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/F(((((((H6""(6,(>#(1/&/$#K(/&K(1/6&,/6&#K(/,(-34J(
%.*75*"5**"@2*534'-"A!"7-9"@2*534'-"BCD":*.'>?"
>F((((((H6""(6,(>#(./88#K(/"*&$(,*(/&*,%#0(7*+&,'(,#7%&*"*$'(K#./0,1#&,J(
E'D"=('F*+3"<7-7/*<*-3"7-9"4<=.*<*-3734'-">4..":*"(*374-*9"73"GH1?""
"

LEFG(M8(,%#0#(0#:+60#KN1/&K/,#K(6&2*01/,6*&(,%/,(O0K(./0,'(.0*56K#08(1+8,(0#.*0,(*&(,*(-34J(
I*5?"),*"(*@24(*9"9737"J7(4*5":0"30=*"'&"5*(J4+*D"='=2.734'-"5*(J*9D"7-9"'3,*("&7+3'(5?"
"
LLFG(!0#(,%#0#(7#0,/6&(K/,/(.*6&,8(,%/,(/0#(0#$+"/0"'(>#6&$(2#K(>/7P(,*(-34(20*1(O0K(./0,'(.0*56K#08J(
I*5D"5*(J4+*"=('J49*(5"*-3*("7"/(*73"9*7."'&"9737"4-3'"'2("4-&'(<734'-"5053*<5?""K3"J7(4*5">49*.0":0"30=*"'&"
5*(J4+*?"""
"" /F(((((((!0#(,%#8#(/,(/&(6&K656K+/"(*0(/$$0#$/,#("#5#"J(

L*"(*+*4J*"4-94J4927.D"+.4*-3M.*J*."9737"&('<"'2("=('J49*(5D"J47"5*J*(7."94&&*(*-3"9737"+'..*+34'-""
7-9"9737"*N+,7-/*"5053*<5?"

"" >F((((((3*I(20#:+#&,"'J"
O'53"'&"3,*"+.4*-3"9737"45"*-3*(*9"4-3'"9737"+'..*+34'-"5053*<5"(*7.M34<*":23"GH1"(*='(34-/""
5053*<5".'79"43">**;.0?""%70<*-3P+.74<5"9737",75"7"/(*73*(".7/D"2="3'"QR"9705?"""

"" 7F(((((((H%/,(/0#(,%#(P#'(1#/8+0#8J(
1=*+4&4+"<*752(*5"J7(0"/(*73.0"7+('55"5*(J4+*5D":23"4-"/*-*(7.">*"7(*"4-3*(*53*9"4-"=('/(7<"
=('+*55"7-9"'23+'<*5"<*752(*5D"75">*.."75"7"+'<=(*,*-54J*"=4+32(*"'&"7-"4-94J4927."+.4*-3S5"
-**95?"""%.*75*"7.5'"5**"@2*534'-5"TTMTBD":*.'>?"

""
L@FG(3*I(/7,65#"'(/0#(8*76/"(1#K6/(/77*+&,8(1/&/$#K(/70*88(-34J(
GH1"7+34J*.0"<7-7/*5"7++'2-35"'-"$7+*:'';D"U4-;*9K-D")>433*(D"7-9"V4<*'?"%.*75*"5**"@2*534'-"TWX*YD"
:*.'>?"
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8.4*-35"9'"25*"5'+47."<*947"3'"+'-37+3"GH1D"3,'2/,"3,45"45"-'3"3,*"=(4<7(0"<*7-5"'&"
+'<<2-4+734'-">43,"GH1"&'("<'53"+.4*-35?"

"" >F((((((H%/,(68(,%#(0#$+"/0(1*&,%"'(5*"+1#(/70*88(,%#(K622#0#&,(7%/&&#"8(Q/&K(6&(/$$0#$/,#GJ(
L*"9'"-'3",7J*"3,45"9737"(*794.0"7J74.7:.*?"

