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I. Overview 

The TX-601 Continuum of Care (CoC) Diversion Policies and Procedures were created to support diversion 
practices in the community as a strategy to prevent and reduce homelessness. These standards and practices 
shall guide access and delivery of diversion assistance within the CoC. 

Diversion is a strategy that helps to immediately address the needs of households (individual or family) who 
have lost their housing and assists to identify alternative housing outside of the system of care. The goal is to 
help the household find safe, alternative housing immediately, including but not limited to returning to their 
own housing, staying with family/ friends, or relocation to another area using short-term assistance and 
flexible financial assistance.  

 
 
 

II. Diversion Delivery 

A. Access Points  
 

Access points are points of entry to the homeless response system, either virtual or physical, where a participant 
or household in need of assistance accesses the Coordinated Entry System. All homeless service providers are 
considered access points and are expected to offer diversion assistance or referrals. Households qualify for 
diversion assistance if they are in Tarrant or Parker counties seeking services and meet the United States 
Department of Housing and Urban Development (HUD) definition of literally homeless and/or 
fleeing/attempting to flee domestic violence. If a household arrives at an access point after hours, a referral 
should be made for the household to follow-up with diversion staff the next morning. Primary access points 
include: 

 
TCHC Helpline Presbyterian Night Shelter Outreach 
Presbyterian Night Shelter VA Outreach 
The Salvation Army Mabee Center CitySquare Fort Worth TRAC Outreach 
True Worth Place Hearts Full of Love Outreach 
Union Gospel Mission Grand Prairie Homeless Outreach Organization 
Arlington Life Shelter DRC Solutions Mobile Assessors 
Center for Transforming Lives    Hands of Hope Outreach 
Seasons of Change    MHMR Integrated Outreach Services (IOS) 

 
 

B. Diversion Assessment Tool 
 

The diversion assessment tool should be used to determine if a household qualifies for diversion assistance. 
Ideally the diversion assessment is administered as soon as a household enters the access point but before 
intake to determine if they will need shelter or if they can be assisted without having to enter the homeless 
assistance system.  

The diversion assessment tool should be used to guide the diversion conversation that helps uncover barriers 
that could be resolved to aid the household in remaining in their current housing or facilitate other housing 
options. Diversion should focus on household strengths, including resources currently or potentially available 
to them. The diversion assessment tool includes household information, explanation of the diversion 
conversation and housing information. 
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III. TX-601 Diversion Process 

Below are the steps in the TX-601 Diversion Process: 

1. A household (individual or family) presents at an access point or outreach worker encounters client on 
outreach.  

a. During business hours – Move to STEP 2. 
b. During off-hours - Refer household to trained staff the following morning to complete diversion 

screening. 

2. Begin the diversion conversation 
Use the diversion assessment tool to help guide the conversation if needed. Move to STEP 3. 

3. Was the diversion attempt successful? 
a. Yes - Explain consent, create outreach contact or case manager note, complete HUD Start. Move 

to STEP 4. 
b. No - Move to STEP 5. 

4. Was DCSF used? 
a. Yes - Complete DCSFv3 touchpoint, submit a DCSF reimbursement to Candice Dean with TCHC 

(candice@ahomewithope.org). Move to STEP 7. 
b. No - Move to STEP 7. 

5. If not today, can the household be diverted in the next 30 days? 
a. Yes  

In Fort Worth - refer to PNS Rapid Exit Program. Move to STEP 6. 
Outside of Fort Worth - use DCSF to assist in exiting homelessness (if needed). Move to STEP 6. 

b. No - Move to STEP 6. 

6. Begin shelter Intake or enter household in outreach program 
Explain consent, create case manager note or outreach contact, complete HUD Start & VI-SPDATv2, 
begin shelter intake. Move to STEP 7. 

7. Create diversion touchpoint 
Complete diversion touchpoint in ETO. Move to STEP 8. 

8. Complete HUD Exit and dismissal 
Complete HUD Exit and program dismissal in ETO once a household is diverted. *Wait at least 24hrs 
after a household is entered into the system for HUD Exit and Dismissal. 

