ  

“I’m concerned that Housing First can lead to social isolation which leads 

to poorer health and housing loss. It’s hard to stop this cycle from 

occurring. The opportunities for socialization that Day Services offer can 

help to keep people housed.”    ~ Community Stakeholder 

Our consultations with Day Service providers and other community stakeholders provided the 

following information about the ways in which Day Services support housing: 

 

Table 1: Ways That Day Services Support Housing 
 

Finding Housing Maintaining Housing 

¶ Rent subsidy and intensive housing support 

programs like Transitions to Homes (T2H), 

Supporting Our Sisters (SOS), or Addictions 

Supportive Housing (ASH) 

¶ Computers and phones to check listings and 

call landlords 

¶ Providing referral to, warm transfer to, or 

on-site assistance from Housing Help 

Centre workers 

¶ Bus tickets to go see apartments 

¶ Engaging individuals known to be living 

unsheltered and encouraging them to think 

about accessing housing (especially in the 

fall as winter approaches)  

¶ Providing a quick turnaround TB test, which 

is a requirement for people to get into 

certain kinds of housing and addiction 

¶ Meals, groceries, and/or food vouchers  

¶ Laundry and showers 

¶ Clothing and/or personal care supplies 

(e.g. toilet paper, soap, toothbrushes) 

¶ Opportunities for socialization and 

recreation that combat isolation 

¶ Counselling supports and low-barrier, 

non-judgmental access to health, mental 

health, and addictions services 

¶ Trusteeship programs 

¶ Life skills programs (cooking, budgeting, 

credit counselling, setting healthy 

boundaries with 

partners/roommates/friends, etc.) 

¶ Advocacy and assistance in dealing with 

housing issues (conflict with landlord, bed 

bugs, repairs) 
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Finding Housing Maintaining Housing 

treatment/rehab programs 

¶ (For youth) A worker may  

o accompany the youth to inspect the 

ŀǇŀǊǘƳŜƴǘΣ ǘƻ ŜƴǎǳǊŜ ƛǘΩǎ ƭŜƎŀƭ ŀƴŘ ǎŀŦŜΣ 

and to ensure that the landlords is not 

going to discriminate because of the 

appƭƛŎŀƴǘΩǎ ŀƎŜ ƻǊ ŜȄǇŜǊƛŜƴŎŜ ǿƛǘƘ 

homelessness 

o coach the youth on how to talk to 

landlords and fill out housing 

applications 

¶ Workshops to inform clients about their 

rights under the Residential Tenancies Act 

¶ Assistance accessing income supports and 

completing tax returns 

¶ One Day Service offers a utility subsidy 

program 

Basic Needs 

Meeting basic needs (meals, groceries, clothing, toiletries, laundry, showers, etc.) is a 

fundamental component of what Day Services do, but is often not adequately supported by 

funders. However, our consultations and our review of the literature show that basic needs 

support the ǇǊƛƴŎƛǇƭŜ ƻŦ άIƻǳǎƛƴƎ CƛǊǎǘέ ōȅΥ 

¶ providing an entry point for individuals who may otherwise feel disconnected from 

services, 

¶ providing an opportunity for building relationships of trust and support with peers and 

with staff, and 

¶ helping people to maintain and stabilize their housing in various ways (described 

above). 
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Principle 2: άtŜƻǇƭŜ-Centred & 

LƴŎƭǳǎƛǾŜέ 

Flexibility, Responsiveness, and Low-Barrier Access 

“Addictions and mental health care are not cookie cutter services – you 

need flexibility, you need to adapt, you need to listen.”    

       ~ Social Service Provider 

By definition, all Day Services have a high level of informality. The criterion used to filter which 

survey respondents were Day Services ǿŀǎ ǘƘŀǘ ǘƘŜȅ ǇǊƻǾƛŘŜŘ άŀ space where people can just 

hang out and socialize without any intention oŦ ŀŎŎŜǎǎƛƴƎ ŀŘŘƛǘƛƻƴŀƭ ǎŜǊǾƛŎŜǎΦέ  

 

Low-barrier programs are client-centred and flexible, allowing people to make their own 

choices while still providing consequences for άantisocialέ or unhealthy behavior. There are few 

if any criteria to access services and no expectations that individuals conform to more than 

basic rules. ά[ƻǿ-barrier,έ άƘŀǊƳ reductionέ and άlow demandέ are terms often used 

synonymously in the literature. This aligns ǿƛǘƘ /ƻǊŜ ±ŀƭǳŜ Ім ƻŦ IŀƳƛƭǘƻƴΩs 10-Year Housing 

and Homelessness Action Plan, άPerson-Centred Supports.έ 

 

This service model begins with acceptance that not all individuals seeking services are at a point 

in their lives where they are ready to give up harmful or unsafe activities but that through 

acceptance into service, individuals may at a later stage be ready to address their issues and in 

the short term can be helped to minimize risks and self-ƘŀǊƳΦ άIŀǊƳ ǊŜŘǳŎǘƛƻƴ ǎŜŜƪǎ ǘƻ 

minimize or eliminate adverse health, social and economic consequences of substance use for 

all individuals and communities. It involves a pragmatic, multidisciplinary, non-judgmental 

ŀǇǇǊƻŀŎƘ ǘƘŀǘ ƳŜŜǘǎ ǇŜƻǇƭŜ ǿƘŜǊŜ ǘƘŜȅ ŀǊŜ ŀǘ ǊƛƎƘǘ ƴƻǿέ όtŀǳƭȅΣ et al., 2012). In a service 

systeƳ ǿƘŜǊŜ ǘƘŜ ŀƎŜƴŎȅΩǎ ǾŀƭǳŜǎ Ƴŀȅ ŎƻƳŜ ƛƴǘƻ ŎƻƴŦƭƛŎǘ ǿƛǘƘ ŀ ƘŀǊƳ ǊŜŘǳŎǘƛƻƴ ŀǇǇǊƻŀŎƘΣ 

some accommodations may be necessary. 

 

In the survey and during the consultations, all Day Service providers articulated a tolerant 

approach to use of alcohol and drugs. They emphasized that the presenting behaviours were 

the main issue rather than the drug or alcohol use on its own. The survey echoed the person-

centred, flexible service philosophy articulated by stakeholders during the consultations. 
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Many stakeholders spoke about a need to balance informality with engagement and 

intentionality, to balance a client-directed approach with an outcomes focus: 

“We have a lot of experience with people telling us to go away – and 

not very nicely. It can take a very long time – sometimes as long as five 

years! – but eventually they will engage.  

“I talk to my staff about the art of chatting. Not probing and exploring 

needs, just chatting about whatever is on the person’s mind. Chatting 

about sports over a cup of coffee, or just sitting with someone and not 

chatting, can be purposeful activity, if it is seen as building a relationship 

that over time can enable change to happen.  

“There is a need to balance an outcomes focus with patience. Some of 

the people we see live with a lot of pain and fear – it can take a long time 

to arrive at ‘neutral ground.’”   ~ Social Service Provider 

wŜŎƻƎƴƛǘƛƻƴ ƻŦ LƴŘƛǾƛŘǳŀƭǎΩ 5ƛƎƴƛǘȅ ŀƴŘ ²ƻǊǘƘ 

¢ƘŜ ƭƛǘŜǊŀǘǳǊŜ ŜƳǇƘŀǎƛȊŜǎ ǊŜŎƻƎƴƛǘƛƻƴ ƻŦ ŜŀŎƘ ƛƴŘƛǾƛŘǳŀƭΩǎ ŘƛƎƴƛǘȅ ŀƴŘ ǿƻǊǘƘ ŀǎ ŀ ƪŜȅ ŀǎǇŜŎǘ ƻŦ 

Day Services (Drop-In Services Sector Literature Review of Good Practices, 2006; TDIN, 

Measuring Success, 2006; Paradis et al., 2011). The participants we spoke with as well 

emphasized that this was one of the primary reasons that they accessed specialized services 

(e.g. physical health care, mental health care, employment assistance, income support 

assistance, etc.) from Day Services rather than from mainstream service providers.  

“Here, everything is open to us. You can carry your coffee around. You 

don’t need a key to go to the washroom or use the laundry room. Here you 

have a sense of dignity, self-respect.”  ~ Day Service Participant 

There was one powerful moment during the focus group at the Wesley Centre when a 

participant asked us to look at a wall that was covered in small plaques. Each plaque had a 

ǇŜǊǎƻƴΩǎ ƴŀƳŜ ƻǊ ƴƛŎƪƴŀƳŜ ƻƴ ƛǘΦ ¢ƘŜ ǇŀǊǘƛŎƛǇŀƴǘ ǎǇƻƪŜ ǇŀǎǎƛƻƴŀǘŜƭȅ ŀōƻǳǘ ǿƘŀǘ ƘŀǇǇŜƴǎ ǿƘŜƴ 

street-ƛƴǾƻƭǾŜŘ ǇŜƻǇƭŜ Ǉŀǎǎ ŀǿŀȅΥ άThose are all former clients, people who passed away here. 

Our friend, Shane, is on that waƭƭΦ IŜΩǎ ǎǘƛƭƭ ƛƴ ǘƘŜ ŦǊŜŜȊŜǊ ώmorgue] since nobody has claimed 

the body. Is there any hope for some kind of respectful service? Would you want that to 

happen to your body? This is just wrong.έ ¢ƘŜ ƻǘƘŜǊ ǇŀǊǘƛŎƛǇŀƴǘǎ ŜŎƘƻŜŘ ǘƘƛǎ ǎŜƴǘƛƳŜƴǘ ŀƴŘ 

indicated that they sometimes return to the Wesley Centre to visit the wall and feel 

reconnected with friends who have passed away, friends who otherwise have no markers that 

acknowledge that they existed and were valued. While the wall of names is not something that 
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is common to many Day Services, it is a powerful reminder of the fundamental work that Day 

Services do in acknowledging the worth and dignity of all members of the community. 

 

The role of Day Services is not limited to offering a space where individuals may experience 

respect and dignity; Day Service staff and volunteers also play a key role in the broader 

community advocating on behalf of participants, expanding the number of social spaces that 

include participants, providing warm transfers of participants to mainstream organizations, and 

counteracting discrimination and prejudice in mainstream society by educating the general 

public about the experiences, challenges, and barriers faced by participants. 

 

Participant Involvement in Service Planning, Evaluation, and Delivery 

A person-centred service system is built with contributions from all stakeholders; each 

stakeholder must have a clear role as a decision maker in system development, service quality 

and system performance; and each brings unique knowledge and analysis that informs the 

measures by which the service system can be assessed and retooled to improve its client and 

service outcomes and community impacts. 

 

The benefit of genuine engagement and involvement of people with lived experience in the 

planning, delivery, governance, and evaluation of service provisions is well supported. People 

facing or experiencing homelessness must be significantly involved in providing perspectives 

and have meaningful roles in the development and delivery of programs and services. 

Participation is seen as a key principle of harm reduction and social connectedness. It is 

important in positive mental health and the prevention of a range of health and social problems 

and a key factor that helps sustain housing (Canadian Mental Health Association BC, 2007; 

Pauly et al., 2012; Drop-In Services Sector Literature Review of Good Practices, 2006; Crane et 

al., 2005; TDIN, Measuring Success, 2006). 

 

Research shows that a άǇŀǊǘƛŎƛǇŀƴǘΩǎ ŜƴƎŀƎŜƳŜƴǘ ƛƴ ŀŎǘƛǾƛǘƛŜǎ ǘƘŀǘ ŀǊŜ ǾŀƭǳŜŘ ŀƴŘ ǿƘƛŎƘ ƛƴǾƻƭǾŜ 

independent action and responsibility increases their sense of self-worth and enhances their 

commitment to the process. Having an opportunity to demonstrate to oneself and to others, 

ƻƴŜΩǎ ŎŀǇŀŎƛǘȅ ŦƻǊ ƛƴŘŜǇŜƴŘŜƴǘΣ ǊŜǎǇƻƴǎƛōƭŜ ŀŎǘƛƻƴΣ ŀƴŘ ǘƘŜ ǎŜƴǎŜ ƻŦ ǾŀƭǳŜ ŀƴŘ ǊŜǎǇŜŎǘ ǘƘŀǘ 

emerges from that experiencŜΣ ŀǊŜ ŀǎǎŜǘǎ ŦƻǊ ǇŀǊǘƛŎƛǇŀƴǘǎέ (Conradson 2003, Mulquin 2000, 

and Cooper 2001). During the consultation process as well, one request we heard from 

participants was that Day Services should offer more opportunities for meaningful activities, 

community volunteer work, peer support and mentorship, and paid work.  
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“We should have a once-a-month garbage pick-up program, or a spray 

paint clean-up program. Doing things to give back to the community – I 

really like it when we have programs like that.”    

       ~ Day Service Participant 

Involving Participants in Evaluation 
Twenty-one (78%) survey respondents reported that they regularly check in with participants 

about what is working well, what could be improved, and where the gaps in service are. Most 

used multiple methods of gathering feedback, including surveys, suggestion boxes, focus 

ƎǊƻǳǇǎΣ άǘƻǿƴ Ƙŀƭƭέ ƳŜŜǘƛƴƎǎΣ ŀƴŘ ǇŀǊǘƛŎƛǇŀƴǘ ŀŘǾƛǎƻǊȅ ŎƻƳmittees. Five (22%) Day Service 

providers indicated that they did not have formal mechanisms for gathering participant 

feedback, but gathered feedback during informal one-on-one discussions. 

 

Figure 1: Mechanisms for Gathering Participant Feedback 

 

Involving Participants in Planning and Service Delivery 
Twenty-five (96%) Day Services reported that they involve participants in the planning and 

delivery of programs and almost all checked more than one of the mechanisms listed. None 

ŎƘŜŎƪŜŘ άƴƻǘ ŀǇǇƭƛŎŀōƭŜΦέ  
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Figure 2: Formal Mechanisms for Participants to Get Involved 

 

Case Management and Low Staff-to-Participant Ratios 

The literature suggests that effective homelessness service systems have some form of case 

management or intensive one-on-one supports that are consistent and ongoing. We heard 

consistently and repeatedly from both service providers and participants that the most 

important and effective interventions that Day Services provide is building relationships of 

trust, caring, investment, and connection. We also heard from Day Service providers that it is 

rarely financially feasible to provide low caseload (for a case manager) or a low staff-to-

participant ratio (for a Day Service frontline worker) that permits the level of intensive one-on-

one supports required.  

