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“Be kind, for everyone you meet is fighting their own battle.” 
 
Plato

“Too often we underestimate the power of a touch, a smile, a kind word, a 
listening ear, an honest compliment, or the smallest act of caring, all of which 
have the potential to turn a life around.” 
 
Leo Buscaglia

“More than 250 Recruit Constables have benefited from experiential learning at 
a homeless shelter. Our officers walk away with a first-hand perspective of how 
some of our partner agencies, like The Drop-In Centre, Alpha House, The Seed, 
and The Salvation Army, are dealing with the issues of homelessness, mental 
illness and addictions. Feedback from their experience has helped the Calgary 
Police Service strengthen our positive relationships with vulnerable people and 
the agencies that support them.”
 
Inspector Scott Boyd 
Calgary Police Service, Chief Crowfoot Learning Centre

“
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Disclaimer 

All the information provided in this manual and workshop is for educational and informational 
purposes only. It is not intended to provide individual counselling or advice and should not be relied 
upon for such purposes. You should assess whether you require additional information and, where 
appropriate, seek independent professional advice. 
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Engaging Vulnerable People Education Initiative

Who is this manual for?

This manual and the workshop it supports 
are designed for people who live, work and 
have businesses in the Centre City.1 People 
who live and work in the Centre City have 
daily encounters with people experiencing 
homelessness. Not all of us are comfortable 
being approached by someone who is 
homeless, especially if it involves asking the 
person to stop a particular behaviour or leave 
the property. If you feel uncomfortable or unsafe 
during these encounters, this manual is for you. 

What will you learn?

This manual is a compressed version of the 
Engaging Vulnerable People Workshop. The 
goal of the workshop and this manual is to 
help people living and working in the Centre 
City better understand Calgary’s homeless 
population, increase their comfort and sense of 
personal safety when engaging with someone 
experiencing homelessness, and provide 
connections to the network of organizations and 
agencies that are available to provide support 
and information. 

By reading this manual or taking the workshop 
you will learn:

• Basic information about Calgary’s homeless 
population;

• Common misconceptions about people 
experiencing homelessness;

• How to stay safe, have a plan and engage;
• Who to call in both emergency and non-

emergency situations to get support;
• How to use the Verbal Resolution Model 

to de-escalate confrontations and resolve 
issues in a positive way; and 

• Details about the not-for-profit and 
government agencies addressing 
homelessness in the Centre City.

How did this program start?

The Centre City has historically been the focal 
point for delivering programs and services 
to vulnerable and marginalized Calgarians, 
particularly those experiencing homelessness 
due to poverty, mental health and addiction 
issues. The Engaging Vulnerable People 
Education Initiative is a collaboration between 
social service agencies and The City of Calgary.

The main focus of the initiative is the Engaging 
Vulnerable People Workshop facilitated by 
staff who work with Calgary’s homeless on a 
daily basis. Recognizing that everyone cannot 
attend the workshop, this manual has also 
been developed along with resources available 
on the Engaging Vulnerable People website at 
calgary.ca.

How to use the manual

You can print this manual or read it online. 
If you read it online, you will be able to link 
to videos and additional resources. More 
information about the workshop can be found 
at www.calgary.ca/evpworkshop.

1 The Centre City refers to the communities of Beltline, East Village, Chinatown, Eau Claire, Downtown West End and the Commercial 
Core. The boundaries are 17th Avenue SW, 14th Street SW, the Bow River and the Elbow River.
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Why do we talk about  
“vulnerable people” instead of  
just calling them homeless?

More than 58,000 Calgary households 
are only one paycheque – or one crisis 
- away from homelessness2, but only 
a handful of these people will become 
chronically homeless. By the time a 
person becomes chronically homeless, 
they are likely to be facing multiple 
complex issues including trauma, social 
isolation, mental health and addiction 
issues. Homelessness compounds their 
vulnerability. Understanding that the 
people we are engaging are vulnerable 
is more important than identifying them 

as homeless.

