
With this newsletter, we seek to shed light on the barriers, obstacles, and dead ends our clients face as they access services in 
order to meet their basic needs. Our goal is not to criticize or single out other providers or agencies, but to reflect our clients' 
diverse experiences and offer a deeper understanding of the unique challenges of navigating the social service landscape.

Fall 2019: Navigating the Complex Maze of Services

A Complicated Maze
Imagine that in order to access your basic needs 
every day, you had to navigate a very complex 
maze. Routines that you might currently take 
for granted—like eating, going to the bathroom, 
taking a shower, sleeping—would instantly 
become incredibly long and arduous. First, you’d 
have to decide which direction to go in order to 
meet your most immediate need; then, every new 
turn would have the potential to present a new 
challenge—if you prioritize finding a bed to sleep 
in, you might have to give up your belongings or 
miss an important appointment. If you go to work 
for the day, you may forgo having a place to sleep 
for the night. Every decision you make in this 
winding maze has a cost that affects your ability 
to travel forward—and by the middle of the maze, 
it’s unclear if you’re still at the beginning and what 
might be waiting at the end.

This analogy illustrates a small fraction of our 
clients’ experiences as they try to navigate social 
services. Often they are met with long waits, 
inefficient systems, difficult decisions, and 
sometimes, the end result is not getting their 
needs met. For 22 years, At The Crossroads has 

aimed to reduce barriers to accessing services and  
stood with clients as they navigate complicated 
systems while also aiming to survive, thrive, and 
accomplish their individual goals.

We sat down with four clients to talk about 
their experiences accessing services—including 
housing, shelter, government assistance, getting 
food to eat and clothes to wear, and applying for 
a government-issued ID. Each client had more 
stories to tell than we are able to share in this 
article, but we hope that this serves as a window 
into some of the challenges our clients face as 
they try to address their basic needs.

Getting Temporary Shelter
Ending up outdoors can happen quickly, but 
getting back indoors, even temporarily, can be an 
incredibly complicated process. By the numbers 
alone, there are not enough shelter beds available 
in San Francisco to meet the demand. In both 
traditional shelters and Navigation Centers, 
the city has a total of 2,105 beds. According 
to the 2019 Point-in-Time Count, there are 
8,011 people experiencing homelessness in San 
Francisco, 65% of whom are without shelter. Not 
only is the need greater than the supply, but the 
process of accessing shelter beds is complicated. 
You cannot self-refer to get into a Navigation 
Center, you have to be referred by a member of 
the Homeless Outreach Team or by the police. 
Additionally, there is a Shelter Reservation Wait-
list, but it is over 1,000 people long. When your 
name is on the waitlist, you need to be able to 

call and check your status regularly, which can 
be challenging if you don’t have access to a phone.

Over six months ago, Karen and her husband lost 
their housing, increasing the challenges they face 
as they try to support themselves and their family. 
Karen has been an ATC client for three years 
and is caring, determined, and passionate. Her 
family is incredibly important to her. During 
Karen’s interview, it was clear how much time 
and energy she has put into trying to re-obtain 
housing. Karen has tried three times to get a 90-
day bed by putting her and her husband’s names 
on the San Francisco’s Shelter Reservation Wait-
list, operated by 311. When a couple submits 
their names together to this waitlist, they are not 
guaranteed that they will be placed at the same 
shelter.

While waiting for the 90-day bed, Karen and her 
husband were also working with a caseworker to 
secure an alternate shelter placement through a 
different system which would have granted them 
temporary beds in the same location. After four 
months, when their names reached the top of the 
90-day bed waitlist, they tried to check in with 
their caseworker about the status of the alternate 
placement but could not get ahold of them. They 
decided to turn down the 90-day bed in order to 
wait for the alternate placement where they could 
both be in the same location. The next day, they 
found out that they had not been approved for 
the alternate placement. Having turned down 
the 90-day beds, they had to start the process all 
over again.

(Continued on page 4)

ATC's Clients Share Their Experiences Acccessing Services

AT THE CROSSROADS

“It’s super hard to get back to where I was at. All these 
offices that are supposed to help you are not helping. 
They’re so fast to give you the boot and kick you out.”

-Karen, ATC client for 3 years

1) SFist, "Some Facts About SF's Homeless Population," bit.ly/SFistArticle  2) 2019 Point-in-Time Count Executive Summary, bit.ly/2019PITCount
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Electronic copies of previous newsletters are available to view at www.atthecrossroads.org/newsletters

Letter from Executive Director
Charles Lerner, MFT

Dear ATC Friend,

A lot has happened since our last newsletter. At The Crossroads held its 10th Annual Summer 
SunDay in June and last month we hosted the “Be Bold with ATC” mobilization event. You will 
be hearing a lot in the coming months about ATC “getting bold”. We have also set several key 
initiatives for this coming year that you can view on the back cover of the newsletter. I recently 
read an article about being bold for change. The author stated that being bold requires three things: 
(1) being courageous to try new things and stand up for your convictions; (2) being an example to 
emulate; and (3) believing in yourself and that you can create change. 

ATC is going to be courageous and create a bold vision for our future. It is our goal to increase 
our impact and become a louder voice at the table. ATC’s model of connecting with young adults 
experiencing homelessness will not change. We will continue to practice radical empathy and be 
an example for how you help others with dignity and humanity. We will continue to believe in our 
clients and the idea that they can create healthier and happier lives for themselves. ATC will never 
give up on the belief that the systems designed to help our clients can change for the better. 