9. Household Successfully Exits Homelessness!!! 
 

For additional information on entering the diversion touchpoint or the DCSF touchpoint and reimbursement, 
please review the following courses in TalentLMS: 

• Diversion Basics and ETO 
• ETO: DCSF Reimbursement  

 
For access to these courses, please submit a helpdesk ticket at https://tchchmissupport.hesk.com/ to request 
access. 
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IV. Diversion Resources 

A. Diversion Staff 
 

Access points should have at least 1 staff member dedicated to the Diversion process that has established 
relationships with community services and supports so a household may quickly connect with the providers that 
would assist them to remain in housing or secure alternative housing. Staff providing diversion assistance 
should be specifically trained in the diversion process.  An ideal candidate for this position: 

 
• should be an extraordinary problem solver who is remarkably resourceful 
• should think before reacting 
• must remain objective and fair 
• must focus on the problem/issues, not the emotions 
• must exercise direct communication and active listening 
• must focus on the future, not the past 

• must have unwavering integrity of process and remain impartial to all parties that may be trying to 
influence the situation 

• must have impeccable personal boundaries 
• must embrace and empower self-determination 
• must consistently distinguish between want and need 

 
Diversion staff should make sure to provide a warm handoff to the service/agency they are referring the 
household if their agency is unable help. 

 
B. Direct Client Service Funds 

 
Direct Client Service Funds (DCSF) are funds available to help households with their unique circumstances resolve 
issues and overcome barriers to allow them to stay where they are or to make alternative arrangements for 
permanent/temporary housing. Households can receive up to $1,500 of DCSF assistance. Note: No money will 
ever be paid directly to the client. 

 
A household is eligible to receive DCSF if they are seeking services in Tarrant or Parker counties and meets the 
United States Department of Housing and Urban Development (HUD) definition of literally homeless, which is an 
individual or family who lacks a fixed, regular, and adequate nighttime residence, meaning: 
 

i. Has a primary nighttime residence that is a public or private place not meant for human habitation; 
 

ii. Is living in a publicly or privately operated shelter designated to provide temporary living arrangements 
(including congregate shelters, transitional housing, and hotels and motels paid for by charitable 
organizations or by federal, state and local government programs); or 

 
iii. Is exiting an institution where (s)he has resided for 90 days or less and who resided in an emergency 

shelter or place not meant for human habitation immediately before entering that institution 
 

Eligible DCSF expenses for Diversion include: 
• Bus tickets to reunite with family 
• Application fees, apartment administrative fees, security deposits 
• Gas voucher
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C. Landlord Mediation Assistance 
 
TCHC offers free mediation services for landlords and clients in a partnership with UNT Dallas and their College 
of Law. When a landlord signs a Memorandum of Understanding (MOU) with TCHC, the landlord agrees to 
participate in mediation services before terminating a lease. For more information about mediation services, 
contact kimberly@ahomewithhope.org. 

 
 

III. HMIS Data Capture 

Each household’s diversion attempt should be recorded in the Homeless Management Information System (HMIS) 
using the Diversion Touchpoint. This will help capture households provided diversion assistance and monitor 
diversion numbers. Diversion attempts or fails should be documented in HMIS within 24 hours of assistance to 
promote data quality. TCHC will also record the outcome of the assistance, analyze households who received the 
benefit of diversion, the effectiveness of the diversion effort and resources necessary to support the strategy.
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DIRECT CLIENT SERVICE FUND (DCFS) OVERVIEW 
 


 


Annual Goal – Assist 700 households with one-time funds to move to move into permanent housing. 


 


Types of DCSF 
• General 
• Tarrant County 


 


Eligibility Requirements 
General DCSF - Persons in the City of Fort Worth who meet the United States Department of Housing 
and Urban Development (HUD} definition of literally homeless. 


Tarrant County DCSF - Persons in the Tarrant County area, OUTSIDE of the City of Fort Worth, who meet 
the United States Department of Housing and Urban Development (HUD} definition of literally 
homeless. 