""
LDFG(H%/,(,'.#(*2(;#08*&/""'(6K#&,626/>"#(6&2*01/,6*&(Q;MMG(I6""(I#(>#(/>"#(,*(/77#88(2*0(,0/7P6&$(
.+0.*8#8(Q6#F(R*+0&#'(,%0*+$%(-34GJ(
Z++*55"3'"%KK"5,'2.9-S3":*"-*+*557(0"&'("1'.234'-5"=('='5*9"2-9*("3,45"#$%?"L*"9'"-'3"=.7-"3'".4-;"+.4*-3"
&**9:7+;"3'"7"5=*+4&4+"+.4*-3"["=.*75*"5**"@2*534'-"T\":*.'>?""H'>*J*(D"7"+'-549*(7:.*"7<'2-3"'&"%KK"45"
7J74.7:.*"7-9"GH1">'2.9":*"'=*-"3'"5'.234'-5"X-'3"0*3"+'-549*(*9Y"3,73"(*@24(*"43?"""
""
LSFG(-*(/""(7"6#&,8(Q0#$/0K"#88(62(,%#'(/0#(O0K(./0,'(*0(*,%#0I68#G($*(6&,*(,%#(7*+&,'(K/,/>/8#J(
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""
LTFG(H%/,(I/8(,%#(,06$$#0(*0(#5#&,(,%/,(I/8(,%#(7/,/"'8,(2*0(,%68(9U;J(
),*(*">75"-'"5=*+4&4+"+737.053"&'("3,45"#$%?"L*"7(*"4-3*(*53*9"4-"4<=('J4-/"'2("7==('7+,"3'"+.4*-3"
*-/7/*<*-3?"%.*75*"(*J4*>"1*+34'-"!"'&"3,*"#$%D"]L,0"L*"Z(*"K5524-/"3,45"#$%^"&'("7"<'(*"9*374.*9"
945+2554'-?"
""
LOFG(-*#8(-34(%/5#(/(.0#2#0#&7#(2*0(*22(,%#(8%#"2(,#7%&*"*$'(8*"+,6*&8(58F(1*0#(7+8,*16V#K(8*"+,6*&8J(
L*"9'"-'3",7J*"7-"*N=.4+43"=(*&*(*-+*?"Z-"'&&M3,*M5,*.&"1'.234'-"<70":*"7==('=(473*"&'("5'<*"=7(35"'&"
3,*"#$%D"3,'2/,">*"5,'2.9":*"7:.*"3'"+253'<4_*"43"3'"&43"'2("-**95?"%.*75*"7.5'"5**"`2*534'-5"!T"7-9"!\D"
:*.'>?"
""
L?FG(U*0(>+K$#,6&$(.+0.*8#8(/0#(I#(/""*I#K(,*(6&7"+K#(/("6&#(6,#1(2*0(*5#0%#/KJ(
I*5?"%.*75*":*"52(*"3'"+.*7(.0"*N=.74-"7-9"F2534&0"7..".4-*"43*<5"4-"0'2(":29/*3"-7((734J*?"
""
LCFG(M&(0#2#0#&7#(,*(.0#56*+8(:+#8,6*&(WDCA(62(I#(/0#(.0*.*86&$(/(8*"+,6*&(7*1.068#K(*2(7#0,/6&(8#0567#8(
,%/,(/&(*+,86K#(*0$/&6V/,6*&(I*+"K(.0*56K#(Q#F$F(7"*+KX>/8#K(7*1.*&#&,8GA(%*I(8%/""(I#(%/&K"#(,%#(
8+>8706.,6*&(2##8(I6,%(0#8.#7,(,*(,%#(>+K$#,F(Y%#8#(2##8(/0#("6P#&(,*(+,6"6,'(#Z.#&8#8(2*0(*&$*6&$(
+8/$#N*.#0/,6*&(*2(,%#(,**"F([/'(I#(>0#/P(,%#1(*+,A(6&(/KK6,6*&(,*(*+0("/>*0(=(1/,#06/"8(,*(
>+6"KN7*&26$+0#(,%#(4*"+,6*&J(
I*5?"%.*75*":*"52(*"3'"+.*7(.0"*N=.74-"7-9"F2534&0"7..".4-*"43*<5"4-"0'2(":29/*3"-7((734J*?"
""
LBFG(H*+"K(-34(>#(I6""6&$(,*(86$&(*+0(\-!J(]+0(0#8.*&8#(I6""(7*&,/6&(7*&26K#&,6/"(6&2*01/,6*&(/8(I#(
I6""(>#(.0*56K6&$(*+0(6K#/8A(.0*7#88#8A(/&K(.0676&$F(
L*"+7--'3"54/-"EGZ5D":23">*"9*54/-*9"'2("*J7.2734'-"=('+*55"3'"=('3*+3"=(4J7+0?"G2(4-/"3,*"*J7.2734'-"
=('+*55D"-7<*5"'&"%('='5*(5"7-9"7.."(*5='-5*5"7(*"+'-549*(*9"+'-&49*-347.?"#*5='-5*5"7(*"(*J4*>*9":0"
7-"*J7.2734'-"+'<<433**"'&"+'-3*-3"*N=*(35"&('<">43,4-"GH1"7-9"&('<"*N3*(-7."'(/7-4_734'-5?"67+,"
<*<:*("'&"3,*"6J7.2734'-"8'<<433**">4.."54/-"7"+'-&49*-347.430"7-9"+'-&.4+3"'&"4-3*(*53"7/(**<*-3?"1**"
5*+34'-"B"'&"3,*"#$%"&'("<'(*"4-&'(<734'-"7:'23"3,*"*J7.2734'-"=('+*55?"
""
K&"0'2("&4(<"45"5*.*+3*9"&'("7"+'-3(7+3"7>7(9"2-9*("3,45"#$%D"3,*"+'-3(7+3">4..":*"=2:.4+"(*+'(9?"
Z99434'-7..0D"GH1"='535"12++*55&2."%('='57.5"'-"'2("1'.4+43734'-5"Z(+,4J*">*:=7/*a",'>*J*(D">*"7(*"
5*-5434J*"3'"4552*5"'&"=('=(4*37(0"4-&'(<734'-"7-9">4.."(*97+3"3,*"12++*55&2."%('='57.5"75"7==('=(473*?"
""
@EFG()/&(I#(*22#0(7"6#&,8(/(81/""(6&7#&,65#A(*0(7*&K+7,(/(K0/I6&$(2*0(/&(6&7#&,65#A(8+7%(/8(/($62,(7/0KA(
2*0(,%#60(./0,676./,6*&(6&(8+05#'8J(
L*"+2((*-3.0"'&&*("+.4*-35"4-+*-34J*5"&'("5'<*"52(J*05D"7++'(94-/"3'"7"GH1"='.4+0?"I'2"<70"4-+.29*"3,45"
=(7+34+*"4-"0'2("=('='5*9"1'.234'-D",'>*J*(D"3,*"+'53"'&"4-+*-34J*5"45"5'<*3,4-/"3,73"GH1">'2.9"
+'-34-2*"3'":*"(*5='-54:.*"&'(D"&'..'>4-/"'2("+2((*-3"=(7+34+*?"I'2"9'"-'3"-**9"3'"4-+.29*"3,*"+'53"'&"
+.4*-3"4-+*-34J*5"4-"0'2("=('='5*9":29/*3?"
""
@LFG(-*('*+(#Z.#7,(,%#(I#6$%(,%#(0#8.*&K#&,(K/,/(,*(*5#0/""(7#&8+8(.*.+"/,6*&(K/,/J(
L*"<70"+'-549*("3,45"30=*"'&"7-7.0545"7.'-/">43,"'3,*("&232(*"25*5"'&"3,*"9737D":23"3,45"45"-'3"5'<*3,4-/"
3,73"7"%('='5*9"1'.234'-"45"(*@24(*9"3'"799(*55?"
""
@@FG(!0#('*+(6&,#0#8,#K(6&(1/..6&$(8*"+,6*&(K/,/(,*(*,%#0(K/,/8#,8J(H%/,(K/,/>/8#8(I*+"K(>#(
6&5*"5#KJ(
%.*75*"5**"`2*534'-"T\D":*.'>?"



\"
"