In this newsletter, you will read about several ATC clients and the barriers that they have faced in 
accomplishing what they want for themselves—whether that is feeling safe, having enough to eat, 
finding stable housing, or getting an ID in order to get a job or access additional services. We want 
you to learn about their journeys in their own words. You will see just how bold our clients are in 
building the lives that they want for themselves—even in the face of tremendous challenges. There 
is a lot our clients can teach us about being courageous and believing in our ability to create change. 

One last thing—I encourage you to participate in the maze activity on pages 8-9 of the newsletter. 
I expect that the exercise will have an impression on you. Please feel free to reach out to me and tell 
me what you think after doing it. 

On behalf of the At The Crossroads team, I want to send my best wishes to you for a happy, healthy, 
and joyful holiday season. I hope that you are surrounded by love and peace. Thank you for being 
an important part of the ATC family. 

With gratitude,
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You may notice that we sometimes use they/them/their/themself as singular pronouns. We’ve 
chosen to do this because using gender-neutral language aligns with our core value of respecting 
individuality. We have also done this in certain cases to protect our clients' anonymity.
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GET INVOLVED WITH ATCWHAT WE DO
ATC walks the streets of the Mission 
and Downtown/Tenderloin to reach 
disconnected youth on their own turf. 
We hand out basic necessities like food, 
socks, and hygiene supplies, and build 
counseling relationships with youth.

We focus on youth who have fallen 
through the cracks of other services, 
and would not get support without us.

�We meet with clients 1-to-1. We listen to 
them talk about anything they want, with 
no agenda and no judgment. We help them 
identify goals, figure out who they want to 
be, and how to become that person.

We keep working with clients after they 
leave the streets. We continue to support 
them for as long as they want, helping 
them build outstanding lives, not just lives 
of subsistence.

We partner with other organizations, 
connecting our clients with resources such 
as jobs, housing, education, health care, 
and mental health services.

We work with the government at the 
city and state levels to improve the 
continuum of support for all disconnected 
young people.

Make a donation to support ATC’s work
The only way At The Crossroads can accomplish our mission is with the 
generosity of individuals who believe in our work. If you think every homeless 
youth deserves the chance to build an outstanding life, please support us! 
Learn more and donate at www.atthecrossroads.org/donate.

Become a volunteer
Do you have free time in the morning or afternoon? Want to learn firsthand 
how we support San Francisco’s most disconnected youth? Become a volunteer 
and pitch in on a number of tasks that help keep ATC strong. To learn more, 
email getinvolved@atthecrossroads.org.

Get your company involved 
When companies and their employees engage in our work, it can have a huge, 
positive impact. There are many meaningful ways that you and your coworkers 
can support ATC. To figure out how to get your company involved, email 
getinvolved@atthecrossroads.org.

Connect us to new clothing donations
ATC is always looking to build relationships with stores and businesses that are 
able to donate new clothing and shoes for our clients. If you can connect us 
with a store or clothing manufacturer who may be able to donate these items, 
please email getinvolved@atthecrossroads.org.

Learn more about ATC
•	 Check out this video featuring our clients, in their own words, produced 

by local production company, Criminal: bit.ly/ATCclientvideo.
•	 Watch a 15-minute documentary about our clients and our work: bit.ly/

ATCdocumentary.
•	 Sign up for our email list to learn about upcoming events, volunteer 

opportunities, organizational updates, and more ways to get involved:
www.atthecrossroads.org.

At The Crossroads reaches out to homeless 
youth and young adults at their point of 
need, and works with them to build healthy 
and fulfilling lives. 

MISSION

Volunteering with young people has always been a part of Gus’s life. So, four 
years ago when Gus did an online search for volunteer gigs, he resonated with 
our mission of supporting young people navigating life’s ups and downs. He’s 
been volunteering at ATC weekly ever since. One of his favorite activities is filling 
food boxes for our clients, as it allows him to learn more about the people we 
work with and it gives him a chance to connect with our counselors. We’re so 
appreciative of Gus’s long-term support of our work and his positive attitude!

VOLUNTEER SHOUTOUT: GUS

CORE VALUES
Prioritizing meeting the 
needs of our clients first

Making services as accessible 
as possible

Supporting empowerment

Respecting individuality
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Karen feels like she is trying everything that she 
can to get into shelter and to make decisions to 
increase her and her husband’s stability, but it’s 
not working: “I’m trying to access the services, 
I didn’t say no to your bed because I didn’t 
like the place that you have for me. I said no 
because somebody promised me a bed with my 
husband at one shelter, where we could make 
our lives so much easier.” Even though it would 
have been much simpler to stay together, Karen 
regrets turning down the 90-day bed: “I would 
probably still be there right now. I would have 
all my documents. I would probably still have my 
purse. I lost all our … documents. Social Security 
numbers, birth certificates, like, it’s deep.” 

The last six months of being on and off the 
streets and trying to access services have taken 
an extreme toll on Karen. She wonders if people 
running all of these programs understand how 
difficult it is to experience homelessness. “If you 
guys put somebody from city hall outside with 
a blanket, you guys won’t make it. You will get 
beat up and robbed, and if you don’t know where 
to sleep you might not wake up tomorrow.” She 
also feels that there’s a misperception of people 
on the streets: “I feel a lot of people are like, 
‘Uhh the homeless, uhh gross.’ I don’t want to 
be homeless! I want to take a shower every day. I 
want to go get a job. I want to do shit. I want to 
get back to my life … and it’s super hard to get 
back to where I was at. All these offices that are 
supposed to help you are not helping. They’re so 
fast to give you the boot and kick you out.”

