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In Long Beach, there are over 2,000 people experiencing homelessness on any given
night. We know there are many reasons why people fall into homelessness – from job
loss, to housing affordability, to substance use and mental illness. Everyone has their
own unique story. Solving homelessness in Long Beach is not an easy task and
requires us to collectively work together to craft interventions and policies structured
from quality data. In Long Beach, we put data first – so our community members
understand the scale of homelessness in our City and have the tools to address the
issues, and so City staff can strategically deploy resources to help those most in need.
The City of Long Beach is pleased to present this Homelessness Data Engagement
Roadmap, a culmination of work with residents, people experiencing homelessness,
Long Beach stakeholders and our partners at What Works Cities. We are excited to
use user-centered design to activate data around homelessness to tell the stories of
those of us in our community who are experiencing homelessness. We hope this report
makes it easier for Long Beach residents and stakeholders to get involved in helping
people experiencing homelessness in Long Beach. Whether you choose to learn more
about the issue, volunteer at homeless service-related sites or shelters, or donate, we
are stronger when we are all in this together.

Teresa Chandler
Deputy City Manager
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Reduce stigma and fear surrounding
homelessness by:

Background
Homelessness has long been a concern
for the residents of the City of Long Beach
(City). More than four in ten residents
identify housing-related issues as the
most significant problem facing Long
Beach today and 55% of residents
surveyed said that homelessness was an
extremely serious problem. Given the
complexity of the issue and the lack of
robust data, the City continues to seek
opportunities for strengthening the
existing system of care. In May 2018, the
City launched the Everyone Home Long
Beach (EHLB) Initiative, which convened
the Everyone Home Long Beach
Taskforce. The charge of the EHLB
Taskforce was to build on the City’s
comprehensive homeless services and
affordable housing efforts already
underway, to identify innovative
approaches to provide new pathways into
housing and to prevent residents from
becoming homeless. This Taskforce
developed Everyone Home Long Beach,
a citywide plan with a vision, goals, and
recommendations for addressing
homelessness in the City.
In 2019, the City Manager tasked the
Office of Civic Innovation with developing
creative solutions to implement the EHLB
recommendations and reduce
homelessness. The City’s Homeless
Services Divisions, Technology and
Innovation Department, and Office of
Civic Innovation decided to focus on to
understand how data may help the City
provide services more effectively.
Specifically, the City focused on this
recommendation from the EHLB plan:
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FOCUSING ON LANGUAGE AND
MESSAGING
ENGAGING IN COMMUNITY
EDUCATION AND COMMUNICATION
INCORPORATING LEADING
VOICES IN THE COMMUNITY

As a What Works Cities member
and with support from Bloomberg
Philanthropies, the City of Long Beach
received technical assistance from the
What Works Cities Open Cities Team
to learn strategies that supercharge
open data efforts to generate
meaningful, local impact.
Project Summary
The Open Cities team developed
Tactical Data Engagement (TDE),
a four-step design framework, for
local governments to develop
tactical, short-term open data
interventions to solve specific
community challenges in the nearterm and bring about an impactful,
community- centered open data
practice in the long-term. Open Cities
staff trained Long Beach City staff
directly on strategies for identifying
impactful focus areas for open data,
refining an understanding of open
data users through design research,
co-designing open data interventions
through collaboration with community
partners, and implementing open data
reforms to support specific strategic
goals that meet community needs.
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During the first step of Tactical Data
Engagement, Open Cities worked with
the City of Long Beach to identify a
focus area grounded in community
needs. Through research provided by
the City validating resident interest in
data on the prevention of
homelessness, along with a larger effort
from leadership to take strides in
ending chronic homelessness in Long
Beach, the team determined that the
community in Long Beach had a vested
interest in using data to prevent chronic
homelessness in their city. After
identifying potential challenge and
opportunity areas related to this focus
area, the team compiled a list of key
informants and data users to interview in
order to collect insights on how the City
of Long Beach could share more and
better data on homelessness in the City.
During the Refine step of Tactical Data
Engagement, Open Cities completed a
number of interviews with City staff,
service providers, residents and other
stakeholders working on issues related
to this focus area.

Following these interviews, a synthesis
workshop was run for key City officials.
This workshop reviewed the interview
findings and engaged participants in
identifying:
●KEY TYPES OF PEOPLE INVOLVED
(“WHO”)
●DATA NEEDS (“WHAT”)
●USE CASES (CONNECTING THE
“WHO” AND “WHAT” WITH A “WHY”)
●IDEAS & OPPORTUNITIES FOR
SATISFYING THESE USE CASES —
CONSIDERING FEASIBILITY
AND IMPACT

After the workshop, Open Cities
analyzed the ideas/opportunities that
participants generated and compiled
the user personas and
recommendations.
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Our Key
Insight
The Challenge.
Many residents are interested in
acting as advocates to their
neighbors in need. Lack of
communication and data about
the state of homelessness in the
City of Long Beach leaves
residents unsure of how they
engage on this issue and
positively impact efforts to end
chronic homelessness.