Being Homeless In Calgary

The Calgary Homeless Foundation identified 
3,533 homeless people in Calgary in January 
of 2014.3 Most people who are homeless go 
unnoticed as they are not visibly homeless, 
and go about their daily lives just like other 
Calgarians. The difference is that they return 
to a shelter at the end of their work or school 
day. This number doesn’t include those who are 
homeless but depend on family and friends to 
provide a temporary home.

Affordable Housing

More than fifty percent of Calgary’s homeless 
have jobs but can’t afford rent. The Calgary 
Homeless Foundation has found that the 
dramatic expansion of Calgary’s economy and 
population over the past fifteen years, without an 
increase in new affordable housing, has had a 
disproportionate impact on low income earners. 
The result has been a dramatic increase in 
homelessness in the city.4 Those who are low 
income earners are at high risk for becoming 
homeless as they are often paying more than 
thirty percent of their household income solely 
on rent. More than 58,000 Calgary households 
are only one paycheque – or one crisis – away 
from homelessness.5

Trauma, Mental Health and Addictions

Trauma is one of the highest contributors to 
addiction and mental health issues.

Trauma may include exposure to violence and 
addictions as a child, physical abuse, and 
brain injury. While the connection between 
brain injury and homelessness is a new area 
of study, preliminary findings indicate that over 
fifty percent of people who are homeless have 
experienced significant brain injuries.6

Addiction and mental health issues continue to 
be key factors in chronic homelessness. 

30-35 percent of the homeless, in general, 
and up to 75 percent of homeless women 
specifically, have a mental illness.7 The 
chronically homeless suffer from concurrent 
disorders. 30-75 percent suffer from brain injury, 
severe mental illness, and addiction. People 
who have a severe mental illness are over-
represented in the homeless population, as 
they are often released from hospitals and jails 
without proper community supports in place.

Calgary currently lacks the necessary 
collaboration of resources to address addiction 
and mental health needs, par ticularly 
timely access to detox programs and 
access to appropriate hospital treatment.  
This leads to long term shelter users. The people 
seen living their private lives in public spaces are 
often those who are chronically homeless. This 
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means they have been homeless for at least a 
year or more due to their complex medical and 
addiction issues. Only 2 percent of Calgary Drop-
In & Rehab Centre’s homeless population are 
chronically homeless, however they take up 35 
percent of shelter beds.

Other contributing factors to homelessness 
include domestic violence, tragedy in family life 
such as sudden death or divorce, or loss of a 
job without savings. A crisis that most of us can 
withstand may be the final straw for someone 
without friends or family to offer a safety net. 

Aboriginal people are disproportionately 
represented among the homeless. Aboriginal 
people make up less than three percent 
of Calgary’s population but 21 percent 
of the homeless population. Issues like 
intergenerational trauma stemming from 
residential schools and poor living conditions 
are contributing factors. It is estimated that 
forty percent of Canadian Aboriginals live on 
reserves with very poor housing conditions 
often resulting in multiple families living in one 
home8. Substandard construction means poor 
or no plumbing, electricity, and insulation which 
can lead to toxic mould. Many Aboriginals 
migrate to urban areas seeking a better quality 
of life.

How long are people homeless?

People experiencing homelessness generally 
fall into three categories:

• Those who are transitional, meaning they 
require emergency shelter for a short time, 
usually less than a month; 

• Those who are episodically homeless meaning 
they move in and out of homelessness; and 

• Those who are chronically homeless, 
meaning they are homeless for a least a 
year and usually much longer. 

While each person is unique, statistics from 
the Calgary Drop-In & Rehab Centre (The 
DI) show that 82 percent stay less than thirty 
days; 82 percent of shelter users at The DI are 
transitional, meaning something has changed 
in their life and they need short term access to 
emergency shelter. Only 15 percent are episodic 
(short but repeated stays at a shelter over five 
or more years) and even fewer–2 percent–are 
chronic, living at a shelter for more than five 
years.