Securing Housing
Often, people assume that if someone wants 
to get housing, they must simply apply, follow 
the required steps, and they will be housed in a 
timely manner. In reality, the process is almost 
never that straightforward. Depending on a 
variety of factors, including one’s age, ability, 
lived experience, and barriers, the process of 
securing housing can take months and in many 
cases it takes years. The city has rolled out a new 
system that is designed to prioritize housing 
Transition Age Youth (TAY) and to reduce 
the length of time it takes. However, there is 
no guarantee that a person’s case will be given 
priority status, and even when it is, it still may 

take time to be connected with housing. There 
is the option for youth with priority status to 
receive a temporary placement, but these spots 
are not guaranteed and may only be short-term. 
For every young person who is given a slot, there 
are many more who are not.

Donny is 25 and has spent most of the last seven 
years of his life couch surfing and moving around. 
As he talks about his experiences, he maintains 
a warm smile and he describes himself as “a 
positive person, even when bad things happen.” 
He recently moved into his first apartment 
and the whole process took 11 months, from 
first applying for an available housing slot to 
actually securing his own place, during which he 
continued to live on and off the streets. You can 
read more about Donny’s experience on pages 
6-7 of this newsletter.

A year ago, Donny was offered the opportunity 
to apply for permanent housing. Due to multiple 
miscommunications between agencies regarding 

income eligibility, the opportunity fell through 
and Donny was extremely disappointed. He 
spent most of the ensuing months on the streets 
trying to stay warm and get rest when he could. 

“Most of the time anywhere I go, I'd take a nap, 
and then just be up, be outside, and just try and 
stay out of the way … I would just hang out at 
the [24-hour pharmacy] overnight. I worked 

there for like six months too. I used to sleep in the 
basement … put some neck pillows down, take 
a quick little nap.” It was a particularly difficult 
winter to be outside. “I just wanted to stay warm 
and it didn't work out like that. You know how 
cold it was last year? Around this time? It was 
so cold.” His experiences trying to get housing 
were very discouraging. “I have been employed 
the whole time and that's why it’s so frustrating. 
You can have a job and still have nowhere to live. 
What am I working for at this point?” Several 
times, Donny considered moving away or, at 
least, giving up on trying to find housing in San 
Francisco, even though his job is here and he has 
a lot of family in the city.

Now that he’s housed, he’s very grateful but, as 
a result of his experiences, Donny is afraid to 
voice any concerns that may come up about his 
new living situation: “I'm just scared honestly, 
that I say something and then I'm out again 
... With my luck that would happen.” Also, his 
commute from Richmond to the city is long and 
costly. “My issue living in the city is the BART 
transportation thing—that's expensive. I don't 
even have the money for that.” Sometimes he’s 
faced with the challenge of needing to get to 
work but being unable to afford the train fare.

For LeBron, getting “document ready” was the 
biggest obstacle to getting housed. LeBron is an 
easy-going person who values his friendships and 
is incredibly thoughtful about his experiences. 
He’s been working with ATC since 2016. While 
living in a transitional housing program for 
TAY, LeBron was offered a permanent housing 
spot and immediately said yes. The only 
requirements were that he have a Social Security 
card and California ID, and register for General 
Assistance. It sounds simple—but it was not a 
straightforward process.

Navigating Government Offices
Accessing services often requires that you present 
various identification documents; most often 
state-issued identification, a Social Security card, 
and birth certificate. If you have never had a 
Social Security card then you have to go to the 
Social Security Administration office and show a 
certified copy of your birth certificate along with 
a state-issued ID or US passport. But in order 
to obtain an ID or passport, you need a Social 
Security card. If you are missing any of these 

(Continued from front page)

Half the times you ask 
for help and you try to 
receive it, you're just 
going to get a whole 
bunch of bullshit.

-LeBron, ATC client for 3 years

I have been employed 
the whole time and 
that's why it’s so 
frustrating. You can 
have a job and still 
have nowhere to live.

-Donny, ATC client for 1 year
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documents, the process becomes much longer 
and more complicated.

As LeBron worked on getting “document ready” 
in order to accept his housing opportunity, he 
faced challenges getting a Social Security card. 

“When you don't have a Social Security [number], 
it makes everything twice as long than what it 
should be.” Because he didn’t know his Social 
Security number, he went to the SSA office and 
tried to get the number using his name, but they 
were unable to locate his number. He went back 
several times and it wasn’t until he went with a 
counselor from his housing program who helped 
advocate for him that they were able to sort the 
issue out.

After several early-morning appointments, he 
felt frustrated: “Honestly, my fourth visit to 
the SSA building was like, ‘Is it really worth it?’” 
But LeBron refused to give up: “I'm more so of 
having temporary thoughts, like, ‘Oh, what if I 
did drop doing this?’” The entire process took 
about two months, after which LeBron was able 
to move into his new apartment. “I ended up 
getting my housing ... I think it was 11 days after 
my birthday, and in my eyes, it was the biggest 
birthday you can get, signing your first lease.”

