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MEETING PURPOSE

The purpose of today’s conversation is to:

● Review the content strategy.

● Break down that vision into high-level recommendations and action items.

● Discuss implementation next steps. 

MEETING OUTCOMES

Meeting attendees should:

● Have a clear understanding of the content strategy and recommendations.

● Provide feedback. 

● Be aware of project next steps.

Introduction
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Content strategy

Content recommendations

Action plan

Next steps



CONTENT STRATEGY
ONE



Content strategy

Staff and participant interviews
Staff brainstorming sessions
Inventory
Best practices

Content recommendations
Multiple 
implementation 
projects

Content recommendations have come from 
conversations with staff and participants and from knowledge of best practices.
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“

“

Using words and data to create 
unambiguous content that supports 
meaningful, interactive experiences. 

- Rachel Lovinger, 
Content Strategy: The Philosophy of Data

We define content strategy as: 
getting the right content to the right 
user at the right time.
 
- Kevin P. Nichols, SapientNitro

WHAT IS CONTENT STRATEGY?



TRAUMA-INFORMED CONTENT STRATEGY 
SHOULD LEAD TO COLLECTIVE WELL-BEING. 

Content strategy

TRAUMA-INFORMED
 

REALIZE 
the impact trauma has 
had on your service system.

RECOGNIZE
the signs of trauma in 
participants, staff, and leaders.

RESPOND 
by designing trauma-informed 
policies, services, and service materials.

RESIST 
retraumatization.

COLLECTIVE
WELL-BEING

SOURCE: SAMHSA
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PILLARS OF STRATEGY

Content strategy

The team co-created three pillars of strategy.
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CONTENT 
RECOMMENDATIONS

TWO



Content recommendations have been categorized:

● Key steps
● Across the service



SERVICE JOURNEY

Content recommendations
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Content recommendations have been categorized:

● Key steps
● Across the service



RECOMMENDATIONS: KEY STEPS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Comprehensive wayfinding signs

Note: Signs should delineate the roles involved, what will 
happen, why, and the next step. 

Step 1: Arriving

Immediately orient participants to 
the service and ease them into the process. 
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Example: Process-related signage



RECOMMENDATIONS: KEY STEPS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Wayfinding signs

● Checklist for security officers

Step 2: Safety check

Welcome participants. Provide an 
understanding of the “ why”, 
and an explanation of next steps. 
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Example: Safety checklist



RECOMMENDATIONS: KEY STEPS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Wayfinding signs 

● Checklist for navigator

● One-sheet for prevention, diversion, intake

Step 3: Checking-in

Engage participants in the process through a 
navigator. 
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Example: One-pager for an overview of services



RECOMMENDATIONS: KEY STEPS CONTENT TO SUPPORT COLLECTIVE WELLBEING

Step 4,6,8: Waiting in the resource area

Allow the experience of waiting to feel more 
productive.

● Wayfinding signs 

● Checklist for staff

● Resource organization

● Templates for common resources

● Guide to prevention, diversion, and intake

● Video 
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Example: Organization of resources



Example: Takeaway or guide



Example: Video



RECOMMENDATIONS: KEY STEPS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Wayfinding signs

● Checklist for staff

● Continued use of process innovations 

Step 5: Registration

Allow for clear interactions between participants 
and service representatives that feel safe and 
allow for choice. 
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Example: Sign-in slip at Roosevelt Darby Center



RECOMMENDATIONS: KEY STEPS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Wayfinding signs

● Form revisions - plain language and context 
Ex. HMIS, Declaration of Homelessness, etc.

● Work with a trauma-informed expert to ensure 
language and flow of content isn’t triggering.

● One-sheet for the after hours experience

● Plain language guide for ancillary and related 
services

Step 7: Meet with social worker

Support the interaction between social workers 
and participants to make them meaningful and 
effective. 
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Example: Form for revision



Example: Service guide book



Content recommendations have been categorized:

● Key steps
● Across the service



RECOMMENDATIONS: SERVICE SUPPORTS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Self-care and safety plan toolkit for staff 

● Trauma-informed professional development 
materials

Staff resources

Foster connections with colleagues and offer 
opportunities for self-care and personal 
development. 
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Example: Staff self-care and safety plan toolkit 



RECOMMENDATIONS: SERVICE SUPPORTS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Revised phone messages - clear, concise, and 
trauma informed

● Comprehensive message mapping across 
channels and throughout intake centers

Messaging

Further support the vision through content 
external to the direct service environment. 
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RECOMMENDATIONS: SERVICE SUPPORTS CONTENT TO SUPPORT COLLECTIVE WELLBEING

● Google Drive folder system to organize resources 

● Templates for directions and resources

● Deep dive -  governance policy for the organization 

Governance

Support the systems of communication through 
tools, policies, and workflows. 
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Example: Governance workflow and templates



ACTION PLAN
THREE



The action plan has been categorized:

● Quick wins
● Larger initiatives 



The action plan has been categorized:

● Quick wins
● Larger initiatives



● Writer drafts plain language.

