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   KEY INSIGHTS& NEXT STEPS



OUR  PROCESS
Collecting Valuable Feedback

On May 3, 2022, MHSA held two listening 
sessions with people living in permanent 
supportive housing (PSH). These sessions 
were convened to  help inform the design of 
future PSH, the delivery of services to 
people in PSH, and ways of engaging people 
with lived experience of homelessness to 
improve PSH.

A total of 21 participants from the Greater Boston 
area took part in the listening sessions, all of whom 
live in permanent supportive housing.

Permanent Supportive Housing. / “PSH”. / noun.
A type of permanent housing combined with supportive services 
designed to end homelessnes by eliminating barriers to successful
long-term tenancies.

Massachusetts Housing and Shelter Alliance. / “MHSA”. / noun.
A nonprofit, public policy advocacy organization dedicated to ending 
homelessness in Massachusetts. We advocate for the creation of more 
permanent supportive housing (PSH), meaning housing that is good 
quality, affordable, and provided along with supportive services.

KEY DEFINITIONS



The responses about case management were mixed. Participants 
with high satisfaction reported having reliable, consistent case 
management, and often a long-term rapport with a case manager 
had been established. Whereas other participants reported 
significant frustration with case management due to high turnover, 
unresponsiveness, and an inability to access key resources, such as 
transportation, employment, and clothing.  

CASE  MANAGEMENT
Key Insight1

“I had about half a dozen case managers and it becomes a mess 
without one. Meeting with case manager on a consistent basis is 
helpful.” (Tenant in PSH)

Participants highlighted that different case management 
approaches work for different people. Some participants 
emphasized how an on-site case management presence in 
housing can help quickly address concerns or issues. Others voiced 
their preference for case management staff who are very involved 
in goal setting and system navigation. Still others reported positive 
experiences with case managers who took a lighter touch approach 
and relied on the participant to set the pace of engagement.

“Having a case manager is helpful, family lives further away and 
traveling can be challenging, with a case manager the tenant feels 
free to take care of personal business and feels more motivated.” 
(Tenant in PSH) 

“Can be difficult to get help when you don’t know how/where to 
get help, case managers can direct people to resources.” (Tenant in 
PSH) 

Keywords: Consistent, individualized*



Tenants expressed a desire for well-kept and attractive living 
spaces, including painting the interior of their apartments, having 
views of green space from their windows, and keeping the 
building clean. Participants also mentioned having good insulation 
and soundproofing to make the space more livable. 

Participants discussed the importance of being able to access 
their physical spaces, particularly for seniors who may have trou-
ble with stairs and need access to a chairlift.  

“I’m 69 and live in a small two-story house...the stairs aren’t getting 
any easier.” (Older male tenant in PSH)  

“Both me and my son are disabled, having the support, having 
disability laws to protect us is so important and a blessing. Having 
a caseworker/case management that steps up to bat for you is so 
important.” (Female tenant) 

“Full bathrooms with shower/tub are needed”. (Tenant in PSH)

“For the first seven years I couldn’t paint my own apartment, even 
when paint was chipping off. I had to keep advocating and showing 
that paint would strip away while I cleaned.” (Female tenant) 

Keywords: Attractive, accessible*

LIVING SPACE
Key Insight2



Participants noted that living in a 
studio/efficiency granted them 
privacy and dignity, due to having 
more storage and personal space 
(including for preparing food), and 
not needing to share common 
spaces such as bathrooms and 
kitchens. In contrast, 
participants living in shared 
housing reported stress due to 
sharing common spaces, often as

“One common area combines kitchen, living room, and dining area, 
openness can make the area feel like a ‘battle zone...’” (SRO tenant) 

[There are] needles and blood in the bathrooms and people get 
sick.” (Tenant in harm reduction building) 

“[There’s] a lot of drug activities at my current housing...causing 
depression, anxiety, PTSD.” (SRO tenant) 

“More bathrooms, more lounging areas, where you can bring guests 
to sit down instead of in tenants’ rooms...” (Tenant in PSH)

LIVING SPACE (con’t.)
Key Insight2

Keywords: Privacy*

a result of interpersonal conflict or a lack of cleanliness/upkeep in 
common bathrooms (especially related to substance use). 



“Process was easy because of her social worker – responded right 
away to emails and questions. Because of her, was very smooth and 
stress free.” (Female tenant) 

“Had to submit her papers over and over and over again. Took so 
long that they couldn’t process it, by the time she turned around 
had to send it in again because it expired, every few months.” 
(Female tenant)

APPLICATION PROCESS
Key Insight3

Keywords: Repetitive, difficult*

Many participants reported that 
the application process for their 
current housing was long and 
repetitive, and required 
sending the same things many 
times. Some participants 
mentioned that reliable case 
management facilitated a smooth 
application process. Additionally, 
participants noted the application process is difficult for people with 
criminal records or sex offender registrations, and should be made 
easier.  



Participants noted that having 
access to reliable and 
expansive public transportation 
was important. Additionally, the 
outer appearance of the 
building being clean and having 
green space makes residents feel 
more at home – one tenant noted 
that the “outside of building looks 
like it’s “due for a makeover.” 

“In SROs downtown you see a lot of cement, would be nice to have 
a front yard...” (Tenant in PSH)

OUTDOOR SPACE
Key Insight4

Keywords: Green space, public transportation*



Participants also expressed a 
strong desire to give input into 
their housing, both while they 
are living in it and in the 
development process. People 
with lived experience of 
homelessness in the listening 
sessions mentioned interest in 
providing feedback about 
housing through a variety of 
methods, including surveys, 

“People who have experienced homelessness know firsthand what 
is going on with drug use, dealing with personal issues, suicide, 
they can speak about these things firsthand and help come up with 
solutions.”  (Tenant in PSH)

“Everyone’s story is very different, until you’ve lived it you can read 
books or watch Dr. Phil about homelessness, but until you “walk the 
walk” you aren’t going to get the real picture.”  (Tenant in PSH)

“Everyone has a different way of saying things, different way of 
communicating, can be helpful to tell their own stories.”  (Tenant in 
PSH)

Keywords: Inclusion, personal experience*

GIVING FEEDBACK
Key Insight5

calls, and conversations with site leadership. 



NEXT STEPS
Engaging people with lived experience of homelessness in 
permanent supportive housing development

• Consider these topics and others in conversations with 
• developers about permanent supportive housing projects. 

• Actively incorporate and look for ways to further include 
• people in the community of interest throughout the process of 
• envisioning, developing, and operating new permanent 
• supportive housing.

Thank you to everyone who participated in the listening 
sessions and to those who helped in recruiting individuals for 

the listening sessions. 

Questions? Please email Calpurnyia Roberts, 
Director of A Place to Live | croberts@mhsa.net

Note: Quotes are lighly paraphrased throughout
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