During the Design step of Tactical Data
Engagement, Open Cities conducted research
on how other cities share point-in-time count
data. Open Cities designed a survey to gather
community feedback on the design and
presentation of key data related to homelessness.
The survey was made publicly available for
several weeks, and ultimately attracted responses
from over 200 residents, a portion of whom have
experienced homelessness, or work directly with
people experiencing homelessness. Key insights
from the co-design process are summarized
below in the Insights from the co-design survey
section. The Implementation step of the process
will continue beyond the Open Cities team’s
engagement with the City of Long Beach. The
City will implement the chosen intervention, using
the following roadmap and proposed next steps
outlined in the Actionable next steps for the City
of Long Beach section:

The Solution.
The City will work to publish
accessible open data surrounding
homelessness to spark more
accurate and meaningful
discussions among residents and
the community at large. The City
will also improve its story-telling
efforts to spark empathetic
discussions about people
experiencing homelessness to
push back against negative
stigma affecting community
members safety.
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The City’s
Roadmap
These are actions that the
City recognizes will improve
performance in the long run,
starting with efforts undertaken
as part of this collaborative project.
Design & launch of a new open
data dashboard to illustrate the
point-in-time data, improving
the accessibility of this data and
increasing reach. Eventually, they
will aim to incorporate stories
from community members and will
Include a call to action so residents
can donate, volunteer, advocate, or
learn more about the issue.
Invite collaboration from
community members, through a
launch event, providing training
or guidance to interested users,
soliciting feedback, encouraging
engagement with the data and the
development of new tools from
the community or other forms of
outreach.

This report will present the pilot project
drawn from a longer list of proposed
solutions that Open Cities compiled that
provides more specific open data solutions
to the City. The chosen solution and
proposed pilot project are designed with
the aim of engaging residents as partners
in efforts to prevent and address chronic
homelessness in the City of Long Beach
through public education on causes and
how to intervene.
Design Research Framework
Open Cities assisted the city in publishing
more and better-quality data that will
improve community problem-solving
around homelessness in Long Beach. From
initial discussions, the City is interested in
directly engaging key City staff working to
prevent homelessness, service providers,
and community groups supporting people
experiencing homelessness so that we
can identify what data or information they
can provide to better serve them and the
broader community.
The goal was to explore data that the City
can publish which best responds to the
needs identified by users, and to propose
an intervention which leverages open data
to do so.
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Key Informants
Key informants inside the City or trusted
City partners can help to improve Open
Cities’ general understanding of the focus
area. Open Cities completed 6 key informant
interviews to kick off the design research
process and to begin building a more
comprehensive list of relevant community
data users to contact for interviews. The
conversations with KIIs based on an
Interview Template.
Research Methodology
Using best practices in design research,
Open Cities conducted interviews and
facilitated discussions as the primary
method for understanding current and
potential open data users of the City’s data
on homelessness. Open Cities sought to
attend events or conduct group interviews
with key stakeholders, community
members and residents. The interviews and
events associated with this step were
scheduled based on recommendations
from the Open Cities Foundation and the
City. From there, a snowball method was
applied to identify additional respondents
Data User Interviews
Researchers sought to complete approximately 30 interviews over the course of the
sprint. Focus groups and individual
interviews used this Data User Interview
Template to document findings. These
interviews asked questions that informed the
development of user personas, particularly in
identifying:
●WHO CURRENT AND POTENTIAL USERS ARE
●WHAT DATA OR INFORMATION DO THEY NEED
●WHY DO THEY NEED THAT DATA? (WHAT ARE THEY
USING IT FOR OR GOING TO DO WITH IT?)
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Researchers logged progress in
conducting interviews in the Research
Tracker. Researchers conducted
conversations with current and
potential data users based on this
Interview Template.

Lines of Inquiry
Who?
Who needs data about
homelessness in Long Beach?
What?
What kind of data do Long
Beach residents need about
homelessness?
Why?
Why does data about
homelessness matter?