 


Expenses DCSF Covers 
 


Housing: 


• Application fees 
• Apartment administrative fees 
• Security deposits 
• High risk fees 
• Opportunity fees 
• Utility deposits 
• Transportation 


o Uber, Lyft, Local bus, etc. for housing search only (can be used anywhere within Tarrant 
County) 


 


Diversion/Rapid Exit expenses which include: 


• Bus tickets to reunite with family 
• Application fees 
• Apartment administrative fees 
• Security deposits 
• High risk fees 
• Opportunity fees 
• Rental assistance (first month only) 
• Utility deposit for clients without a housing program 







DIRECT CLIENT SERVICE FUND (DCFS) OVERVIEW 
 


 


Critical Documents: 


• Birth certificate 
• Driver’s license/state identification 
• Social security card 
• Marriage license 
• Death certificate 


Note: Each type of critical document will be eligible for reimbursement only once per agency. It is 
important to upload the document as soon as it arrives. 


 


Additional items: 


• Furniture and/or mattresses 
• Bus passes 
• Gas vouchers 
• Motel expenses for families IF family emergency shelter beds are full 


 


Process to Request General Funds 
 


Agencies will make payments to housing providers (most often apartment owners) for fees necessary to 
house clients.  Depending on whether a client has income, evictions, a criminal record and/or rental 
history, apartment owners charge additional fees such as opportunity or high-risk fees.   


No money will ever be paid directly to the client.  Households can receive up to $1,500 for an all-time 
total. If housing fees are over $1 ,500 per household, Tarrant County Homeless Coalition will request a 
waiver from Directions Home staff to pay the higher fee. 


Agencies will be reimbursed for DCSF use.  Reimbursement requests will only be honored if the agency 
enters a DCSFv3 touchpoint in ETO no later than the 5th of the following month and includes: 


• Type of funding categories for the reimbursement 
• Total amount of reimbursements for that client 
• Supporting documentation of expenditure  


o Receipt of expenditures 
o Supporting documentation of expenditure 
o Proof of income 


 


If you have any questions, please contact Candice Dean at Candice@ahomewithhope.org. 
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How to enter the DCSFv3 Touchpoint 
 


Step 1: Take a new Touchpoint 


 


 


Step 2: Select DCSF v3 


 


 


Step 3: Enter the date the expense was incurred.  Select your agency name, household type, and funding 
type. 







DIRECT CLIENT SERVICE FUND (DCFS) OVERVIEW 
 


 


 


 


 


Step 4: Depending on your funding type selection, please complete the remainder of the touchpoint as 
prompted.  Note that only those field with asterisks are required. 


 


For City of Fort Worth: 


 


 


 


 


 


 


 


 


 


 


 


 


 


 







DIRECT CLIENT SERVICE FUND (DCFS) OVERVIEW 
 


 


For Tarrant County Funding: 


 


 


Step 5:  Be sure to upload any supporting documentation (proof of income, itemized receipts, etc.). 


 


Step 6:  Click SAVE at the bottom of the screen. 


 


****If there are any questions you will be notified by TCHC staff.  All reimbursement requests should 
be entered into ETO by the 5th of the month following the date the expense was incurred by your 
agency.  If you need extra time or have any questions, please contact – Candice Dean at 
Candice@ahomewithhope.org. 


 


DCSF FAQs 
 


When can I submit a DCSFv3 touchpoint? 
A touchpoint should be submitted as soon as all required documentation is available, but no later than 
the 5th of the month following the expense paid date. 
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Is a client's ongoing rent a covered expense? 
No. DCSF is not approved for the ongoing rent for a client. Rental assistance is a one-time thing, that 
covers the client's first month of rent.  
 


What do I need to submit with the DCSFv3 touchpoint? 
• Type of funding categories for the reimbursement (all transportation for housing must be HCC) 
• Total amount of reimbursement for that client 
• Supporting documentation to be uploaded 


o Proof of income for the client (if using Rapid Exit) 
o Expense receipts for all payments made 
o Hard copy of critical document once it arrives 
o W9 for the landlord (if rent is being paid) 


 


When will my agency be reimbursed by TCHC? 
All approved DCSF request are reconciled at the end of every month and should be paid out the 
following month.  
 


If I have any questions about DCSF, who should I contact? 
If your supervisor can not answer your questions, please reach out to Candice Dean with TCHC at: 
candice@ahomewithhope.org 
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A household can be considered an individual or family.
 
During business hours - Move to STEP 2.
 
During off-hours
Refer household to trained staff the following morning to 
complete diversion screening.
 


Household presents at an access point or 
outreach worker encounters client on 
outreach.


STEP 1


STEP 2
Use the diversion assessment tool to help guide the 
conversation if needed.
 