The State of Homelessness in Canada 2014 
produced by the Homeless Hub is an excellent 
resource if you would like a better understanding 
of homelessness in Canada.9

7, 8 http://www.homelesshub.ca/about-homelessness/topics/mental-health
9 http://homelesshub.ca/resource/state-homelessness-canada-2014

http://www.homelesshub.ca/about-homelessness/topics/mental-health
http://homelesshub.ca/resource/state-homelessness-canada-2014


Myths About Homelessness

Our perceptions about people who appear to 
be homeless make it challenging to engage in 
a positive way. Sometimes our empathy can be 
overwhelmed by feelings of fear and frustration. 
How we see people comes out in both our verbal 
and our non-verbal communication; in what we 
say, how we say it; and with our body language 
and facial expressions. Persons experiencing 
homelessness have learned to read body 
language and facial expressions as basic 
survival skills. When we engage with vulnerable 
people, they know how we perceive them based 
on our verbal and non-verbal communication. 
How we see people determines how we treat 
them, and how we treat people almost always 
determines how they treat us.

We asked participants from our workshops 
about their perceptions of homeless people, and 
experiences with them. We asked participants 
not to be shy or polite or politically correct, but 
to share their experience. 

“The homeless themselves are to blame for 
being homeless”

Reality: Many homeless people are victims. 
Some have suffered from child abuse or 
violence. Over fifty percent have experienced 
significant brain injuries.10 Nearly one quarter of 
homeless people are children.11

“The homeless are mentally ill…”

Reality: 30-35 percent of the homeless, in 
general, and up to 75 percent of homeless 
women specifically, have a mental illness.

20-25 percent of homeless people suffer from 
concurrent disorders (severe mental illness and 
addictions).12

“Homeless people don’t have jobs…”

Reality: Many homeless people in fact are 
employed. At the Calgary Drop-In Centre, over 
50 percent regularly work. 

“They are all drug users...”

Reality: Research suggests one in five 
homeless are drug users.13

“Homeless people are adults...”
 
Reality: 209 Calgary families were homeless 
in 2014. 284 were children out of the 494 
individuals.14

“Homeless women choose to live on the 
street...”

Reality: 71 percent of homeless women have 
reported being a victim of domestic violence.15 

“There aren’t many homeless people in 
Canada...”

Reality: Based on the best numbers available 
from homeless serving organizations across 
Canada, 235,000 Canadians experience 
homelessness each year.16 We now estimate 
that over 235,000 different Canadians will 
experience homelessness in a year, with over 
35,000 Canadians homeless on any given night.

10 http://cmajopen.ca/content/2/2/E69 
11, 13 http://www.yws.on.ca/youth-homlessness/myths 
12 http://www.homelesshub.ca/about-homelessness/topics/mental-health
14 http://calgaryhomeless.com/wp-content/uploads/2014/06/Winter-2014-PIT-Count-Report.pdf 
15 http://www.wellesleyinstitute.com/wp-content/uploads/2013/06/SOHC2103.pdf 
16 http://homelesshub.ca/resource/state-homelessness-canada-2014
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The Different Faces of Vulnerability

Vulnerability has layers. Below are a couple 
of examples of vulnerabilities that lead to 
homelessness. This is explored in more depth 
in the workshop.

Case Study: John

On your way to work every day, you come 
across an older man who sits on the sidewalk 
begging for money. He doesn’t speak or make 
eye contact. He sits there silently using a ball 
cap to collect change from those who pass 
him. He is thin and dishevelled, and dressed in 
clothing that is not weather appropriate.

John is 67-years old. John is 
new to Calgary after losing his 
wife, his home and his sobriety.  
He has found himself homeless. 

