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When we started this project, we wanted to examine how to better serve low income, and
homeless individuals through programming, rotating community agency visits, either via
monthly tabling or office hours.

HOWEVER...we quickly ran into issues:

® How do we find community agencies?
® How do we contact these agencies?

® How do we know which service categories are most needed?

The project we ended up with was a toolkit to help library staff fill the information
needs of low-income and unhoused patrons:

People Need Systems:



Steps Taken

/

-

SURVEY LIBRARY STAFF

How do frontline workers feel
about what’s being asked of them
& their ability to help?

\

/

/

(&

INTERVIEW SOCIAL
SERVICE PROFESSIONALS

How do outside professionals find
other services?

\

/

(&

What do other library professionals
say about social services in the
public library?
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Survey Results

What we heard from library staff

119 Respondents from across NY State libraries

. Majority report increased work load

. Emotional fatigue is a widely reported

. Many say expectations exceed training



Types of Information Needs

Most Common Needs

® Housing Instability

® Food Insecurity

® Financial Hardship

® Access to Social Services

® Technology Access tied to survival needs (benefits,
jobs, etc)

Libraries are functioning as information access points
to survival services.
Some programs, like community pantries, are set up in

public libraries...but if a public library wants to network,
where do they start?

Howland Public Library



Levels of Support

Response level is based on the complexity of information needs, not the individual.

SUPPORT LEVEL

PATRON NEEDS

STAFF ROLE

FOLLOW-
UP

Assisted Navigation

understanding or accessing a
resource

applications, provides private
meeting spaces as allowed

LEVEL 1: Patron can act independently | Provides resource lists, No follow-up required
Independent Support with basic information emails, phone numbers, other

basic guidance
LEVEL 2: Patron needs help Helps with forms, calls, and Limited or none

LEVEL 3:
Supported Referral

Patron requires outside
professional or ongoing
support

Warm hand-off to outside
professional, On-site services
offered if available

Document referral,
no case management




Tiered Partnership Model

Libraries may use a combination of tiered partnerships as resources and circumstances allow.

Tier 1:
On-Site Partner Services

Scheduled community
organizations providing direct,
in-person support

Examples: housing clinics, food
access programs, benefits
enrollment

Tier 2:

Referral Network
Trusted external agencies staff

can reliably connect patrons to

Warm referrals, phone
connections, appointment
scheduling, internal resource
lists

Tier 3:
Self-Service Resources

Independent access tools for
patrons at any time

LibGuides, print handouts,
public directories




Core Service Gategories

Emergency Shelter
& Crisis Housing

Health Care
& Mental Health

Legal Assistance

Housing Assistance
& Navigation

Benefits
& Financial Assistance

Case Management
& Social Service Navigation

Food Access, Hygiene
& Basic Needs

Employment
& Workforce Development

Specialized Populations
(Veterans, Senior citizens)



Connecting With Gommunity Agencies

. . United Way Head Start
STEP 1 : \Cllvomdmufnlty/ l\ftﬁtworklng A Catholic Charities USA
. . . ord-of-mou . , _
Find the Organlzatlons ° Googling food pantries housing agencies
immigration services prison librarians
STEP 2 ® Find contact info for specific names/positions

o Websites, business cards, articles, word-of-mouth
® How do they prefer to be contacted?

Find Specific People

STEP 3
Just Do It

Write the email, make the phone call!




The Rotating Partnership Schedule

e Brings specialized services into the library

e Can be a combination of tabling, office hours, or programming
e Distributes service across the year

e Creates predictable access points for patrons

y 9 @ J y o @
January  February | March|  Apri  May Summer | Fall |
s 4 2 - s o’
Housing Food Workforce Youth & Mental Basic Needs Benefits

Support Access Development Family Health Enrollment
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Services and Information

Connection to resources: Food, Mental Health, Physical Health, Shefter, Housing,
Direct help and connection to resources: Food, Sheller, Domestic Violence, Victim
Free, unbiased information about long term services and supports in New York Stz
Lifeline program helps qualifying low-i by ing |
Assists incarcerated individuals retuming home with resource referrals for housing

Services and Information

Food available Monday and Thursday 1-4pm

MCAT provides on-site mental health refarrals, Itati ‘wellne
The 888 Lifeline is available 24/7/365. Your conversations are free and confidentia
Emergency Contact for Medicaid Assistance, Protective Services, SNAP, TANF, E/
Emergency Assistance to Families (EAF) and Emergency Aid to Adults (EAA) to a
Mon-profit that helps people with a number of social issues induding homelessnes

Services and Information

We assist adults 60 and older in maintaining andfor improving their social, econom
Connexcting clder adults and adults with disabilities with services to feel safe and ¢
Lunch is served daily by the Greene County Meal Seal at the Washington Irving S

Services and Information

Crisis Intervention, Safety Planning, Shelter, Legal Services, Social Services, Coui
REACH Center provides free and confidential services with a 24-hour emergency |
CAC serves an i role in i fying and child abuse, and helpi
Shelter, non residential services (such as crisis counseling, case management, sal

Services and Information
GED and English as a New Language (ENL) classes offered




Name: WebJunction

Publisher: OCLC, Inc.

Webaddress:
https://www.webjunction.org/home.html
Training Topics: Libraries services, library
management, staff development

Paid or Free: Free

Name: Infopeople

Publisher: Part of Califa Group
Webaddress: https://infopeople.org/
Training Topics: Libraries services, library
management, staff development

Paid or Free: Free

Some Recommended Trainings

Name: Homeless Training

Publisher: Empathy Studios, LLC.
Webaddress:
https://homelesstraining.com/
Training Topics: De-escalation, crisis
situations

Paid or Free: Paid

Name: Mental Health First Aid USA
Publisher: National Council for Mental
Wellbeing

Webaddress:
https://mentalhealthfirstaid.org/
Training Topics: Adult and youth mental
health first aid

Paid or Free: Paid



https://www.webjunction.org/home.html
https://infopeople.org/
https://homelesstraining.com/
https://mentalhealthfirstaid.org/

Other Topics in Toolkit

® Policy & Procedure advice for setting
boundaries

Partnership Inquiry scripts

Partnership Contract template
® Staff buy-in advice
® Evaluation & Continuous

Improvement advice

Quick reference sheet

Example Flowchart

Toolkit and full survey results will be available online.
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