Move to STEP 3.


Begin the diversion conversation.


STEP 3
Yes
Explain consent
Create outreach contact or case manager note
Complete HUD Start
Move to STEP 4
 
No
Move to STEP 5
 


Was the diversion attempt successful?


Yes
Complete DCSFv3 touchpoint
Submit a DCSF reimbursement 
Move to STEP 7
 
No
Move to STEP 7


Was DCSF used?


STEP 4


STEP 5
Yes
In Fort Worth - refer to PNS Rapid Exit Program and move to 
STEP 6
Outside of Fort Worth - use DCSF to assist in exiting 
homelessness (if needed) and move to STEP 6
 
No
Move to STEP 6


If not today, can the household be diverted 
in the next 30 days?


 
Explain consent
Create case manager note or outreach contact 
Complete HUD Start & VI-SPDATv2
Begin shelter intake
Move to STEP 7
 


Begin shelter intake or enter household 
in outreach program.


STEP 6


STEP 7
Complete diversion touchpoint in ETO.
 
Move to STEP 8.
 


Create diversion touchpoint.


Complete HUD Exit and program dismissal in ETO once a 
household is diverted.
 
*Wait at least 24hrs after a household is entered into the 
system for HUD Exit and Dismissal


Complete HUD Exit and dismissal.


STEP 8


STEP 9 Household Successfully Exits 
Homelessness!!!


Tarrant County Homeless Coalition


TX-601 Diversion Process








TX-601 
DIVERSION ASSESSMENT TOOL 


 
 
 


 
 


This assessment tool should be used to determine if a household qualifies for diversion 
assistance. This should be administered as soon as a family enters the intake center to 
determine if they will need shelter or if they can be assisted without having to enter the 
homeless assistance system. 


 
 


Household Information 
Adults 


 


Name (list primary adult 
first) 


Age Gender SSN Race 


   - -  


   
- - 


 


     


 
 
 


Minor Children 
 


Name Age Gender SSN Race HOH has 
custody? 


    
- - 


  


    
- - 


  


    
- - 
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Explanation of Diversion Conversation 
 


Sample Script: “Our goal is to learn more about your specific housing situation right now 
and what you need so that together we can identify the best possible way to get you a place 
to stay tonight and to find safe, permanent housing as quickly as possible. That might mean 
staying in shelter tonight, but we want to avoid that if at all possible. We will work with you 
to find a more stable alternative if we can.” 
 
 
Housing Information 


1. Where did you stay last night? 


 
 
2. Are you safe in your current living situation right now? 
 Yes  No 


 
 
3. Is there anyone else you and your family could stay with if you were able to receive 
transportation assistance/limited financial support? 
 
 Yes 
 No 


      
4. What are all the other things you tried or thought about trying before you sought shelter today? 
 
 
 
 
 
5. What are all the other things you have thought about trying but have not attempted yet in order to avoid 
needing shelter today? 
 
 
 
 


6.  What is the main reason that you had to leave the place you stayed last night? Are 
there additional reasons why you can’t stay there any longer? 
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7. Do you think that you/you and your family could stay there again temporarily if we provide 
you with some help or referrals to find permanent housing or connect with other resources? If 
no, why not? What would it take to stay there temporarily? 
 
 
 
 
 


8. What is making it hard for you to find permanent housing for you/you and your family or 
connect to other resources that could help you do that? What do you feel are your barriers? 
What assistance do you feel you need? 
 
 
 
 
 
9. What resources do you have right now that could help you and your family find a place to 
temporarily stay or find permanent housing? 


  


 


 


 


If admitted to shelter, there is still an expectation that you will be attempting to find 
permanent housing for you and your family. What is your plan at this point for 
securing housing if you are admitted to shelter? 
 
 
 
 
 
_____________________________ 
Completed by: 
 
_____________________________ 
Date: 
 
 





		Adults

		Explanation of Diversion Conversation

		1. Where did you stay last night?

		2. Are you safe in your current living situation right now?

		3. Is there anyone else you and your family could stay with if you were able to receive transportation assistance/limited financial support?