 

Service participants did not use the tŜǊƳ άŎŀǎŜ ƳŀƴŀƎŜƳŜƴǘΣέ ōǳǘ ǿƘŜƴ ŀǎƪŜŘ ǿƘŀǘ ǘȅǇŜǎ ƻŦ 

support they found most helpful, almost all identified intensive, focused, one-on-one, long-

term supports:    

“Here, the staff actually interacts. You know they’ll be here – and if they’re 

not, they have got someone covering it. They don’t give you the runaround 

like other places. Other places send you to a hundred different people. You 

go to A and then send you to B and they send you to C and they send you 

to D and they send you back to A. They do it so they eat up your time – so 

you can’t get what you need. Or to buy themselves some time. By the end 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 23 

you just don’t want to do it anymore. Staff who care really make the 

difference.”      ~ Day Service Participant 

“If you go to a shelter or a walk-in clinic, you’re a number. Here there’s a 

personal connection – they know who you are and they really care. You 

develop a sense of family with the people who are here.”  

      ~ Day Service Participant (youth) 

“Have some people who are social-work oriented who can help address the 

underlying issues. Then there would be positive changes in people’s lives.” 

       ~ Day Service Participant 

 

We heard that low staff to participant ratios: 

¶ permit relationship-building, problem-solving, warm transfers, άŘƻƛƴƎ ǿƘŀǘ ƛǘ ǘŀƪŜǎέ to 

help someone navigate the system and achieve their goals, 

¶ permit hiring staff with additional specializations (e.g. mental health, addictions, 

trauma),  

¶ permit additional case management services and perhaps individualized outcomes 

measurement (e.g. using the Outcomes Star),  

¶ reduce staff burnout and lower staff turnover, and 

¶ facilitate effective transition planning and client follow-up when a staff does leave. 

 

Targeted Programming for Vulnerable Populations 

“Although drop-in centres may have an open-door approach, the needs 

and challenges facing different populations should be reflected in program 

design and resources should be allocated to address these needs.” 

 ~ Drop-in Services Sector Literature Review of Good Practices, 2006 

Mainstream organizations have the resources and capacity to provide specialized and targeted 

services to a range of communities with specific needs (e.g. mental health, addictions, 

employment, etc.), while smaller, culturally based organizations have the knowledge to reach 

specific communities and provide targeted and culturally informed services. By working 

together, mainstream and culturally based organizations can provide the resources, knowledge, 

and capacity to provide individualized and client-centered services to diverse communities. This 

needs a shared commitment to increasing access to diverse communities in which both 
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culturally-specific and mainstream agencies play their parts as equal partners so that 

competitiveness for scarce funding does not impede the desired end goal. 

 

The Drop-Lƴ {ŜǊǾƛŎŜǎ {ŜŎǘƻǊ [ƛǘŜǊŀǘǳǊŜ wŜǾƛŜǿ ƻŦ DƻƻŘ tǊŀŎǘƛŎŜǎ όнллсύ ƴƻǘŜǎ ǘƘŀǘ άǎome 

recommendations about target populations from the literature include: the importance of 

women-only services; initiatives to better assess of the needs of vulnerably housed people in 

order to support them to maintain their tenancies and identify whether there are other services 

better suited to their needs; culturally sensitive programs and service delivery for diverse 

cultures and ethnicities; an examination of the drop-in services sector role in addressing 

settlement issues for newcomers; the need to separate populations in order to create safe 

spaces and avoid oppressivŜ ǇƻǿŜǊ ŘȅƴŀƳƛŎǎ ŀƳƻƴƎ ƳŜƳōŜǊǎέ όǇΦ сύΦ  

 

άPerspectives on the Housing First Program with Indigenous Participantsέ (Bodor et al., 2011) 

ŀƴŘ ά²ŜΩǊŜ bƻǘ !ǎƪƛƴƎΣ ²ŜΩǊŜ ¢ŜƭƭƛƴƎΥ !ƴ ƛƴǾŜƴǘƻǊȅ ƻŦ tǊŀŎǘƛŎŜǎ tǊƻƳƻǘƛƴƎ ǘƘŜ 5ƛƎƴƛǘȅΣ 

Autonomy, and Self-determination of Women anŘ CŀƳƛƭƛŜǎ CŀŎƛƴƎ IƻƳŜƭŜǎǎƴŜǎǎέ όParadis et 

al., 2011) provide detailed experiences and learning for consideration in implementing targeted 

strategies and practices. Themes echoed in both these reports are conclusive that effective 

ǎŜǊǾƛŎŜǎ Ƴǳǎǘ ōŜ ǊŜǎǇŜŎǘŦǳƭΣ ǎŜƭŦπƳŀƴŀƎŜŘΣ ŎǳƭǘǳǊŀƭƭȅ ŎƻƳǇŜǘŜƴǘΣ ŀƴŘ ǊŜǎǇƻƴǎƛǾŜ ǘƻ ŘƛǾŜrsity. In 

Hamilton, where HEDAC is leading coordination and development of urban Aboriginal services, 

there is an opportunity to share knowledge from their experience in culturally responsive 

service delivery that has relevance for the whole system. 

 

Consumer Choice 

“There is no ‘one size fits all’ solution to homelessness. We must aspire to 

understand what works and for who, and research and program 

evaluation must play a role in identifying issues and determining the most 

effective responses.”      ~ Gaetz, 2010 

 

Consumer choice is fundamental to a person-centred service system. Homelessness is a 

complicated and unique experience and no two people are going to have the same life 

vulnerabilities and needs. In addition the experience is influenced by an indiǾƛŘǳŀƭΩǎ ŎŀǇŀŎƛǘȅ 

and resilience to specific circumstances. Services must respond with a customized approach. In 

addition to needed services, providers succeed when they engage individuals in making healthy 

choices and deciding what will work best for them in the short and long term. 

 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 25 

In the future, as the Day Services sector begins to plan and coordinate its services, it is 

important to emphasize consumer choice. In some cases, what may appear to be duplication of 

services from a top-down perspective may in fact represent consumer choice from a ground-up 

perspective. It is important to engage service participants to better understand why some 

services are valued and which specific service components are most valued and why. 
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Principle 3: ά[ƻŎally Driven & 

tŀǊǘƴŜǊǎƘƛǇ .ŀǎŜŘέ 

Coordination with Other Homelessness Services and Programs 

Service Pathways and system navigation strategies that quickly facilitate access to the right 

services at the right time for individuals and families experiencing or at risk of homelessness are 

now being piloted and refined in many jurisdictions and our review of the literature found 

strong evidence in support of service pathways to enable effective and timely service 

coordination. This is found to be particularly effective for individuals with multiple and chronic 

needs where the coordination of care creates complexity and barriers at multiple points of care 

transitions. During the consultations, we heard from stakeholders that Hamilton has envisioned 

a No Wrong Door framework, but that it has not been widely implemented. Day Services can 

play a role as an entry point to these service pathways.  

 

During the consultations, we heard frustrations from some Day Services about their exclusion 

from processes. We also heard that there are silos within the City; specifically, that the goals 

and priorities of the Planning Division and those of the Housing & Homelessness Division are 

not always aligned.  

 

The Canadian Alliance to End Homelessness created A Plan, Not a Dream ς How to End 

Homelessness in 10 Years, which identifies the key planning criteria that must be met if 

communities are to succeed in ending homelessness (CAEH, 2012):  

¶ Planning; 

¶ Data, research, and best practices;  

¶ Coordinated system of care;  

¶ Income;  

¶ Emergency prevention;  

¶ Systems prevention;  

¶ Housing focused outreach, rapid re-housing, and housing support services; and  

¶ Permanent housing.  

 

While the literature is not explicit about where leadership for ending homelessness resides, in 

Ontario it is clear that municipal governments are designated as the service system manager for 

housing and homelessness, with some resources provided by the other levels of government. In 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 27 

this context, the City of Hamilton has the ability to lead system changes through the articulation 

of common standards and defining explicit outcomes to be achieved. The City can play a role in 

connecting housing and homelessness strategies with other health and human services 

strategies coordinated by the provincial government.  

 

Rural Day Services  

ά5ƛŦŦŜǊŜƴŎŜǎ ōŜǘǿŜŜƴ ǊǳǊŀƭ ŀƴŘ ǳǊōŀƴ ǎŜǘǘƛƴƎǎ ƘŀǾŜ ƎƛǾŜƴ ǊƛǎŜ ǘƻ ǘƘŜ ŀŎƪƴƻǿƭŜŘƎŜƳŜƴǘ ǘƘŀǘ 

rural-focused solutions must be sought to address the needs of those that do not live in urban 

ŀǊŜŀǎέ όCƻǊŎƘǳƪ Ŝǘ ŀƭΦΣ нлммύΦ ¢ƘŜ ǎǘŀƪŜƘƻƭŘŜǊ Ŏƻƴǎǳƭǘŀǘƛƻƴǎ ŀƴŘ ƭƛǘŜǊŀǘǳǊŜ ǊŜǾƛŜǿ ŎƻƴŦƛǊƳŜŘ 

that access to needed services in rural areas was dependent on other factors such as accessible 

transportation and privacy concerns specific to close knit communities. Rural providers 

understand that service priorities are different from those in urban settings and that their 

communities experience homelessness in different ways including the degree to which it 

remains hidden relative to the visible homelessness of urban areas. Some services require more 

place-based service responses and others benefit from supported access to specialized services 

outside the community. While we heard about many needs in Ancaster, Dundas, Flamborough, 

Glanbrook, and Stoney Creek, it is not clear whether those needs would be best met by Day 

Services ƻǊ ōȅ ƻǘƘŜǊ ǘȅǇŜǎ ƻŦ ǇǊƻƎǊŀƳǎ ŀƴŘ ǎŜǊǾƛŎŜǎΦ CƻǊ ƳƻǊŜ ŘŜǘŀƛƭǎΣ ǇƭŜŀǎŜ ǎŜŜ άGeography 

and AccessΣέ ƭŀǘŜǊ ƛƴ ǘƘƛǎ ǊŜǇƻǊǘ. 

 

Layers of Integration 

The literature identifies that service integration must be accompanied by systems integration. 

Systems integration focuses on improving the ways that agencies work together. Integration 

can occur at the policy, finance, management, and clinical levels. It includes forms of working 

together, of service linkage, cooperation, coordination, and partnership. Top-down approaches 

include multi-stakeholder planning and funding allocations, formalized policy, memorandums 

of understanding, professional integration with interdisciplinary teams and services, and 

designated coordination roles. Bottom-up approaches include co-working, case consultation, 

practitioner networks and shared tools and processes; however all focus on a high level of 

communication and information sharing between practitioners (AHS, 2009; Keast, 2012; World 

Health Organization, 2008).  

 

The report commissioned by the City of Toronto titled, Drop-in Services Sector Literature 

Review of Good Practices, ǎǘŀǘŜǎ ǘƘŀǘΥ άtǊƻƎǊŀƳǎ ǘƘŀǘ ƘŀǾŜ ōŜŜƴ ǎƘƻǿƴ ǘƻ ōŜ ŜŦŦŜŎǘƛǾŜ ŀǘ 

helping people find and maintain housing feature multi-service approaches where drop-in 

services are part of an integrated service delivery system that includes: outreach and 
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engagement, individual support and follow-up, group activities that encourage social networks 

and mutual support, housing, treatment programs (substance use and mental health), and 

individual follow-up support for people who have been housed. These services may be provided 

by one agency or through agency partnerships. Individual service planning and continuous 

relationships (where workers follow individuals through the system) were identified as 

mechanisms to promote service integration focused on improving outcomes for clients. Good 

practices in systems integration include: co-location, joint funding, and interagency 

ŎƻƻǊŘƛƴŀǘƛƴƎ ōƻŘƛŜǎΦέ 

 

The integration continuum stretches from independent service delivery involving autonomous 

providers working independently from one another, through to full integration involving a 

single system of needs assessment, service commissioning and/or service provision (AHS, 

2009). For integration to occur; there needs to be a shared understanding across multiple 

providers and sectors about outcomes; roles and responsibilities; best practices; and 

community needs. This understanding must be operationalized in concrete actions.  

 

Population Outcomes through Systems Integration 

There is much to learn from and partner with in the system transformation in urban LHINs and 

the newly formed provincial Health Links.  HNHB-LHIN (Hamilton, Niagara, Haldimand, Brant) is 

taking a holistic approach to service system design as evidenced by the new Community Care 

Networks (Health Links)Φ ¢ƘŜƛǊ ƴŜǿ ǎŜǊǾƛŎŜ ŦƻŎǳǎ ƛǎ άƻōǎŜǎǎƛǾŜƭȅ ǇŀǘƛŜƴǘ-ŎŜƴǘǊŜŘέ ŎŀǊŜΦ 

Neighbourhood level service integration with both LHIN-funded and non LHIN-funded service 

providers is a cornerstone of their transformation strategy. Many service providers receiving 

homelessness funding from the City will align in service partnerships in the Community Care 

Networks. 

 

Several urban LHINs have Mental Health & Addictions Working Groups that are grappling with 

many of the same values and principles of service delivery as the City is facing in its 

homelessness services; i.e. shared care to achieve high quality service outcomes by respecting 

choice and supporting recovery. There are opportunities to link with, learn from, and contribute 

to this service planning as many of the individuals using Day Services come into contact with 

case management through the work of Community Care Networks (Health Links)  

 

The HNHB-LHIN is beginning to integrate with the community services sector and focus on 

improving the care journey of the most complex clients and at-risk populations including 

individuals and seniors living with mental illness, addictions and precarious housing and or 

homelessness.  Community mental health & addictions service providers who have established 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 29 

effective linkages with the homelessness system will have an opportunity to further integrate 

services and broker a seamless continuum of comprehensive primary care for these priority 

populations. An additional opportunity exists for providers to access new funding that will 

become available to propel these health system outcomes.  

 

Similarly, opportunities exist for the City to leverage these health system change initiatives and 

shape population and service impacts through strategic co-funding and integrated funding.  

They can also leverage academic research partnerships that LHINs have developed with 

institutes such as CRICH (Centre for Research in Inner City Health) and CAMH (Centre for 

Addictions & Mental Health) and with McMaster UniǾŜǊǎƛǘȅΩǎ ƭŜŀŘƛƴƎ ǊŜǎŜŀǊŎƘ ŜȄǇŜǊǘǎ ƛƴ ǳǊōŀƴ 

health  to drive forward evidence-informed service planning within the homelessness service 

system and within their human services overall. 

 

It also affords the opportunity to integrate Day Services with programs in health, mental health, 

employment, learning and skills development, social supports and community-building. 

IŀƳƛƭǘƻƴΩǎ ƛƴǘŜƎǊŀǘŜŘ ƘǳƳŀƴ ǎŜǊǾƛŎŜǎ ǇƭŀƴƴƛƴƎ ŀƎŜƴŘŀ ǇǊƻǾƛŘŜǎ ŀ ǊƻŀŘƳŀǇ ŦƻǊ ŘŜǘŜǊƳƛƴƛƴƎ 

how Day Services can be most effectively located within the broad human service system. 

