
 
 

Hayward Local Safety Net Initiative - Work Group Meeting Report 
Friday, Dec. 16, 2011 9:30-11AM, Hayward City Hall, Room 2A 

 
In attendance:  
Evelia Servin - La Familia Cultura y Bienestar 
Thor Poulsen - Hayward Fire Department 
Karen Grimsich - City of Fremont 
Ashley Vanmaanen - Alzheimers Services of the East Bay 
Anne Madrid - Hayward Police Department 
Darryl Stewart - Alameda County Board of Supervisors, District IV 
Chuck Horner - Evangelical Churches of the Hayward Area 
Jill Nielsen - Alameda County Adult Protective Services 
Jackie Ruggels - Eden I&R 
 
Facilitators: 
Belinda Hernandez-Senior Services Coalition, Local Safety Net Initiative 
Wendy Peterson-Senior Services Coalition 
 
Overview:    

 
The purpose of the meeting was to reconvene a core Work Group of the Hayward Local 
Safety Net Initiative that is committed to moving key recommendations forward discussed 
during the Hayward convening held in early 2010.  2010’s convening included discussion on 
Hayward’s senior population (demographics, challenges, and budget impact on seniors and 
service providers).  A brief review of the initiative was given, and a copy of the convening 
report was provided.   

 
 

Local Model Discussed: City of Fremont   
 
The intent of the Hayward Local Safety Net Initiative is to think about how Hayward can 
strengthen the safety net for seniors and the connections between emergency responders 
and senior supports and services using the resources that already exist.  At the workgroup 
meeting on December 16, the City of Fremont’s model was studied, although Fremont is 
different in terms of available resources and infrastructure.  This model was a starting point 
for the group’s discussion.  Karen Grimsich, Aging and Family Services Administrator, 
highlighted Fremont’s model, as follows: 
 

 City of Fremont Human Services provides Youth Services, Adult and Aging Services, and 
operates the Family Resource Center.  Adult and Aging Services shares the most common 
clients with city’s first responders. 

 Three primary forms of outreach are used:  a Community Report; brochure; and the Senior 
Help Line (operated M-F from 9 a.m.-5 p.m.). The Help Line’s website is 



 
 

http://www.fremont.gov/index.aspx?NID=908 and the phone number is (510) 574-
2041.The city’s first responders (Police, Fire, and Code Enforcement) will call the Senior 
Help Line.  Similarly, Adult and Aging case managers will call first responders if they are 
planning or prepping for a case, for example in a hoarding situation.  

 Although marketed with the City of Fremont’s logo, the Senior Help Line is also available to 
Hayward residents.  It was noted that even the city’s senior center staff call the line when 
attempting to link seniors with services. 

 City of Fremont provides services to MSSP (Multipurpose Senior Services Program) clients 
in Hayward for zip codes 94541, 94542, 94544, and 94545.   Hayward MSSP provides case 
management (for more intense social work cases) and a nurse who go out to the clients 
homes. There is staff available providing targeted case management in other languages 
(English, Farsi, Spanish, and Mandarin). 

 Composition of Community Health Workers.  Community health workers via the 
Community Ambassador Program (CAPs) that do a lot of information and referral to help 
people navigate the system and are also trained in veterans’ issues; Peer Counselors; 
Mobility Coaches; and Health Promoters (wellness checks and education) also are 
available.  Many of these workers are volunteers and are “on the ground” working with 
clients in the community.  Some workers are trained as Senior Peer Counselors. Sometimes 
workers refer a client to counseling and a professional, and once they are stable they can go 
back to working with the workers.  
 
 

Examples of Fremont’s First Responder/Social Services Partnership: 
 
 Hoarding 

During call outs for hoarding situations, the city has created a common language, or Clutter 
Image Rating Scale.  The scale allows responders and social services to be able to visually 
rate the extent of the hoarding situation.  In a situation such as this, volunteers may be 
called out to help clean up via the Compassion Network – a nonprofit network with a 
volunteer bank willing to help out.  This is done through the Pathways program. 
Compassion Network has one staff person coordinating the volunteers.   

 Frequent 9-1-1 callers 
Responders might directly call Adult and Aging Services for repeat 9-1-1 callers. Social 
workers show up and assess the situation, sometimes making contracts with repeat callers 
who promise to call the main Senior Help Line instead of 9-1-1 if they are not in need of life 
threatening services. The city is able to track these repeat callers and has noticed a sharp 
decline of repeat 9-1-1 calls once seniors have been connected to case management. 

 5150s/Involuntary Hospitalization 
Adult and Aging Service case managers might notify first responders when they are 
preparing to 5150 a client.   
 
 
 
 

http://www.fremont.gov/index.aspx?NID=908


 
 

Discussion & Questions – All  
 
 Developing a common language would be useful between service providers and first 

responders (such as the Clutter Imaging Scale used for hoarding situations). 
 According to Jill Nielsen (APS), APS has a good coordinating relationship with the police and 

fire departments.  But the challenge is that case management is lacking. The numbers for 
APS have been flat.  Mandated reporters (including police and fire) don’t always call in to 
APS – this usually occurs during non-business hours, when responders may assume that APS 
won’t be immediately available, but the result is that some cases aren’t documened and 
this is concerning during this time of state budget cuts. APS is understaffed and without the 
numbers to prove that there is a need, APS cannot assign additional staff to their unit.  APS 
is  open 24 hours/day for Police and Fire (not for the general public).  2-1-1 is contracted to 
take public calls for APS during off hours, but APS is not staffed/available 24 hours/day to go 
out on calls.  Jill urges Police and Fire to CALL ANYWAY so that APS can document reports 
and be able to see trends or patterns and have evidence of need. 