Other clients also face challenges when they 
try to access government assistance programs. 
Dustin, who has been working with ATC since 
2014, has attempted in multiple ways to access 
different kinds of government programs for 
which he is eligible. He is incredibly independent 
and usually prefers to find solutions on his own, 
but was willing to try applying for cash aid or 
County Adult Assistance Programs. With his 
ATC counselor, he went to three appointments 
in one week, and he remembers being told 
that he would receive $66 a month in county 
assistance for working three days a week. Dustin 
doesn’t think this trade of his time for that level 
of support makes sense: “How does that add 
up when the minimum wage is [nearly] $16 an 
hour? How do you know three days a week adds 
up to $66? Whatever they're doing down there, it 
just didn't work out for me.”

When Dustin applied for a CalFresh EBT 
card—which offers a stipend for “low-income 
individuals … to buy food at retail food outlets, 
grocery stores, farmers markets, and some 
restaurants”—he was also offered the option 
to apply for a state program that provides 
discounted cellphone services. He completed 
the application with his ATC counselor in mid-
February and a month later, received notice that 
the phone had been delivered in the mail, but it 
hadn’t been. When Dustin reached out to the 
phone service program, they told him to call the 
phone distribution service, who reported that 
they never received any information from the 
state phone program. “It was like a wild goose 
chase for some of the things that they said they 
would mail, like my phone. It was like two or 
three times we were told that they mailed one 

and mailed another one and it never came.” 
Dustin and his counselor decided to go directly 
to a phone distribution booth together so that he 
could be sure to get a phone. He now has one, but 
according to Dustin, since the number belonged 
to someone else originally, notifications and 
calls for that person use up a big portion of his 
monthly data allotment.

It was hard for Dustin to decide to seek help from 
programs and services in the first place and when 
they haven’t met his expectations, it makes him 
lose trust in government agencies and providers. 
He feels reluctant to share more information 
about himself, if he won’t actually receive help as 

a result. “That the government would have me 
on record as someone that they're providing for 
and I don't know what they do with that … But 
the way that I've been treated hasn't been that 
good, so I'm not going to help them.”

Ideas for Improvement
At ATC, we believe that our clients are the experts 
on their lives and what they need. We asked each 
of the people interviewed for this newsletter if 
they had ideas for how social services could be 
improved to better meet their needs. And every 
one of them had an answer. Dustin wanted the 
services provided to be more accurate to what 
is advertised—he felt that in certain instances, 
he had been promised things that were not 
ultimately delivered. Donny wished that all 
programs, including ATC, were easier to find in 
the first place: "You all need a billboard … You 
know what I'm saying? More people need to 
know about this, just the programs in general.”

Karen thinks it would be really helpful if all of 
the services were centralized, which is something 
that the city is trying to do. “I feel like one entity 
should be in charge of all of it so that this person 
doesn’t say that that person didn’t meet with 
you … That’s where a lot of things are getting 
miscommunicated.” She thinks it would save a 
lot of time and energy and increase accuracy if 
instead of going to a bunch of different places 
and telling them the same things, there was a 

central system that all providers could access.

LeBron is an active member of the Youth Policy 
and Advisory Committee, or YPAC, which is a 
government committee led by youth currently 
and formerly experiencing homelessness 
founded in 2016. His hope is that service 
providers center the needs of the youth they are 
serving: “Half the times you ask for help and 
you try to receive it, you're just going to get a 
whole bunch of bullshit ... And it gets stressful 
and it can piss people off, because it may feel like 
you're not going anywhere or you're not actually 
getting what you need to get done. So, then you 
have that plus irritation, anxiety, depending on 
what kind of person you are.” In LeBron’s eyes, 

if getting services is overly stressful, people may 
decide not to continue.

Conclusion
We share these stories in the hopes that we might 
come together to better serve our community. 
There is a misconception that getting your 
needs met is as simple as showing up to a service 
provider and filling out an application and that 
if something doesn't work out the onus is on the 
person accessing the service. At The Crossroads 
acknowledges that we all have a long way to go 
before we are providing the caring, accessible, 
and transformational support that our city’s 
most vulnerable residents need. 

As providers, we all must examine the impact 
of barriers to access, staff turnover, program 
design, and larger systemic issues like racism, 
homophobia, transphobia, xenophobia, and 
inequality. We also must recognize the immense 
challenges, including but not limited to past 
trauma, mental health differences, and substance 
use, that participants face before they ever walk 
through our doors and the effects that waiting 
for services, negative encounters, and rejection 
can have on the people we are aiming to support.

In the coming year, ATC’s goal is to focus on 
its relationships with city service providers 
and other agencies and to identify gaps in the 
system that can be addressed through better 
collaboration. Improving our services should be 
guided by our clients' experiences and input. We 
challenge ourselves to do our part to improve the 
social service landscape and to deconstruct the 
complex maze. ·

It was like a wild goose 
chase for some of the 
things that they said 
they would mail, like my 
phone. 

-Dustin, ATC client for 5 years



PG. 6 ATC NEWSLETTER

•	 Donny completes an 
intake interview for a 
potential housing subsidy.

•	 In mid-May, Donny is 
awarded a housing subsidy.

A Long and Winding Road to Getting Housed
At The Crossroads works closely with clients to identify resources, provide referrals, and offer support and advocacy as clients navigate 
other services. We receive a lot of questions about what this really looks like in practice.
Below is a timeline outlining many of the steps taken by Donny to get housing and how his ATC counselors offered him support. The 
entire process took 11 months but Donny had been experiencing homelessness on and off for seven years.
While our clients are accessing many different kinds of services and accomplishing diverse goals—like going back to school, connecting 
with their families, or managing their mental health—we hope this is an illustrative example of the ways that clients partner with ATC 
counselors in order to make progress toward their goals.