 


Access Points 


Agency Access Type Address Contact Number 
TCHC Helpline  (817) 996-8800 


Presbyterian Night 
Shelter 


Shelter 2400 Cypress St 
 


(817) 632-7400 


The Salvation Army 
Mabee Center 


Shelter 1855 E. Lancaster (817) 344-1800 


True Worth Place Day Shelter 1513 E. Presidio  (817) 289-7474 
Union Gospel Mission Shelter 1321 E. Lancaster (817) 339-2553 


Center for Transforming 
Lives 


Shelter 512 W 4th St (817) 332-6191 


Arlington Life Shelter Shelter 325 W. Division  (817) 548-9885 
DRC Solutions Mobile 


Assessors 
Outreach Mobile  (817) 995-7870 


TWilson@DRC-Solutions.org 
 
 


Presbyterian Night Shelter 


 
 


Outreach 


 
 


Mobile 


(817) 632-7451 
scairo@journeyhome.org 


 
(817) 900-3171 


sbrown@journeyhome.org 
Hands of Hope Outreach Mobile (817) 298-2779  


john@hohtx.com 
MHMR Integrated 


Outreach Services (IOS) 
Outreach Mobile (817) 569-5760  


 
VA Outreach Mobile (972) 898-0159  


Shanna.Ruppert@va.gov 
Hearts Full of Love Outreach Mobile (817) 677-1312 


lisa@heartsfulloflove.org 


Grand Prairie Homeless 
Outreach Organization 


Outreach Mobile (214) 212-7958 
tchan@gphoo.org 


 


Seasons of Change Outreach Mobile (817) 806-4135 
tthomas@seasonsofchangeinc.com 


CitySquare Fort Worth 
TRAC 


Outreach Mobile Main Number: 214-370-9300 
Tara Gordon (Case Manager):  


817-307-6090 










Diversion is often misunderstood as turning people away or saying “no”. That is the wrong mindset. Diversion is about saying “yes” to helping them navigate a safe alternative to shelter that is appropriate to their specific circumstances through an investment of staff time (often dedicated staff) that have specific problem-solving skills and access to flexible resources to put the solution into action.

There are nine steps to an effective diversion practice, with each step progressing more deeply into resolving the current housing crisis while concurrently determining if shelter access will be required. For obvious operational reasons, it may not be practical to work through all of the steps if your shelter accepts admissions in the middle of the night. But by and large this should be the approach applied to most households presenting for shelter in most instances.

STEP ONE: Explain the Process

Explanation of the diversion conversation.

“Our goal is to learn more about your specific housing situation right now and what you need so that together we can identify the best possible way to get you a place to stay tonight and to find safe, permanent housing as quickly as possible. That might mean staying in shelter tonight, but we want to avoid that if at all possible. We will work with you to find a more stable alternative if we can.”

What is being established in the opening script is a transparent explanation of what is about to happen for the person that is seeking shelter, understanding this may not be what they wanted to hear. First, we are interested in their housing situation right now – not the entire housing history. Second, it emphasizes that the work moving forward is something that will happen together. In other words, this is not a situation where a household can drop their housing crisis onto someone else’s lap to fix. Third, it focuses on safe, permanent housing, while being clear that if it is possible to avoid a shelter stay to achieve that, then doing so would be most desirable.

STEP TWO: Today’s Urgency and Untested Options

Why are you seeking emergency shelter today?

What are all the other things you tried before you sought shelter today?

What are all the other things you have thought about trying but have not attempted yet in order to avoid needing shelter today?

The key element of the first question is emphasis on today. Another way of looking at this, and even probing for more information, is why they were not seeking shelter yesterday, and why they are not here tomorrow. In most instances, the diversion worker will learn of a specific



 (
OrgCode Nine Steps of Diversion 
1
 | 4
)

conflict or event that has occurred that has brought them to a place of seeking services today.  If it is possible to resolve the conflict or address the event before progressing any further, that should be done.

The two other questions are  exploratory in nature. In learning what they have already	tried, there is an opportunity for the diversion worker to learn what worked and did not work. There is also an opportunity to not suggest things that have already been attempted. The more important of the questions by way of diverting people from shelter is that which they have thought about doing but have not tried yet. In most instances, this results in concrete actions that can be attempted at that moment, though taking those actions may require assistance with accessing a phone, counselling/briefing on what they are thinking of attempting, accessing transportation, etc.



