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Emergency Shelter 
Annual Report 

July 1, 2018-June 30 2019 
 

The New London Homeless Hospitality Center does many things but emergency shelter has 
always been our foundation.  How we think about emergency shelter has, however, changed since 
our founding over twelve years ago.  In this year’s annual report, we highlight some of the 
progress that has been made.   

 

1. Provide rapid access to support for individuals facing homelessness 
 
When we started our goal was to simply provide a cot for the night. Today we still offer shelter 

at night but now can offer a real bed in a building with bathrooms, showers and laundry.   
 
In addition to better quality shelter, the process for accessing shelter has also improved 

dramatically. When we started there was no organized system for linking people in need of shelter 
to open beds.  People had to call from shelter to shelter usually being told the shelter was full.  
Today, all of Connecticut has a coordinated access system that allows people facing homelessness 
to call 211 and be linked immediately to a face to face meeting to discuss their situation. For 
individuals in our region most of these initial appointments take place at NLHHC. 

 
When we started people faced long waiting lists for shelter entry leaving many of our 

neighbors outside while they waited for a bed.  Today, a number of strategies have allowed us 
quickly serve those in need of shelter with our 40-bed shelter.  

 
PROGRESS ON SPECIFIC GOALS: 
 

a. Coordinated Assessment 
 
Goal: People facing homelessness should have rapid access to a person who can discuss 
services available.  
 
Actual: Individuals facing homelessness in our region were able to access an appointment 
to discuss their options in addressing their housing crisis within 2 days of their call to 211. 

 
b. Diversion 
 
Goal: Our first effort should be to assist people in solving their housing crisis quickly 
avoiding the need for emergency shelter. 
 
Actual: Approximately 22% of those reporting to their assessment interview were 
diverted—helped to find alternative solutions to their housing crisis.  An additional 20% 
were offered shelter but appear to have resolved their housing challenge independently 
and never came in to shelter. 
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c. Shelter 
 
Goal: Every person facing homelessness should have quick access to safe and well 
managed emergency shelter if they need it. 
 
Actual: Vulnerable people in need of shelter were admitted immediately to shelter. Our 
shelter wait list rarely required people to wait more than a few days to get access to 
shelter.  We also provided very short-term access to shelter to individuals waiting for their 
CAN assessment appointments. A total of 553 different individuals were enrolled in 
NLHHC’s 40 bed shelter over the course of a year. 
 

 
 

2. Provide shelter that is welcoming and safe while also providing the supports 
people need to exit shelter quickly. 

 
When we started, we offered shelter only at night.  Today we recognize that people 

experiencing homelessness need supports in the daytime as well.  Our daytime hospitality center 
offers a place of refuge all day for people staying in the shelter, those still living outside and people 
who have a place to sleep at night but nowhere to go during the day.  It is not unusual for over 100 
different people to spend some time in our hospitality center on any particular day. 

 
When we started, we offered just a space to sleep at night and be during the day.  Today we 

offer people access to a health care clinic staffed by the Community Health Center and a nurse 
from the VNA of SE CT.  Today we have a fully equipped Help Center that can help people replace 
ID’s, look for work, get access to transportation and so much more.  Today we have a special 
respite section of the shelter that provides home-like supports for people recently discharged 
from the hospital but still recuperating. 
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When we started, we had little help to offer as people looked for housing.  Today we have a 

robust program of housing location support and short-term rental assistance that helps hundreds 
get back to housing more quickly.  Today we can help someone who gets a job access housing right 
away without having to wait weeks or even months to save enough for a security deposit and first 
month’s rent. This is dramatically shortening the amount of time people spend in shelter and 
allowing people to get back to their jobs and community more quickly. 

  
PROGRESS ON SPECIFIC GOALS: 

 

a. Shelter Length of stay 
 
Goal: Reduce the average length of stay in shelter to 30 days.  Shelter is a lifesaving 
resource but should be like a trampoline helping people get back to housing as soon as 
possible.  Shorter shelter stays are better for our guests and also frees up capacity to 
serve new people in need of shelter. 
 
Actual: Our most recent average length of shelter stay was 48 days, still above our goal. 
We are, however, making progress and are already performing significantly better than 
the statewide average of 76 days. 

 

b. Maximize exits to permanent housing and other positive outcomes 
 

Goal: Provide a variety of supports to maximize the number of people who exit shelter 
for housing or other positive next steps such as treatment programs. 
 
Actual: NLHHC continues to make progress in maximizing exits to housing and exceeds 
statewide performance on key metrics. We reported over 300 exits from shelter to 
permanent housing.  This continues our very strong performance from last year and 
exceeds the statewide average for other shelters serving single adults.   
 
For some of our guests, treatment for substance use disorders is the most appropriate 
next step after shelter.  Working with a variety of community partners, we are 
providing significantly better support in linking people to treatment programs and 
exceeding the statewide average for exits to treatment. 
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c. Assist guests to access rental assistance supports that can facilitate 
housing stability. 

 
Goal: Short term rental assistance is a critical resource to allow people to stabilize in 
housing.  Resources in this area are increasing but require considerable administrative 
organization to access successfully. 
 
Actual: According to HMIS data, NLHHC assisted 147 individuals to access long or short-
term rental assistance.   

 
d. Minimize negative exits 

 
Goal: To organize shelter operations to provide people facing multiple challenges with 
the opportunity to use shelter successfully.  To operate safely and effectively the 
shelter must set behavioral expectations.  We strive, however, to implement these 
expectations with flexibility and skill to minimize the number of people who need to be 
excluded from shelter involuntarily. 
 
Actual: Overall, negative exits continue to be low at 12%.  People exited for failure to 
save a percentage of their income for future housing costs represented half of this 
total.  Fewer than 20 exits (out of 665) were for failure to follow rules and fewer than 
10 exits related to people timing out of shelter for failure to pursue a housing plan. 
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3. Provide short term supports to assist newly housed individuals to sustain 
housing. 

 
Building on the foundation of effective shelter operation and improved capacity to help people 

find housing, we are now looking for ways to better support newly housed guests in the first six 
months to help achieve housing stability.  For most this involves an intense focus on income—
getting benefits and finding work.  For some this involves linking to treatment resources to address 
mental health, substance use and medical challenges.  In each case our role is supporting people’s 
own natural resilience and longing for a stable place to call home.  In the coming year we will 
continue to address our emergency response priorities and seek to break new ground in 
supporting housing stability.   
 

THANK YOU 
 

For more information on our work please visit our website at NLHHC.org.  On our website you 
will find our financial statements, list of our board of directors, more information on our services 
and information about our donors. 

 
We also offer monthly tours of the shelter that can give you a firsthand view of our work.  

Check our website for dates and please sign up to join us if you are interested.   
 

None of this work would be possible without the financial and volunteer support of so many 
generous members of our community.  We appreciate your help and invite you into ever deeper 
partnership in the effort to make homelessness rare, brief and non-recurring in our area.  
Information about volunteering and donating can be found on our website. 
 
New London Homeless Hospitality Center 
730 State Pier Road 
New London, CT 06320 
 
NLHHC.org 
Main Phone: 860-439-1573 
 
Catherine Zall 
Executive Director 
czall@nlhhc.org 

 
 