""
@DFG(H%/,(,'.#8(*2(:+/"6,/,65#(K/,/(K*('*+(7+00#&,"'(7*""#7,(Q0#2#0#&7#(<F(SBGJ(
L*"+2((*-3.0"25*"':5*(J734'-D"4-3*(J4*>5"7-9"&'+25"/('2=5"3'"/73,*("+.4*-3"*N=*(4*-+*5"7-9"'=4-4'-5?"
""
@SFG(H%/,(68(,%#(86V#(*2('*+0(K/,/(/&/"'868(,#/1A(/&K(I6""(%+1/&(0#8*+07#8(>#(/5/6"/>"#(,*(I*0P(I6,%(
,%#(K/,/(.0*K+7#K(>'(,%#(4*"+,6*&8J(
b2("b&&4+*"'&"G737"Z-7.0545D"#*5*7(+,"7-9"6J7.2734'-",75"7:'23"\B"&2..M34<*"7-7.0535D"7-9"537&&"&('<"'2("
=('/(7<"'&&4+*5"X*?/?D"b&&4+*"'&"c*,7J4'(7."H*7.3,"7-9"b&&4+*"'&"8,4.9(*-D"I'23,"7-9"$7<4.4*5Y">4.."7.5'":*"
7J74.7:.*"3'">'(;">43,"3,*"9737?"L*"9'"=.7-"3'"234.4_*"'2("(*5'2(+*5"3'"=*(&'(<"7-7.0545"'&"3,*"9737"
+'..*+3*9?"
""
@TFG(-*('*+(+8#(/&'(#Z68,6&$(4[4(,**"8(2*0(*+,0#/7%(,*('*+0(7"6#&,8J(
E'?"
""
@OFG(]+0(8,/&K/0K(.0/7,67#(68(,*(/8PA(/,(,%#(#&K(*2(#/7%(8+05#'A(I%#,%#0(,%#(8+05#'(./0,676./&,(I/&,(,*(
*.,X6&(,*(,/P#(8+05#'8(*&(*,%#0(8+>R#7,8(/&K(20*1(*,%#0X&*&.0*26,8A(0#8#/07%#08(/&K($*5#0&1#&,F(M8(
,%/,(/77#.,/>"#J(
L*"7(*"-'3"'=='5*9"3'"3,45"=(7+34+*D"3,'2/,">*">'2.9">7-3"3'"945+255"9*374.5"'-"7"+75*M:0M+75*":7545"
>43,"12++*55&2."%('='5*(X5Y":*&'(*"43"45"4<=.*<*-3*9? 

@?FG(]+0(8,/&K/0K(,#018(.0*56K#(/(&*&X#Z7"+865#A("67#&8#(6&(.#0.#,+6,'F(Y%68(/""*I8(+8(,*("67#&8#(,%#(
,#7%&*"*$'(,*(*,%#0(&*&.0*26,8A(0#8#/07%#08(/&K($*5#0&1#&,8F(M8(,%/,(/77#.,/>"#J(
),45"45"/*-*(7..0"7++*=37:.*D"3,'2/,"7.."+'-3(7+3"3*(<5">4..":*"52:F*+3"3'"7==('J7.":0"Z..*/,*-0"8'2-30S5"
U7>"G*=7(3<*-3?""
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"
@CFG(M&(0#$/0K(,*(,%#(/,,/7%1#&,8(2*0(,%#([NHN-^_(;/0,676./,6*&(H/65#0A(I*+"K(-34(7"/062'(I%/,(
6&2*01/,6*&(68(&##K#K(,*(8/,682'(,%#(`].#0/,6*&(/&KN*0(M&5#&,*0'(;0*26"#a(0#:+60#1#&,J(
),*"]'=*(734'-"7-9P'("4-J*-3'(0"=('&4.*^"45"7"=.7+*"&'("0'2"3'"9*5+(4:*"3,*"30=*"'&">'(;"0'2"9'"7-9"3,*"
4-J*-3'(0"0'2"-**9"3'"9'"3,73">'(;?"
(
@BFG()*+"K('*+(2*0I/0K(/(7*.'(*2(,%#()*&8+1#0(!7,6*&(9#8.*&8#(Y#/1(4+05#'(/&K(/&'(*,%#0(8+05#'8(
0#"/,#K(,*(,%#(Y#7%&*"*$'(4*"+,6*&8(,*(_&%/&7#()"6#&,(U##K>/7P(/&K()*11+&6,'(_&$/$#1#&,(9U;(2*0(
*+0(0#56#IJ(
%.*75*"5**"3,*"*N7<=.*"52(J*05"73"3,*"*-9"'&"3,45"`dZ"9'+2<*-3?"
(
DEFG(3*I(K*(M(/77#88(,%#(^+K$#,(Y#1."/,#J(Y%#0#(68&b,(/("6&P(6&(,%#(9U;(/&K(M(,06#K(,*(26&K(6,(6&(,%#(I#>X
86,#(I6,%*+,(8+77#88F(
I'2"9'"-'3"-**9"3'"25*"7"5=*+4&4+"3*<=.73*"3'"+(*73*"0'2(":29/*3?"I'2"<70"25*"3,*"5=7+*"4-94+73*9"'-"
3,*"#*5='-5*"$'(<"3'"=('J49*"0'2(":29/*3"7-9":29/*3"-7((734J*"'("52:<43"3,*5*"9'+2<*-35"75"
7337+,<*-35?"
(
DEFG(M8(,%68(/(*&#A(,I*(*0(,%0##X'#/0($0/&,J(
),*".*-/3,"'&"*7+,"+'-3(7+3"7>7(9*9"2-9*("3,45"#$%">4.."9*=*-9"'-"3,*"1'.234'-X5Y"5*.*+3*9"7-9"
=('F*+3*9"4<=.*<*-3734'-"34<*.4-*?"
(
DLFG(4%*+"K(I#(8+>16,(/(8,/0,X+.(>+K$#,(/&K(,%#&(/&(/&&+/"6V#K(>+K$#,J(
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),45"45"-'3"7"(*@24(*<*-3D":23"0'2"<70"53(2+32(*"0'2(":29/*3"3,45">70"4&"43"<7;*5"5*-5*"&'("0'2("
=('='5*9"1'.234'-?"%.*75*":*"52(*"3'"+.*7(.0"*N=.74-"7-9"F2534&0"*7+,".4-*"43*<"4-"0'2(":29/*3?"
(
D@FG(H%/,(P6&K(*2($0/&,(0#.*0,6&$(0#:+60#1#&,8(/0#(,%#0#J(4,/&K/0K(-34(*0(/&*,%#0(2*01/,J(
G*3*(<4-4-/"7==('=(473*"'23+'<*"<*752(*5">4.."9*=*-9"'-"3,*"1'.234'-X5Y"5*.*+3*9?"),*(*"45"7-"43*<"'-"
3,*"#*5='-5*"$'(<"&'("*7+,"+73*/'(0"3,73"75;5"0'2"3'"9*5+(4:*",'>"0'2">4.."*J7.273*"3,*"52++*55"'&"
0'2("5'.234'-?"GH1">4..">'(;">43,"12++*55&2."%('='5*(5"3'"*537:.45,"(*='(34-/"7-9P'("'3,*("=('/(7<"
*J7.2734'-"537-97(95?"
(
DDFG(9#$/0K6&$(;/0,(-(*2(,%#(9U;A(_&$/$6&$(M&K656K+/"8(/&K()*11+&6,6#8(6&(;+>"67(;"/&&6&$(;0*7#88#8A(
/0#('*+("**P6&$(2*0(/(`>**,8(*&(,%#($0*+&Ka(/..0*/7%A(I%#0#(I#(I*+"K(*0$/&6V#(/&K(.0*56K#(.%'867/"(
8./7#(2*0(7*11+&6,'(1##,6&$8(/&KN*0(6&2*(8#886*&8A(*0(8*1#,%6&$(1*0#(>#%6&K(,%#(87#&#8J(
),45"#$%"45"5=*+4&4+7..0"&'+25*9"'-"3*+,-'.'/0"1'.234'-5a",'>*J*(D">*"<70"+'-549*("=('='5*9"1'.234'-5"
3,73"4-+.29*"5'<*"3(79434'-7."]:''35"'-"3,*"/('2-9^"+'<<2-430"'(/7-4_4-/"*.*<*-35?"%.*75*"5**"7.5'"
`2*534'-"B\?"
(
DSFG(H%/,(,'.#(*2(/8868,/&7#A(62(/&'A(K*#8(!""#$%#&'()*+&,'(-34(6&,#&K(,*(.0*56K#J(U*0(#Z/1."#A(K*#8(
,%#()*+&,'(."/&(,*(/8868,(6&(/00/&$6&$(7*11+&6,'(2*0+18J(
GH1"=.7-5"3'"+'..7:'(73*">43,"3,*"12++*55&2."%('='5*(X5Y"'-"3,*4("1'.234'-5?"%('='5*(5"5,'2.9"9*5+(4:*"
7-0"7554537-+*"3,*0">'2.9".4;*"&('<"GH1"4-"3,*4("%('='57.5?"
"
DTFG(H#(/0#(6&,#0#8,#K(6&(0#8.*&K6&$(,*(,I*(*2(,%#(265#(./0,8(*2(,%#(9U;F(H#(%/5#(8*1#(.*,#&,6/"(
./0,&#08(6K#&,626#K(I6,%(I%*1(I#(7*+"K(/.."'(2*0(,%#(0#1/6&6&$(./0,8F(H*+"K(I#(>#(/,(/&(/K5/&,/$#(
62(I#(0#8.*&K(,*(,%#(I%*"#(./7P/$#J(
),*"*J7.2734'-"+'<<433**">4.."5+'(*"%('='57.5"4-"*7+,"+73*/'(0"5*=7(73*.0D":75*9"'-"3,*"(*@24(*<*-35"
'23.4-*9"4-"3,*"#$%?"K-"9*3*(<4-4-/"(*+'<<*-9734'-5"&'("%('='5*(5"3'"5*.*+3"'("3'"5,'(3.453D"3,*"
+'<<433**"<70"+'-549*(">,*3,*("5*.*+34-/"7"54-/.*"%('='5*("&'("<2.34=.*"+73*/'(4*5">'2.9"=('J49*"
9*54(7:.*"*&&4+4*-+4*5"'("*+'-'<4*5"'&"5+7.*D":23"-'"799434'-7."='4-35">4..":*"7>7(9*9"7-9"3,*(*"45"-'"
*N=.4+43"=(*&*(*-+*"&'("7"%('='5*("3,73",75"=('='5*9"1'.234'-5"4-"<2.34=.*"+73*/'(4*5?"
"
\*5#1>#0(TA(?BCD(

