
City of Phoenix Office  o f Hom e le ss  So lu t ions

What is PHX C.A.R.E.S?

The  Cit y’s  re p ort ing sys t e m  fo r 
com m unit ie s  t o  re q ue s t  e ncam p m e n t  
c le an  up  and  t o  p rovid e  re source s  fo r 
p e rsons  e xp e rie nc ing hom e le ssne ss  
t h rough  a  coord ina t e d , m ult i-
d e p art m e n t a l re sp onse  p roce ss . 
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When Should I Report to PHX 
C.A.R.E.S? 

Whe n  a  c rim e  is  no t  in  p rogre ss  and :

• Encam p m e n t  ob se rve d
• Pe rson  e xp e rie nc ing hom e le ssne ss  

in  ne e d  o f he lp  
• Hom e le ss  re la t e d  d e b ris  and  b ligh t
• Unat t e nd e d  p e rsona l b e longings
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How To Report

• PHX C.A.R.E.S 
− (6 0 2) 26 2-6 251  (M-Sa t  8-5 p m )
− m yPHX311: p hoe n ix.gov/m yp hx311  (24/7)

•  Dis t ric t  4  Hom e le ssne ss  Lia ison
Vic t o r Ro jas
Vic t o r.Ro jas@p hoe n ix.gov
6 0 2-6 9 4-3450

mailto:sarah.mccann@phoenix.gov
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Tips for Reporting in PHX C.A.R.E.S

• Ne are s t  loca t ion  ad d re ss  ve rsus  in t e rse c t ion  
• Prop e rt y t yp e  (i.e ., a lle y, s id e walk, p a rk, vacan t  lo t ) 
• De t a ils  o f ob se rva t ions

–Num b e r o f ind ivid ua ls
–Are  t he y t he re  a  ce rt a in  t im e  o f t he  d ay?
–Make sh ift  she lt e rs  o r t e n t s?
–Shop p ing cart s?

• Pho t os  (if sa fe  t o  d o  so  o r no  ind ivid ua ls  p re se n t )
• Any in fo rm at ion  he lp fu l fo r t he  re sp ond ing t e am  t o  

know 
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What To Expect After Contacting 
PHX C.A.R.E.S? 

• Re sid e n t  re ce ive s  case  num b e r whe n  case  is  
op e ne d

• Confirm at ion  e m ail is  ge ne ra t e d  (if con t ac t  
in fo rm at ion  is  p rovid e d )

• PHX C.A.R.E.S. s t a ff id e n t ify loca t ion  and  t ask 
t he  ap p rop ria t e  d e p art m e n t  fo r re sp onse

• Once  t he  t asks  a re  re so lve d , t he  case  is  c lose d
• Re sid e n t  re ce ive s  no t ifica t ion  t ha t  t he  case  

has  b e e n  re so lve d
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Current PHX C.A.R.E.S. Resolution Times 

Average Case Resolution Time
February 2024 - February 2025

Citywide
City Properties    13 days
Non -City Properties   28 days
All Citywide Cases   17 days

District 4
City Properties     14 days 
Non -City Properties    27 days 
All District 4 Cases    16 days
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PHX C.A.R.E.S Process Overview

PHX C.A.R.E.S case received

Team dispatched to conduct an assessment to 
determine which department(s) are to respond 
and provide initial outreach (24-48 hours) 

Appropriate departments respond

Resident notified once case has been resolved.
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What Happens After a PHX C.A.R.E.S. 
Case is Created on City Property? 
City Property Process:  
• CBI Outreach Team Deployed
• OHS, Public Works, Streets, and/or Parks 

Deployed 
• Police Deployed (if necessary) 

City Property Includes:
• Parks
• Alleyways
• Right of Way 
• Bus Stops 
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What Happens After a PHX C.A.R.E.S. 
Case is Created on Non -City Property? 
Non -City Property Process:
• Neighborhood Services Deployed 
• Work with Private Property Owner
• CBI and/or OHS Outreach Teams Deployed 
• Police Deployed (if necessary) 

Non -City Property Includes:
• Businesses 
• Vacant Privately Owned Lots
• Private Residences Including Apartment 

Communities 
• Other Agencies (ADOT, SRP, APS, etc.)
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OHS Operations with the Police Department 

• OHS offe rs  se rvice s , Po lice  Office rs  
e n fo rce  c rim ina l ac t ivit y 

• Run  ind ivid ua ls  fo r warran t s
• Issue  c it a t ions , whe n  ap p licab le
• Make  a rre s t s , whe n  ap p licab le
• Ongoing m ain t e nance  and  

e n fo rce m e n t  o f id e n t ifie d  loca t ion (s )
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OHS Operations with the Police Department