EARLY 2018

•	 Donny has been unstably 
housed since he turned 18.

•	 In early 2018, he is living 
out of a car; one day, en 
route from Sacramento to 
San Francisco, police take 
the car.

JUNE 2018

•	 Donny meets At The 
Crossroads on nighttime 
street outreach and 
comes in the next day.

•	 He starts meeting with 
a counselor and getting 
supplies from ATC.

OCTOBER 2018

•	 At The Crossroads reaches out to 
Donny about a housing opportunity. 
Donny decides to apply.

•	 Donny completes the application 
process, with the exception of 
providing a copy of his Social 
Security card. He needs to get one. 

•	 ATC helps Donny to apply for an 
original Social Security card. He 
needs a certified copy of his birth 
certificate to complete the process.

•	 He submits pay stubs from his part-
time job. While waiting to finalize 
his documents, he is expected to 
continue submitting pay stubs.

"ATC offered to go with me 
to the Social Security office 

… We went to Social Security 
and sat there and talked. It 
just took a lot of anxiety 
off of things. I didn't think 
someone would sit with me 
at the Social Security office 
for hours, just to sit there."

JANUARY 2019

•	 In early January, Donny goes to a meeting at the housing 
site to sign his lease. He submits additional pay stubs and is 
told that he may no longer be eligible because his income 
is too high to qualify for the unit. This is because he had 
picked up a few extra shifts during the holiday season, 
temporarily increasing his income.

•	 Donny is under the impression that there is still a chance 
the unit might work out—and that they will reach back out.

•	 ATC makes several attempts to follow up with the agency. 
The point person assigned to the matter is out of the office 
and unreachable.

•	 Donny has heard nothing about the unit. 
He considers giving up on the process and 
stops talking to ATC for a while.

•	 ATC continues to reach out to different 
people about the matter. 

•	 In March, Donny’s ATC counselor is able to 
get in contact with someone who says that 
his application was determined ineligible 
and that the unit had been passed on to 
another applicant.

•	 ATC works collaboratively with providers to 
see what other options may exist for Donny.

MARCH 2019

“At one point I was looking at 
moving out of the city. I wanted 
to stay here, I want to work here, I 
have a job here, my family is here. 
Living in the city was not doable, 
especially with someone working a 
part-time job, making 15 dollars an 
hour. I can't afford to live here.”

•	 Donny might be eligible for a spot in a 
Transition-Aged Youth housing program (for 
youth ages 18-24). Before the process can get 
underway, Donny turns 25.

•	 Donny’s primary ATC counselor informs him 
that they're leaving ATC. Donny considers not 
pursuing housing anymore.

•	 ATC counselors continue to reach out to 
Donny to see if he wants to continue applying 
for different housing options.

•	 Donny’s Social Security card finally arrives.
APRIL 2019MAY 2019

“When [my ATC counselor] told 
me they were leaving, I was like, 
‘Okay, hell no, now I'm done.’ I had 
a case manager leave ... So, damn 
I'm really not getting anywhere.”

“ATC didn't give up though 
on me. Shoutout to [my ATC 
counselor]! They called me, 
and were like ‘Hey, I understand 
if you don't want to do this 
anymore, but we think there's 
another program we can get 
you in that might help you.’”

•	 Donny is referred to a specialist for the 
new housing subsidy and completes 
another intake interview with the 
agency. This agency helps participants 
locate available housing units that will 
accept the housing subsidy.

•	 The specialist originally assigned to 
work with Donny leaves their position 
and he is assigned a new specialist.

•	 Donny also completes an intake with a 
seperate agency that will provide case 
management for the subsidy.

JUNE 2019

•	 Donny does the intake interview with the agency managing 
his case. After this, the person who does his intake leaves 
their position.

•	 Due to a combination of lag time and repeated staffing 
changes, Donny feels disconnected from the process. He 
misses a scheduled orientation.

•	 There is a period of time where no one is in communication 
or contact with him. The referral agency reaches out to all 
providers, aiming to re-engage Donny in the process.

JULY 2019

•	 Donny follows up and moves on to the next step. Donny’s ATC counselor coordinates with 
his providers to schedule his orientation; everyone makes an effort to do this quickly.

•	 Based on his needs and availability, Donny is offered two housing options: an SRO in San 
Francisco or a one-bedroom apartment in Richmond. In mid-August, Donny, his ATC 
counselor, and all of his case workers take a tour of the one-bedroom.

•	 Donny submits an application for the unit, including providing copies of his ID, Social 
Security, pay stubs, rental history, background check, and credit history. His ATC counselor 
coordinates with his providers and helps him secure his documents for the application. 

•	 Donny’s ATC counselor works with his providers to secure a temporary placement for 
him at a shelter while he awaits a determination. Donny is not sure he wants to go to a 
temporary placement—in part, he is worried that if he accepts a bed there, his housing 
opportunity may be taken away. He discusses his concerns with his counselor, and decides 
to accept the temporary placement. 

•	 Donny completes yet another intake interview and is also asked to provide copies of his ID 
and Social Security card, which he now has on file with ATC. He is approved to move into 
temporary placement.

AUGUST 2019

DECEMBER 2018

•	 At the end of the month, Donny’s application is 
approved. His rental amount is set and a request 
to schedule a tour and move-in date is sent. 

•	 A hard copy of Donny’s Social Security card is also 
needed, to finalize his paperwork. At this point in 
time his Social Security card has not yet arrived.