"
DOFG(M2(I%#&(.0*.*86&$(/&(*5#0/""(8*"+,6*&(6&()/,#$*0'(_A(1/'(I#(6&70#/8#(,%#(./$#("616,(,*(.0*56K#(
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1'.234'-5"+7-"=('='5*"53'(4-/"'("=7554-/"9737"3,('2/,"3,*"8.'29?"
(
OBFG(!..0*Z61/,#"'(%*I(1/&'(8+05#'(:+#8,6*&8(/0#(,%#0#(2*0(#/7%(8+05#'(,'.#J(
Z"30=4+7."52(J*0"<70",7J*":*3>**-"'-*"7-9"\R"@2*534'-5?""
(
?EFG(-*(,%#(8+05#'(:+#8,6*&8(K622#0(>'(,%#(,'.#(*2(8#0567#(0#7#65#K(20*1(-34J(
I*5D"52(J*0"@2*534'-5">4.."94&&*(":0"5*(J4+*"30=*"7-9">4.."9*=*-9"'-"3,*"9737">*">'2.9".4;*"3'"+'..*+3?"
(
?LFG(M8(,%#0#(/(&##K(2*0(1+",6X"6&$+/"(8+..*0,(6&(8+05#'8(*0(*,%#0(8#0567#8J(
1**"@2*534'-"TA?"
(
?@FG(U*0()/,#$*0'()(g(M1."#1#&,6&$(\#I(*0(_Z68,6&$(9/,6&$(Y**"8h(
(

/F(M8(,%#(6&,#&,6*&(,*(6&7"+K#(/77#88N6&,#$0/,6*&(,*(,%#(0/,6&$(,**"(8*"+,6*&(*&(,%#(7+00#&,(
%,,.hNNIIIF/""#$%#&'7*+&,'F+8N(I#>86,#A(/8(/(8#./0/,#(8,/&K/"*&#(/.."67/,6*&A(*0(68(6,(*.#&(
2*0(7*&86K#0/,6*&J(
L*"7(*"'=*-"3'"+'-549*(">*:543*"4-3*/(734'-"&'("3,*"(734-/"3''."4-3'"'2("+2((*-3">*:543*?"
H'>*J*(D"43"45"<'(*".4;*.0">*">'2.9",7J*"7++*55"&('<"'2("+2((*-3">*:543*"3'"7"537-97.'-*"
7==.4+734'-?""
(
>F(M2(K#860/>"#(,*(6&,#$0/,#(I6,%(%,,.hNNIIIF/""#$%#&'7*+&,'F+8NA(I%/,(,#7%&*"*$6#8(/0#(
7+00#&,"'(>#6&$(+8#K(*&(,%/,(.0*.#0,'J(
$'("3,*"=2(='5*5"'&"3,*"#$%D"%('='5*(5"5,'2.9"7552<*"3,73">*"7(*"'-.0"=('J494-/"7++*55"
3,('2/,"3,*"8'2-30">*:543*?""
(
7F(3*I(I6""(!)-34(>#(0#8.*&K6&$(/&K(1/&/$6&$(,%#8#(0#56#I8J(
L*">4.."-'3":*"7+34J*.0"(*5='-94-/"3'"(*J4*>5?"L*">'2.9".4;*"3,*"(*J4*>"4-&'(<734'-"+'-J*0*9"
4-"7">70"3,73"<7N4<4_*5"435"4-3*(-7."25*"&'("=('/(7<"7-9"5053*<"4<=('J*<*-3?""
(



Q"
"