• In  t he  firs t  con t ac t , Com m unit y Act ion  Office rs  (CAO) 
d ocum e n t  e d uca t iona l con t ac t  and  o ffe r o f se rvice s

• Se cond  con t ac t  is  an  e n fo rce m e n t  con t ac t
• CAO's  work wit h  Phoe n ix Cit y Prose cu t o r's  in  t he  

Com m unit y Bure au  fo r re p e a t  o ffe nd e rs
• CAO's  work wit h  p rop e rt y owne rs  on  c rim e  p re ve n t ion  

m e t hod s
• Main t e nance  p hase
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Current C.A.R.E.S. Focus Areas in Council District 4 

• Ind ian  Schoo l, 21st  Ave  t o  35t h Ave  
• Osb orn , 4 t h Ave  t o  7t h Ave  
• 7t h Ave  b us  s t op s  
• Me lrose  Dis t ric t  
• Parks  
− Sue no  
− Cie lit o
− Solano
− Mad ison
− St e e le  Ind ian  Schoo l 
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Example of Coordinated Efforts – Private Property  

• 4 t h t o  7t h Ave nue s  and  Osb orn
̶ NSD, PD, OHS, Pub lic  Works , St re e t s
̶ ATAs and  Tre sp ass ing s igns
̶ We e kly jo in t  ou t re ach  e ffo rt s  
̶ CPTED 
̶ Se cure  vacan t  p rop e rt ie s
̶ Cle ane d  a lle y b e t we e n  4 t h and  5t h Ave
̶ Pot e n t ia l Bus ine ss  Alliance  

• Re sult s
̶ 25 a rre s t s /c it a t ions
̶ 15 ne w ATAs 
̶ 3 p e op le  acce p t e d  se rvice s
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Who to Call?

PHX C.A.R.E.S. 
602 -262-6251

myphx311

‒ Encampments
‒ Person 
experiencing 
homeless in need 
of help 

Emergency 
Police/Fire

911

‒ Criminal activity 
in progress
‒ Emergency 
assistance needed

Crime Stop
602 -262-6151

‒ Crimes not in 
progress

24/7 Parks 
Hotline 

602 -534-9919 

̶ Code of Conduct 
violations in a 
City park  
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How can you help?

• Com m unica t ion  

• Cont inuous  Im p rove m e n t

• Your Part ne rsh ip



Phoenix Homelessness Plan 
Refresh
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• The City is refreshing its homelessness strategic 
plan from 2020. 

• The Office of Homeless Solutions was created in 
July 2022 as part of the City Manager’s Office to 
coordinate efforts and resources to address 
homelessness within the city.

• In the last three years, the City has transformed 
the way it addresses homelessness, becoming a 
direct provider of services for people in need, 
instead of only providing funding to nonprofit 
partners. 

Background 



Original Strategies to 
Address Homelessness Plan

Major Accomplishments
• Creation of 1,200 new shelter beds
• Safe Outdoor Space 
• Decommissioned the State’s 

largest encampment (area around 
the Campus)  

• Creation of Community Court
• Gated Alley Program 
• Data Dashboard
• Housing – City-owned parcels 



Phoenix Plan Refresh Vision Statement 

“No person in Phoenix should experience 
homelessness and no community should 
feel the negative effects of homelessness. 
The City of Phoenix will do everything in our 
ability to prevent homelessness when we 
can, make it brief when it happens, and 
keep people stable in housing with the 
supports they need.” 



Phoenix Plan Refresh Goals

1. Decrease number of people who become 
homeless 

2. Decrease number of people in an 
unsheltered situation or in shelter 

3. Reduce length of time in shelter or in an 
unsheltered situation 

4. Increase housing for individuals and 
families experiencing homelessness 

5. Increase awareness and effectiveness of 
available services 



Plan Refresh Focus Areas 
Preventing people 

from becoming 
homeless

Neighborhood safety 
and safety for people 

experiencing 
homelessness

Better coordination with 
other systems such as 

behavioral health 
services and 
employmentDedicated housing for 

individuals and families 
experiencing 
homelessness

Improved 
accountability and 

transparency for City 
services and providers



Preventing People from Becoming Homeless

Utilizing data to identify the people most at risk

Prevention funding that can be used for things beyond eviction, like 
relocation assistance, and with less requirements to qualify for the 
funding

Helping people reunite with family and friends

Helping people who are released from jail or prison find work and 
housing



Neighborhood Safety and Safety for People 
Experiencing Homelessness

Developing a streamlined effort for enforcement that balances offering services with 
humanely enforcing existing laws