SEPTEMBER 2019

•	 Three days after being 
approved for temporary 
placement, Donny is approved 
for the unit in Richmond.

•	 He has follow-up appointments 
where he signs his lease and 
the following day gets his keys 
and moves in.

“I didn't want to get to the 
[temporary shelter placement] 
and they be like ‘Well, you got 
somewhere now, so you're 
good for a while.’ That's why it 
took me a while; I was skeptical 
of even going there.”

“I had nowhere to go, so I 
ended up staying out in the 
city. My sister lived in the 
Tenderloin. It used to be a 
hotel, now you can live in it. I 
was sleeping on her floor when 
I could. She lived in a studio.”
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At your second housing 
program intake, you are 

given priority status and provided a 
temporary shelter to stay in 
until you’re able to move 
into an apartment. (+10)

Simulation: Solve the Maze to Meet Your Basic Needs
Below is a maze to simulate what someone might go through while experiencing homelessness and trying to meet their day-to-day needs. 
Everything in the maze is based on the lived experiences of our clients, or people in similar circumstances.
To start, flip a coin five times and calculate your initial Morale Point count. Every heads = +3. Every tails = -2. Mark your starting value at 
the top of the Morale Point Counter. Your initial count represents the impact of your life experiences before entering the maze.
Start the maze. Each event you come across will either add or subtract Morale Points. Track this in the Counter. Your point total may 
dip below zero, but you can continue. If you hit a dead end, turn around and find a different path. Resist the urge to look 
ahead, go where your pen takes you, and notice what reflections come up for you as you move through the maze.

When you 
turn 18, you 

age out of 
foster care 
and have 

nowhere to 
go. (-10)

You meet with your 
ATC counselor, who 
goes with you to the 
DMV and provides a 
voucher so that your 
ID application is free. 

(+3)

In order to get to 
work on time, you 

take BART, but don’t 
have enough money 
for the fare. You get 
a ticket for $75. (-7)

START

While sleeping 
outside, you 
get robbed. 

You lose your 
ID, all of your 

cash, and your 
backpack of 
clothing. (-8)

You are 
stopped for 

jaywalking and arrested 
for an outstanding 

warrant that you did not 
know about. (-12)

After applying 
to five places, 

you’re offered a 
part-time job in 
Downtown San 
Francisco. (+7)

  
At an intake 

interview for a 
housing program, 

your housing need 
is not prioritized. 

You have to wait 6 
months to do the 
assessment again. 

(-8)

Your Social Security card 
and ID were stolen and you 

need to get a replacement 
Social Security card. But to 

get this you need ID. 
(-6)

Morale Point 
Counter

Now that some of your basic needs are met, you can focus on your goals and dreams!

END

Because you 
can’t provide 
a government-

issued ID in time, 
you lose your job 

offer. (-7)

Because of a 
disagreement with 
another resident, 

you are kicked 
out of the shelter 

before your 30-day 
stay is over. (-9)

A caseworker who 
you worked well 

with and who 
advocated for you 

leaves their job (-6)

You experience
     a medical
     crisis and
end up in the hospital 
for a week. As a result, you 
lose your job. (-10)

Because of the 
income from your 
part-time job, you are 
$100 over the income 
limit to qualify for a 

rental subsidy. But you 
don’t make enough 

to afford market-
rate housing. (-8)

A friend lets 
you crash 
on their 

couch for a 
month (+7)

You get a CalFresh card and receive $150

in the mail. (-5)

Your replacement ID

It
's

 a
 v

er
y 

co
ld

 n
ig

ht
 a

nd
 y

ou
 h

av
e

is
 lo

st

and have

(-3)

You catch

Your phone is stolen. (-5)

You lose your BART pass. (-4)

You spend quality time with a loved one. (+3)

night out

friends. (+3)

each m
onth for

outside. (-3)

You have a fun

w
ith

to sleep

to m
iss w

ork.

a cold

they

and they no longer let you

 (+5)

food. (+3)

You get a food box from ATC for the week (+2)

You finish your Associate’s Degree

While waiting at

Office

miss work and can't

You run into an outreach team and at a shelter.

offer you a 30-day

You and your friend have a disagreement

stay with them. (-6)

 at City

the SSA

you

College.

af
fo

rd

be
d

to buy dinner. (-3)
Total:

(+7)



At The Crossroads 2019 Client Survey
This past winter, we completed a client satisfaction survey. The goal of the survey was to gather feedback 
from our clients on the different parts of our program. Counselors proactively reached out to clients 
who access ATC in different ways and tried to get a representative sample from each program. The 
survey also provided us with additional information about our clients and their lives. One-sixth of ATC’s 
clients completed the survey. Below are some of the highlights from our findings.

shared that ATC helped them achieve one or 
more of their goals in the following areas:90% 

14% 
Employment 
and financial 

stability

12% 
Family and 

relationships

27% 
Housing

9% 
Education

OUR CLIENTS OUR PROGRAM

of our clients report that they 
are not currently accessing 
other services outside of ATC.55% 

They are disconnected
from social services.

were in foster care at some 
point in their young lives.44% 

They are former 
foster youth.

care for minor children.46% 
They are caretakers.

of clients always or often 
feel they are treated with 
respect.100% 

Our clients feel respected
by our program staff.

of clients report that ATC 
always or often has services 
that meet their needs.95% 

Our clients' needs are
being met by ATC.

have worked with ATC for over 
three years.74% 

We foster long-term 
relationships with clients.

