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CONTEXT

We all know that our most successful work with participants in our Rapid Re-Housing (RRH) and 
Permanent Supportive Housing (PSH) programs depends a great deal on the relationships we are able to 
make. Showing our participants we care, that we are not judging them, and can connect them to resources 
they need is our job all the time. In this time of confinement due to COVID-19 this is all the more important.  
If you are not able to continue home visits in your normal way, you can use telephone calls, other technology 
and even regular mail to continue to support our participants. THIS IS CRITICALLY IMPORTANT!  

We hope these recommendations will be useful to you.

Serious health conditions including 
disabling conditions, asthma, heart 
disease, diabetes, cancer treatment and 
immune disorders.

Lack of social supports, networks and 
community connections and/or coping 
strategies.

Issues that may increase stress and 
decrease resilience:  such as substance 
use, mental health problems, income 
loss, racial inequities, trauma, domestic 
violence and justice involvement.

We know that the vast majority of the participants 
in our programs have backgrounds and experiences 
that lead to risk factors and vulnerabilities that 
result in severe health impacts due to COVID-19.

COVID-19 is highlighting the already-existing 
disparities and history of unequal treatment and 
lack of access to healthcare, safe jobs, decent and 
un-crowded living conditions. Experiencing these 
disparities makes it difficult to prevent and control 
chronic health conditions such as heart disease, 
asthma, high blood pressure and diabetes — all of 
which are associated with poorer outcomes from 
COVID-19 infection. 

In addition, many of the jobs that have been 
deemed “essential” are held by our Black and 
Latinx neighbors, often without appropriate access 
to safety equipment and PPE.

Another thing to consider is the universal impact of 
stress caused by the confinements. We all admit to 
feeling unusually anxious in this time with very few 
answers for the future. The anxiety and the stress 
of living with this fear will make it difficult for many 
people to make good decisions, to plan for “what 
ifs”, to control their emotions, and to act in their 
own best interests by accessing needed resources.

When thinking about your work with your 
participants, use this context as a way to prioritize 
your work. Clearly, there will be some people in your 
caseload that require more attention; others will be 
doing OK. 

Some of the factors to consider include: 

Barriers to education and employment, 
food, child nutrition which are 
exacerbated by the temporary closure of 
many resources. 
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Given your participants’ 
experiences with trauma, loss 
and chronic stress, COVID-19 and 
the required confinement orders 
can clearly serve as triggers or 
setbacks. 

• Remember your best 
trauma-informed practices 
at all times

Were participants already barely 
able to pay their rent every month?  
Did they only recently move into 
a new home and neighborhood? 
Do you know them as someone 
who has difficulty with change or 
following through with plans? If 
they seem unable to focus, how 
will you respond? Remember that 
stress affects cognitive functions. 

If you are checking in by phone 
and not able to do regular 
home visits, it is probably worth 
checking in more often. For most 
people, once a week is a good 
goal to strive for. Some may need 
a check-in more often. 

Just like when doing home 
visits, a phone call can be an 
important time to help educate 
them about recent developments 
about COVID-19, about available 
resources (masks, testing, 
economic impact payments, food, 
etc.).

If the household doesn’t bring 
up such questions, you might ask 
if they would like you to go over 
some of this. Talking about the 
virus will be welcomed by some; 
others may find it too stressful to 
discuss.

Find out and agree on the best 
way to communicate. 

Do they prefer a regular phone 
call? Are they used to using 
Skype? FaceTime? Are texts 
preferred?

Plan the calls with your 
participant. We all know that 
when things feel out of control, 
it is comforting to have some 
routines that we can count 
on. Set a regular day and time 
appointment and remind them 
about when the next one will be 
occurring at the end of each call.

Even if you and your participant 
agree to only talk once a week, try 
to let them know you are thinking 
of them at other times as well. 
Send a quick text in the morning or 
evening to ask how they are doing. 
Share an uplifting quote or funny 
video you found. 

KEY THINGS TO THINK ABOUT

EDUCATE AND EMPHASIZETRAUMA

PREVIOUS STRUGGLES

FREQUENCY OF 
CHECK-IN’S

STAY PRESENT

REGULAR CHECK-IN

HOW THEY PREFER TO 
COMMUNICATE BY PHONE

• Increase your responsiveness
• Do you know or have your 

participants shared their 
triggers with you?
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FOCUS OF CONTACTS

PROVIDING ASSURANCES

At best, this is a very “different” time for all of 
us. It is normal to feel lonely, sad, scared, anxious 
and/or confused. It is important to normalize 
those feelings for everyone. 

• Your participant may not bring up these 
feelings and may not want to talk about 
them. It’s fine to indicate if the person sounds 
stressed or angry or “down” and see where 
the conversations go. 

• Deep breathing (suggest apps that 
help with this such as “Calm”, “Head 
Space” and “Relax Melodies”) 

Remember, our participants are survivors! Help 
them to key into this by asking them about 
how they faced stressful situations in the past, 
what they learned and how they can use that 
experience now.  

You may learn some new things about them!

HEALTH AND SAFETY

How is everyone in the home? Does anyone 
need  to get tested?

• Be prepared to give them information about 
the nearest testing site.