STEP THREE: Last Night’s Safety

Where did you stay last night?

a. If staying with someone else, what is the relationship between them and you?

b. How long have you been staying there?

c. Where did you stay before that? d. Would it be safe for you to stay there again for the next 3-7 days?

e. (If a couple and/or household with children under 18) Would your whole household be able to return and stay there safely for the next 3-7 days?

f. If indicate that the place where they stayed is unsafe, ask why it is unsafe.

g. If cannot stay there safely, or if were staying in a place unfit for human habitation, move to Step Six.



You are trying to ascertain whether the place they are coming from is safe to return to while the household works on a more permanent housing solution. There are discernible differences in the diversion process when the person seeking shelter services has been in a safe, appropriate place for some time versus the person that is bouncing around from one location to another without safety and security.



STEP FOUR: Story Behind the Story (At Last Night’s Safe Place)



What is the primary/main reason that you had to leave the place where you stayed last night?



Are there additional reasons why you can’t stay there any longer?



Another way of looking at this step is “what is the story behind the story?”, which is intended to

enrich the contextual understanding for the diversion worker to figure out a pathway forward.





STEP FIVE: What Would it Take to Stay (At Last Night’s Safe Place)



Do you think that you/you and your family could stay there again temporarily if we provide you with some help or referrals to find permanent housing or connect with other services?



If no, why not? What would it take to be able to stay there temporarily?



This is an entry into progressive engagement with diversion. Instead of going “all in” with a solution or even a range of resources, the fundamental question is “What would it take to be able to stay there temporarily?” In other words, the diversion worker is asking the service-seeker what they feel the solution would be rather than, perhaps, providing more resources than are actually required or more intervention that what would be necessary. Importantly, the diversion worker has to be able to take action on the types of “asks” the service-seeker may have, in order to divert them from shelter. For example, if the person identifies that helping out with groceries would make it possible to go back temporarily, the diversion worker has to have the immediate ability to support that, as opposed to having many layers of approval or passage of time to reach accessing the resource.

STEP SIX: New Place to Stay Temporarily

If no, is there somewhere else where you/you and your family could stay temporarily if we provide you with some help or referrals to find permanent housing and access other supports? For example, what about other family members? Friends? Coworkers?

What would it take for you to be able to stay there temporarily?

Again step six is progressive engagement in action. It empowers the service-seeker to identify both other people and the resources that would be necessary to achieve the outcome rather than having finite resource options to suggest or trying to solve the problem for the service- seeker.



STEP SEVEN: Identifying Barriers and Assistance Required

What is making it hard for you to find permanent housing for you/you and your family - or connect to other resources that could help you do that?

What do you feel are your barriers? What assistance do you feel you need? STEP EIGHT: Current Resources

What resources do you have right now that could help you and your family find a place to stay temporarily or find permanent housing?



The intention of this step is to focus on what the individual or family has rather than what they do not have, in order to progress further into finding a solution that does not rely on the service provider or system of care to solely be the solution to their housing instability. While additional questions can be added to probe for information, this step intentionally does not rely on a series of forms or a particular decision-making matrix in order to dictate how to proceed.

STEP NINE: Housing Planning

If admitted to shelter there is still an expectation that you will be attempting to secure permanent housing for you (and your family).

What is your plan at this point for securing housing if you are admitted to shelter?

If the household has a plan in place, terrific. If not, there is an opportunity to engage in solution creation without provision of a one-size fits all solution. It is better that, from the front door of the shelter, there is a focus on having people plan their own exit prior to entry rather than having people come into service and then find the way out. This also is critical for setting up opportunities for self-resolution within shelter.
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TX-601 Diversion Frequently Asked Questions (FAQ) 
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Question/Concern 
 


Response 


What is Diversion?  Diversion is a strategy that assists households in 
housing crisis to return to housing or identify 
safe, alternative housing outside the system of 
care. The process utilizes resources and 
connections to assist the household in identifying 
alternative housing options, including but not 
limited to returning to their own housing, staying 
with family/ friends, or relocation to another 
area. 
 


When do we conduct diversion? Attempts to divert households should occur at 
initial contact. If initial diversion attempts are 
unsuccessful, service providers should repeat 
attempts to divert clients on a weekly or bi-
weekly basis. 
 