A proud man who struggles to ask for help, 
he has been sleeping outside because local 
shelters are at capacity. He panhandles during 
the day in order to maintain his addiction and 
buy food. He is unable to work. His CPP is 
not enough to maintain housing on his own. 
After losing his wife, he simply gave up on the 
possibility of living a normal life again. John 
started drinking heavily, and he now has to 
drink daily or he suffers severe seizures. When 
he drinks, his anger comes out because of 
his current situation. John often lashes out 
at people for no apparent reason other than 
venting frustration. 

John’s story is an example of a man who once 
lived a “normal” life. John experienced a great 
loss which triggered the onset of depression, 
because he lacked extended family or personal 
relationships; his loneliness led to drinking and 
prolonged usage led to alcoholism. 

John’s social isolation feeds his addiction 
which, unmedicated, causes his depression 
to worsen. His low income makes it difficult to 
access affordable housing which contributes 
to his homelessness. There are many barriers 
to overcome before John can go back to his 
“normal” life. 

Case Study: George

George is 70-years old and lives 
in senior’s housing, but he has no 
family supports. 

He has limited mobility, and is on a waitlist for 
hip-replacement surgery. He needs help getting 
around. However the nurses at his home are 
not permitted to take residents on outings, so 
George is left on his own to get around. George 
is a friendly man who isn’t afraid to make new 
friends with anyone who will stop and talk. He 
often meets strangers who assist him from point 
A to point B. George often gets tired easily so he 
relies on his “friends” to go to the bank for him.

George is vulnerable to predators who will take 
advantage of him financially. George is a lonely 
man and does not see these people as predators 
but as his friends. Breaking this cycle of elder 
abuse will be hard because George does not 
see a need to change this behaviour. He is filling 
both an emotional need and a physical need by 
getting assistance from others. This puts him in 
a situation where homelessness may become a 
reality in his near future.

We all have our own story about how we came 
to be where we are in life. This is true for people 
experiencing homelessness. Setting aside 
our assumptions and stereotypes can help 
us move from fear and frustration to empathy. 
This does not mean that destructive or unsafe 
behaviours become acceptable. It just means 
that we may have more success in responding 
to those behaviours in a way that will result in 
positive change, while keeping ourselves and 
the person we are concerned about safe. The 
rest of this manual provides tools and resources 
for engaging, in a safe and effective way. 
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A Strategy for Engaging Vulnerable People

In your workplace or residence, you may have 
experiences with a vulnerable person displaying 
behaviours that cause you or the people around 
you to feel unsafe. This may include aggressive 
panhandling, being intoxicated, sleeping in 
a private space or just being loud and unruly.  
Or you may come across a person who appears 
to be in crisis. If you feel comfortable engaging, 
keep these three steps in mind: stay safe, have 
a plan and then reach out. (Below is a summary 
of these three steps. More details are provided 
in the workshop.)

1. Stay Safe – First ask yourself if it is safe to 
approach. Read the person’s body language. 
Body language or non-verbal communication 
communicates much more than verbal 
communication. Sometimes up to 90 percent 
of what is communicated comes from body 
language rather than words. A person's body 
language is a key indicator of their openness to 
having a conversation, or if they are in a stage 
of escalation which can be unpredictable and 
dangerous. Maintain a safe distance, while 
respecting personal space. Communicate non-
threatening body language.

2. Have a Plan – Have a plan in place, including 
an exit strategy, prior to engaging a vulnerable 
person. Identify the need or escalation 
behaviour at hand, and use the skills outlined 
in this manual to communicate effectively. Your 
assessment should include the following:

• What are you hoping to accomplish? 
What are your expectations for acceptable 
behaviour?

• Are you ready to provide alternative steps to 

the person to meet your expectations? 
• Is the person angry? If so, determining the 

person’s stage of escalation will determine 
your action. (See Verbal Resolution Model, 
Page 13). Understanding the psychology of 
an escalating person will allow you to plan 
your intervention for that specific behaviour. 