● Writer reviews with subject matter expert.

● Writer works with designer for form design.

● Roll out to staff through appropriate method.

Note: We’ll work with a trauma-informed expert 
and the Office of LGBTQ Affairs when relevant.

Quick wins

PLAIN LANGUAGE FORMS
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GOOGLE DRIVE

● Writers talk to subject matter experts 
and identify/map needed folders.

● OHS staff create folders in Google Drive 
and begin storing documents.

● Roll out to staff through appropriate 
method.

Quick wins
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ONE SHEETS FOR: 
PREVENTION, DIVERSION, AND INTAKE 
& AFTER HOURS

● Writers work with existing materials and meet 
with Prevention, Diversion and Intake and/or after 
hours subject matter experts.

● Writers create content.

● Designers design content handout.

● Team iterates with OHS.

● Handout is stored on Google Drive for easy 
reprinting as needed.

● Roll out to staff through appropriate method.

Quick wins
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TEMPLATES FOR SIGNS & DIRECTIONS 

● Writers work with existing materials 
to identify common components.

● Writers work with designers to create 
templates for signs and  directions.

● Templates are stored on 
Google Drive.

● Roll out template to staff 
through a brief training.

Quick wins
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Quick wins

● Designers and writers work with 
staff subject matter experts to 
organize resources by topic.

● Designer creates wall or other 
resource distribution area.

● OHS staff places content in 
designated areas.

ORGANIZE RESOURCES 
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REVISED PHONE MESSAGES 

● Writer reviews phone message with 
subject matter experts to identify 
needed improvements.

● Writer drafts new message content 
and iterates with OHS.

● OHS staff record new outgoing message.

Quick wins
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The action plan has been categorized:

● Quick wins 
● Larger initiatives 



Larger initiatives

● OHS staff, graphic designer, interior 
architect,  and writer work together 
to create and place wayfinding signs.

● Process will involve multiple reviews 
with OHS. 

WAYFINDING SIGNS
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VIDEO PROJECT 

● Team defines use cases for video. 

● Team hires video production team 
to write and film video.

● Video team scopes out, films, edits, 
and releases video.

● Team works to rollout video usage. 

Larger initiatives
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CHECKLISTS FOR STAFF AT KEY MOMENTS

● OHS and design team work together to identify 
key roles/moments in service journey.

● Writer works with subject matter experts to map 
out key objectives and needs for content. 

● Writer works with OHS and trauma-informed 
expert to make sure checklists are 
trauma-informed.

● OHS and team devise rollout and training for staff. 

Larger initiatives
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GUIDES FOR: 
PREVENTION, DIVERSION, AND INTAKE 
& EMERGENCY HOUSING

● OHS works with design team to map out objectives 
and elements for comprehensive guides. 

● Writer works with OHS subject matter experts to draft 
a trauma-informed, plain language guide for 
prevention, diversion, intake and emergency housing.

● Writer and OHS go through the editing, revising, 
and content approval process. 

● Designer designs the guide.

● Printing and distribution.

Larger initiatives
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GUIDES & TOOLS FOR STAFF

● OHS works with design team to map out objectives. 

● Team  works with OHS and trauma-informed expert.

● Writer works with OHS subject matter experts to draft 
trauma-informed, plain language materials.

● Writer and OHS go through the editing, revising,
and content approval process. 

● Designer designs the guide or toolkit. 

● Develop roll out plan.

Larger initiatives
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● Working sessions with OHS to 
establish “who does what.”

● Co-create policies and makes tools as 
needed. 

● Develop roll out plan.

● Schedule reviews of governance 
and of content. 

Larger initiatives

GOVERNANCE
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NEXT STEPS 
FOUR



Next steps

Staff and participant interviews
Staff brainstorming sessions
Inventory
Best practices

Content recommendations
Multiple 
implementation 
projects

DECISION POINT

What implementation projects should we pursue with you?
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Next steps

AVAILABLE AND NEEDED SKILL-SETS
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Design Lab

● Visual design
● Writing
● Trauma-informed

advisor

OHS

● Deep subject matter 
expertise of the service 
environment

Needed

● Interior architecture
● Video production



THE LAB: NEXT STEPS
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● Send content recommendations deck to team.
● Work with OHS to determine project next steps.
● Begin to scope out project work. 
● Onboard our writer. 
● Start work.



OHS: NEXT STEPS
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● Review and provide feedback on content 
recommendations.

● Decide on what projects we should pursue.
● Attend project kick-off meeting for new work.



Thank you!
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