What defines a successful diversion? Staff engages with the client and is able to 
successfully identify alternative housing options, 
including but not limited to returning to their 
own housing, staying with family/ friends, or 
relocation to another area. 
 


Is the diversion screening the same as the VI-
SPDAT? 


No, the diversion strategy is used to prescreen 
households before they enter the homeless 
system. 
 


Who is eligible for diversion screening? Any client who: 
• is seeking shelter or services in Tarrant or 


Parker counties 
• is at risk of homelessness, literally homeless 


and/or a domestic violence survivor or 
fleeing 
 


What is an eligible diversion expense?  • Bus Ticket 
• Family Reunification 
• Gas Card 
• Deposits 
• Rental Assistance 
 


Is there a script available for the diversion 
process? 


Yes! There is a: 
1) Diversion Screening Script - handout 
2) Diversion Script in ETO – Diversion Touchpoint 
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When is a diversion entered into the HMIS? HMIS Data Entry is done when a household is 
diverted from the system of care and when a 
diversion is attempted but unsuccessful.  Data 
entry should be done immediately and no later 
than 24hrs.  
 


What do we do outside of office hours? Clients who check-in at the shelter at night or 
during low staff capacity, should be referred to 
trained staff in the morning. 


What do we do when staff does not have the 
capacity to do diversion? 


If a client is a good fit for diversion, but you do 
not have the staff capacity, revisit the diversion 
conversation with the client at a later time. 
 


What can I do if the client denies having any 
family members or friends who would be willing 
to house them? 


Dig deeper to see what it would take to repair 
those relationships. If a financial incentive would 
help the family or friend reconsider, utilize DCSF 
to overcome that barrier. Find other supports 
that the client can identify, get creative. If the 
client has income, explore avenues like Craigslist, 
group homes, Padmission. DCSF Can cover the 
cost of deposits, application fees, and first 
month’s rent. 


What do I do if the client accuses me of not 
wanting to allow them access to shelter or 
services? 


Explain the goal of diversion. We want to draw 
on and strengthen the support networks that the 
client already has or could cultivate with the help 
of the assessor/worker. Shelter stay or program 
enrollment should be the last resort; we don’t 
want clients entering into homelessness if they 
do not have to. 
 


What do we do if the diversion attempt is 
unsuccessful? 


Begin your shelter intake process and follow up 
with the client regularly for updates. Assist the 
client with barriers identified along the way to a 
successful diversion. Remember, diversion can 
take time. Allow the client to process the next 
steps. Diversion is a client-led approach.  
 


How can my agency get additional training on 
diversion? 


The Homeless Coalition provides monthly 
diversion training for new case managers. Your 
agency may also request technical assistance. 
 


How does diversion take into the account client/ 
family safety, especially for Domestic Violence 
Survivors? 


Diversion may not be appropriate for a client or 
household in immediate danger. The diversion 
screening is a conversation that should identify 
this risk for the family.  


Can DCSF be used for diversion? Yes! 
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When should I submit a DCSFv3 touchpoint? A touchpoint should be submitted as soon as all 
required documentation is available, but no later 
than the 5th of the month following the expense 
paid date. 


What do I need to submit with the DCSFv3 
touchpoint? 


• Proof of income for the client (if using Rapid 
Exit) 


• Expense receipts for all payments made 
• Itemized documentation of expenses 


When will my agency be reimbursed by TCHC? All approved DCSF request are reconciled at the 
end of every month and should be paid out the 
following month. 


Who should I contact if I have additional 
questions about DCSF? 


If your supervisor can not answer your questions, 
please reach out to Candice Dean with TCHC at: 
candice@ahomewithhope.org 


 








Characteristics of an Exemplary Diversion 


Specialist 
Posted by Iain De Jong 10sc on September 06, 2016 
http://www.orgcode.com/characteristics_of_an_exemplary_diversion_specialist  


In training communities on effective diversion, a common question is, “What are the sort of 
characteristics you’d look for when hiring someone for that position?” It is a great question 
because it appreciates that the role is somewhat different from other roles that serve people 
experiencing homelessness or at imminent risk of losing housing. Here are some thoughts. 


  


They should be an extraordinary problem solver who is remarkably resourceful 
rather than whining about a lack of resources. 