• You need to know your exit strategy before 
you reach out. 

If you are uncomfortable or uncertain ask 
for further support from a staff member or 
neighbour. Do not hesitate to contact the police 
if you feel threatened or unsafe.

"I’m worried about calling the police because 
I don’t want the person to go to jail."

Homelessness and poverty in itself are not 
criminal justice issues; they are societal 
issues that require a community response as 
a whole. City of Calgary enforcement agencies 
know that ticketing and charging individuals 
who are homeless for behaviours that do not 
endanger the public or property does not result 
in positive outcomes. Putting people who are 
experiencing homelessness into the justice 
system is costly and ineffective. Calgary Police 
Service, Transit Security and Community 
Standards (bylaw officers) all work closely 
with Calgary social service agencies. Every 
effort is made to connect the person with 
services that will meet their immediate needs.  
(See Appendix A for more information 
about City of Calgary enforcement agencies’ 
partnerships with social service organizations.)

In the end, it is ALWAYS SAFETY FIRST!

The safety of yourself and others is most important. If you witness or sense 
behaviours that are unsafe, please call 911 right away. Do not put yourself or others 
in an unsafe position. Do not try to be a hero, or try to “rescue” others. Utilize the 
highly skilled and professional emergency responders in Calgary at any time you 
deem it appropriate.

Here's a Useful Tool: www.calgarydowntown.com/about/resources/safety.html8 9
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3. Reach Out – Use the basic communication 
skills outlined in the following section. If you are 
comfortable, offer assistance or intervention. 
Knowledge of community resources will increase 
your level of comfort in offering assistance (see 
Appendix A).

Communications Basics

The most important tool we provide in the 
Engaging Vulnerable People Workshop is the 
Verbal Resolution Model. The success of the 
model depends on good, basic communication 
skills. People want to be listened to and 
authentically heard. We were born to connect 
in community. But having said that, 70 percent 
of all communication is:

X Misunderstood,
X Misinterpreted,
X Rejected,
X Distorted,
X Simply not heard.

So, we must work hard at communication, even 
more so with people in crisis. An empathetic 
approach removes any personal judgement 
or bias from the conversation. This means 
both addressing negative behaviour while 
acknowledging the person behind the behaviour. 

Your body language is just as important as your 
words. Remember these two key principles:

• Most people need 18 to 36 inches of 
personal space in order to feel comfortable. 
Maintaining a minimum three-foot 
distance away from an escalating person 
communicates respect and minimizes risk.  
Should that person make sudden 
movements, you have a better chance of 
taking evasive action.

• Stand at a 45-degree angle to the person 
you are engaging with. This position 
communicates an open, respectful and non-
threatening position, and also allows you to 
retreat if a person strikes at you.

Your behaviour will influence the outcome of the 
conversation. We may not have complete control 
over how another person reacts; however, 
we can control ourselves. We should always 
be aware of our own body language, facial 
expressions and nonverbal communication, 
as they can influence the situation to our 
advantage or not.

Engagement Examples

Mike is visibly homeless. He has been found 
sleeping in the lobby of a workplace. This is the 
third time this week he has been found sleeping 
there. Each time Mike is asked to leave he 
becomes verbally abusive and angry, but does 
not act out physically. An employee has been 
instructed to talk to Mike and get him to leave.

Dos and Don'ts

What Escalates a Conflict?

• Overreacting.
• Lack of Patience.
• Poor Listening/Making Assumptions.
• Not Mindful of Personal Space.
• Defensiveness.

Escalation example: The employee is standing 
a foot away from Mike, with his arms crossed 
and his voice raised. He is annoyed about 
having to get Mike to leave.

Employee: “Hey, buddy, you can’t sleep here.”
 

Mike: “Why not? I’m tired. Just leave me alone!”

Employee: “You can’t sleep here, you need to leave 
now! I don’t care if you’re tired, you have to go 
now!”

