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Department of 
Homelessness 
and Supportive 

Housing

Thanks to all the HSH professionals we interviewed. They 
were readily available, responsive to requests, 

experienced and committed to their work

§ Relatively New Organization with Significant Challenges
§ Formed in 2016 combining homeless programs from four existing 

departments
§ Have dealt with increasing demand for services, funding challenges, 

the pandemic, staff turnover and open headcount 

§ Significant Achievements
§ 15,000 people sheltered and housed every night 
§ Over 8,000 households exited homelessness from January 2019 to 

January 2022 



The
“Homeless”

“Based on its most recent federally mandated Point in Time count 
(PIT), San Francisco estimates that there are 7,754 people 
sleeping on floors, in cars, tents, shelters, or in doorways on any 
given night. Yet what the public generally observes as “the 
homeless” is that part of the population on our streets that suffers 
from chronic unsheltered homelessness. Depending on the data 
source, this subpopulation represents only about a third of the 
total homeless population. But in the public perception, this 
part often ends up representing the whole.”

From the ‘21-’22 Civil Grand Jury Report, A 
Progress Report About the Department of 

Homelessness and Supportive Housing



Home by the 
Bay 5 Year 

Strategic Plan



Home by the 
Bay 5 Year 

Strategic Plan

§ Homeless crisis disproportionately impacts most marginalized 
residents 

§ Strategies to improve outcomes for all subpopulations of those 
experiencing homelessness, most notably the chronically 
homeless 

§ 11 identified subpopulations



Home by the 
Bay Action 

Areas Identified



Investigation 
Focused on HSH 

Contracting 
Practices

Why focus on contracting with CBOs?
§ Critical to delivery of quality services to the homeless
§ Significant budget expenditure

§ As of 5/4/23, > 300 active agreements, some 
extending until 2030, total original contract 
value of > $2 billion 

Objective
§ Can improvements in contracting contribute to 

progress toward reducing/eliminating 
homelessness?

§ Can improvements in contracting aid in efforts to 
help the chronically homeless?



Why Make 
Contracting a 

Priority

Results-Based Contracting
“Increasing the effectiveness of procurements is . . . an 
essential component of improving governments’ overall 

performance in creating public value.” 

Active Contract Management
“Agencies should use procurement and contracting to 

establish the foundation for an ongoing collaboration with 
contracted service providers to strategically improve 

performance.”

- Harvard Performance Lab



Investigation 
Focus

§ Increase contracting practices effectiveness
§ Establish and measure outcomes that deliver performance 

and value
§ Improve contract monitoring to increase collaboration with 

CBOs and strategically improve performance
§ Improve data quality and transparency on homelessness

§ Better measure and deliver services to 
where services are needed most



Historic 
Contracting 

Efforts

2016 Civil Grand Jury Report 1
§ Organizations receiving City funding should require 

comprehensive outcome performance measures 

2020 Budget and Legislative Analyst Report
§ Executive Director (HSH) should ensure that all contracts 

include specific performance metrics and that those 
metrics are monitored at least annually through the 
program monitoring process

August 2022 City Auditor’s Report2

§ City departments needed to improve performance 
measurement and strengthen program monitoring 
practices.

1 HSH a newly formed entity
2 HSH not included in analysis, but CGJ found similar practices



Performance 
Contracting/ 
Measuring 
Outcomes

§ CGJ evaluated contracts noting that, in a 
number of cases, contract outcomes more 
closely aligned with activities than impacts

§Observations aligned with prior media 
reports and, more generally, with citywide 
observations 8/22 City Auditor’s Report*

* HSH not included in this evaluation



HSH

§ HSH acknowledges
§ Inconsistent data across providers
§ It has significantly improved the ONE System for data 

capture from providers
§ Next step to standardized metrics to better evaluate 

program success and performance

§HSH is developing more standardization in 
performance outcomes

§ FY’23-’24 Comprehensive Performance Measurement 
plan - outcomes to align with Home by the Bay 
Strategic Plan

§Over the next few years – update contract service and 
outcome objectives for all agreements

§ FY’23-’24 Performance Measurement Plan – several 
measures calculable in next 1-2 year



Performance 
Monitoring

§ CGJ determined that, while the structure for 
contract reporting has improved, CBOs 
require additional training to ensure quality 
data input

§ Increased monitoring can potentially 
improve CBO performance 



HSH

§ HSH made significant progress to set 
monitoring expectations in ‘22-’23 and will 
implement in agreements and team manuals 
during FY‘23-’24. 

§ Updated Programs Agreement Manual rollout 
1Q FY’23

§ When fully staffed, contracts team will extend 
monitoring to organizations not meeting the 
Controller’s funding threshold

§ While there are benefits to increased 
monitoring, HSH will also seek opportunities to 
minimize monitoring burden on CBOs



Improved Data 
Reporting/ 

Transparency

§ CGJ determined City Performance Scorecard 
for Homelessness makes tracking the City’s 
overall progress on Homelessness difficult
§ It does not provide information on all of the subpopulations 

of homeless individuals
§ It does not show changes in the chronically homeless and its 

subpopulations over time 

§ Scorecard should report progress for the 
chronically homeless and all subpopulations 
over time. 



Current City 
Performance 

Scorecard 

Homeless Response System → Homeless Population 
→ Interactive Benchmarking Dashboards



HSH

§ City Performance Scorecard does not reflect 
all metrics important for the City, through 
HSH, to monitor

§ Revisit in November ’23 to better align with 
Home by the Bay’s Performance 
Measurement Plan

§ Scorecard may not be appropriate place for 
subpopulation data
§ 11 subpopulations
§ Work to be developed in formulating strategies



Conclusion

§ HSH faces demanding financial, environmental and 
organizational challenges in achieving the goals of the 
Home by the Bay strategic plan 

§ Improved contracting practices will . . .
§ Improve contract and contractor performance against goals
§ Improve contractor selection
§ Improve HSH staff and CBO productivity
§ Maximize the effective use and value of taxpayer funds

§ Improved contracting practices will allow HSH to better 
focus, assess and adjust its strategy to address the needs 
of the chronically homeless and its marginalized 
subpopulations

§ Improved data reporting and transparency will allow the 
public to more readily understand plans and assess 
progress toward eliminating homelessness



§ To align delivery services and cost efficiently 
achieve the goals of the Home by the Bay 
strategic plan, HSH must improve contracting 
practices

§ HSH recognizes the need and has some plans in 
place, but success requires a significant 
commitment and time

Impactful Contract Outcomes → Meaningful Data → 
Quality Information → Good Strategy → Ability to Assess, 

Adjust and Deliver Successful Initiatives

§ HSH should stick to the schedule outlined in its 
responses and regularly report to the BOS on its 
progress

Conclusion
(cont’d)