Being solution-focused means the individual will work the problem to find a solution rather 
than waiting for someone else to find a resource or fix a system that is broken. I like to think 
of good Diversion Specialists as the Macgyver’s of the homeless and housing service 
delivery system – they find a way to make it work with what they have, even when it is not 
ideal. 


  


They need to think before reacting to what is presented. 


A good Diversion Specialist puts themselves on a short delay. The client says something. 
They take a pause, sometimes counting in their head, before responding. This avoids 
unnecessary conflict, feelings of interrogation, and the rapid exchange that can interfere 
with remaining objective. 


  


They must remain objective and fair. 


A good Diversion Specialist sees forests and trees. They see the needs of the household in 
front of them while also thinking of all households in similar circumstance. They see the 
household’s needs for resources in the context of all resources available. They are not 
going to circumvent the process, nor are they going to make exceptions. They build 
trustworthiness through the transparency of what they do. 


  


They must focus on the problem/issues, not the emotions. 


Jokingly I have remarked that the best Diversion Specialists are the ones that have no 
heart. Yes, a Diversion Specialist should have compassion. But then need to separate the 
sometimes overwhelming emotional context that the household finds themselves in from the 
problems that led the household to seek service in the first place. Otherwise the Specialist 
can cater the response to the emotional outburst instead of dealing with the real issue(s). 


  


They must exercise direct communication and active listening. 



http://www.orgcode.com/characteristics_of_an_exemplary_diversion_specialist





No sugar coating or misleading referrals are found emanating from the lips of a good 
Diversion Specialist. They focus on facts rather than opinion or advice. They call it as it is 
after making sure they have understood the situation as presented. 


  


They must focus on the future, not the past. 


Nobody has a time machine – Diversion Specialists included. A good Specialist knows they 
cannot rewind life to prevent a particular situation or mishap from occurring. As such, they 
need to see exactly where things are at in the present to work with the household to prepare 
a course of action for the future. And when the household seems fixated on past events, 
they work hard to get them to focus not on “what happened” but instead on “what’s next?”. 


  


They must have unwavering integrity of process and remain impartial to all parties 
that may be trying to influence the situation. 


A good Diversion Specialist is supported by the system and established processes as a 
whole. There are no special favours for politicians or friends in other organizations or their 
pastor, etc. While others may try to advocate for particular favour for their household, the 
best Diversion Specialists ensure there are no side doors or special treatment. 


  


They must have impeccable personal boundaries. 


Whatever is happening in the life of the client, a good Diversion Specialist will know how to 
separate that professionally from their own life and experience so that emotions and 
resources on a personal level do not interfere in the process. More than once I have 
encountered Diversion Staff that feel sympathy instead of empathy in particular situations, 
only to then watch personal boundaries crumble. 


  


They must embrace and empower self-determination. 


A good Diversion Specialist works with the household seeking assistance. They do not do 
things to the household nor do they do things for the household. A good Diversion Specialist 
knows how to transparently present options for consideration by the household and 
empowers that household to resolve their own situation to the best of their ability, 
progressively engaging only when the household has demonstrated an inability to 
effectively engage with the resources and options provided. 


  


They must steadfastly distinguish between want and need. 


A good Diversion Specialist uses the lightest touch possible after understanding the true 
needs of the household. This is critical given the household can, quite honestly, approach 
services feeling a sense of entitlement, or wanting what their friends have received, or even 
getting what they were given in a previous encounter with the system. A good Diversion 
Specialist focuses on needs, not wants. 


 








How to Complete the Diversion Touchpoint 


 


You will find the touchpoint named "diversion/crisis assessment."  See the following images 


for an example of the touchpoint.  The first section will get the basic information for the 


circumstances of the diversion visit. 


 
 


The next section will provide dialogue, questions, and guidance on what to ask the client and 


how to determine if diversion services are an appropriate fit for the client(s). 


 







How to Complete the Diversion Touchpoint 


The final section is stating whether the diversion is a successful diversion or not a good 


fit.  There are different prompts for yes versus no.  Depending on the circumstances - a client 


has 3 options. 


Option #1 - Successful Diversion 


Option #2 - Not a successful diversion but may be able to exit homelessness quickly with 


assistance. 


Option #3 - Not an appropriate fit for diversion. 


Once complete - you may move on to the next step/touchpoint depending on the client's 


situation. 