User Personas
User personas are generalized profiles
of types of users. User personas can help
a project consider the range of different
goals, needs, challenges, and abilities
of its stakeholders and target audience.
In the synthesis workshop, attendees
collaboratively created user personas for
this focus area. The personas they created
were: Person experiencing homelessness,
City Staff, Researcher, Service Provider,
Nonprofit Leader, and Caring Resident.
Here is are some of the key details for
each persona:
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Challenges

Trying to access City
services and finding
stable, affordable
housing

Connecting to
healthcare, public
services. Lack of
consistent access to
technology

Goals

Challenges

Providing guidance
for policy decisions;
Helping the public;
Ensuring budget is
used effectively

Providing information
to the public in a helpful
way; Addressing
misconceptions among
causes of homelessness;
Limited staff capacity

Goals

Challenges

Understanding the
causes of
homelessness and
outcomes of service
provision to conduct
better long-term
research

Data is spread out
between sources, not
all machine-readable
format; Cannot track
people’s journeys
effectively

Data Skills: LOW (IN MOST CASES)

City Staffer

Person Experiencing Homelessness

Goals

Researcher

Data Skills: HIGH

Data Skills: HIGH
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Service Provider

Goals

Challenges

Directing clients to
services; collecting
data on service
outcomes; applying
for grants

Finding data in one
place; understanding
City service
ecosystem; Long
waiting lists for clients;
Community pushback
on offering services

Goals

Challenges

Directing clients to
services; applying
for grants; leading
community voice;
collecting stories to
share with funders

Finding data in one
place; Need better
data on outcomes;
more partnership
within fellow
nonprofits/service
providers

Goals

Challenges

Explain the benefits
of affordable housing;
Provide a home for
those needing it

Negative image of
affordable housing
among some people;
Long waiting lists

Nonprofit Leader

Data Skills: MODERATE TO HIGH

Caring Resident

Data Skills: MODERATE

Data Skills: LOW TO MODERATE
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Findings from user research
There are several communication and
data needs surrounding the narrative
of homelessness. These needs largely
fall into three categories: dispelling
misinformation in order to remove the
stigma surrounding homelessness,
clearly and directly communicating with
the public about current city operations
and community successes surrounding
homelessness and informing the public
on how to positively impact homeless
related efforts.
Key quotes:

“There are residents who
want to help, but they
have no idea what to do.”
- Anonymous Service Provider

Respondents repeatedly expressed the
need to dispel misinformation surrounding
homelessness including demographic
information about who experiences
homelessness, the historic context of
homelessness, causes of homelessness,
and the challenges one faces in overcoming
homelessness. Respondents also wanted
to get involved in the City’s efforts to aid
homelessness. The City could work to
publish open data, that respects individual
privacy, surrounding homelessness to spark
more accurate and meaningful discussions.
The City could also improve its story-telling
efforts to humanize homelessness and
spark empathetic discussions.
Relevant personas:
RESEARCHER, CARING RESIDENT

Proposed impact metrics:
# OF DATASET VIEWS

“There is a lot of confusion
and misunderstanding
about how homelessness
happens. It is too often
viewed as a moral issue and
not a reflection about what
is happening as a whole.”

# OF DATASET DOWNLOADS AND
INCREASED DIVERSITY OF REPORTED
DOWNLOAD PURPOSES
# OF 3RD PARTY ARTICLES WRITTEN
REFERENCING DATA