 

Collaboration among Service Providers 

The Inter-agency Services Collaboration Project (Wellesley Institute) has found that 

collaboratƛƻƴ ƛǎ ŎǊƛǘƛŎŀƭ ŦƻǊ ŀŘŘǊŜǎǎƛƴƎ άǿƛŎƪŜŘέ ǇǊƻōƭŜƳǎ ǎǳŎƘ ŀǎ ƘƻƳŜƭŜǎǎƴŜǎǎΦ Collaboration 

is an essential strategy in homelessness prevention. Access to services must be immediate and 

responsive, ensuring that the right mix of services is offered to ensure that crisis does not 

deepen and a drift into homelessness can be averted. A deeper service integration response is 

in development through the Community Care Networks sponsored by the HNHB LHIN. 

 

International policy research on addressing homelessness tends to converge around the 

recommendation that homeless-serving agencies should strive to embed themselves in an 

integrated service ƴŜǘǿƻǊƪ ƻǊ άŎƻƴǘƛƴǳǳƳ ƻŦ ŎŀǊŜέΥ 

“The need for settings that are multi-service oriented and integrated 

within and aware of a network of services or continuum of care is strongly 

linked to success for participants. Participants engaged in self-managed, 

systematic, and intentional efforts to alter their circumstances require a 

broad range of services that are both appropriate and accessible. Drop-ins, 

no matter how large and multi-service oriented, cannot and likely should 

not attempt to deliver the full range of services required. Drop-ins are 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 30 

more likely to play an effective role if they are linked to other service 

providers who can deliver services on site at the drop-in centre or accept 

referrals from the drop-in centre.”      

    ~ TDIN, Measuring Success, 2006, pp. 34–35 

No single agency can provide all aspects of the continuum of care and it is advantageous for 

some agencies to specialize in serving the needs of particular groups, such as those with mental 

health or addictions issues.  

 

Ideally a combination of integrated and seamless programs and services; with a breadth of 

service options ranging from low barrier to intensive case management; delivered in service 

hubs as well as wherever people congregate; make the most sense from the perspective of 

people who need services. The literature suggests that this cannot be achieved organically but 

must be resourced with incentives to drive cooperation, collaboration, and integration. 

 

Collaborations succeed when participating organizations see their self-interests addressed in 

the collective effort and the individual and shared motivations are transparent and clear. In 

general funder driven or forced collaboration is harder to get off the ground and can spend too 

long in unprƻŘǳŎǘƛǾŜ άǎǘƻǊƳƛƴƎ.έ For Day Services to be fully integrated within the broader 

homelessness system, some transfer of resources, skills and funds is required. Financial 

resources are necessary for both start-up and maintenance as the infrastructure development 

in inter-organizational relationship building is time and resource intensive 
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Principle 4: άCƛǎŎŀƭƭȅ wŜǎǇƻƴǎƛōƭŜ ŀnd 

hǳǘŎƻƳŜ CƻŎǳǎŜŘέ 

Strategic Funding to Address Needs and Supplement Resources 

The City of Edinburgh, one of the most progressive and effective systems in homelessness 

ǎŜǊǾƛŎŜǎ ƛƴ ǘƘŜ ¦ΦYΦ ǎǘŀǘŜǎ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ŀōƻǳǘ ƛǘǎ ŀǇǇǊƻŀŎƘ ǘƻ ǎŜǊǾƛŎŜ ƳŀƴŀƎŜƳŜƴǘΣ άhǳǊ 

approach to commissioning services is based on how well services meet important outcomes 

for people, like the prevention or resolution of homelessness. This means less emphasis on the 

detail of how programs are delivered and more on the outcomes they achieve.έ 

 

Effective service systems invest in evidence-based, outcomes-focused programs and services 

but also reward system goals such as collaborative service planning; knowledge sharing; 

research and evaluation. Their funding allocations are transparent, criteria-based, vision-driven 

and predictable. Mutual goals of accountability, consistency and certainty are the rules of the 

partnership. 

 

The Funders Network in Hamilton is an opportunity to introduce dialogue about co-funding 

models; pooled funding to increase the size of grants; and evidence informed targeted funding 

to drive population outcomes forward. Collaboration among funders brings the same benefits 

to social impact as does the collaboration promoted between agencies which has led to 

stronger collective achievements in population outcomes than can be possible in a fragmented 

approach. 

 

Evidence-Based, Outcomes-Focused Programs and Services 

 “We’re all very good at working with people, but we’re not very good at 

counting it.”      ~ Day Service Provider 

“If you come in, you see it happening. If you’re not in here on a regular 

basis, you don’t know.”    ~ Day Service Provider 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 32 

During consultations, several stakeholders noted that they do not do much data collection or 

evaluation, and they would like to do more. They identified five main barriers: 

1. Lack of funds and lack of staff time 

2. Need to develop appropriate indicators and measures (i.e., success measured by the 

ƛƴŘƛǾƛŘǳŀƭΩǎ Ǝƻŀƭ-ǎŜǘǘƛƴƎ ǊŀǘƘŜǊ ǘƘŀƴ ǘƘŜ ƛƴǎǘƛǘǳǘƛƻƴΩǎ Ǝƻŀƭ-setting; change is understood 

to be incremental and often slow) 

3. Concern that funders will want to see immediate results and will not have the patience 

or understanding to continue investing and believing in individuals over the long term. 

4. Concern that evaluation will undermine the relationship of trust, acceptance, and non-

judgment between clients and the Day Service providers 

5. Software that is cumbersome and onerous 

 “We’re not neat and tidy on outcomes.... Other programs focus on one 

thing, but we are dealing with the whole person and trying to help people 

discover their purpose in life. There was a guy here, [Jeff].1 He had been 

homeless, drinking, in and out of jail. From OW’s perspective, [Jeff]’s 

purpose should be employment; from a hospital’s perspective, [Jeff]’s 

purpose is staying out of the emergency department; etc. What was [Jeff]’s 

purpose? He’s taking care of his mother. She’s elderly and has health 

issues. [Jeff] had been disconnected from her for years. He’s now living 

with her and is stable. And we think that’s a good outcome.”  

       ~ Day Service Provider  

“Some organizations have an ‘organization-centred approach’ that focuses 

on collecting information and checking boxes to get dollars, rather than 

really focusing on meeting client needs and taking client-centred approach, 

where needs are individual and success is defined individually. For one 

person being housed for a month is amazing. For another person success 

looks different. It has to be about looking at each client as an individual.”

       ~ Community Stakeholder 

Several stakeholders also noted that there is a lot of discussion about which service models and 

types of interventions are most effective, but service providers are not sharing their data with 

each other, and these conversations take place in the absence of good data on what the 

impacts on clients have been. 

 

                                                      
1
 Not his real name 



PAUL DOWLING & ASSOCIATES ς City Of Hamilton Day Services Review ς Final Report August 22, 2013 Page 33 

Most Day Service providers reported collecting data on outputs (e.g. number of visits); far 

fewer reported collecting data on outcomes (e.g. number of people who remain housed after a 

certain number of months have passed). Some Day Service providers reported that they do not 

collect any data. 

“Future research in homelessness interventions would benefit from a focus 

on evaluating the effectiveness of interventions for a range of sub-groups 

with different needs. This is particularly relevant in examining permanent 

independent housing solutions, currently the most studied interventions. 

The evaluation indicators most frequently used are housing status and 

client perceptions of interventions. While these are important outcomes, 

there is a lack of attention to the broader structural conditions that affect 

access to housing and other resources.”   ~ Pauly, et al., 2012 

“Thus, we would revise our initial research question of ‘what for whom?’ to 

ask ‘what works for who under what conditions’? There is a need for future 

research that focuses on changes in health (both physical and mental) 

related to housing, and a particular need to better understand what eases 

transitions out of homelessness for a broad range of people with distinct 

needs.”        ~ Dunn et al., 2012 

 

The literature suggests that in addition to a focus on client outcomes that result in ending 

homelessness, there must be attention to the interactions between different outcomes across 

health and life change and how these are promoted by different program interventions. Service 

planning that brings this lens to understanding outcomes can focus its resources on those 

program components that are benefitting individuals. Performance measurement frameworks 

enable system managers to monitor the service outcomes of their investments through funding 

agreements with their service partners. 

 

Population outcomes require monitoring and evaluation on a system-wide basis. The evidence 

gathered lends itself to collaborative analysis to inform system cohesion as service partners 

collaboratively use evidence to understand each other's core business, practices and areas of 

expertise and specialization. 

 

Systems approaches that seek to uncover the complex causal relationships between social 

determinants of health and health outcomes are another opportunity to gain traction on 

homelessness prevention. Many jurisdictions are tackling health inequities and social 

determinants including homelessness through strengthening services in community hubs.  
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Hamilton has strong network and planning tables (e.g. the Poverty Roundtable), engaged 

neighbourhood associations (e.g. Beasley), and a strong policy framework for coordination (e.g.  

Integrated Human Services Planning Playbook) that together can contribute the required 

evidence to inform systems thinking to use for future policy design that has the potential to 

maximize the benefits of prevention-oriented interventions and population outcomes. 

 

Logistics 

Network Planning Table 

In our presentation to community stakeholders we suggested that a network planning table for 

Day Service providers would be useful as a place to develop standards and performance 

measurement systems, and as a place to engage in system planning.  We got significant push 

back from those present, who pointed out the number of planning tables already in existence in 

Hamilton and the resulting pressures on staff resources in community agencies. It was 

suggested that the development of a Day Services system may be taken up by an existing body.  

 

We are not fully convinced that the work that needs to be done to develop the Day Services 

sector can be taken up by an existing body. For example, one of the tasks we envisioned for the 

Network table would be to set clear standards for service provision and accountability for Day 

Services who may be eligible for CHPI funding. This type of work would benefit from strong 

grassroots leadership within the Day Services community, and could not be taken on by an 

existing body.  

 

Rather than a standing table, however, the City may want to proceed with a small Working 

Group of Day Service providers committed to delivering on a set of specified tasks that will lay 

the groundwork for working with the City moving forward. Once these tasks are complete, the 

Working Group may continue as a Network Planning Table or it may disband and the ongoing 

planning work around Day Services may be taken up in various ways by other planning tables. 

Those individuals who have committed themselves to a variety of planning tables may choose 

not join the Day Services Planning Table or Working Group. The group must be task-oriented to 

avoid the mandate drift that undermines commitment and timely goal achievement. In our 

consultations we heard some opinions expressed that there are a few planning groups and 

sector tables that are not delivering value to the service system. 

 

It is worth noting that a number of identified Day Services do not currently sit at established 

planning tables, so there is untapped capacity within this system. The perspectives of both 
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small and larger organizations are critical. It may be that a small number of individuals are 

overly influential at planning tables as they have the staff capacity to dedicate regular staff time 

away from the front line and can participate in numerous planning initiatives. Smaller agencies 

may not have this capacity, but may be drawn into the planning process if enabled with 

additional financial and human resource supports to give voice to their understanding of needs. 

Finally, we would recommend that a Day Services Planning Table draw in some ethno-cultural 

organizations who may not currently be offering Day Services, but who may have the capacity 

and the interest to begin offering Day Services in the future.  

“We haven’t fully examined the racialized impact of poverty. We talk 

about it, but mostly we talk around it. Are housing and homelessness 

planning tables bringing the voices and experiences of various ethnicities 

to the table?”     ~ Community Stakeholder 
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DAY SERVICES IN HAMILTON 
 

The evolution of Day Services in the homelessness sector has been a response to persistent 

needs that have been unmet by others or has evolved organically from other services provided 

by host agencies. Some informal programs may have begun as a meeting place for social 

recreation or to give people a warm place to go in the winter, but have evolved to address the 

needs of participants and to support housing retention or prevent homelessness. In some cases 

this prevention activity is deliberate and in other cases it is a secondary outcome related to 

other service goals.  

 

The following types of services and supports are provided by Day Services in Hamilton:  

¶ Basic services such as meals and food vouchers; groceries and personal items; material 

supports e.g. laundry, showers, clothing, equipment  

¶ Help with money problems including access to OW, ODSP and benefits  

¶ Help with finding and keeping housing  

¶ Mental health, primary health and addiction problems  

¶ Referral to needed services through information sharing, warm transfers, case 

management and system navigation  

¶ Practical and emotional support that is unique to the individual and may include 

advocacy, escorting to appointments, mediation with landlords, completing forms, 

interfacing with government services and supporting social networks  

 

Identifying Day Services  

Establishing the Scope 

Our research included all potential Day Services within Hamilton, Ancaster, Dundas, 

Flamborough, Glanbrook, and Stoney Creek.  

 

We excluded:  

¶ Day Services offered to young people under the age of 16, because if children become 

homeless, it is as dependents of parents, caregivers, or CAS.  
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¶ Day Services that charge a market rate and are used by people who are stably housed 

and economically stable; for example, respite programs for seniors and employment, 

educational, or recreational day programs for people with developmental disabilities.  

¶ Day Services that are offered exclusively to residents of a particular building or buildings 

(e.g. supportive housing, residential care facilities, long-term care facilities, domiciliary 

hostels, or any other kind of housing).  

 

Developing the Definition 

We began with the open-ended definition of Day Services articulated by the City in its Request 

ŦƻǊ tǊƻǇƻǎŀƭǎΥ άCƻǊ ǘƘŜ ǇǳǊǇƻǎŜ ƻŦ ǘƘƛǎ ŜǾŀƭǳŀǘƛƻƴΣ ΨDay ServicesΩ ǎƘŀƭƭ ōŜ ŘŜŦƛƴŜŘ ŀǎ ŀƴȅ ƳƛȄ ƻŦ 

activities and/or various levels of supports, taking place in public or private social space, being 

provided either informally or formally to people whƻ ŀǊŜ ƘƻƳŜƭŜǎǎ ƻǊ ŀǘ Ǌƛǎƪ ƻŦ ƘƻƳŜƭŜǎǎƴŜǎǎέ 

(City of Hamilton, Evaluation of Day Services RFP, p. 78). 

 

As the project progressed, it became clear that this definition was too broad. It could include 

ƭƻŎŀǘƛƻƴǎ ƭƛƪŜ ǘƘŜ ¢ƛƳ IƻǊǘƻƴΩǎ ŀǘ aŀƛƴ 9ŀǎǘ ŀƴŘ ²ŜƭƭƛƴƎǘon and the Ontario Works Office. 

²ƘŜƴ ǿŜ ŘƛǎŎǳǎǎŜŘ ǘƘƛǎ ǿƛǘƘ ǘƘŜ /ƛǘȅΩǎ ǇǊƻƧŜŎǘ ƳŀƴŀƎŜǊǎΣ ǿŜ ŀƎǊŜŜŘ ǘƘŀǘ ŀ ƳƻǊŜ ŦƻŎǳǎŜŘ 

definition would generate a more productive analysis.  

