Talking About the Affordable Housing Crisis:

Tools for Delivering Bad News

n
Telling clients about the affordable housing crisis in the Denver metro areais  disappointing news and move forward in their search for housing. With Studies have shown that what clients value most in the person who gives C 0 m m u n I ty R e S 0 u rc e S
stressful. The way we give bad news can directly affect how a person reacts scarce resources, we're all responsible for managing expectations. We set bad news is the news-giver's attitude, the clarity of the message, privacy
to the situation. Unfortunately, as service providers, we tell people daily our community partners up for success when we are all on the same page. and having time to ask questions. Here are some tools for delivering bad Colorado Housing Connects
what resources are not available. Preparing ourselves for these Giving consistent, accurate information also reduces our own stress and news effectively. coloradohousingconnects.org provides education
: i i i f i i Aoy oo about housing choice vouchers and the lottery
conversations can make a difference in how our clients experience hearing helps us maintain a connection with the people we serve. orocess. Their wbsite ks (o search toos swoh.~~ 844-926-6632

as socialserve.com and the Department of
Housing and Urban Development's list of
subsidized properties.

Colorado Crisis Services

Emotional Support 844-493-8255

Community helpline and 2-1-1
shelter options

Aging and Disability Resources : :
of Colorado (Denver metro) 303-480-6700

Find out what the client knows and ask what they
want to know

Encourage persistence and thinking outside the box “What have you heard about the housing situation? May
“Can you think of a temporary solution?” | give you some current information?”

“Do you have friends or family you could live with? Even out of state?”

6 N,
“Have you thought about looking for a place outside of Colorado?”

“Are there any other adults living with you who could help with rent payments?” Give warning that there is bad news

“Are there things that might free up some of your income?” I'dlike to be honest with you about Wh?t we'Ee hearing
from other callers and housing professionals.

A= Housing Talking Points

“You may or may not have heard but we are in a severe w!'e“ v_ou pmv'de_Stat'St'cs’ s_ometlmes 't_s h?St to
housing crisis in the metro area. In fact, il of stick with the basics. Depending on the client’s
Colorado has an affordable housing shortage.” situation, you may help them understand:

Help the client identify their strengths and supports

“Keep in touch with your friends/family - it sounds like you've been a
support for each other through hard times before.”

“That was a lot of information - you're doing great to still be on the
phone with me through this with everything else on your plate.”

“ _vou' i ions?” : o
That was a lot - you'll call backif you have questions? - Weare in a housing crisis in the Denver metro area and have a

severe shortage of affordable places to live.
« Colorado is the fourth-fastest growing state in the nation at 1.6

TR e e S e s Provide information at a pace the client can handle percent; the population growth rate is currently double the
be clear about scope of what they provide “| want to give you a little more information so you know what national average. Between July 2013 and July 2014, a net
“Ican give you other numbers to cal but | don't know of you're looking at in your housing search right now.” average of 3,000 people moved to the metro area every month.

an agency that is going to be able to find you housing.” « There is more demand than supply, which is rapidly driving

rents up. Average rent in the metro area for a one-bedroom
apartment is $1,265/month.

Be genuine and honest - Some areas have zero vacancy; with less vacancy, there's less
turnover so it's harder to find open units.
Th 4 rt Of th e W A R M TR A N S F E R Respond to the client's emotional reaction Give yourself enough time to provide accurate Wit . _ »
it - o , ) . . : - Waitlists are typically more than a year long; some waitlists are
If you believe another agency may be able to help, offer to call with the client on the line. This saves the You're quiet - this is really disappointing news to hear. information without interruption. Remember completely closed.
client from having to summarize their story again and helps the other agency understand why you are “Are you feeling worried about what you'll do now?” that giving bad news well can strengthen o
making the referral. If you leave a message, you can ask the client to leave their name and phone apn 'ea 0 thic citiatinn ? ; I ; e
R egr after youleae the message: g P I'm so sorry you're in this situation. your relationship with the client. L\drco

DENVER REGIONAL COUNCIL OF GOVERNMENTS

“This is [your name] from [your agency] and | have [client] on the line. She called to learn more about o amineinG ANswERs HOME
her rights as a tenant and we thought you might be able to explain those to her. [Client], can you leave ﬁhgh " €OLORADO

¥
your number? And my number is [your number] if you need to reach me. Thank you.” =5 4’ HOUSING CONNECTS
1-844-926-6632

Get Connected. Get Answers.
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