KF(3*I(K*('*+(7+00#&,"'(#&$/$#(/&K(1/&/$#(7*11#&,8A(0/,6&$8A(/&K(0#56#I8J(
L*"9'-S3"+2((*-3.0"(*+*4J*"+'<<*-35D"(734-/5"7-9"(*J4*>5".4;*"7"(734-/"3''.">'2.9"=('J49*?"L*"
9*54/-*9"3,*"GZU"3'"799(*55"+'<<*-35"7-9"@2*534'-5?"K&">*"(*+*4J*"7"@2*534'-"'("+'-+*(-"
3,('2/,"3,*"GZUD"7"GZU"5=*+47.453",75"3,(**">'(;4-/"9705"3'"=('J49*"7"(*5='-5*?""
(
#F(H%/,(5/06*+8(7%/&&#"8(Q6F#F(_1/6"A(4*76/"A(#,7FG(K*('*+(7+00#&,"'(0#7#65#(0#56#I8(*&J(
82((*-3.0D"GH1"='535"'-"3,*"5'+47."<*947"543*5"$7+*:'';D"U4-;*9K-D")>433*("7-9"V4<*'?"L*"
(*+*4J*"+.4*-3"(*J4*>5"3,('2/,"3,*"GZU"3,('2/,"*<74.D".*33*(D"=,'-*"'("4-M=*(5'-?"L*"7.5'"5**;"
+.4*-3"&**9:7+;"3,('2/,"J7(4'25"<*3,'95"52+,"75"+'<<2-430".453*-4-/"&'(2<5"7-9"(*7+,4-/"'23"
94(*+3.0"3'"+.4*-35">43,"57345&7+34'-"52(J*05"7-9"4-3*(J4*>5"3,('2/,"8Z#)?"
(
2F(3*I(/0#(.0*56K#08(6&7#&,656V#K(*0(0#:+60#K(,*(/K*.,(,%#8#(,**"8J(
1**"@2*534'-"!W?"

(
]7,*>#0(COA(?BCD(
(
?DFG(U*0()/,#$*0'(!(g()*""#7,6&$()"6#&,(_Z.#06#&7#(-/,/(/&K(U##K>/7PA(I%67%("/&$+/$#8(K*(8+05#'8(
&##K(,*(>#(7*&K+7,#KN/5/6"/>"#(6&J(
$'(*4/-M:'(-"4-94J4927.5"7-9"3,'5*">43,".4<43*9"6-/.45,"=('&4+4*-+0".4J4-/"4-"Z..*/,*-0"8'2-30"+'<*"&('<"
7"94J*(5*"5*3"'&"*3,-4+"7-9".4-/24534+":7+;/('2-95?"L*">'2.9".4;*"3'"7++'<<'973*"75"<7-0".7-/27/*5"75"
='554:.*a",'>*J*(D">*"*-+'2-3*("+*(374-".7-/27/*5"<'(*"'&3*-"3,7-"'3,*(5?"K-"3,*".453":*.'>D"34*("'-*"
(*&.*+35"3,*",4/,*53"9*<7-9D"34*("3>'"(*&.*+35"3,*"-*N3",4/,*53"7-9"34*("3,(**"(*&.*+35"3,*".'>*53f"

• )4*("b-*"M"Z(7:4+D"E*=7.4D"1=7-45,"
• )4*(")>'"M"c2(<*5*D"O7-97(4-"8,4-*5*D"$(*-+,D"i7(*-D"#25547-"
• )4*("),(**"M"Z.."'3,*(".7-/27/*5"

(
]7,*>#0(C?A(?BCD(
(
-!Y!(H!9_3]i4_"
("
?SFG(H%/,(/0#(,%#(-34(-/,/(H/0#%*+8#(Q-34-HG(K/,/(8*+07#8J"
),*"G737"L7(*,'25*"+'-5'.4973*5"4-3*(-7."GH1"9737"X*?/?D":*,7J4'(7.",*7.3,D"+,4.9">*.&7(*D"4-3*..*+327."
9457:4.430D",'<*.*55-*55D"7/4-/Y?"K3"7.5'"4-+.29*5"9737"&('<"'3,*("*N3*(-7."5'2(+*5"X*?/?D"%Z"G*=7(3<*-3"
'&"H2<7-"1*(J4+*5D"Z..*/,*-0"8'2-30"7-9"8430"'&"%4335:2(/,"H'254-/"Z23,'(434*5D"7.<'53"TR".'+7."5+,''."
9453(4+35D"3,*"Z..*/,*-0"8'2-30"O*94+7."6N7<4-*(D"3,*"+(4<4-7."F2534+*"5053*<Y?"$'("<'(*"4-&'(<734'-"
(*/7(94-/"3,*"G737"L7(*,'25*D"5**"3,*"9*5+(4=34'-"7-9"7(34+.*5"'2(">*:543*"73"
,33=fPP>>>?7..*/,*-0+'2-30?25PH2<7-M1*(J4+*5PE*>5M6J*-35PZ++'<=.45,<*-35PGH1MG737M
L7(*,'25*?75=N?""
""
?TFG(M8(,%#(-34-H(+.K/,#K(6&(0#/"(,61#J"
E'D"<'53"*N3*(-7."5'2(+*5"'&"9737"5*-9"4-&'(<734'-">**;.0"7-9"43"45".'79*9"4-3'"3,*"G737"L7(*,'25*"
3,('2/,"7-"6N3(7+3D")(7-5&'(<"7-9"U'79"X6)UY"%.73&'(<?""
"
?OFG(-*#8(,%#(-34-H(/77*11*K/,#(/&'(,'.#(*2(0/,6&$(8'8,#1J(M8(7"6#&,(2##K>/7P(7+00#&,"'(>#6&$(
7/.,+0#K(7/,/"*$+#K(6&(,%#(-34-H(2*0(-34(.#08*&&#"(,*(/77#88(/&K(/&/"'V#(I6,%(*,%#0(K/,/J"
82((*-3.0"3,*"G737"L7(*,'25*"9'*5"-'3",7J*"7"(734-/"5053*<"'("+'-374-"(734-/"9737"2=.'79*9"&('<"
*N3*(-7."5053*<5?"K35"=2(='5*"45"3'"+(*73*"7"5*(J4+*"=('&4.*"&'("*7+,"+.4*-3D"5'"3,*"+.4*-3"45"3,*"2-43"'&"



!R"
"

