
EFFECTIVE APPROACHES TO WORKING 
WITH HOMELESS PATRONS

Jared Oates



Homeless issues put a spotlight 
on the relevance and power of a 

21st century library.



WHO ARE OUR POTENTIAL PARTNERS?

➤ Local Government

➤ Non-Profits

➤ Churches

➤ Local Businesses

➤ Local Activists 

➤ The Homeless



WHAT LIBRARIES OFFER 
PARTNERS

➤ Information Curation

➤ Physical Space

➤ Community Relationships



INFORMATION CURATION FOR THE HOMELESS

➤ Salt Lake Public Library’s printed flyers

➤ Baltimore County’s “Street Card”

➤ Shelters

➤ Food banks, food kitchens

➤ Youth resource centers

➤ Domestic abuse services

➤ Substance abuse services

➤ Hygiene facilities

➤ Clothing assistance

➤ Transitional storage services

➤ Medical care clinics

➤ Employment services

➤ LGBTQ resources

➤ Legal services





INFORMATION CURATION

FOR THE COMMUNITY

➤ Comprehensive Report on 
Homelessness — State of Utah 
2015

➤ State of Homelessness in 
America 2015 Report —
National Alliance to End 
Homelessness

➤ www.endhomelessness.org

http://www.endhomelessness.org


PHYSICAL SPACE

➤ Spokane Public Library —
Community Court

➤ Pima County Public 
Library — Nurse Visit 
Hours

➤ Salt Lake Public Library —
Annual Resource Fair

➤ Hennepin County Public 
Library — Hosted Onsite 
Social Worker



INVITING COLLABORATION
➤ The homeless walk through 

your doors every day. Get to 
know them, hear their stories.

➤ You are not a direct service 
provider.

➤ You catalyze collaboration 
between service providers.

➤ Create a referral system.

➤ Identify goals and measurable 
outcomes.



HANDLING PROBLEMATIC BEHAVIOR

WITH RYAN DOWD
FROM HOMELESSLIBRARY.COM



A NEW PARADIGM

Punishment-Driven 
Enforcement Empathy-Driven Enforcement

Tools Threats
Punishment Psychology

Benefits Simple Effective
Compassionate



Three Parts

1) How homeless patrons are different 
than you

2) Psychological principles
3) Different tools for different stages of 

conflict



Differences

1) Use of “Registers”

2) Smaller vocabulary = more body 
language



Psychology of “voluntary compliance”

1) Emotional contagion

2) Reciprocity



Practical Tools

1) Lead, Don’t Follow

2) How to stand

www.homelesslibrary.com/WebinarVideo

http://www.homelesslibrary.com/WebinarVideo


For more information…

1) www.homelesslibrary.com

2) ALA Book Librarian’s 
Guide to Homelessness

http://www.homelesslibrary.com/


Questions?

my.nicheacademy.com/continuingeducation

jared@nicheacademy.com

http://my.nicheacademy.com/continuingeducation
mailto:jared@nicheacademy.com


No one else is so well positioned.
Seize the day.