 

We agreed to use the following working ŘŜŦƛƴƛǘƛƻƴΥ ά! Day Service is a space that allows people 

to come in without an appointment or application and spend time socializing, meeting their 

basic needs, and, at their own discretion, accessing specialized services designed to meet the 

needs of people who are homeless or at risk of losing ǘƘŜƛǊ ƘƻǳǎƛƴƎΦέ 

 

Day Services are designed to foster a space in which an individual can build relationships, 

strengthen social skills, set goals, develop self-confidence, feel safe, and experience 

independence, autonomy, and respect. Many Day Services offer recreational activities (e.g. 

cards, movies, sports, social events) to foster this type of space. Day Services ƘŀǾŜ ŀ άƭƻǿ 

ōŀǊǊƛŜǊέ ŀŎŎŜǎǎ ƳƻŘŜƭΤ ǘȅǇƛŎŀƭƭȅ ǇŀǊǘƛŎƛǇŀƴǘǎ Ƨǳǎǘ ǿŀƭƪ ƛƴ ŀƴŘ ŀŎŎŜǎǎ ǘƘŜ ǎǇŀŎŜ ǿƛǘƘƻǳǘ ƘŀǾƛƴƎ ǘƻ 

make an appointment or fill out application forms.  

 

Basic needs met by Day Services may include some combination of the following: food, 

showers, laundry, clothing, toiletries and incidentals, safety, and an accessible climate-

controlled environment (somewhere to go when it is too hot or too cold outside).  

 

Most Day Services also offer referrals or on-site access to specialized programs, such as 

assistance in: addressing or managing an addiction, treating physical health issues and mental 
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health challenges, finding housing, training for employment, accessing legal aid, replacing ID, 

accessing settlement services, accessing spiritual support, etc. However, the choice whether or 

not to access these additional services rests with the participant.  

 

In our development of the Good Practices Toolkit for the Toronto Drop-in Network, Paul 

Dowling & Associates noted: 

“Drop-ins are generalists in a landscape of ever more specialized 

institutions. Their approach involves a certain amount of ‘intentional 

informality’ that is simply not possible for many other types of 

organizations. But this informality should not be mistaken for a laissez-

faire attitude; it is ‘intentional’ in that it seeks to create a particular kind of 

environment where participants can establish a level of comfort and trust 

before sharing sensitive information, can access services in their own time, 

and can develop supportive relationships with their peers. [...]  

 These two approaches to service provision are not exclusive, but 

complementary: the drop-in approach is not ‘better,’ but it does respond to 

needs that cannot be met by the other approach; it is not ‘worse,’ but it 

should not be replaced by a more formalized model. [...] 

 It is this relaxed environment and respect for autonomy that 

participants emphasize when they define what a drop-in is. A drop-in is ‘a 

place where you can sleep or have a coffee and interact with other people, 

and where nobody lectures you or belittles you.’ It is also ‘a place to get 

information, self-help, a shower, housing, legal aid, and employment skills’ 

and ‘deal with self esteem and address health issues.’ A drop-in is ‘a calm 

area,’ ‘a safe house,’ ‘a refuge,’ and ‘a port in the storm.’”   

    ~ TDIN, Good Practices Toolkit, 2006, p. 1A-3 

The Hamilton Context 

In Toronto and other areasΣ ά5ǊƻǇ-LƴǎΣέ ά5ŀȅ /ŜƴǘǊŜǎΣέ ƻǊ άDay Servicesέ ŀǊŜ ǿŜƭƭ-defined 

entities that occupy a unique niche in the continuum of services to people who are homeless or 

at risk. This continuum includes shelters, food banks, health centres, and resource centres (e.g. 

housing, employment, settlement, legal, cultural services and programs).  

 

In Hamilton, we saw some organizations ǘƘŀǘ ƻǇŜǊŀǘŜŘ ŀǎ ŘƛǎǘƛƴŎǘ άDay Servicesέ (e.g. Wesley 

Centre, Living Rock, First Pilgrim, Routes Youth Centre, etc.). We also saw a lot of hybrid 

models:  
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¶ Health Centre / Day Service (e.g. Hamilton Urban Core CHC) 

¶ Food Bank / Day Service (e.g. Neighbour to Neighbour, Welcome Inn) 

¶ Resource Centre / Day Service (e.g. Mental Health Rights Coalition, Good Shepherd 

Wellness Centre, Elizabeth Fry Society, Hamilton Regional Indian Centre, The Well Trans 

Services) 

¶ Shelter / Day Service (e.g. Notre Dame) 

 

A variety of organizations provide services to people who are homeless or at risk of 

homelessness. The unique value that Day Services ǇǊƻǾƛŘŜ ƛǎ ǘƘŀǘ ǘƘŜȅ ƻŦŦŜǊ άa space where 

people can just hang out and socialize without any intention of accessing additional servicesέ 

(Survey Q8). Using this rationale, we used Question 8 in the survey we wrote to define the line 

ōŜǘǿŜŜƴ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƻŦŦŜǊŜŘ άDay Servicesέ ŀƴŘ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƻŦŦŜǊŜŘ ƻǘƘŜǊ ǘȅǇŜǎ ƻŦ 

services.  

 

Please see Appendix 1 for the list of identified Day Services in Hamilton. Please refer to the 

separate Inventory Report for a full list of all organizations reviewed as potential Day Services. 

 

Stakeholders Survey 

¢ƘŜ ǎǳǊǾŜȅ ǿŀǎ ŘŜǎƛƎƴŜŘ ǘƻ ǇǊƻǾƛŘŜ ŀ άǎƴŀǇǎƘƻǘέ ƻŦ Day Service operations in the City of 

Hamilton. Greg Witt, policy analyst, and Amanda DiFalco, Program Manager, Housing Services 

Division, Community Services were asked to comment on the data fields to ensure that the 

ǎǳǊǾŜȅ ǘƻƻƭ ǿƻǳƭŘ ƳŜŜǘ ǘƘŜ /ƛǘȅΩǎ ƛƴŦƻǊƳŀǘƛƻƴ ƴŜŜŘǎΦ ²Ŝ ǘƘŜƴ ŀǎƪŜŘ wŜƴŜŜ ²ŜǘǎŜƭŀŀǊΣ {ƻŎƛŀƭ 

Planning and Research Council; Dean Waterfield, Wesley Urban Ministries; and Frances Jewell, 

Mental Health Rights Coalition, to test the survey and provide us with comments on its clarity, 

length, and acceptability. We revised the survey in accordance with this feedback and launched 

it using the online software program Survey Monkey on April 26.  

 

We emailed the survey URL to 48 service providers. We sent an individually addressed and 

tailored email to each prospective respondent to clarify our request for information. This was 

especially important for organizations to whom we sent multiple surveys. For example, we 

asked the executive director of the Elizabeth Fry Society to complete a survey on behalf of the 

drop-ƛƴ ǊŜǎƻǳǊŎŜ ŎŜƴǘǊŜΣ ŀƴŘ ǿŜ ŀǎƪŜŘ ǘƘŜ ŎƻƻǊŘƛƴŀǘƻǊ ƻŦ 9ƭƛȊŀōŜǘƘ CǊȅΩǎ {¢!w{ ǇǊƻƎǊŀƳ ǘƻ 

complete a survey only for that program.  

 

Thirty-nine people completed the survey. We followed up with phone calls and emails to the 

remaining nine and asked them two questions to determine if they offered a Day Service or not: 
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¶ Do you offer an open space (no pressure to participate in specific types of activities) for 

people to spend time and  

¶ Do you provide some services or programs that have a specific focus on serving people 

who are homeless or at risk of homelessness? 

 

We were able to contact six of the nine and determine that they did not offer Day Services. We 

made several efforts to contact the remaining three, but we were unsuccessful. For further 

details see Appendix 1. 

 

Moving Forward with the Definition, List, and Inform Hamilton 

Definition and List 
This definition guided the project and allowed us to produce a focused analysis. However, it is 

ƛƳǇƻǊǘŀƴǘ ǘƻ ōŜ ŎƭŜŀǊ ǘƘŀǘ ǘƘƛǎ ǊŜƳŀƛƴǎ ŀ άǿƻǊƪƛƴƎέ ŘŜŦƛƴƛǘƛƻƴ ǊŀǘƘŜǊ ǘƘŀƴ ŀ άŦƛƴŀƭέ ŘŜŦƛƴƛǘƛƻƴΣ 

and the list of 26 identified Day Services should not be read as exclusive or definitive. As the 

City continues to engage the community, the definition may change and the list of Day Service 

providers may grow or shrink. 

 

One addition mŀȅ ōŜ ǘƘŜ YƛƴƎΩǎ ²ŀȅ hǳǘǊŜŀŎƘ /ŜƴǘǊŜΦ ¢ƘŜ ǿŜōǎƛǘŜ ŀƴŘ LƴŦƻǊƳ IŀƳƛƭǘƻƴ 

ƛƴŦƻǊƳŀǘƛƻƴ ǎŜŜƳŜŘ ǘƻ ǎǳƎƎŜǎǘ ǘƘŀǘ ǘƘŜ YƛƴƎΩǎ ²ŀȅ ƻŦŦŜǊǎ ŀ 5ŀȅ {ŜǊǾƛŎŜΤ ƘƻǿŜǾŜǊΣ ǿŜ ŘƛŘ ƴƻǘ 

receive a survey response and we were not able to connect with the organization by phone or 

email. 

 
Inform Hamilton 
As the Day Services sector in Hamilton becomes more clearly defined, it will be important to 

develop a specific keyword that may be searched on Inform Hamilton to locate services of this 

type. We are suggesting that this may be the work of a Network or Working Group. 

 

/ǳǊǊŜƴǘƭȅ ǘƘŜ ŦƛǊǎǘ ŜƴǘǊȅ ǳƴŘŜǊ ά5ŀȅ {ŜǊǾƛŎŜέ ƛǎ ǘƘŜ 5ǳƴŘŀǎ 5ŜƴǘǳǊŜ /ƭƛƴƛŎ όǿƘƛŎƘ ƻŦŦŜǊǎ άǎŀƳŜ 

5ŀȅ {ŜǊǾƛŎŜέύΣ ŦƻƭƭƻǿŜŘ ōȅ ŀ ƭƛǎǘ ƻŦ ŦŜŜ-for-service day programs for elderly and disabled adults. 

¦ƴŘŜǊ ά5ǊƻǇ-LƴΣέ ǘƘŜ ŦƛǊǎǘ entry is the Official Website for Child Care in Hamilton, followed by a 

ǾŀǊƛŜǘȅ ƻŦ ŎƘƛƭŘǊŜƴΩǎ ǇǊƻƎǊŀƳƳƛƴƎΣ .ƻȅǎ ŀƴŘ DƛǊƭǎΩ /ƭǳōǎΣ ŜǘƘƴƻŎǳƭǘǳǊŀƭ ŀǎǎƻŎƛŀǘƛƻƴǎΣ ŀŘŘƛŎǘƛƻƴǎ 

ǎŜǊǾƛŎŜǎΣ ŀƴŘ ōǊŀƛƴ ƛƴƧǳǊȅ ǎŜǊǾƛŎŜǎΦ Lǘ Ƴŀȅ ōŜ άIƻƳŜƭŜǎǎέ Ǉƭǳǎ άŘǊƻǇ-ƛƴέ ƻǊ άIƻƳŜƭŜǎǎ 5rop-in 

/ŜƴǘǊŜǎέ όŀƴ ŀǳǘƻƳŀǘƛŎ ǇǊƻƳǇǘ ƻƴ LƴŦƻǊƳ IŀƳƛƭǘƻƴύ ǊŜǾŜŀƭǎ т ƻŦ ǘƘŜ ƛŘŜƴǘƛŦƛŜŘ нс Day Services.  

 

The Network or Working Group may also want to prepare a PDF list of available Day Services 

with their locations, brief summaries of services provided, contact information, and a map. This 
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t5C ƭƛǎǘ ŎƻǳƭŘ ōŜ ǇƻǎǘŜŘ ƛƴ ǘƘŜ άtǳōƭƛŎ .ǳƭƭŜǘƛƴέ ŎƻƭǳƳƴ ƻŦ LƴŦƻǊƳ IŀƳƛƭǘƻƴΩǎ ƭƛǎǘƛƴƎǎΣ ǎƛƳƛƭŀǊ ǘƻ 

ǘƘŜ άCǊŜŜ aŜŀƭ LƴŦƻǊƳŀǘƛƻƴ ŀƴŘ aŀǇέ2 and other key service access guides.  

 

Identifying Potential Day Services 

The Inventory identified a number of spaces and service providers that did not match the 

ŎǳǊǊŜƴǘ ǿƻǊƪƛƴƎ ŘŜŦƛƴƛǘƛƻƴ ƻŦ ά5ŀȅ {ŜǊǾƛŎŜΣέ ōǳǘ ǘƘŀǘ Ƴŀȅ ƻŦŦŜǊ ǎǳŎƘ ǎŜǊǾƛŎŜǎ ƛƴ ǘƘŜ ŦǳǘǳǊŜΦ 

These organizations either indicated a direct interest in offering these services, or other 

stakeholders suggested that they would be a good fit: 

¶ Libraries  

¶ Community centres, resource centres, recreation centres 

¶ Cultural and religious organizations 

¶ Social-focus organizations with extra capacity 

 

Moving forward, a Day Services Network Planning Table or Working Group may build on this 

analysis if it determines that there is a need to expand Day Services, whether through 

expanding hours, coordinating hours of access across organizations, opening satellite locations 

in underserved areas, or adding Day Service components to existing agencies and community 

organizations in underserved areas. 

 

Key Considerations 

When weighing the option of offering Day Services at these locations, there are two key 

considerations: Volume of demand and Social exclusion. 

 

Volume of Demand 
The value inherent in public spaces like libraries and community centres is that they are for all 

ƳŜƳōŜǊǎ ƻŦ ǘƘŜ ŎƻƳƳǳƴƛǘȅ ǘƻ ŜƴƧƻȅΦ ά!ƭƭ ƳŜƳōŜǊǎέ ǎƘƻǳƭŘ ƛƴŎƭǳŘŜ ƛƴŘƛǾƛŘǳŀƭǎ ǿƘƻ ŀǊŜ 

homeless or under-housed, but if the volume of demand is too high, then the focus and 

purpose of the space will narrow. As in any other sector, a high volume of demand from a 

segment of the population that has special needs requires a focused response. Social inclusion 

and integration are principles that underlie much good policy-making; however, providing 

targeted programming is also an identified best practice (see further discussion below). The 

bottom line here is that community spaces can expand the reach (e.g. into rural communities) 

                                                      
2
 www.hamilton.ca/NR/rdonlyres/E5C05944-6AB5-4CAD-BB49-5C9F3821A6ED/0/FreeMealsInfo2012withMAP.pdf 
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and the overall hours and capacity of Day Service offerings within the system, but they can 

never fully replace dedicated Day Services. 