37% 
"Other," including 
mental health, life 

skills, and legal 
matters
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Annual Fund and In-Kind Donors, May-September 2019

— Find a complete list of our donors at: www.atthecrossroads.org/contributors —

Leader - $50,000+
Peery Foundation

Partner - $10,000+
Five Bridges Foundation
Priscilla & Keith Geeslin
GGS Foundation
Hellman Foundation
Nordstrom

Pillar - $5,000+
George F. Jewett Foundation
Alison & Michael Mauze
Toni Rembe
Bamford Foundation

Ally - $1,000+
Anonymous
ALMA
Lynn Charles
Amy Davidson & Will Luo
Philena Franc
Patty Holahan & John 
   McShane
Leslie & George Hume
Genevieve L'Heureux & 
   Timothy Getz
Morrison & Foerster 
   Foundation
John Odell
Tim & Barbara Pennington
Salesforce
Slack Technologies
Seth Socolow & Helena 
   Zaludova
Anne Stuhldreher & Tim 
   Wirth
Marc & Megara Vogl

Advocate - $500+
Annie Camerlengo
Kat Cullen
Glenn Fernandes
The Otters
Geoffrey Gordon-Creed & 
   Jean Fraser
Scott & Ellen Hand
David & Jane Hartley
The Londons
Nancy Mao & Dan Rencricca*
Tamton Mustapha
Ian Smith*
Pete Warden & Joanne 
   Ladolcetta
Zeus Living

Supporter - $250+
Anonymous
Kahla Broussard
Karen Cabrera
Andrew Fisher & Jeffry 
   Weisman
Valerie Gardner*
Peter Goetze
Katherine Grayson
Vanessa & Shirley Homewood
Farhad Imam & Frauke Drees
Michael Kenin & Kim 
   Giambruni-Kenin
George Loew & Jane Freston
Marsha & Bob Mayer
Jason Menayan
Bruce Osterweil & Patricia 
   Furlong
Diana Pang & Jeremiah Jeffries
Joe Proctor*
Pablo Villavicencio
Michael & Marianne Wiener

Friend - $100+
Anonymous (multiple)
Suzanne Abel*
Jaemie & Joey Altman
Tom Athanasiou
Andy Bales
Alex Beir
Jess Bendit*
Kimberlee Caple*
Rebecca Cate
Cia Ee Ching
Linda Chow
Katie Cole
Morgan Collins
Nancy & Ed Conner
Ben & Jean Covington*
Ellyn & Tom Dooley
Marco & Meredith Einaudi
CeeCee Fairley
Chase Ferguson
Liz Fisher
Julia Flood
Amanda Flores
Kortni Flynn
Jerry George & Christine 
   Wardell
Google, Inc.
Jorge & Sarah Guitart
Caitlin Haberberger & David 
   Barrowman
Eric & Marianne Haesloop
The Rev Frances Hall 
   Kieschnick*
Dorothy Hunt*
Rasika Kumar
Jeanne Laber
Suruchi Mandal
Chris Martin
Brian & Linnell McRee
Elizabeth Moore*
Laura Murray
Grace Oakes & Adam 
   Cornelius
Ben Peterson & Wendy 
   McKennon
Bruce Prescott
Carter Randolph
Todd Reasinger
The Remedios Family
Paula Romanovsky
Ryan Roth Gallo
Peggy Schaps*
Benjamin Silva
Matthew Silver
Katie Solomon
Bill Stern*
Diane Tate
Greg & Sara Tucker
Mercedes & Don Tyler*
Christine Van Aken
Lynda Wagner
Randall Whitehead
Lucia Whitman
Cedric & Amy Wiesner
Stacey Wong

Patron - $1-$99
Anonymous (multiple)
Omar & Maria Alonso
AmazonSmile Foundation
Catherine Art
Beatrice Bailey
Sandy Baron & Joel Blau
Louise Beckerman*
Mitchell Benjamin
Keene Benson*
Yvonne Biancalana
Monica Blum

Dana Bolstad
Rob Brandt
Warren Brown
Clare Bryant
Cecile Burfeind
Lois Burnett-Lang
Kristy Calles
Alejandro Cerda
Congregration Etz Chayim
Allan & Erica Cyprys
Louise & Michael Davidson-
   Schmich*
Jean-Luc Delpech
Caroline Doyle
David Duncan*
Gina Ebbs
Megan Emme
Natalee Ernstrom*
Cait & John Evans
Ray Finn
Robert Frear & Tim Kennedy
Giving Assistant
Joan Goldenberg*
Stephanie Govea
Renee Greig
Roger Gross
Mahin Heidary-Charles
Clyde Higaki*
Janet Hiller
Thomas Hunsdorfer
Rosanna Keenan
Candace Key
Ed & Connie Knoll
Gina Limón
Oliver Lyon
Rebecca Lyon
Maura Madden & Rufus 
   Tureen
Susan McCleary
Rachel McLean
Jenna Mellor
Paul & Carol Montana
Julie Muer
Dave Murphy
Jenny Nicol
Sarah Osborne
Linda Oziel
Casey Patterson
Nann Phoenixx-Dawn*
Adam Purkiss
Richard Re
Marilyn Re-Govea
Stefanie Reinert
Terry Rillera
Kelly Robertson
Gail & Naoki Sakai
Andrew Schulman*
Ruth Sheldon
Ann Shulgin
Ann Shulgin
Barbara Simons
Nancy Singleton
John Stassen
Eric Sterling*
Fergus Sullivan
Florence & Jerry Taslitz*
Glady Thacher
Oriana Tiell
Marisa Tsai
Vickie & Stu Tucker*
Abigail Unger
Helena & Robert Unger
Lisa Walsh & Terry Gaynor
Peter Westermayer
Kim Whitman
Tammy Winter-Bailey