Remember, times of stress make all of us 
forgetful and there is a great deal of mis-
information out there.

ACCESS TO FOOD AND SUPPLIES

Do they have what they need? Do they know 
where to get it without exposing themselves 
unnecessarily? Can you bring them a box of 
food?
• Have on hand a list of places that are 

providing free food and meals near where 
they live. 

• Help them think of ways to manage these 
feelings. Constantly thinking about the 
pandemic can cause even more emotional 
upset. Suggest taking “limited doses” of 
news. Remember to suggest stress reduction 
activities:

• Exercise: even a walk around the block 
can help clear the mind 

• Finding a quiet place to do some 
mindfulness (a great app for this is 
“Simply Being”)

• Find out whether they have access to a 
thermometer, masks, sanitizer, etc.

• Check in about how they are doing with 
their social distancing - do a little education 
each time.

• This link has lists of all the LAUSD food sites 
as well as a SPA by SPA list of food resources: 
tinyurl.com/lahsa-food

• If your agency has not yet started to deliver 
food, explore how you can do that. Think 
about how much safer people will be if they 
don’t have to go out on public transportation 
and go into crowded public places. 
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Remember this when doing your work by phone: ask open-ended questions, not those that can 
be answered by “yes” or “no”.  Engagement might be more difficult, and it can be awkward and 
uncomfortable until you have established this as the current norm.
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SERVICE COORDINATION

Are they able to access their regular service 
providers like their doctor, mental health or 
substance use providers?

• Can you provide support and assistance with 
making those connections work better? FINANCIAL CONCERNS

Have they paid rent? Will they be able to 
continue to pay rent?
• They must inform their landlord within 7 days 

of the rent due date that they will not be able 
to pay their rent in full or part due to issues 
related to the COVID-19 crisis. 

Do they know how to access the economic 
impact payments?

• Don’t just send someone to the IRS website 
unless you feel certain they are comfortable 
doing that. This can be daunting to people 
in the best of times. Now, it can feel 
overwhelming and confusing. Offer to assist 
them in preparing their application by phone 
or Skype, etc. (see attached information 
about how to assist people with this process). 

Have they been able to apply for unemployment?
• Encourage them to keep trying if they have 

not yet been able to get into the system.  
Payments will be retroactive to the date they 
lost their job. Remind them that even a late 
application is worth it because the regular 
amount is increased by an additional $600/
month from the federal government. 

ACTIVITIES

Take this opportunity to explore what kinds of 
things your participant likes to do for fun. Do 
they like to draw or paint (you could bring them 
or send them some supplies)? Do they like to 
read magazines, watch movies, like zoos?  Here 
are some links to good resources for these 
things:

ENDING THE CALL

Make sure you have an agreed upon next call day 
and time.  Ask one more time if there is anything 
they need or something else they want to talk 
about. Sometimes people are more willing to talk 
about their stresses after they’ve had a positive 
interaction with you on the call. 

Take Care of Yourself!

All of the resources you share with your 
participants for relaxation and stress relief are 
good for you too! Watch yourself for symptoms 
of stress overload and make sure you include 
relaxation, good food, contact with your support 
network and fun!

• If they can pay even partial rent, like from 
their economic impact payment, suggest they 
give the landlord something to demonstrate 
good faith and an understanding of their 
obligations. 

• Sharing information with these service 
providers is critical during this time of 
decreased contact. 

• Movies: Youtube has posted 100 free movies

• Virtual Museum Tours (English)

• Virtual Museum Tours (Spanish)

• Zoo Field Trips
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RESOURCES FOR SHARING

• Printable CDC Guide to Caring for Someone Who is Sick

• Printable CDC Guide on Protecting Yourself

• Printable CDC Guide on Social Distancing

• Printable CDC Guide on Symptoms

• Printable CDC Guide on What to do if Someone Gets Sick

• CDC Cleaning Decision Tool

CDC PRINTABLE GUIDES (AVAILABLE IN MULTIPLE LANGUAGES)

COMMUNITIES OF COLOR
• FAQ: COVID-19 and Racial Equity

DOMESTIC VIOLENCE

• LAHSA Domestic Violence/ Human 
Trafficking/ Stalking Flyer (English)

• LAHSA Domestic Violence/ Human 
Trafficking/ Stalking Flyer (Spanish)

• Los Angeles Domestic Violence Legal 
Resources

DEPARTMENT OF PUBLIC SOCIAL 
SERVICES (DPSS)

• DPSS Benefits Page

HARM REDUCTION COALITION

• Safer Drug Use During COVID-19 

HYGIENE STATIONS
• Interactive Map of Locations

• Updated List of Locations

NATIONAL LOW INCOME HOUSING 
COALITION GUIDES

• FAQ on Renter’s Rights via the Federal Eviction 
Moratorium

• FAQ on Economic Impact Payments

• Relief and Immigration Status

HOMELESSNESS PREVENTION

• LAHSA Ending Homelessness Flyer (English)

• LAHSA Ending Homelessness Flyer (Spanish)

• LAHSA Ending Homelessness Flyer (Mandarin)

• LAHSA Homelessness Prevention Programs
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For more information or questions, contact Charisse Mercado, LAHSA’s RRH Coordinator at 
cmercado@lahsa.org.