 

Social Inclusion and Social Exclusion 
There is a risk that public spaces may operate Day Services in theory only, but in practice staff 

may not view the time-intensive and complicated work of welcoming and integrating socially 

marginalized individuals with other community members in the space as part of their job. 

Without strong efforts to ensure integration, one group or another may feel forced out. Either 

individuals experiencing homelessness or deep poverty will feel that they are not welcome to 

use the space, or other community members may feel uncomfortable using the space or 

bringing their children into the space. These barriers are not insurmountable; however, they do 

require staff to be aware of these dynamics and to invest significant time in ensuring that all 

people feel comfortable in the space and understand each other as members of a shared 

community. 

 

There is also a value to maintaining some separate spaces for individuals who have been 

stigmatized and socially marginalized.  

“Drop-ins serve as normalizing spaces, with alternate and more flexible 

normative environments where clients who do not fit in elsewhere can feel 

integrated and accepted for who they are. This helps participants recover 

from the effects of extreme stigmatization.”    

      ~ TDIN, Measuring Success, 2006 

“Here, people care about you. Other places, you’re just a number.” 

       ~ Day Service Participant 

“We provide a non-judgmental setting for women who are often judged 

very harshly by society.  We see great acts of solidarity and kindness 

among our clients who support each other emotionally in the drop-in.” 

       ~ Day Service Provider  

Locations 

Libraries 
The Hamilton Public Library is responsive to the needs of individuals who are homeless or 

precariously housed. The downtown location offers a number of additional specialized services 

(e.g. immigrant settlement services) and is in the process of hiring a community support worker 

to engage individuals and connect them with any other community services they may need.  
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¢ƘŜ [ƛōǊŀǊȅ Ƙŀǎ но ƭƻŎŀǘƛƻƴǎ ǘƘǊƻǳƎƘƻǳǘ IŀƳƛƭǘƻƴΣ ƛƴŎƭǳŘƛƴƎ ōǊŀƴŎƘŜǎ ƛƴ IŀƳƛƭǘƻƴΩǎ ǊǳǊŀƭ 

communities (Ancaster, Dundas, Flamborough, Glanbrook, and Stoney Creek) and in under-

ǎŜǊǾŜŘ ŀǊŜŀǎ ƻŦ ǘƘŜ /ƛǘȅΩǎ ǳǊōŀƴ ŀƴŘ ǎǳōǳǊōŀƴ ƴŜƛƎƘōƻǳǊƘƻƻŘǎΦ ¢ƻ the extent that Day Services 

may be required in these locations, libraries may be able to meet some of this need.  

 

Community Centres, Resource Centres, and Rec Centres 
There are community centres, resource centres, and rec centres throughout the City and 

IŀƳƛƭǘƻƴΩǎ ǊǳǊŀƭ ŎƻƳƳǳƴƛǘƛŜǎΦ {ŜǾŜǊŀƭ ƻŦ ǘƘŜǎŜ ƻŦŦŜǊ ǇǊƻƎǊŀƳǎ ǎǇŜŎƛŦƛŎ ǘƻ ƘƻƳŜƭŜǎǎ ƻǊ ŀǘ-risk 

populations and may be willing to expand their offerings to include a Day Service component as 

needed. Stakeholders suggested that there was a lot of capacity within these centres, 

particularly during daytime business hours, and suggested that the City should be fostering 

social inclusion by welcoming more socially marginalized individuals into these spaces. 

 “I don’t think we should pick and choose in our community centres – 

they’re for everybody, homeless people and children. This is also a great 

opportunity to educate youth.”   ~ Community Member 

“We should focus on integration rather than creating separate spaces. 

People shouldn’t be isolated, segmented away from the rest of the 

population in one location.    ~ Community Member 

The service participants and service providers we spoke with noted that, for people who are 

experiencing social marginalization, accessing community spaces can be difficult.  

“[Service participants] don’t just go to the fitness centre just because you 

give them free passes. You need to draw them out, introduce them to the 

space and help them understand that it is a safe space.”  

        ~ Service Provider 

“I used to supervise [a community centre]. When someone would come in 

from the shelter system, they would get attention because the staff would 

want it to be a positive space for kids. We had a lot of kids 8 to 10 years 

old, seeing someone with a gym bag full of bottles. So we would say, 

‘Come dressed appropriately,’ ‘Don’t come with your bag of bottles.’ I think 

they have a right to be there but not everyone on staff thought that way.”

       ~ Community Member 

We heard that the City has established a Recreation Fee Assistance program to give low-income 

people access to organized sports and recreation programs, but that there has not been 
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significant uptake to date. In some cases, the barriers are financial or bureaucratic. In order to 

qualify for the assistance, individuals must: 

¶ pick up and complete an application form; 

¶ provide a photocopy of a document with their home address (e.g. a property tax bill, 

utility bill, driverΩs licence) dated within the last 60 days; and 

¶ provide either a photocopy of their monthly Drug Benefit Card (evidence that the family 

receives assistance from Ontario Works or the Ontario Disability Support Program) or a 

ǇƘƻǘƻŎƻǇȅ ƻŦ ǘƘŜ ǇǊŜŎŜŘƛƴƎ ȅŜŀǊΩǎ bƻǘƛŎŜ ƻŦ !ǎǎŜǎǎƳŜƴǘ ŦǊƻƳ ǘƘŜ /ŀƴŀŘŀ wŜǾŜƴǳŜ 

Agency (evidence that the family is living below the Low-Income Cut-Off).  

¶ mail the completed package to the City of Hamilton Recreation Division. 

 

Individuals who are sleeping rough, living in shelters, or couch-surfing will not be able to 

provide a document stating their home address. Individuals who are precariously housed or 

ǿƘƻ ŎȅŎƭŜ ƛƴ ŀƴŘ ƻǳǘ ƻŦ ƘƻƳŜƭŜǎǎƴŜǎǎ Ƴŀȅ ƴƻǘ ƘŀǾŜ ƛŘŜƴǘƛŦƛŎŀǘƛƻƴ όŜΦƎΦ ŘǊƛǾŜǊΩǎ ƭƛŎŜƴŎŜύ ƻǊ ǘƘŜƛǊ 

ǇǊŜǾƛƻǳǎ ȅŜŀǊΩǎ bƻǘƛŎŜ ƻŦ !ǎǎŜǎǎƳŜƴǘΦ LƴŘƛǾƛŘǳŀƭǎ Ƴŀȅ ƴƻǘ ƘŀǾŜ ǘƘŜ ƳŜŀƴǎ ǘƻ Ǉŀȅ ŦƻǊ 

photocopies, envelopes, or postage. There may also be literacy or language fluency barriers. 

Finally, we heard that some individuals may not feel comfortable sharing this information. 

 

The suggestion was made by several stakeholders to simply waive the fees for all City-operated 

community centres, and for youth in particular.  

 

Cultural and Religious Organizations 
We heard that newcomers, members of racialized populations, and non-Christian populations 

feel more comfortable accessing culturally specific services, but (aside from the Aboriginal 

ŎƻƳƳǳƴƛǘȅΩǎ ǎǘǊƻƴƎ ǎȅǎǘŜƳ ƻŦ ǎǳǇǇƻǊǘǎύ ǘƘŜǊŜ ŀǊŜ ŦŜǿ ƻŦ ǘƘŜǎŜ ŀǾŀƛƭŀōƭŜΦ ²Ŝ ƘŜŀǊŘ ǘƘŀǘ 

members of these populations may be avoiding mainstream services and instead seeking 

supports from informal networks or non-Christian faith- or culture-based organizations. This 

again is a question of volume of demand ς if the need arises a few times a year and consists of 

providing one-time assistance to individuals who are temporarily homeless, it follows that this 

need may be adequately met on an ad hoc basis. However, if there are high numbers of people 

within particular communities who are experiencing cyclical or chronic homelessness, and who 

may also be facing additional challenges related to trauma, mental health, physical health, 

addictions, etc., then there is a need for more dedicated culturally specific supports.  

 

We also heard that mosques are meeting the needs of their congregants on an ad hoc basis but 

that some mosques are interested in doing more and being more proactive, perhaps 

establishing meal programs. In its response to the survey, the Muslim Association of Hamilton, 

ƛƴŘƛŎŀǘŜŘ ǘƘŀǘ ǘƘŜ ǘǿƻ ƳƻǎǉǳŜǎ ƛǘ ǊŜǇǊŜǎŜƴǘǎ ǿƻǳƭŘ ƭƛƪŜ ǘƻ ōŜ ŀōƭŜ ǘƻ άƘŀǾŜ ŀ Ƙƻǘ ƳŜŀƭ ǊŜŀŘȅ 
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[when people come in]; have an inventory of supplies ready in stock; have an inventory of 

available services in the City; have paid dedicated staff for a few hours each day, including 

counselors and knowledgeable staff, to monitor the space and provide services; have funds to 

make resources available such as food, meals, groceries, toiletries, etc.έ The Mountain mosque 

is planning to convert an older portion of its building into a community centre. The centre will 

be non-denominational (to be used by anybody in the neighbourhood), but will focus on youth.  

 

We did not consult with other religious institutions (e.g. Buddhist, Sikh, Hindu, and others); in 

the future, a Day Services Network Planning Table or Working Group may want to follow up 

with other institutions within these communities. We consulted with Micah House and the 

Muslim Association of Hamilton and sent surveys to the Afro-Canadian Caribbean Association, 

Jewish Social Services, Micah House, and Montcalm Community House όLƳƳƛƎǊŀƴǘ ²ƻƳŜƴΩǎ 

Centre).3 None provided services that matched our working definition of Day Services. We also 

researched a number of other newcomer and ethnocultural associations as we developed the 

Inventory (see Inventory Report for a full list).  

“Mainstream services are not meeting newcomers’ needs, so they are not 

accessing them. There are ESL barriers and profound, unique issues. There 

are nuances that don’t get taken into account.”  ~ Shelter Provider 

 “Mosques don't have the resources to deal with homelessness. If there is a 

family crisis occasionally we temporarily give them shelter for a day or 

two. We don't have the facilities, but they just use the common prayer 

areas. Often those that are new to the country are afraid of going to an 

established shelter. They are afraid of not being able to express themselves 

due to language or cultural barriers, and they are afraid of the food in 

shelters – afraid they may be eating something that is not halal.” 

       ~ Community Stakeholder 

{ŜŜ άVulnerable Populationsέ ŦƻǊ ƳƻǊŜ ŘŜǘŀƛƭǎΦ 

 

Social-Focus Organizations 
The following is a list of organizations we consulted with who were not currently offering Day 

Services but who expressed interest in doing so in the future. 

¶ The Hamilton Dream Centre has started an outreach program for individuals involved in 

sex work, providing them with hot food, clean socks and underwear, toiletries, free 

                                                      
3
 We also heard that the Hamilton Centre for Civic Inclusion may be playing a role in providing ad hoc and informal 

referrals to services. We reached out to the Hamilton Centre for Civic Inclusion for an interview but were not able to 
connect by the time of writing. 
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laundry, and a safe place to be. The Dream Centre is hoping to open its doors one night 

per week (or more, as resources permit) as a drop-in for these individuals. The Dream 

Centre also noted that it would like to increase awareness in the broader community of 

the services it offers. They indicated that, unlike many other food banks, they rarely 

have shortages of food. 

¶ Homestead Christian Homes is a supportive housing provider for people living with 

mental health challenges. It currently provides some programming and activities for 

individuals living in its facilities, but is not open to the public. However, it is considering 

opening the doors of its Perkins Centre to provide an open space for people to spend 

time and to provide programming and activities accessible by broader community (e.g. a 

community kitchen).  

¶ The Salvation Army, Family & Community Services / Suicide Prevention provides a 

24/7 hotline and a variety of in-person services and material resources by appointment. 

In response to the survey, the organization indicated that, if it had additional funds, it 

ǿƻǳƭŘ ƭƛƪŜ ǘƻ ǇǊƻǾƛŘŜ άŎǊŀŦǘǎ ŦƻǊ ŎƭƛŜƴǘǎΤ Ŏoffee and conversation; and cooking classes for 

ǘƘƻǎŜ ƻƴ ŀ ōǳŘƎŜǘΦέ 

¶ The SaƭǾŀǘƛƻƴ !ǊƳȅΣ [ŀǿǎƻƴ aƛƴƛǎǘǊƛŜǎΩ CǊŜŜǿŀȅ /ƻŦŦŜŜ IƻǳǎŜ currently welcomes 

homeless, street-involved, or socially marginalized individuals to spend time in its space 

ǿƛǘƘƻǳǘ ǇǳǊŎƘŀǎƛƴƎ ŀƴȅǘƘƛƴƎΦ ¢ƘŜ ŎŀŦŜΩǎ ǇǊƛƳŀǊȅ ǊƻƭŜ ƛǎ ǇǊƻǾƛŘƛƴƎ ŜƳǇƭƻȅƳŜƴǘ 

opportunities and meaningful activities for individuals with developmental disabilities. 

The Freeway has expressed some interest in moving towards providing a more 

intentional or focused Day Service model, but its main focus remains serving individuals 

with developmental disabilities and the broader community. 

 

Geography and Access 

Ancaster, Dundas, Flamborough, Glanbrook, and Stoney Creek 
Lƴ ǎǇŜŀƪƛƴƎ ǿƛǘƘ ǎŜǊǾƛŎŜ ǇǊƻǾƛŘŜǊǎ ƛƴ IŀƳƛƭǘƻƴΩǎ ǊǳǊŀƭ ƻǳǘƭȅƛƴƎ ŀǊŜŀǎΣ ǿŜ ƘŜŀǊŘ ǘƘŀǘ ǘƘŜǊŜ ŀǊŜ 

strong needs for housing stabilization supports, including food and rent supplements. While 

there are no Day Services in these areas (aside from one youth services in Dundas), it is not 

clear if dedicated Day Service spaces would be the most effective intervention to meet these 

needs. In the rural areas, the volume of demand is not as high and so it may be more effective 

to add some targeted programming and build ǎƻƳŜ ŀŘŘƛǘƛƻƴŀƭ ŎŀǇŀŎƛǘȅ ǿƛǘƘƛƴ ǘƘŜ ŎƻƳƳǳƴƛǘȅΩǎ 

existing infrastructure and services, for example, libraries, community centres, churches and 

other religious or charitable institutions, community organizations, and social service providers. 
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However, one challenge that we heard from rural service providers is that they do not have 

much space to work with: 

“We are located in a church facility. Space is very limited in our present 

location, which we share with two other groups. We would like to have our 

own facility and move to a more convenient, central location to serve more 

clients in our community.”    ~ Flamborough Food Bank 

“[The biggest challenge we face in providing the programs we offer is] 

space – we are trying to find a new location.”    