Creating a dashboard of shelter availability for outreach workers and service 
providers to better help people in need

Improving shelter quality and the ability to help people move out of 
homelessness

Providing year-round weather relief solutions such as a facility equipped with air 
conditioning, water, and trained staff to handle extreme temperatures year-round



Better Coordination with Other Systems such 
as Behavioral Health Services and Employment

Better access and connection to behavioral health supports

Shelter and housing for high-need individuals (individuals experiencing 
challenges with behavioral and/or physical health)

Increasing capacity and quality of service providers

Better connections to paid job training and employment for individuals 
experiencing homelessness



Dedicated Housing for Individuals and Families 
Experiencing Homelessness

Stable funding for comprehensive 
supportive services for people 
exiting homelessness to housing

Improving outcomes and placements 
from shelter

New housing models that make it easier 
for individuals and families experiencing 
homelessness to find and rent housing 

Investing in more permanent supportive 
housing (rental assistance and 
supportive services are provided to 
assist households with a disability)

Advocating for more housing vouchers (a 
form of rental assistance, commonly 
funded by the Federal government that 
pays for a portion of the rent)

Conduct a systemwide modeling of 
inflow and outflow to determine 
shelter and housing need



Improved Accountability and Transparency for 
City Services and Providers

Improvements to PHX C.A.R.E.S

Better coordination across City 
departments working to 
address homelessness

Better training and support for 
staff (City and provider)

Improve communication with 
the public

More neighborhood outreach with 
opportunities to provide updates, 
answer questions and share ways to 
support the City's efforts

Identify, share, review and respond to 
performance targets with internal and 
external partners

Evaluate performance of City 
funded services and investments

Cultivate private partnerships and 
more diversified funding
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• Office of Homeless Solutions Staff
• Mayor and Council Interviews 
• Internal City Departments
• STAHP Task Force 
• Community Stakeholders 
• CoC Lived Experience Collaborative 
• Public Survey 
• Virtual Public Forum 
• In Person Public Forum 
• Provider Forum   

Feedback to Date  



Effective Engagement Efforts 

46 Interviews 624 Public Surveys 

Two Public Meetings Stakeholder Groups 

OHS developed questions with 
BA who then interviewed 46 
different providers, community 
leaders, and elected officials. 

OHS hosted a virtual and in-
person meeting to solicit 
feedback on the planning efforts 
and content.

OHS launched a public survey in 
English and Spanish and received 
over 600 responses. The feedback 
informed the plan. 

OHS presented to key 
stakeholder groups such as the 
CoC, PCA and Task Force and 
invited multiple groups to attend 
in-person sessions. 



Interview Results (n=46)

29

• Clear Positive Change from the Past 
oI worked for 37 years in homelessness and I see 

a noticeable change. The need has really jumped 
so it may not always feel like it. 

• City Ownership is Impressive 
oBack in 2018-2020 the city's perspective was 

that the County needed to take the lead role. 
Now the city owns the efforts in a much stronger 
way and has taken leaps and bounds. 

• Lack of Resources 
oThey could do more if they had the resources to 

do it.
• High Need Individuals 

oSeeing the same faces (50 to 75). There is a 
hardcore group of people that don't want to avail 
themselves of services. It doesn't seem like there 
is success with people who refuse services.

• Prevention
oHave come leaps and bounds on visible 

homelessness. Have not spent enough time on 
prevention. 



Public Survey 
Results 
(n=624)

30

57% who responded to the 
survey were not aware the 
City had a strategic plan to 

address homelessness 

What do you think is the biggest barrier 
preventing people experiencing homelessness 
from accessing services and housing?

Substance Abuse and Addiction
• Addiction to drugs and alcohol is consistently cited as the primary barrier, often 

impacting willingness or ability to access, retain, or comply with services and 
housing requirements.

Mental Health Challenges
• Untreated or severe mental health issues are closely tied to homelessness, 

making it difficult for individuals to navigate systems, adhere to program rules, 
or even seek help at all.

Lack of Affordable Housing
• The scarcity and high cost of affordable housing is a major obstacle, repeatedly 

mentioned alongside rent inflation, inadequate shelter space, and long waitlists 
for truly low-barrier options.

Lack of Awareness and Complexity of Services
• Many respondents describe how insufficient knowledge of available services, 

complicated processes, and fragmented, bureaucratic systems prevent people 
from accessing help—even when it is technically available.

Reluctance or Resistance to Accept Services
• A subset of individuals is resistant to accepting services due to factors such as 

unwillingness to follow rules, desire for autonomy, or distrust of institutions, 
which is sometimes reinforced by negative shelter experiences or street culture

No Yes



Next Steps
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