7-7.0545?"h4J*-"3,45D"43"<4/,3"-'3"<7;*"5*-5*"3'"7337+,"(734-/"9737":7+;"3'",4<P,*(?"H'>*J*(D"GH1"
,75"'3,*("7==.4+734'-5"3,73"+'2.9"<'(*"(*794.0"7++*=3"3,*"(734-/"9737a"4-+.294-/"'2("<'-43'(4-/"
7==.4+734'-D">,4+,",75"7"2-43"'&"7-7.0545"'&"3,*"=('J49*("7/*-+0?"1'D">,4.*"3,*"G737"L7(*,'25*"<70"
-'3":*"3,*":*53"=.7+*"3'"53'(*"3,*5*"9737D">*"+7-"+'-549*("'3,*("7==.4+734'-5"&'("4-3*/(734'-"7-9"
25*?"""
""
??FG(H%/,(P6&K8(*2(7"6#&,(2##K>/7P(K/,/(/0#(6&(,%#(-34-H(7+00#&,"'J"
E'-*?"
"
-34()cM_\Y4"
("
?CFG(3*I(K*('*+(K#26&#(`%/0KX,*X#&$/$#(7"6#&,8Ja(H%67%(/0#(,%#(1*8,(K62267+",(,*(0#/7%(/&K(I%'J"
H7(9M3'M*-/7/*"+.4*-35"7(*"4-94J4927.5">,'5*"+4(+2<537-+*5"<7;*"3,*<"94&&4+2.3"3'"(*@2*53"*-/7/*<*-3"
&('<"X*?/?D"4-94J4927.5"*N=*(4*-+4-/",'<*.*55-*55Y"'(">,'",7J*",453'(4+7..0".'>"(*5='-5*"(73*5"3'"
*-/7/*<*-3"(*@2*535"X*?/?D"0'23,Y?"
""
O7-0"'&"'2("+.4*-35"=(*5*-3"*-/7/*<*-3"+,7..*-/*5?"L*":*.4*J*"3,73"3,*(*"45"-'"54-/.*">70"3,73">*"+7-"
(*7+,"7.."+.4*-35"7.."3,*"34<*?"L*"<70"-**9"3'":*"3,'2/,3&2."7:'23"9*+494-/"'-"9737"+'..*+34'-"53(73*/4*5"
&'("94&&*(*-3"/('2=5?"L*"7.5'">7-3"3'":*"+7(*&2."7:'23"9*+494-/"'-"3,*"34<4-/"'&"9737"+'..*+34'-?"
1'<*34<*5"+.4*-35"3'2+,"'2("5053*<":*+725*"3,*0"7(*"4-"+(4545"'("7(*"+'2(3M'(9*(*9"3'"5*(J4+*5?"L*">7-3"
3'":*"5*-5434J*"7:'23">,73"<70":*",7==*-4-/"4-"7"+.4*-3S5".4&*">,*-">*">7-3"3'"*-/7/*",4<"'(",*(?"
"
?BFG(3/5#('*+(K*&#(/&'(0#8#/07%(I6,%(7"6#&,8(*+,86K#(*2(.0*56K6&$(8#0567#8J"
I*5D"GH1"(*/2.7(.0"+'-92+35"+.4*-3"(*5*7(+,"3'"52=='(3"435"5*(J4+*5?"
""

/F(M2(8*A(7/&('*+(8%/0#J"
b-*"*N7<=.*"45"Z..*/,*-0"8'2-30"Ibg3,"8'2-3"TR!BD"7-"'-.4-*"7-9"=7=*("52(J*0"9*54/-*9"3'"
/74-"7"<'(*"7++2(73*"+'2-3"'&"0'23,"*N=*(4*-+*",'254-/"4-537:4.430"7-9"3'":*33*("2-9*(537-9"3,*"
5*(J4+*"-**95"'&"3,*"='=2.734'-"X,33=fPP>>>?7..*/,*-0+'2-307-7.034+5?25P>=M
+'-3*-3P2=.'795PTR!APRQPG737Mc(4*&MZ..*/,*-0M8'2-30MIbg3,M8'2-3MTR!BMB?=9&Y?"Z"5*+'-9"
*N7<=.*"45"7"3*.*=,'-*"57345&7+34'-"52(J*0">*"+'-92+3*9"3'"*-,7-+*"'2("2-9*(537-94-/"'&"
&7<4.0"<*<:*(5S"=*(5=*+34J*5"7:'23"3,*4("=7(34+4=734'-"4-"8'-&*(*-+4-/"7-9")*7<4-/"75"=7(3"'&"
3,*4("'-/'4-/"4-J'.J*<*-3">43,"GH1S5"+,4.9">*.&7(*"5053*<"
X,33=fPP>>>?7..*/,*-0+'2-307-7.034+5?25P>=M+'-3*-3P2=.'795PTR!APRAPG737Mc(4*&M
8'-&*(*-+4-/M7-9M)*7<4-/M%7(34+4=7-35jM%*(5=*+34J*5M7-9M17345&7+34'-?=9&Y?""
"
)'"5**"<'(*"(*5*7(+,"(*='(35D"*N=.'(*"'2("7-7.034+5"=2:.4+734'-5">*:543*"73"
,33=fPP>>>?7..*/,*-0+'2-307-7.034+5?25P4-9*N?=,=P+73*/'(0P30=*M'&M(*='(3P=2:.4+734'-5P?""
"
>F(H%/,(6&2*01/,6*&(/0#('*+("**P6&$(2*0J"
),*"4-&'(<734'-">4.."J7(0"'-"3,*"30=*"'&"(*5*7(+,"7+34J430"7-9"435"':F*+34J*?"L*"7(*".'';4-/"3'"
2-9*(537-9"3'=4+5"52+,"75"5*(J4+*"*N=*(4*-+*D"@27.430"'&"+7(*D"57345&7+34'-D"+2((*-3"+.4*-3"537325"
7-9"-**95?""
"
g54-/"3,*"=(*J4'25"*N7<=.*5D"3,*"Ibg3,"8'2-3"@2*534'--74(*"+'..*+3*9"9*<'/(7=,4+"9737"75"
>*.."75"4-&'(<734'-"7:'23",'254-/"537325D"5*(J4+*"*N=*(4*-+*"7-9"-**95?"),*"8'-&*(*-+4-/"7-9"
)*7<4-/"52(J*0"&'..'>*9"53(2+32(*9"4-3*(J4*>"@2*534'-5"7:'23"=*(+*=34'-5"'&"3,*"<**34-/"
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"

.'/4534+5D"=7(34+4=734'-"7-9"'J*(7.."*N=*(4*-+*"4-"3,*"8'-&*(*-+4-/"7-9")*7<4-/"=('+*55?"K3"7.5'"
+'..*+3*9"'=*-M*-9*9"+'<<*-35"7-9"9*374.5"3,73"=7(34+4=7-35">7-3*9"3'"5,7(*?""
"
7F(-*('*+(%/5#(/(7*&,#Z,+/"(+&K#08,/&K6&$(*2(,%#60(#Z.#06#&7#J"
),*"/'7."'&"3,45"#$%"3'"45"*N=7-9"7-9"*-,7-+*"3,*">70">*"2-9*(537-9"+.4*-3"*N=*(4*-+*?""
"