      ~ Routes Youth Centre (Dundas) 

“We would like to be able to serve more people. We are not able to 

increase due to limited space – we are the mercy of physical space. We 

have tried to enhance home supports over the phone and through 

outreach in people’s homes, but we can’t do anything more in our own 

space.”      ~ Ancaster Community Services 

Hamilton Downtown Core 
As detailed in the analysis report there is an intense concentration of Day Services in Ward 2. 

Many providers noted that it is essential to have the services concentrated as this is where 

ǇŜƻǇƭŜ ƴŜŜŘ ǘƘŜƳ άso they do not have to wander all over the city every day.έ One provider 

noted that Ward 2 has the highest rŀǘŜǎ ƻŦ ǇƻǾŜǊǘȅ ƛƴ IŀƳƛƭǘƻƴ ǎƻ άit makes sense for people to 

have easy access to all the services they need in one areaέ όǎŜŜ !ppendix 2).  The notion that 

people from outside the City are accessing Day Services regularly does not appear to be 

substantiated though people are moving into the city for affordable housing and then accessing 

Day Services. 

 

From many participants we spoke to who were experiencing intense social marginalization, we 

heard that one of the keys for them is having concentrated access to services. Accessing 

another service even just a few blocks away could feel like an insurmountable challenge. During 

one focus group with Day Service participants, one person expressed frustration that the 

Employment Centre had been moved from the Wesley Centre to a new location on Queen 

Street. She said it was now two kilometres away from the Wesley Centre and that was too far. 

! ǎŜŎƻƴŘ ǇŀǊǘƛŎƛǇŀƴǘ ǎŀƛŘ ǘƘŀǘ ƛŦ ǎƘŜ ǘƘƻǳƎƘǘ ǘǿƻ ƪƛƭƻƳŜǘǊŜǎ ǿŀǎ ǘƻƻ ŦŀǊΣ ǎƘŜ Ƨǳǎǘ ŘƛŘƴΩǘ ǿŀƴǘ ǘƻ 

ǿƻǊƪΦ ¢ƘŜ ŦƛǊǎǘ ǇŀǊǘƛŎƛǇŀƴǘ ŀǊƎǳŜŘ ǘƘƛǎ ǇƻƛƴǘΣ ǎŀȅƛƴƎ ά.ǳǘ ǇŜƻǇƭŜ ŘƻƴΩǘ ǿant to go that far for 

nothing. You go to the Employment Centre and ǘƘŜǊŜΩǎ ƴƻ ƎǳŀǊŀƴǘŜŜ ȅƻǳ Ŏŀƴ ƎŜǘ ǿƻǊƪΦ LŦ 

ǎƻƳŜƻƴŜ ǘŜƭƭǎ ƳŜ ǘƘŜǊŜΩǎ ŀƴ ŀƛǊ ŎƻƴŘƛǘƛƻƴŜǊ ŀƴŘ ƛǘΩǎ ǘǿƻ kƛƭƻƳŜǘǊŜǎ ŀǿŀȅΣ LΩƭƭ ǿŀƭƪ ǘƻ ƎŜǘ ƛǘΦέ 

This comment summed up many of the comments we heard in the two adult focus groups we 
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held. Theȅ ǘŀƭƪŜŘ ŀōƻǳǘ ƎŜǘǘƛƴƎ άǘƘŜ ǊǳƴŀǊƻǳƴŘΣέ ƻǊ άƘŀǾƛƴƎ ǘƻ Ǉƭŀȅ ǘƘŜƛǊ ƎŀƳŜǎΣέ ƻǊ ƎƻƛƴƎ 

ǘƘǊƻǳƎƘ άŎȅŎƭŜέ ƻǊ ǘƘŜ άǊŜǾƻƭǾƛƴƎ ŘƻƻǊέΥ 

“The term used to be a “rounder” – someone who goes from the street to 

jail and back again – now they’ve thrown a treatment centre into that 

cycle, but it’s not helping. Make that revolving door a check in – invest in 

people – spiral up instead of down. What stops that cycle? Don’t just leave 

someone on their own. People need personalized intervention, more social 

workers, more people who care.”   ~ Day Service Participant 

Participants expeǊƛŜƴŎŜŘ ǘƘŜ ǎȅǎǘŜƳ ŀǎ Ŧǳƭƭ ƻŦ ά/atch-ннǎέ ŀƴŘ ŎƻƳǇƭƛŎŀǘŜŘ ǊǳƭŜǎΦ ¢ƘŜȅ ǾŀƭǳŜŘ 

having intensive supports at one location from one or two people who they trusted, who 

understood their situation, and would continue to support them through the long process of 

accessing services and achieving particular goals. The most effective supports talked about by 

participants involved the support staff taking people to appointments and directly to other 

service providers. They found referrals frustrating, demotivating, and ultimately unhelpful.  

“The workers here give referrals, tell you this is where you go. They send 

you from Person A to Person B and you don’t get anywhere.”  

       ~ Day Service Participant 

“The workers used to be really in touch with what folks needed. Now 

they’re patronistic, kids right out of school, all they know is textbook stuff, 

they don’t really give a s**t, they just want their paycheck. It’s 

condescending – ‘Here’s some pamphlets, we can give you a list of 

numbers, this is something that worked in Vancouver’ – those kids can only 

go so far.”        ~ Day Service Participant 

Other Areas of Urban Hamilton 
Many people accessing downtown Day Services currently are coming from the east, west and 

mountain areas of the City. We heard a strong call for Day Services in the Mountain area of 

Hamilton, and particularly for Day Services for Youth. We also heard from a variety of current 

Day Services that they are interested in expanding their programming or opening satellite 

locations in other parts of the City; for example, Out of the Cold, Wesley Teen Drop-Ins, Living 

Rock, and Mission Services Community Services Opportunity Centre.  

 

Moving forward with System Coverage and Planning 
Day Services are particularly effective as multi-service interventions for people experiencing 

chronic or cyclical homeless who may have a number of complex needs. Looking at a map that 
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does not have Day Services ƛƴ ƻƴŜ ŀǊŜŀ ƻǊ ŀƴƻǘƘŜǊΣ ǘƘŜ ǉǳŜǎǘƛƻƴ ƛǎΣ ά²ƻǳƭŘ ŀ 5ŀȅ {ŜǊǾƛŎŜ ōŜ the 

ōŜǎǘ ŀƴŘ Ƴƻǎǘ ŜŦŦŜŎǘƛǾŜ ƛƴǘŜǊǾŜƴǘƛƻƴ ǘƻ ƳŜŜǘ ǘƘŜ ƴŜŜŘǎ ƛƴ ǘƘƛǎ ŀǊŜŀΚέ Lƴ ǎƻƳŜ ƛƴǎǘŀƴŎŜǎΣ ǘƘŜ 

answer may be yes; in others, the answer may be to provide some additional targeted 

programming or resources. In yet other instances it may be beneficial to provide both a Day 

Service and additional programming in a single setting as many Day Service providers currently 

do. 

 

Vulnerable Populations 

This section lists what types of Day Services are available to different vulnerable populations 

and summarizes the feedback we heard regarding participant needs through the consultations 

and the surveys. We are reporting the feedback as we heard it; it has not been cross-validated. 

The opinions and suggestions expressed below are a good starting point for a conversation 

about gaps in the system moving forward. 

 

Stakeholders identified needs among the following vulnerable populations: 

¶ Newcomers, racialized populations, and non-Christian populations  

¶ Urban Aboriginal people  

¶ Women  

¶ Lesbian, gay, bi, trans, queer, questioning, two-spirited (LGBTQ)  

¶ Youth  

¶ People with addictions  

¶ Sex workers and people who have been involved with the criminal justice system 

 

In the survey, 17 of the 26 identified Day Services (65%) indicated that they targeted some or all 

ƻŦ ǘƘŜƛǊ ǎŜǊǾƛŎŜǎ ǘƻ ǎǇŜŎƛŦƛŎ ǇƻǇǳƭŀǘƛƻƴǎΦ bƛƴŜ όор҈ύ ǊŜǇƻǊǘŜŘ ǘƘŀǘ ǎŜǊǾŜ άŀƴȅ ŀƴŘ ŀƭƭ ǇŜƻǇƭŜ όƴƻ 

ǎǇŜŎƛŦƛŎ ǇƻǇǳƭŀǘƛƻƴ ŦƻŎǳǎύΦέ 

 

Newcomers, Racialized Populations, and Non-Christian Populations  
 

Dedicated Day Service 

for this population 

Other Day Services offering targeted programming for 

this population 

None ¶ Good Shepherd, Notre Dame Community Resource 

Centre 

¶ LƴǘŜǊǾŀƭ IƻǳǎŜΣ ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ŀƴŘ WŀǊŜŘΩǎ tƭŀŎŜ  

¶ Hamilton Urban Core CHC  

¶ Neighbour to Neighbour 
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Dedicated Day Service 

for this population 

Other Day Services offering targeted programming for 

this population 

¶ Urban Arts Initiative  

¶ Wesley Centre 

 

In our conversations with various community stakeholders (including shelter operators, Micah 

House, and the Muslim Association of Hamilton, as well as Day Service providers), we heard the 

following anecdotes about ways in which individuals are accessing services or experiencing 

barriers to accessing services: 

“Service access is coming through informal networking. People from 

racialized communities are talking to each other about where and how to 

access services. At the Hamilton Centre for Civic Inclusion, the majority of 

folks who work there are from racialized communities – they’re not 

frontline workers but they’ve started to take the phone calls.” 

       ~ Community Stakeholder 

“Talking to someone who looks like you is a big thing. It opens that 

person’s eyes to more services that could be accessed that they might not 

have ever asked about otherwise.”  ~ Community Stakeholder 

“Most of the sector is based on charity and a faith-based framework, and I 

think there are a lot of people who feel excluded. When you walk through 

the door and you see a picture of the Pope, do you feel like this is a space 

where you belong and can connect? I’ve heard that some organizations are 

requiring people to pray before they can get their meal.”  

       ~ Community Stakeholder 

hƴŜ ǎƘŜƭǘŜǊ ǇǊƻǾƛŘŜǊ ŦŜƭǘ ǘƘŀǘ άŀ drop-in with a specific focus on newcomers and refugees could 

have ŀ ƭƻǘ ǘƻ ƻŦŦŜǊ ǘƘƛǎ ǇƻǇǳƭŀǘƛƻƴΣέ ǇŀǊǘƛŎǳƭŀǊƭȅ ƛŦ ƛǘ ƘŀŘ ŀ ŦƻŎǳǎ ƻƴ ŜƳǇƭƻȅƳŜƴǘ ǎǳǇǇƻǊǘǎΦ   

 

Five Day Service providers indicated that they provide programming for newcomers and 

refugee claimants on the survey. Wesley Urban Ministries in particular has a Neighbourhood 

Development & Newcomer Services department and provides some translation and settlement 

services. The Hamilton Public Library also provides some translation and settlement services. 

YMCA staff fluent in Arabic, French, Italian, Spanish, Hindi, Urdu, Punjab, Tamil, Chinese, and 

aŀƭŀȅŀƳ ǿƻǊƪ ŀǘ ǎƛȄ ƭƛōǊŀǊȅ ōǊŀƴŎƘ ƭƻŎŀǘƛƻƴǎΦ {ǘΦ WƻǎŜǇƘΩǎ LƳƳƛƎǊŀƴǘ ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ŀƭǎƻ 

operates from four locations in different parts of the city. 
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However, what we heard during our consultations was that since the Settlement Integration 

Services Organization (SISO) closed, service providers feel that they no longer have the same 

kind of access to translation and interpretation services, and newcomers are not always aware 

of the full range of services available and have found it more difficult to access services.   

 

We heard that SISO did not operate a Day Service, but they did provide a number of programs 

that took a drop-in approach.    

“About half of people living in poverty in Hamilton are newcomers and 

since SISO disappeared there is a patchwork of services filling in. There is 

system fragmentation because there is no agency doing service 

coordination.”      ~ Shelter Provider 

Neighbour to Neighbour has established a unique response to the question of translation and 

interpretation. The organization maintains a roster of over 800 volunteers and actively recruits 

volunteers who speak different languages in order to meet the needs of their participants. 

¢ƘŜǎŜ ǾƻƭǳƴǘŜŜǊǎ ŀǊŜ ǘǊŀƛƴŜŘ ǘƻ ǿƻǊƪ ŀǎ άŎƻƳƳǳƴƛǘȅ ŎƻǳƴǎŜƭƭƻǊǎέ ŀƴŘ ŘŜƭƛǾŜǊ ǇǊƻƎǊŀƳǎ ŀƴŘ 

connect people with other community-based resources. Very often, former or current 

participants become community counsellors. Currently, Neighbour to Neighbour is able to offer 

services in English, Arabic, Spanish, Assyrian, Kurdish, Swahili, Italian, Turkish, Urdu, Punjabi, 

and Hungarian. This model is very effective for Neighbour to Neighbour, but it requires an 

intensive degree of coordination and oversight and so it may not work for other organizations.  

 

See Cultural and Religious Organizations, above, for further details. 

 
Urban Aboriginal People  
 

Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ Hamilton Regional Indian Centre 

(HRIC) 

¶ HRIC Teen Drop-In 

 

¶ Elizabeth Fry Society 

¶ Good Shepherd, Notre Dame 

Community Resource Centre 

¶ Interval House, WƻƳŜƴΩǎ /ŜƴǘǊŜ ŀƴŘ 

WŀǊŜŘΩǎ tƭŀŎŜ 

¶ Urban Arts Initiative 

¶ Wesley Centre 
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We heard that people of Aboriginal heritage continue to be disproportionately impacted by 

homelessness. We also heard that there is a strong system of culturally informed supports that 

could provide a model for other vulnerable groups. Stakeholders told us that one key to this 

ƳƻŘŜƭ ƛǎ ŀ άƴƻ ǿǊƻƴƎ ŘƻƻǊΣέ ǿǊŀǇŀǊƻǳƴd system of supports coordinated by HEDAC (the 

IŀƳƛƭǘƻƴ 9ȄŜŎǳǘƛǾŜ 5ƛǊŜŎǘƻǊǎΩ !ōƻǊƛƎƛƴŀƭ /ƻŀƭƛǘƛƻƴύ ŀƴŘ ǘƘŜ !ōƻǊƛƎƛƴŀƭ /!. ό/ƻƳƳǳƴƛǘȅ 

Advisory Group). These bodies conduct visioning sessions informed by an extensive data 

collection and feedback process that includes community surveys and community forums. 