Mike: “Where am I supposed to go?”

Employee: “I don’t care where you go, just leave!” 

Mike: “Leave me alone”
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Employee: “Fine I’ll leave you alone, but 
 the police won’t. I’m calling them now” 

Mike: “Go ahead, call the police I don’t care”

Employee: “Don’t say I didn’t warn you!”

What De-escalates a Conflict?

• Remaining Calm.
• Introducing yourself/ask for their name and 

use it.
• Active silence for reflection and/or open 

questions.
• Being mindful of your body language.

De-escalation example: The employee is 
standing three feet away and communicates 
open, respectful body language, using a low 
tone of voice.

Employee: “Hi my name is [Employee's Name], 
what’s your name?"

Mike: “My name is Mike, what do you want?”

Employee: “Nice to meet you Mike, I came 
to speak with you because I am concerned 
about you sleeping in the lobby.”

Mike: “What about it?”

Employee: “I am curious, why you are 
sleeping here?” 

Mike: “I’m not bothering anyone, I just need 
somewhere to sleep!”

Employee: “I can appreciate that you need  
your rest. Unfortunately you cannot sleep here. 
Do you have anywhere else to sleep?”

Mike: “No, I’ve been sleeping here because 
 I don’t know where to go. No one noticed until 

this week.”

Employee: “Mike, I’d like to call someone who  
can help set you up with someplace to stay.  
They are called the DOAP team and they’ll 
talk with you and give you a ride to someplace 
where you can get some help finding a safe 
place to sleep. I don’t want to see you sleeping in 
this lobby when there are better options for you.”

Mike: “Do I have to go with them?”

Employee: “No, but are you willing to have a 
conversation with them to see what they have  
to offer?”

Mike: “I guess.”

In the escalation example, you can see how 
both parties were frustrated and it escalated 
quickly to involving police. In the de-escalation 
example you can see how a short conversation 
can solve an issue long term. Sometimes it 
simply comes down to people not knowing what 
resources are available to meet their needs. 
Taking the time to explain what behaviour is 
not acceptable and providing an alternative will 
go a long way to ensuring mutual respect and 
understanding of one another.

The 4 Types of Communication

1. Listening - 60 percent of our overall 
communication time is spent listening, although 
we only recognize 25 percent of what is 
being said. So, we often miss the underlying 
message of what a person is trying to say. 
Non-judgemental listening means adopting a 
set of attitudes and listening skills, both verbal 
and nonverbal, that allow the listener to hear 
and understand what is being said. This allows 
the listener to hear the feelings behind what a 
person is saying, not just the facts. It also allows 
the person who is speaking to do so openly and 
comfortably without fear of being judged.

There are 5 levels of listening. Take time to self-
assess and discover what you do most:

• Not Listening - Outright ignoring, not really 
listening at all.

• Pretend Listening - Listening on autopilot.
• Selective Listening – Drifting in and out of the 

conversation, paying attention to only parts.

• Active Listening – Fully engaging in a 
conversation by listening to the person 
speaking, showing through body language 
that they have you’re full attention, 
interrupting only to ask clarifying questions 
and recapping what they’ve said at the end 
to make sure you’re understood.

10 11
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• Empathetic Listening – Listening with intent 
to understand, to get inside the person’s 
frame of reference, seeking to understand 
them emotionally and intellectually.

Empathetic listening requires us to really care; 
to look people in the eye, drop what we’re doing, 
and put ourselves in their shoes. We also need 
to listen “between the lines”; to hear beyond 
their words. This involves listening to what is 
being said, and listening to what is not being 
said. It’s important not to be quick to give advice 
or to speak. The less we speak and interject 
and offer comment, the more we will hear, 
understand, and appreciate.

2. Verbal Communication - Words have 
power. Choose words that express acceptance, 
warmth, kindness, understanding, positivity, 
and hopefulness. Slow down before speaking, 
use clear, concise language, and avoid words 
that reflect judgment, negativity, or frustration. 