- Anonymous Resident with
Lived Experience of Homelessness
Proposed Solution
Publish open data and stories about
causes of homelessness and about
those at high risk of falling into
homelessness at the City of Long Beach.
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Proposed
Pilot Project
Designing an open data dashboard
for City data on homelessness
Short-term Pilot
The City of Long Beach will
design an open data dashboard
to communicate the findings of
the annual point-in-time count.
The dashboard will be a visually
appealing, accessible mechanism
to share information about
homelessness in the City of Long
Beach and empower residents to
access open data and problem-solve.
Long-term Solution
Build out the City’s data on chronic
homelessness to allow for better
collaboration between service
providers, community partners,
and the City. The City owns critical
data on where services are
available, and widely distributing
this information can help people
experiencing homelessness
connect to their local service
provider to get help, as well as
allow independent service providers
to understand where clients are
accessing services, and which
services they’re accessing. Further
down the line, the City of Long Beach
has voiced a commitment to try
and pursue all of the actionable
opportunities outlined in our report.
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Insights from the co-design survey
Given limitations on in-person events amid
the COVID-19 pandemic, the Open Cities
Team designed an online survey to solicit
community feedback regarding what kinds
of information residents seek surrounding
homelessness and how they would like to
receive this information.
The Open Cities Team designed the survey
to take approximately 5-10 minutes to
complete since survey abandon rates
increase significantly after 7-8 minutes.
Stating estimated completion times at the
beginning of a survey increases the chance
that people will start the survey and the
chances that they will complete the survey
once started. It is also a best practice to ask
self-identifying questions at the end of a
survey in order to prevent stereotype threat,
wherein a person may subconsciously
respond differently to questions based on
perceived stereotypes of their self-reported
social groups.
The City of Long Beach promoted the
survey over social media for approximately
[2 weeks]. In order to encourage responses
from those who may have deeper cares
or concerns surrounding homelessness,
the City also passed along the survey
to relevant community partners and
neighborhood groups. The City received
252 responses to the survey.
Results from the survey are detailed on the
next page.
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Survey respondents are most interested in learning about how the City and other
community members are responding to homelessness in Long Beach. Following this,
respondents are most interested in learning about the resources available within the
Long Beach community to those experiencing homelessness or to those who are at risk
of becoming homeless. Survey respondents are nearly twice as likely to be interested in
this kind of information over the causes of homelessness, the impacts of homelessness,
or who experiences homelessness.
Write-in responses that fell under the category of “other” include information about
the entire ecosystem surrounding homelessness including the effects of zoning laws,
housing costs, and public transportation, information about those suffering from
addiction, and legal precedents that affect those experiencing homeless and how
the city can respond to it amongst additional responses.
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When it comes to COVID-19, survey respondents are most interested in understanding
healthcare available to those experiencing homelessness, followed closely by
understanding the resources available to those who are at risk of becoming homeless
due to COVID-19 complications.
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If the City of Long Beach enhanced their website for homelessness, survey
respondents would most like to use that website to learn about the City’s efforts to
end homelessness. Closely following this, respondents would most like to use the
website to access resources to aid those experiencing homelessness. These two
website purposes were substantially more popular than other purposes even though
participants were asked to choose their top three choices. This may mean that
respondents, while they have a clear first and second preference, do not have as
clear of a third preference for what the website’s purpose should be. Respondents
are least interested in using a city website to learn about the history of homelessness.
Write-in responses that fell under the category of “other” include volunteer
opportunities, information about emergency help numbers specific to homelessness
and mental health, and materials for teachers looking to educate students on
homelessness amongst additional responses.
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In regard to the PIT Count fact sheet, respondents generally feel that data
visualization is helpful for them to better understand homelessness in Long Beach, but
that it does not always depict the most useful information. Respondents are interested
in having information or data that contextualizes the PIT Count, describes the holistic
approach to ending homelessness, describes impacts of COVID-19, and provides
practical information on how to get involved in ending homelessness. Some
respondents also felt that the design of the PIT Count fact sheet was too crowded.

Given that survey received 252 unique responses and 221 respondents identified as a
Long Beach resident, around 87% of respondents are Long Beach residents. 19 out of the
252 respondents, or approximately 8% of respondents, identified themselves as currently
or formerly experiencing homelessness. About 12% of respondents work in the field of
homeless services.
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Actionable next steps for the City of Long Beach
The City of Long Beach will follow these next steps.

Design and publish the proposed open data
dashboard, using insights from the co-design
survey, to improve data sharing and public
engagement on data surrounding homelessness
in the City of Long Beach.

Present and promote the new dashboard with a
community event (remote in the case of continuing
social distancing), explaining how to use the dashboard
and encouraging community members to use the data.

Incorporate a call to action for residents to donate,
volunteer, advocate, and learn more about the issue.

Collect community feedback on the dashboard and
use feedback to inform expanding functionality of
the dashboard, new data collection efforts, etc.

Explore additional solutions identified in this report.
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IF YOU ARE OR SOMEONE YOU KNOW IS CURRENTLY EXPERIENCING HOMELESSNESS,
PLEASE CONTACT THE MULTI-SERVICE CENTER (MSC).MULTI-SERVICE CENTER:
1301 W. 12th Street
Long Beach, California 90813
Phone: (562) 570-4500
Street Outreach Hotline: (562) 570-4MSC
Visit us at www.longbeach.gov
@LongBeachCity
TO REQUEST THIS INFORMATION IN AN ALTERNATIVE FORMAT OR TO REQUEST A REASONABLE ACCOMMODATION,
PLEASE CONTACT ESTEFANIA.ZAVALA@LONGBEACH.GOV OR (562) 570-6915. A MINIMUM OF THREE (3) BUSINESS DAYS IS REQUESTED TO ENSURE
AVAILABILITY. REASONABLE ATTEMPTS WILL BE MADE TO ACCOMMODATE REQUEST MADE WITHIN LESS THAN THREE (3) BUSINESS DAYS.