CEFG(!0#('*+(7*&7#0&#K(/>*+,(7"6#&,(#Z.#06#&7#J(-*('*+0(#Z.#7,/,6*&8(5/0'(>'(,'.#(*2(8#0567#(
.0*56K#KJ"
L*"7(*"+'-+*(-*9"7:'23"+.4*-3"*N=*(4*-+*":*+725*">*":*.4*J*"43">4..",*.="25"4<=('J*"3,*"9*.4J*(0"'&"'2("
5*(J4+*5"3'"'2("+.4*-35?"L*"7-34+4=73*"+.4*-3"*N=*(4*-+*">4.."J7(0":0"3,*"30=*"'&"5*(J4+*"=('J49*9?"$'("
*N7<=.*D"3,*"+.4*-3"*N=*(4*-+*"7-9"7"+.4*-3S5">4..4-/-*55"&'("&2(3,*("*-/7/*<*-3"<70"J7(0"4&"3,*0">*(*"
4-J'.J*9"4-",2<7-"5*(J4+*5"J'.2-37(4.0"J*(525"4-J'.2-37(4.0?""
("
4_9jM)_(;9]jM-_94"
("
CLFG(3*I(K*('*+(7+00#&,"'(0#7#65#(2##K>/7P(*&(8#0567#(.0*56K#08J"
L*"(*+*4J*9"&**9:7+;"7:'23"5*(J4+*"=('J49*(5">,*-"7"+.4*-3D"&7<4.0"<*<:*("'("79J'+73*"(*7+,*5"'23"3'"
GH1">43,"7"+'<=.4<*-3D"+'<=.74-3"'("7"+'-+*(-D"=(4<7(4.0"3,('2/,"3,*"G4(*+3'(k5"Z+34'-"U4-*?"L*"7.5'"
=('7+34J*.0"+'-37+3"3'"+.4*-35"75"=7(3"'&"@27.430"7552(7-+*">43,"57345&7+34'-"52(J*05"7-9"4-3*(J4*>5?"
$4-7..0D"'2("'-/'4-/"(*.734'-5,4=">43,"5*(J4+*"=('J49*(5"/4J*5"25"'=='(32-434*5"&'("&**9:7+;"3,('2/,"
=('J49*("(*='(35D"=('J49*("J45435D"7554534-/"7-9P'("+'-52.34-/">43,"=('J49*(5">43,"+'<=.4+73*9"+75*5"7-9"
+'-92+34-/"3(74-4-/"5*554'-5"&'("=('J49*(5?"
"

/F(3*I(K*('*+(#5/"+/,#(>#8,(.0/7,67#8J"
L*"*J7.273*":*53"=(7+34+*5"&'(".'+7."79'=34'-"3,('2/,"5*(J4+*"(*J4*>5?"L*"7.5'"25*"5**;".'+7."
4-=23"3,('2/,"4-&'(<734'-M/73,*(4-/"+'-52.3734'-">43,".'+7."*N=*(35D"537;*,'.9*(5D"5*(J4+*"
=('J49*(5D"<*94+7."=(7+3434'-*(5"7-9"2-4J*(5430"(*5*7(+,*(5?"""
"
>F(H%/,(1#,0678(/0#(>#8,(8#0567#(.0*56K#08(%6,,6&$J"
6J7.2734'-"<*3(4+5"J7(0":0"5*(J4+*"7-9"&*>"'&"3,*5*"<*3(4+5"+2((*-3.0"4-J'.J*"+.4*-3"*N=*(4*-+*?"
L*"7(*",'=4-/"3'"*N=7-9"'2("7:4.430"3'"+'..*+3"7-9"4-3*/(73*"3,73"9737"7-9"25*"43"3'"755*55"
=('J49*("=*(&'(<7-+*"7-9"*-/7/*<*-3"4-"5*(J4+*5?"""

""
7F(-*('*+(%/5#(/(8#&8#(*2(I%/,(,%#($/.8(6&(8#0567#(/0#J"
L*"7(*"+'-34-27..0"3(04-/"3'"2-9*(537-9"3,*"/7=5"'2("5*(J4+*5"7-9"3'"<7;*"*&&'(35"3'"(*92+*"
3,'5*"/7=5?"8.4*-3"&**9:7+;"+7-"755453"25"3'"49*-34&0"7-9"2-9*(537-9"3,'5*"/7=5?"$'("*N7<=.*D"7"
(*='(3"4-&'(<*9":0"4-3*(J4*>5">43,",'<*.*55"0'23,"7-9"5*(J4+*"=('J49*(5",*.=*9"3'"49*-34&0"
5*(J4+*"/7=5"&'("0'23,"7/*5"!e"3'"TC"*N=*(4*-+4-/",'<*.*55-*55"
X,33=fPP>>>?7..*/,*-0+'2-307-7.034+5?25P>=M+'-3*-3P2=.'795PTR!APRBPKj..ME*J*(Mh*3Mg5*9M
3'MK3MI'2-/M%*'=.*MU4J4-/M'-M3,*M13(**3M!?=9&Y?"Z"(*+'<<*-9734'-"&('<"3,*"(*='(3"3'"'=*-"7"
9('=M4-"+*-3*("4-"'("-*7("9'>-3'>-".*9"3'"3,*"+(*734'-"'&"3,*"C!T"I'23,"l'-*?""

""
C@FG(!0#(8#0567#(.0*56K#08(/I/0#(*2(,%#(9U;J(-*(,%#'(8%/0#(,%#(*>R#7,65#8(*2(,%#(9U;(/&K(%/5#(,%#'(
7*116,,#K(,*(./0,676./,6&$J"
Z.."+2((*-3"GH1"5*(J4+*"=('J49*(5"(*+*4J*9"3,*"#$%"7--'2-+*<*-3?"),45"#$%"45"-'3"4-3*-9*9"3'"(*=.7+*"
3,*"@27.430"4<=('J*<*-3"7-9"&**9:7+;"<*+,7-45<5"3,73"5*(J4+*"=('J49*(5"7.(*790",7J*"4-"=.7+*?"L,4.*D"
>*"9'"-'3"-**9"=('J49*("7==('J7."3'"<'-43'("3,*4("+.4*-35S"*N=*(4*-+*5D">*">4.."*-/7/*"3,*<"4-"3,*"
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"

=('+*55?"),*"'23+'<*"'&"3,45"#$%"<70",*.="3'"4-&'(<"+'-3(7+3"<'-43'(4-/"=('+*55*5"4-">,4+,"7.."5*(J4+*"
=('J49*(5"=7(34+4=73*?"
("
[_!4i9M\d(;_9U]9[!\)_"
("
CDFG(3*I(I6""(-34($/+$#(,%#(8+77#88(*2(,%#(.0*R#7,8(,%/,(7*1#(*+,(*2(,%68(I*0PJ"
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SHELTER:  _______________________  

DHS  CASE  MANAGER  ____________________________        

1  
  

Introduce  Self/Interviewer,  Project  Background,  and  Scope  of  the  Interview    

support  coordination  offered  from  DHS  staff  (e.g.,  NAME  CASEWORKER)  following  some  type  of  housing  

crisis.  During  our  conversation  today,  we  will  talk  about  your  experiences  with  the  housing  crisis  or  

homelessness  experience,  and  more  specifically  about  the  services  you  received  including  your  thoughts  

or  feelings  about  these  services.  The  focus  of  our  conversation  is  to  learn  from  you  and  your  expertise  in  

order  to  improve  our  services.  