Specifically in terms of Day Services, the Hamilton Regional Indian Centre (HRIC) offers several 

services designed to meet the needs of urban Aboriginal people who are homeless or at risk of 

losing their housing, and they also offer a space where community members can spend time 

and socialize. The HRIC has recently added a teen drop-in program on Friday and Saturday 

evenings. We heard that there is also one HRIC staff member who also works with mainstream 

agencies to provide cultural awareness and sensitivity training. 

 

While we heard that the system of supports is strong, we also heard that there are gaps, 

including improving mental health supports and establishing an Aboriginal-specific emergency 

shelter. However, these are outside of the scope of this report on Day Services. While offering 

overnight shelter or housing is beyond the scope of Day Services as currently defined, Day 

Services may be able to offer additional culturally informed mental health supports. 

 
Women  
 

Dedicated Day Service for this population Other Day Services offering targeted 

programming for this population 

¶ DƻƻŘ {ƘŜǇƘŜǊŘΩǎ ²ŜƭƭƴŜǎǎ /ŜƴǘǊŜ  

¶ Elizabeth Fry Society Resource Centre 

¶ Elizabeth Fry Society, STARS drop-in 

¶ Interval House, ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ŀƴŘ 

WŀǊŜŘΩǎ tƭŀŎe 

 

¶ Good Shepherd, Notre Dame 

Community Resource Centre 

¶ Hamilton Regional Indian Centre 

¶ Hamilton Urban Core CHC 

¶ Neighbour to Neighbour Centre 

¶ Robert Land Community Association 

 

We heard from women participants and from staff of women-serving organizations that women 

experiencing homelessness in Hamilton are under-served. Many have lived through abusive 

relationships and traumatic events, and many are experiencing violence in the present, but are 

not always eligible for Violence Against Women (VAW) services.  

 

The women we spoke with expressed frustration with the system and the feeling that men and 

people with addictions are the focus of services and interventions and women are not receiving 
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the help that they need. As evidence, some pointed to the lower rent supplement, shorter time 

period, and less intensive supports attached to the SOS (Supporting Our Sisters) program as 

compared to the ASH (Addiction Supportive Housing) program. Many said they do not feel safe 

going to the Wesley Centre or to Hamilton Urban Core CHC to spend time or access services 

(e.g. food, meals, laundry, showers). However, some also acknowledged the role that these 

services play within the continuum of services in Hamilton, noting that they had used these 

spaces when they were using drugs or when they were living on the street. The consensus was 

ǘƘŀǘ ǘƘŜǎŜ ǎǇŀŎŜǎ ŀǊŜ άōŀǎƛŎŀƭƭȅ ŦƻǊ ǿƘŜƴ ȅƻǳ ŀǊŜ ŘƻǿƴΣ ŘƻǿƴΣ Řƻǿƴ ŀƴŘ ƻǳǘΦέ  

“If you are a drug addict coming off the street you get everything. Why is it 

that there is so much money and opportunities for people with addictions? 

They get housing, food assistance, clothing. They get their hair done before 

anyone else. They get more sympathy than someone who is ‘capable of 

doing it on their own.’ You fall into a rut of bad timing and you wind up 

homeless. I’m not saying close those doors to people with addictions, I’m 

just saying there should be more investment in people who just need a 

hand up.”      ~ Day Service Participant 

Women identified a strong need for more case managers and people who will help them 

navigate the system to achieve their goals.  

“I want to write a rent cheque, I want to be a productive member of 

society. But it feels so impossible, like I might as well try to fly to the moon. 

The government hires so many people – why can’t anyone help? They keep 

saying there are so many resources. But there’s a catch-22 to everything, 

and when you’re at the bottom, it’s that much more of a struggle. This 

person is telling me one thing, this person is telling me something else. 

They’re clashing, and I’m the one in the middle getting pounded.” 

       ~ Day Service Participant  

Finally, we heard from service providers that there is a need to bring a gender analysis to the 

service system to understand how addictions, homelessness, housing, underground 

employment, and street living affects women differently from men. 

 

In its survey response, Out of the Cold noted that it is considering offering some meal programs 

for women only. We heard from the Hamilton Dream Center and the Elizabeth Fry Society that 

they would like to be able to expand their outreach capacity, hours of service, and the amount 

and quality of food and other material resources that they are able to offer the women that 

they serve (specifically, women involved in the sex trade and criminalized women) 
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Lesbian, Gay, Bi, Trans, Queer, Questioning, Two-Spirited (LGBTQ) 
 

Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ The Well, Trans Services Program 

 

¶ Good Shepherd, Wellness Centre 

¶ Hamilton Regional Indian Centre 

(HRIC) 

¶ Interval House, WƻƳŜƴΩǎ /ŜƴǘǊŜ ŀƴŘ 

WŀǊŜŘΩǎ tƭŀŎŜ 

¶ Urban Arts Initiative 

 

²ƘƛƭŜ ¢ƘŜ ²ŜƭƭΩǎ ¢Ǌŀƴǎ {ŜǊǾƛŎŜǎ ǇǊƻƎǊŀƳ ƛǎ ƛǘǎ ƻƴƭȅ ά5ŀȅ {ŜǊǾƛŎŜΣέ ƛǘ ǇǊƻǾƛŘŜǎ ŀ ǾŀǊƛŜǘȅ ƻŦ ƻǘƘŜǊ 

programs for LGBTQ individuals as well. However, we heard through several stakeholders that 

individuals who are homeless or at risk do not feel comfortable accessing these programs. The 

ǎǘŀŦŦ ǇŜǊǎƻƴ ǿƘƻ Ǌǳƴǎ ǘƘŜ ²ŜƭƭΩǎ w!5!w ¸ƻǳǘƘ 5ǊƻǇ-In indicated that there is a need for a 

similar, separate program for street-involved youth. We heard this request from other youth-

serving service providers as well. 

Within the trans population, we heard that employment discrimination is one of the biggest 

barriers the community faces. Without stable employment, people may struggle to find and 

maintain housing. Day Services may be able to play an advocacy role. 

 

Youth  
 

Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ Hamilton Regional Indian Centre, 

Teen Drop-In 

¶ Living Rock 

¶ Notre Dame Community Resource 

Centre 

¶ Routes Youth Centre 

¶ Urban Arts Initiative 

¶ Wesley Teen Drop-Ins 

¶ Banyan Community Services 

¶ Robert Land Community Association 

 

Despite this variety of services, we heard that there were still some Day Service gaps (see 

Appendix 2) for young people:  
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¶ There are no Day Services available during the day for youth who are disconnected from 

school and not employed. 

¶ There is a need for an LGBTQ-specific drop-in program for street-involved youth  

¶ There is a need for more housing workers and mental health workers on-site at Day 

Services  

¶ There is a need for Day Services for youth living on the Mountain 

“Transitions for Youth, TY, was a youth drop-in run by Wesley that was 

open during the day. When that program got shut down about five years 

ago, the problems it caused for the youth on the streets were crazy. We 

used to be able to go hang out, play pool, watch TV. It was a place where 

kids could hang out and be distracted from things like drugs during the 

day. Now there’s nothing during the day. The Rock has programs, but 

unless you’re in Resources, Tri-Rock, or doing something for staff, you’re 

out of luck.”      ~ Day Service Participant 

“The reality is that we need a separate program for [LGBTQ] youth who 

are experiencing homelessness. When homeless youth have attended the 

RADAR group, they have been welcomed, but they often experience 

challenges that require a higher level of service than a peer support group 

can provide.”      ~ Service Provider 

We heard that some community centres and rec centres have free or low-cost youth-specific 

activities, some designed to connect with at-risk youth. Specifically, the City has established 

Recreation Assistance Fee program. We heard that youth continue to face barriers to accessing 

ǘƘƛǎ ǇǊƻƎǊŀƳΦ Lƴ ŀŘŘƛǘƛƻƴ ǘƻ ŀƭƭ ǘƘŜ ŎƘŀƭƭŜƴƎŜǎ ƭƛǎǘŜŘ ƛƴ άCommunity Centres, Resource Centres, 

and Rec CentresΣέ ŀōƻǾŜΣ ȅƻǳǘƘ ŦŀŎŜ ǘƘŜ ŀŘŘƛǘƛƻƴŀƭ ŎƘŀƭƭŜƴƎŜ ǘƘŀǘ ǘƘŜȅ Ƴǳǎǘ ǊŜƭȅ ƻƴ ǘƘŜƛǊ 

parents to complete the application form and provide the supporting documentation. The 

suggestion was made by several stakeholders to simply waive the fees for all City-operated 

community centres, and for youth in particular.  

 

We heard from youth participants and from several youth-serving service providers that there 

is a need for additional youth-specific programs, supports, and Day Services on the Mountain. 

Living Rock expressed interest in establishing an ongoing presence in a second location in a 

building on the Mountain. Wesley Teen Drop-ins operates on a satellite model, using 

community centre facilities to offer Day Services on specific evenings. Wesley expressed 

interest bringing these services to other parts of the City as well. 
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People with Addictions  
 

Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ Wesley Centre ¶ Good Shepherd, Notre Dame 

Community Resource Centre  

¶ Hamilton Urban Core Community 

Health Centre 

¶ Mental Health Rights Coalition 

(MHRC) 

¶ DƻƻŘ {ƘŜǇƘŜǊŘΣ ²ƻƳŜƴΩǎ {ŜǊǾƛŎŜǎΣ 

Wellness Centre 

¶ Hamilton Regional Indian Centre 

(HRIC) 

¶ LƴǘŜǊǾŀƭ IƻǳǎŜΣ ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ϧ 

WŀǊŜŘΩǎ Place 

 

In the survey and during the consultations, all Day Service providers articulated a tolerant 

approach to use of alcohol and drugs. They emphasized that the presenting behaviours were 

the main issue rather than the drug or alcohol use on its own. The survey echoed the person-

centred, flexible service philosophy articulated by stakeholders during the consultations. The 

ƳŀƧƻǊƛǘȅ ƻŦ ǊŜǎǇƻƴŘŜƴǘǎ ǎŀƛŘ ǘƘŀǘ ǘƘŜȅ ǿƻǳƭŘ άŀƭƭƻǿ ǘƘŜ ǇŜǊǎƻƴ ǘƻ ŎƻƳŜ ƛƴ ŀƴŘ ƳƻƴƛǘƻǊ ǘƘŜƛǊ 

ōŜƘŀǾƛƻǳǊέ ōŜŦƻǊŜ ǘƘŜȅ ǿƻǳƭŘ ƳŀƪŜ ŀ ŘŜŎƛǎion about whether further action was needed. None 

of the respondents chose the strictest option, to restrict the personΩs access to the Centre or 

Program for a period of days or weeksΦ hŦ ǘƘŜ ŦƻǳǊ ǿƘƻ ŀƴǎǿŜǊŜŘ άŀǎƪ ǘƘŜ ǇŜǊǎƻƴ ǘƻ ƭŜŀǾŜ ŀƴŘ 

ŎƻƳŜ ōŀŎƪ ƭŀǘŜǊΣέ three were pre-teen- and teen-focused organizations and one seniors-

focused organization. 

 

People with Mental Health Challenges  
 

Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ Mental Health Rights Coalition 

(MHRC)  

¶ CMHA, Evening Social Recreation 

Rehabilitation Program (ESRRP)  

 

¶ Good Shepherd, Notre Dame 

Community Resource Centre 

¶ DƻƻŘ {ƘŜǇƘŜǊŘΣ ²ƻƳŜƴΩǎ {ŜǊǾƛŎŜǎΣ 

Wellness Centre  

¶ Hamilton Regional Indian Centre 

(HRIC)  
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Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ Hamilton Urban Core CHC  

¶ LƴǘŜǊǾŀƭ IƻǳǎŜΣ ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ϧ 

WŀǊŜŘΩǎ tƭŀŎŜ  

¶ Urban Arts Initiative 

¶ Wesley Centre  

 

Despite the variety of Day Services with targeted mental health programming, we heard from 

many stakeholders that mental health services and supports remain a key need for the 

individuals they serve.  

 

Sex Workers and People Who Have Been Involved with the Criminal Justice System 
 

Dedicated Day Service for this 

population 

Other Day Services offering targeted 

programming for this population 

¶ The Bridge  

¶ Elizabth Fry Society Resource Centre  

¶ Elizabeth Fry, STARS (Sex Trade 

Alternatives and Resource Services) 

Drop-In 

 

¶ Good Shepherd, Notre Dame 

Community Resource Centre  

¶ Good Shepherd, Wellness Centre 

¶ Hamilton Regional Indian Centre 

(HRIC) 

¶ Hamilton Urban Core CHC  

¶ LƴǘŜǊǾŀƭ IƻǳǎŜΣ ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ϧ 

WŀǊŜŘΩǎ tƭŀŎŜ 

¶ Wesley Centre 

 

We heard that individuals who are involved with sex work or with the criminal justice system 

are often survivors of abuse and need access to intensive one-on-one counselling and supports. 

We also heard that there is a need for further pre-employment and training supports to help 

people gain confidence and build new lives. As with other Day Services, we heard that there is a 

need for increased funding to support basic needs (laundry machines, showers, a larger supply 

of hats and mittens in the winter, more fresh vegetables, fruit, and dairy in meals served). 

 

For sex workers in particular, we heard that there is a strong need for additional Day Services 

ǇǊƻǾƛŘƛƴƎ ŀ άƴƻƴ-ƧǳŘƎƳŜƴǘŀƭ ǎŜǘǘƛƴƎ ŦƻǊ ǿƻƳŜƴ ǿƘƻ ŀǊŜ ƻŦǘŜƴ ƧǳŘƎŜŘ ǾŜǊȅ ƘŀǊǎƘƭȅ ōȅ ǎƻŎƛŜǘȅέΤ 

a space where ǇŜŜǊǎ Ŏŀƴ άǎǳǇǇƻǊǘ ŜŀŎƘ ƻǘƘŜǊ ŜƳƻǘƛƻƴŀƭƭȅέ ŀƴŘ ŀŎŎŜǎǎ άŀ ǿŀǊƳ ƳŜŀƭΣ 

ŎƻƳƳǳƴƛǘȅΣ ǎŀŦŜǘȅΣ ώŀƴŘϐ ŀŎŎŜǇǘŀƴŎŜΦΦΦΦ ŀǎ ǿŜƭƭ ŀǎ ǇǊŀŎǘƛŎŀƭ ƘŜƭǇΦέ  
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The Elizabeth Fry Society indicated that it would like to open a satellite location in a storefront 

on Barton where women involved in sex work could come in for a coffee and a snack. The 

Hamilton Dream Center indicated that it had begun doing some outreach among sex workers 

and is hoping to open its doors one night per week (or more) as a drop-in for these individuals. 