*Donations made in honor or 

memory of the following:
•	 Amanda Tompkins
•	 Anna Kramarz
•	 Arnie Forman's 85th birthday
•	 Beth Koeneke
•	 Catherine Covington
•	 Charles the keymaster
•	 Chris Stivers and Kayla 

Urquidi's wedding
•	 Hisaye June Higaki
•	 Irina Alexander
•	 James Hunt
•	 Jean Lubrano
•	 Lynn Taslitz
•	 Mary Gregory
•	 Merry Peter's Birthday
•	 Michael Baxter
•	 Nora Brereton
•	 Norman Gardner
•	 Olga Moore
•	 Rob Gitin
•	 Vanessa Homewood
•	 Will Luo

Individual In-Kind
Allie Ballesteros
Ann Hughes
Anonymous
Barbara Pennington
Florence Taslitz
Glenn Fernandes
Jack Ferrone
Kathleen Allan
Marilyn Moodie
Tori Talavera
Whitney Wineroth

Corporate In-Kind
Adobe
Banana Republic
Bombas
Caren Campbell Dermatology
CBS Interactive
Cora
Farella Braun + Martel LLP
Keep Truckin'
Lending Club
Nott Sleepwear
Nuna
Packet Fusion
Progress Investment
San Francisco Giants
Securities Exchange 
Commission
Torrid
UBS Financial Services
UCSF
Urban Remedy
Verily

Nonprofit & Other Group 
In-Kind
Blossom Project
Center for Harm Reduction 
   Therapy
Condom Distribution 
Program, 
   SFDPH
San Francisco Friends School

Summer Sunday In-Kind and 
Sponsors
ACT
Bare Snacks
BATS Improv
Bella Viva
Bi Rite
Brava! for Women in the Arts

Canyon Market
Cheese Plus
Clif Bar
Colibri
Cookie Love
Costco
Dandelion
Endorfin
Frog Hollow Farms
G.L. Alfieri
Golden State Activewear
Good Earth
Goosebury Press
Green Apple Books
Gundlach Bundschu Winery
Gus's Market
Hint Water
Juniper Square
K & J Orchards
KIND Bars
Kokomo Winery
Larson Family Winery
Luna Bars
Mariposa Baking Company
Mission Bowling
Mission Cliffs
Mo' Magic
Museum of Ice Cream
The Related Company 
Philz
Popchips
Purity Organic
Rainbow Grocery
San Francycle
Social Imprints
Sports Basement
St. Annes Crossing
Starbucks
Sukhi's Indian Food
Sweet Things
The Roxie Theater
Un-Scripted Theater Company
Urban Putt
Vail Dunlap
Wilcox Frozen Foods
Wise Sons Jewish Delicatessen
Yerena Farms

Discount Goods Providers
Good36 
SF-Marin Food Bank

Donations and Volunteer 
Hours Were Matched By
Apple Matching Gifts Program
Bill & Melinda Gates 
   Foundation
Genentech, Inc.
GitHub
Google, Inc.
Kaiser Permanente
Microsoft Matching Gifts
The Rock Foundation
UnitedHealth Group

Bold indicates donors who 
have supported us for at least 
five consecutive years.

Italic indicates donors who 
have supported us for at least 
three consecutive years.

Our donors are extremely 
important to us! If you notice 
omissions or errors, email Tara 
at: tarah@atthecrossroads.org.



At The Crossroads Key Initiatives
2019-2020

Over the next year, ATC will be embarking on creating a bold vision for the future of our organization. Our 
goal is to increase our impact and to become a more visible leader in addressing youth homelessness and 
housing instability in San Francisco. We hope you will join us!

Increase Access to Food and 
Essential Supplies for Youth on the 

Streets of San Francisco

Set a Bold 20/20 Vision for
At The Crossroads

Create a Compelling and 
Galvanizing Marketing and 
Public Relations Campaign

Time Period: 7/19 - 6/20

Goal: 5,400 meals over 12 months. As part 
of its outreach and counseling services, ATC 
provides sandwiches, food boxes, hot meals, 
essential clothing, and hygiene materials.

Time Period: 1/20 - 5/20 

Goal: A bold vision for the future of ATC that 
will result in increased impact and becoming 
a more visible leader in addressing issues 
impacting people experiencing homelessness 
and housing instability and gaps that exist in 
Bay Area homelessness services.

Time Period: 9/19 - 8/20

Goal: A campaign that evokes 
conversation and action through 
highly visible touchpoints with 
the public and results in updated 
marketing materials and website 
for ATC.

Develop a More Robust 
Evaluation Program

Time Period: 9/19 - 6/20 

Goal: Create a new data collection 
system that enables ATC to evaluate its 
efficacy on an ongoing basis, allowing 
for the organization to evolve its 
program model and communicate 
with its investors on progress in 
accomplishing its mission.

Reach Our City's Most Vulnerable 
Young People Through Outreach 

and Counseling Services

Time Period: 7/19 - 6/20

Goal: Connect with over 600 individual 
youth and young adults through day- and 
nighttime street outreach. Provide intensive 
counseling services to at least 250 of these 
young people.
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