 The group identified a need to develop efficient feedback loops between those who intervene to 

remediate a situation (eg. APS) and the first responders, so that first responders know when or if a 
situation has been remediated. For the same reason, there is a need to develop efficient feedback 
loops between police and fire (the examples brought up involved hoarding and fire hazards).  

 For cases like 5150s, Hoarding, and 9-1-1 calls, caregivers/family members do not know 
what services are out there.  Caregivers usually call under distress and need information 
and help to know where to connect to.  The group discussed making a recommendation to 
the County Board of Supervisors to evaluate the extent to which local public dollars are 
being used to address hoarding/cutter cases in the county.  Group members suggest this is a 
huge and overlooked cost. 

 La Familia/Cultura Bienestar conducts training for caretakers on various topics (See La 
Familia’s flier).  La Familia does not have an answering service.  They always answer the 
phone.  

 First responders would like to feel confident that timely follow up will occur when they 
attempt to link seniors to service provider by offering an address and/or phone number.  
For example, understanding and knowing that a mitigation plan exists for hoarding 
situations would be helpful so that responders do not have to go out to the residence again.     

 Possibly include case notes in the detail section of a database that is being used by the 
Police department. Case notes could include provider information that was provided.  

 There are trained volunteers in the city who are nursing and social work students that can 
be considered community health workers.  These volunteers can possibly be trained as a 
Community Ambassador via the City of Fremont’s training.  

 
 
 
 
 
 



 
 

After discussion of local resources and potential connections, the Hayward Work Group made 
the following suggestions: 
 
 Hayward needs one central phone number that provides coordination, tracking, and follow-

through for calls coming from Police and Fire. A few phone numbers can be useful to know, 
but calls need to be coordinated by one person/entity. 

 Add the City of Fremont’s Senior Help Line phone number and website link on to Hayward’s 
website.  Anne mentioned this may be an easy thing to do. 

 Get youth volunteers to show seniors how to use the Internet. 
 La Familia Cultura Bienestar can work with the City of Fremont and help with health 

promotion in Hayward through La Familia’s program.  La Familia can also help with training 
of caretakers.  

 Coordinate the work between community health workers and professional case 
management staff. 

 Increase knowledge that these services (Senior Help Line, La Familia, 2-1-1, Area Agency on 
Aging) exist. 

 Add a link to 2-1-1 and the Area Agency on Aging phone number to the city’s website. 
 Distribute information and referrals to the appropriate person.  We need a central person.   
 If you would like more information regarding hoarding and what services may be available 

in your area, the Hoarding Institute of San Francisco has a website  
 http://www.mha-sf.org/programs/ichc.cfm 
 Hayward’s Crime Prevention Group can help set up trainings for Hayward police officers.  
 
Next Steps  
 

Task Responsible Target 

Date 

Write report out of Hayward’s Work Group meeting 

report and send it to Working Group members.  

 

Belinda Hernandez Jan 2012 

Follow up with Stacy Sorenson, Mark Koller, and Sheryl 

Boykins. 

Belinda Hernandez 

Chuck Horner 

Feb 2012 

Follow up on possible Community Ambassador Training 

(CAPS) for volunteers in Hayward. 

Belinda Hernandez 

Karen Grimsich 

Chuck Horner 

Evelia Servin 

Feb 2012 

http://www.mha-sf.org/programs/ichc.cfm


 
 

Schedule Community Ambassador Training 

opportunities. 

Belinda Hernandez Feb 2012 

Publicize Community Ambassador Training 

opportunities 

Wendy Peterson Feb/Mar 

2012 

Look into targeted case management  

provision in Hayward.  

 

Belinda Hernandez 

Karen Grimsich 

Feb 2012 

Work with the city to add the 2-1-1 # and City of 
Fremont’s Senior Help Line # on to its website. 

 

Belinda Hernandez 

Anne Madrid 

Feb 2012 

Follow up to possibly offer trainings to  Hayward’s Crime 

Prevention group (police officers) during the year 2012 

Belinda Hernandez 

Anne Madrid 

Feb 2012 

Share resources and phone numbers with stakeholders. Belinda Hernandez  Ongoing  

Provide information to Hayward Stakeholders about the 
2012 Hoarding and Cluttering Conference in San 
Francisco.  Follow the link:                    
http://organizeinharmony.blogspot.com/2011/11/2012-
sf-hoarding-and-cluttering.html 
 

Belinda Hernandez Jan 2012 

 
 

*        *       * 
 

The Senior Services Coalition of Alameda County represents nonprofit and public organizations 
and stakeholders who are working together to ensure that Alameda County seniors can rely on 
an easily accessible, coordinated system of social, medical and supportive care.  Collectively, 
SSC members provide a broad array of health, social, and supportive services to tens of 
thousands of seniors in the County.  SSC members are committed to improving the system of 
care for all older adults, especially those most vulnerable due to frail health, cognitive 
impairment, disability, or financial status. 
 
This project was made possible by generous grants from the SCAN Foundation, The East Bay 
Foundation on Aging, and the True North Foundation. 
 

http://organizeinharmony.blogspot.com/2011/11/2012-sf-hoarding-and-cluttering.html
http://organizeinharmony.blogspot.com/2011/11/2012-sf-hoarding-and-cluttering.html