Both indicated they would like to expand their hours of service and the types of resources they 

are able to offer. 

 

Funding Challenges 

“Churches are very much taking up the slack where the government is 

failing. This can't go on forever. Churches are not wealthy organizations. A 

minimal expectation for all of us should be adequate nutrition, and enough 

money should be given to those on Social Services to achieve that 

expectation. That is not happening. People are being given food by food 

banks, but not nutritious food. Lack of nutrition causes health issues, which 

in the long run cost us more money due to health care costs.”   

       ~ Day Service Provider  

When asked the open-ŜƴŘŜŘ ǉǳŜǎǘƛƻƴΣ ά²Ƙŀǘ ƛǎ ǘƘŜ ōƛƎƎŜǎǘ ŎƘŀƭƭŜƴƎŜ ȅƻǳ ŦŀŎŜ ƛƴ ǇǊƻǾƛŘƛƴƎ ǘƘŜ 

programs yoǳ ƻŦŦŜǊΚέΣ нн ƻŦ нс όур҈ύ ƻŦ ǎǳǊǾŜȅ ǊŜǎǇƻƴŘŜƴǘǎ ƴŀƳŜŘ ƛƴǎǳŦŦƛŎƛŜƴǘ ŦǳƴŘƛƴƎ ŀƴŘ 

issues related to insufficient funding (e.g. not enough space, limited hours of operation, not 

enough food to give people, lack of specialized staff, not enough staff to provide as much 

individualized attention to clients as needed).  

 

Almost all Day Services in Hamilton rely on grants from charitable foundations and donations 

from community, congregations, and corporations to make up a significant portion of their 

annual budget. Half of Day Services identified these revenue streams as their primary source of 

funding. During consultations, Day Service providers expressed a high degree of anxiety and 

frustration about the precarious nature of this type of funding.  

 

Table 2: Sources of Funding 

QUESTION 22: Which of the above funding sources covers the MAJORITY of your 
operating budget? (Open-ended responses) 

Donations and Grants (n=13) Government (n=12) Varies (n=1) 
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QUESTION 22: Which of the above funding sources covers the MAJORITY of your 
operating budget? (Open-ended responses) 

Donations and Grants (n=13) Government (n=12) Varies (n=1) 

Community and church 

donations (n=8) 

Provincial (n=7) 

 Ministry of Health and Long-Term Care 

(n=2), Ministry of Community and Social 

Services (n=1), Local Health Integration 

bŜǘǿƻǊƪ όƴҐмύΣ  ǳƴǎǇŜŎƛŦƛŜŘ άtǊƻǾƛƴŎƛŀƭ 

ƎƻǾŜǊƴƳŜƴǘέ όƴҐоύ 

One 

respondent 

did not 

identify one 

primary 

source of 

funding, but 

instead said 

ά±ŀǊƛŜǎ 

according to 

ǇǊƻƎǊŀƳΦέ 

Foundations and granting 

agencies (n=4) 

Federal (n=2) 

 HPS  

Corporate donations (n=1) 

Municipal (n=3) 

 Community Partnership Program (n=1), 

Culture and Recreation (n=1), per diems / 

CHPI (n=1) 

 

We heard frustration from many Day Service providers about funding. They told us that most 

funding sources are time-limited and focus on a mandate or a set of priorities that are subject 

to change. They said that many new sources of funding focus on new, innovative, high-impact 

programs in which there is an expectation that clients will move on quickly to independence.  

 

“It is a real challenge to provide social activities. These are a way for us to 

offer hope, a healthy environment, a chance to break the cycle. But there’s 

pressure from funders to count widgets.”  ~ Day Service Provider 

“People used to say [Amy]4 was hopeless. Some staff used to say it too, 

privately. In the end she managed to quit using drugs, but seeing things 

through with her took 5 or 6 years.”  ~ Day Service Provider 

Day ServƛŎŜ ǇǊƻǾƛŘŜǊǎ ǘƻƭŘ ǳǎ ǘƘŀǘ ǘƘŜȅ ǊŀǊŜƭȅ Ŧƛǘ ƴŜŀǘƭȅ ƛƴǘƻ ƻƴŜ ŦǳƴŘŜǊΩǎ mandate. We heard 

from Day Service participants that meals, showers, laundry facilities, and a space to spend time 

socializing are key priorities, but that these are not priorities for any funder, so it is a struggle to 

obtain and then maintain funding for these services. Sometimes the case can be successfully 

made; a number of Day Services noted that they got health dollars from the LHIN to provide 

food. In other cases, organizations may stretch program dollars to cover core costs or 

infrastructure costs. 

                                                      
4
 Not her real name. 
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“I’ve seen programming dollars spent on capital infrastructure. People will 

say, ‘Well, the clients need the program, and the program needs space, 

and this space needs fire doors, so it’s an appropriate use of programming 

dollars to put in fire doors.’”   ~ Community Stakeholder 

“We need to raise almost four million every year. We get 20% of that from 

the City; the other 80% of our funding comes from direct mail campaigns 

and special events, and we go after schools and churches to do third party 

fundraising. The community has been very supportive – we feel like, if they 

believe in us, we can continue.”   ~ Day Service Provider  

The specialized programs and services that many Day Services offer, including health, mental 

health, employment, housing, addictions, and settlement supports, may be eligible for funding, 

but then, providers explained, they are relying on complicated patchwork of funding sources. 

Many Day Service providers told us that they must spend hours of often unremunerated time 

conducting fundraising campaigns in the community and completing multiple application forms, 

collecting data, and reporting on outputs and outcomes for funders, all without any guarantee 

that they will be able to continue keep the doors open, or maintain a full complement of staff, 

or provide the same number of meals each week.  

 

The Community Homelessness Prevention Initiative (CHPI) offers much more flexibility to 

{ŜǊǾƛŎŜ aŀƴŀƎŜǊǎ ŀƭƭƻŎŀǘƛƴƎ ŦǳƴŘǎΦ IƻǿŜǾŜǊΣ ŀǎ ƻƴŜ ǎǘŀƪŜƘƻƭŘŜǊ ǇƻƛƴǘŜŘ ƻǳǘΣ άǘƘŜǊŜ ƛǎ ŀ ƭƻƴƎΣ 

backed-up queue of agencies wanting to address historical underfunding issues ς the City will 

find it hard to do anything new.έ 
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Appendix 1: Consultations 

Surveys 
We invited 48 organizations to complete a survey; 39 completed surveys, 6 responded to 

questions by telephone that eliminated them as Day Services, and 3 did not respond. The 

figures and tables presented in the Day Services Analysis Report use data from only the 

identified Day Services. The discussion of service system assets and gaps, review of best 

practices, and analysis of vulnerable population needs presented in the Final Report draw on 

the qualitative responses from all survey respondents. 

 

DAY SERVICES (n=26)  

ό!ƴǎǿŜǊŜŘ ά¸Ŝǎέ ǘƻ vуΥ Do you offer a space where people can just hang out and socialize 

without any intention of accessing additional services?) 

1. Banyan Community Services 

2. The Bridge From Prison to Community  

3. Canadian Mental Health Association (CMHA), Evening Social Recreation and 

Rehabilitation Program (ESRRP)* 

4. Elizabeth Fry Society Hamilton Branch, Resource Centre for Criminalized Women 

5. Elizabeth Fry, Sex Trade Alternatives and Resource Services (STARS) 

6. First Pilgrim United Church ϟ 

7. DƻƻŘ {ƘŜǇƘŜǊŘΣ ²ƻƳŜƴΩǎ {ŜǊǾƛŎŜǎϝ ϟ 

8. Hamilton Out of the Cold Program* ϟ 

9. Hamilton Regional Indian Centre* 

10. IŀƳƛƭǘƻƴ ¦Ǌōŀƴ /ƻǊŜ /ƻƳƳǳƴƛǘȅ IŜŀƭǘƘ /ŜƴǘǊŜϝ ϟ 

11. LƴǘŜǊǾŀƭ IƻǳǎŜΣ ²ƻƳŜƴΩǎ /ŜƴǘǊŜ ŀƴŘ WŀǊŜŘΩǎ tƭŀŎŜ ϝ 

12. [ƛǾƛƴƎ wƻŎƪ ϟ 

13. Mental Health Rights Coalition (MHRC) Drop-In and Resource Centre 

14. Neighbour to Neighbour Centre* 

15. ¢ƘŜ hƭƛǾŜ .ǊŀƴŎƘ ϟ 

16. wƻōŜǊǘ [ŀƴŘ /ƻƳƳǳƴƛǘȅ !ǎǎƻŎƛŀǘƛƻƴ ϟ 

17. Routes Youth Centre 

18. {ǘΦ aŀǘǘƘŜǿΩǎ IƻǳǎŜΣ wƻȄōƻǊƻǳƎƘ {ŜƴƛƻǊǎΩ /ŜƴǘǊŜ 

19. {ǘΦ aŀǘǘƘŜǿΩǎ IƻǳǎŜΣ {ŜƴƛƻǊǎΩ 5ǊƻǇ-In 

20. ¦Ǌōŀƴ !Ǌǘǎ LƴƛǘƛŀǘƛǾŜ ϟ 

21. Welcome Inn Community Centre 

22. The Well, Trans Services 

23. Wentworth Baptist Church ϟ 

24. ²ŜǎƭŜȅ ¦Ǌōŀƴ aƛƴƛǎǘǊƛŜǎΣ ²ŜǎƭŜȅ /ŜƴǘǊŜϝ ϟ 
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25. Wesley Urban Ministries, Teen Drop-Lƴǎ ϝϟ 

26. DƻƻŘ {ƘŜǇƘŜǊŘΣ ¸ƻǳǘƘ {ŜǊǾƛŎŜǎ όbƻǘǊŜ 5ŀƳŜ /ƻƳƳǳƴƛǘȅ wŜǎƻǳǊŎŜ /ŜƴǘǊŜύϝ ϟ 

[In our consultation and research process, we believed Notre Dame Community 

wŜǎƻǳǊŎŜ /ŜƴǘǊŜ ǘƻ ōŜ ŀ 5ŀȅ {ŜǊǾƛŎŜΦ IƻǿŜǾŜǊΣ bƻǘǊŜ 5ŀƳŜ ŀƴǎǿŜǊŜŘ άbƻέ ǘƻ 

Question 8 on the survey and although we attempted to follow up, we were not able 

to connect with Notre Dame before completing the Analysis Report was due. As a 

result, the Analysis Report aggregates the data and reviews the results of only 25 Day 

Services. We subsequently clarified the error with Notre Dame and in the Final Report, 

we have included Notre Dame as a Day Service.] 

 

NOT DAY SERVICES (n=13) 

ό!ƴǎǿŜǊŜŘ άbƻέ ǘƻ vуΥ Do you offer a space where people can just hang out and socialize 

without any intention of accessing additional services?) 

27. !ƴŎŀǎǘŜǊ /ƻƳƳǳƴƛǘȅ {ŜǊǾƛŎŜǎΣ [ŜǘΩǎ 5ƻ [ǳƴŎƘ 

28. The Cottage Studio 

29. Flamborough Food Bank * 

30. Good Shepherd, Family Services, Food Bank & Clothing Room 

31. DƻƻŘ {ƘŜǇƘŜǊŘΣ DƻƻŘ {ƘŜǇƘŜǊŘ /ŜƴǘǊŜ όƳŜƴΩǎ ǎƘŜƭǘŜǊύ ϝ ϟ 

32. The Hamilton Dream Center 

33. Hamilton Jewish Social Services 

34. Mission Services, Community Services Opportunity Centre ϟ 

35. aƛǎǎƛƻƴ {ŜǊǾƛŎŜǎΣ aŜƴΩǎ wŜǎƛŘŜƴŎŜ ϟ 

36. Muslim Association of Hamilton (Hamilton Mountain Mosque and Umar Mosque) * 

37. ¢ƘŜ {ŀƭǾŀǘƛƻƴ !ǊƳȅΣ CŀƳƛƭȅ ϧ /ƻƳƳǳƴƛǘȅ {ŜǊǾƛŎŜǎ κ {ǳƛŎƛŘŜ tǊŜǾŜƴǘƛƻƴ ϟ 

38. {ǘΦ aŀǘǘƘŜǿΩǎ IƻǳǎŜΣ Emergency Food and Basic Needs and Assistance (414 Barton St. 

E.) 

39. Wesley Urban MinistǊƛŜǎΣ ¢Ǌŀƴǎƛǘƛƻƴǎ ǘƻ IƻƳŜ όǊŜŎǊŜŀǘƛƻƴ ǇǊƻƎǊŀƳύϝ ϟ 

INVITED TO COMPLETE SURVEYS BUT DID NOT (n=9) 

40. Afro-Canadian Caribbean Association (ACCA) of Hamilton and 

District Inc Community Centre and Social Club 

Contacted by 

telephone or 

email and 

confirmed not a 

Day Service 

41. !ƴŎŀǎǘŜǊ /ƻƳƳǳƴƛǘȅ {ŜǊǾƛŎŜǎ ό!/{ύΣ [ŜǘΩǎ 5ƻ [ǳƴŎƘ 

42. Dominic Agostino Riverdale Community Centre 

43. Glanbrook Home Support Programme, Congregate Dining Program 

44. The Well, RADAR Youth Social Drop-In Night 

45. Montcalm Community House 

 

46. ¢ƘŜ YƛƴƎΩǎ Way Outreach Centre 

Attempted to 

contact by email 

and phone; no 47. {ŀƭǾŀǘƛƻƴ !ǊƳȅΣ .ƻƻǘƘ /ŜƴǘǊŜ aŜƴΩǎ {ƘŜƭǘŜǊ 
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Consultations  
We conducted 33 interviews and focus groups, consulting with a total of 79 individuals. 

 

INTERVIEWS, MEETINGS, AND FOCUS GROUPS 

# Name Date Type 

1.  Daljit Garry, Executive Director, Wesley Urban 

Ministries 

February 11, 

2013 

In-person 

interview 

2.  Dean Waterfield, Director of Housing and 

Homelessness Services, Wesley Urban Ministries 

February 12, 

2013 

In-person 

interview and site 

visit to Wesley 

Centre 

3.  Matt Thompson, Cafe Manager, Freeway Cafe* February 12, 

2012 

In-person 

interview and site 

visit 

4.  Renee Wetselaar, Social Planner, Social Planning 

and Research Council (SPRC)  

February 12, 

2013  

In-person 

interview 

5.  Daphne Prinzen, Program Director, Homestead 

Christian Care 

February 13, 

2013 

Telephone 

interview 

6.  