 Reminder  about  confidentiality/privacy  

 Reminder  about  voluntary  nature  

 Permission  to  audio  record  

Family  Member  Introduction  and  Personal  Background  

1. Tell  me  a  little  bit  about  yourself  

Housing  crisis/homelessness  experience  

2. Using  the  housing  pictures,  please  chart  out  what  you  most  recent  housing  crisis  looked  like.  

Then  using  the  emotions/attitude  faces,  please  describe  how  you  were  feeling.      

Follow-­‐up  prompts:  

 What  do  you  feel  like  contributed  to  your  housing  crisis?  

 What  are  the  most  important  things/influences  that  resulted  in  experiencing  a  housing  crisis,  

i.e.  homelessness?  

 Where  did  you  go,  or  what  services  were  available  to  you/your  family?  

   

 Was  this  the  first  time  you  encountered  a  homeless  or  housing  crisis?  

 What  was  your  experience  like  at  the  hotel/shelter/supportive  housing  program?  

 During  your  time  in  the  hotel/shelter/supportive  housing  program,  what  did  you  find  most  

helpful?  Least  helpful?  

 (If  applicable)  How  did  you  feel  during  your  time  in  the  shelter  (e.g.,  overwhelmed,  felt  like  it  

was  an  intrusion  on  your  privacy,  eager  to  accept  the  help)?  



QUALITATIVE  INTERVIEW  GUIDE/CLIENTS        V4_5-­‐27-­‐2015  

SHELTER:  _______________________  

DHS  CASE  MANAGER  ____________________________        

2  
  

Experience  with  ENROLLING  to  receive  DHS  Services  and  Support  Coordination  (Logistics)  

3. How  did  you  first  learn  about  the  (DHS  case  management  program)?    

o Who  first  talked  to  you  about  (e.g.,  shelter  or  DHS  staff,  peer)?  When?  

4. What  types  of  needs  did  the  staff  say  they  could  help  you/your  family  with?      

5. What,  if  any,  were  some  of  your  initial  concerns  or  worries  about  working  with  the  DHS  case  

manager  (name)  and  getting  set-­‐up  to  receive  those  services?  

6. Why  did  you  decide,  in  the  end,  to  work  with  (name)?  

7. When  you  started  to  work  with  (name),  how  would  you  describe  your  level  of  motivation?    

8. Looking  back  when  you  first  signed  up  to  receive  these  services,  did  you  think  it  was  going  to  be  

or  that  the  staff  would  do  anything  different?    

Satisfaction  with  RECEIVING  DHS  Services  and  Support  Coordination    

9. How  often  do  you  meet  or  talk  with  (name)?  

o What  do  those  meetings  look  like?  What  do  you  typically  talk  about?  

10. Overall,  what  have  you  found  most  helpful  about  the  case  management  program  with  (name)?    

o What  has  been  the  most  important  part  of  receiving  services  through  (name)?  

11. What  aspects  of  the  program/service  have  exceeded  your  expectations?  

12. What  kinds  of  things  do  you  wish  would  be  able  to  get  accomplished,  but  unable?    

13. Would  you  recommend  this  service,  (name)  to  another  family?  Why  or  why  not?  

Recommendations  to  improve  services  for  families  experiencing  a  housing  crisis    

14. What  advice  would  you  give  to  staff  (e.g.,  case  managers)  or  administration/leadership  to  guide  

them  in  helping  other  family  members  in  the  future?  

15. What  do  you  feel  like  are  the  most  important  needs  that  need  to  be  address  for  families  in  need  

of  permanent  housing  or  experiencing  a  housing  crisis?  

Personal  reflections  

16. What  three  words  come  to  mind  when  you  reflect  back  on  your  overall  experience  from  first  

starting  the  DHS  case  management  and  (name)  to  now?  











We  have  just  5  short  questions  for  you.  Please  wait  until  the  end  of  the  instructions  for  each  
question  before  entering  your  response.  

1. Is  this  your  first  time  calling  the  SrLine?        Please  press  1  for  Yes;  2  for  No
2. Are  you  calling  for  an  older  adult  for  whom  you  are  providing  care  of  any  kind?    Please

press  1  for  Yes;  2  for  No
3. Some  calls  may  result  in  a  need  for  further  assessment.  At  the  end  of  your  call  were  you

told  that  someone  will  be  contacting  you  to  schedule  an  assessment  or  forward  financial
application  materials?    Please  press  1  for  Yes;  2  for  No

4. What  did  you  get  from  the  call  that  will  be  most  helpful  to  you?  Please  press  1.  After  the
tone  you  will  have  up  to  a  minute  to  leave  your  response.

5. What  can  we  do  better  the  next  time  you  call  to  best  assist  you?  Please  press  1.  After
the  tone  you  will  have  up  to  a  minute  to  leave  your  response.

Thank  you  for  participating.  Your  responses  will  help  us  to  improve  service  on  the  
SeniorLine            
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RESOURCES

Director’s Action Line 

DAL specialists research and respond to 
their needs. Professional, friendly sta! 
assist and explain procedures for getting 
help. They answer questions, investigate 
concerns regarding DHS, and report back 
the results.

1-800-862-6783
Email: DAL@alleghenycounty.us 

Walk-ins are welcome (Human Services 
Building, 1st Floor, One Smithfield Street) 
Monday through Friday, 8:30 a.m. to 4:30 p.m.

412 Youth Zone

The new 412 Youth Zone is a one-stop 
center for for young adults (16-24) who 
experiencing homelessness and/or aging 
out of foster care to go to for support.

Aimee Plowman 
Director of the 412 Youth Zone
(412) 902-4068
aimeep@auberle.org

304 Wood Street , 6th Floor
Pittsburgh, PA
www.facebook.com/412YouthZone
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Please let us know your opinion by 
taking the survey at the link below 
or filling out the detachable survey.

bit.ly/29X2YUB


