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Final Follow-Up on Homeless Services Audit

The King County Regional Homelessness Authority (KCRHA) improved data reliability and tested
strategies to address denials and underperformance, improving equity, efficiency, and
effectiveness. KCRHA enhanced its ability to assess community needs by collecting detailed information
on why potential clients refuse homeless services. It increased equity by encouraging program staff to
prioritize client preferences and not penalize clients who refuse services. KCRHA showed a decline in
denials due to "no shows” and implemented an inventory system for rapid rehousing units (RRH),
increasing efficiency and effectiveness.

Between 2022 and 2024, the overall number of referrals to homeless services increased threefold,
while the percentage of referrals that did not result in services fell slightly. Since our audit was
published in 2018, the provision of services for people experiencing homelessness has changed
significantly. For example, KCRHA, which began operations in 2021, took over operation of Coordinated
Entry (for homeless services intake) from the Department of Community and Human Services. Referrals to
homeless services through Coordinated Entry increased more than threefold to nearly 5,600 in 2024,
from fewer than 1,300 in 2022. At the same time, the percentage of unsuccessful referrals (or denials) fell
to 47 percent in 2024, from 52 percent in 2022. While KCRHA has completed implementation of the
recommendations we made in 2018, we recognize that more work needs to be done to make
homelessness rare, brief, and one time.

Of the three remaining audit recommendations:

O o] ® _coms
OPEN CLOSED

FULLY IMPLEMENTED PARTIALLY IMPLEMENTED REMAIN UNRESOLVED NO LONGER APPLICABLE
Auditor will no longer Auditor will continue to Auditor will continue to Auditor will no longer
monitor. monitor. monitor. monitor.

See details below for implementation status of each recommendation.
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Recommendation 5 DONE

The Department of Community and Human Services should use data on client refusals to
identify community need and work with All Home to devise, implement, and test a strategy
to change the homeless system accordingly.

STATUS UPDATE: Unsuccessful referrals (denials) due to people refusing services increased to
36 percent of denials in 2024, from 27 percent in 2022. KCRHA collects reasons for client
refusals from two different sources: housing navigators, who help people find housing, and
housing providers. The agency’s data analysis suggests that people refuse housing when it is
not in the right location or dwelling type. For example, people may prefer locations that are
closer to where they work, have family, or take transportation. They may also prefer units that
have fewer residents, more privacy, or different levels of focus on identity, ability, or
behavioral health. KCRHA noted that client refusals are also due to the limited availability of
housing resources, and the pressure housing navigators may feel to meet performance
measures by filling beds, as opposed to finding the right fit.

To address refusals while supporting client choice, KCRHA has implemented several strategies.
First, in 2023, it expanded eligibility for available housing resources to everyone enrolled in
Coordinated Entry. This increases the chance of matching people with appropriate housing as
compared to the previous process of limiting eligibility to the 100 people with the highest
vulnerability scores. While the previous process aimed to prioritize those with the greatest
need, it did not account for the limited availability of homeless resources, which meant that, at
any given time, available services may be more appropriate for those with fewer service needs.
Second, starting in 2024, KCRHA followed federal guidance to stop housing providers from
filling open units outside the Coordinated Entry system. Third, in 2025, KCRHA increased
training on how to use client preferences to find the right service match.



IMPACT: KCRHA has increased its capacity to assess community needs by collecting detailed
information about client refusals from two different sources. It has increased equity by
encouraging navigators to match client preferences with the characteristics of available housing
and by not penalizing clients who refuse services. Given the number of changes in the homeless
services system since this audit was first published, it is hard to interpret trends in client refusals in
the context of efficiency and effectiveness. While additional work is needed to reduce refusals
through better matching and housing development, KCRHA has demonstrated its ability to
devise, implement, and test strategies to meet clients where they are.

Recommendation 6 DONE

!

The Department of Community and Human Services should devise, implement, and test a
strategy to reduce the number and proportion of people with high vulnerability denied
housing because they “did not show up or call.”

STATUS UPDATE: The portion of denials due to service providers not being able to contact
potential clients fell to 23 percent in 2024, from 31 percent in 2022. KCRHA believes that the same
strategies discussed under Recommendation 5, above, contributed to the reduction. This is
because people tend to be more responsive to systems that provide services that meet their
needs. KCRHA is also working with Downtown Emergency Service Center (DESC) to pilot a new
vulnerability assessment. The assessment aims to identify people with two disabling conditions,
which is a prerequisite for permanent supportive housing provided by DESC. KCRHA reported that
the pilot resulted in more people with higher service needs being referred to and accepting

permanent supportive housing.

IMPACT: KCRHA showed a decline in denials due to “no shows,” increasing efficiency and
effectiveness. It continues to test strategies to further reduce this metric among people with the

greatest service needs.
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Recommendation 11 DONE @

The Department of Community and Human Services should work with All Home and other
funders to develop a benchmark for rapid rehousing move-in rates and move-in times, and
develop, implement, and test a strategy to address underperformance if it occurs.

STATUS UPDATE: KCRHA developed minimum standards for RRH move-in rates and times in
2022. (These minimum standards are for 85 percent of participants to move into housing, and at
least half of them to do so within 30 days of entering the program.) In 2024, KCRHA implemented
an inventory system to track the availability of RRH units to address underperformance against
these standards. Following system roll out, KCRHA trained service providers on the system and
clarified the difference between the date of client enrollment (when they are eligible to receive
services) and the date they move into housing. In addition, KCRHA reviewed performance data at
the provider and program level and plans to engage agencies with the longest times between
referral and move-in to improve performance.

IMPACT: KCRHA's inventory system is likely to help improve the efficiency and effectiveness of
RRH services by reducing time spent matching people to units that are unavailable. Training
should also help improve the reliability of data used to track performance measures.
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Megan Ko conducted this review. If you have any questions or would like more information, please
contact the King County Auditor’s Office at KCAO@KingCounty.gov or 206-477-1033.
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