3. Nonverbal Communication – Powerful 
messages are conveyed through nonverbal 
cues. Body language is critical in the actual 
listening process, and in helping people 
to feel genuinely heard. 90 percent of all 
communication is non-verbal. This means that 
if we are to help people feel heard, we must 
communicate it non-verbally:

• With the Eyes – With vulnerable people, 
make eye contact. Acknowledge their 
presence. 

• With Facial Expressions – Smile.
• With Posture and Overall Body Language – 

Remember to stand at a 45-degree angle 
to the person you are engaging with. This 
position communicates an open, respectful 
and non-threatening position.

4. Para-verbal Communication – It’s not 
just what you say but how you say it. Tone is 
important when engaging with another person. 
We can use the correct wording to portray a 
message but if we use the wrong tone our 
message will be lost entirely. Our tone, volume 
and rhythm always needs to be adjusted for the 
conversation at hand.

Keeping these fundamentals of good 
communication in mind, we can use the Verbal 
Resolution Model to reach out safely and 
effectively.
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Verbal Resolution Model

In the Verbal Resolution Model, the “initiating” role refers to the vulnerable person you are engaging. 
You are in the “responding” role (see Diagram 1). Each stage shows a step of escalation and the 
parallel strategy from the responding person. If the initiating person escalates, the responder should 
act based on the strategy that parallels the initiator below. It is important to understand that this is 
not a linear process. A person may stay in one stage or move back and forth between stages.

Be aware of and sensitive to precipitating factors if they are evident. Precipitating factors are internal 
and external issues that cause a person to reach an escalating behaviour. Remember that everyone 
has a peak or breaking point, where the risk to personal safety is higher. The good news is that what 
goes up must come down. It’s when a person is at Stage 4, “Emotional and Logical Rebalancing”, 
that rapport building and boundary enforcing conversations can occur.

High Stress and Traumatic

Initiating Role Supporting Role

• Uneasiness
• Slight Loss of Rationality/Disproportionate 

Response
• Physical/Non Physical Intimidation
• Emotional and Logical Rebalancing

• Supportive Engagement
• Concise Verbal Expectations
• Exterior Support/Exterior Agency (CPS)
• Helpful Rapport Approach

Diagram 1: Verbal Resolution Model - Summary
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Initiator Responder 
Appears To Be Uneasy 

Uneasiness or feelings of anxiety that make the 
person tense and irritable. This can be the most 
common way a person may act out or display an 
escalating behaviour. Precipitating factors include 
internal or external issues that cause a person to 
lash out including:

•	 Frustration,

•	 Sleep deprivation,

•	 Need to be heard (yelling),

•	 Peer pressure (impressing friends or 
saving face),

•	 Urgent need,

•	 Hunger,

•	 Displaced anger/fear,

•	 Drugs/alcohol.

In this stage it is important to focus on recognizing 
physical signs of uneasiness in the other person. 

•	 Slumped shoulders, clenched fists, pacing 
or nail biting,

•	 Crying, yelling, swearing, 

•	 Isolation - Sometimes they simply isolate 
themselves. This is often missed because 
this behaviour does not demand attention.

Supportive Engagement

Engage with an empathic and supportive ap-
proach.

•	 Use empathy

•	 Remove personal bias or judgement

•	 Respect personal space

•	 Communicate kindly 

Keys to supportive engagement:

•	 Stay calm,

•	 Don’t take it personally,

•	 Use open-ended questions,

•	 Allow silence for reflection.

Slight Loss of Rationality

Loss of reasonable thinking, talking or acting log-
ically. This is a clear sign the initiating person is 
escalating indicated by difficulty staying on topic 
and fully comprehending all the facts and infor-
mation they are receiving. Often they will have 
a disproportionate response to suggestions or 
conversations. 

Signs of a slight loss of rationality:

•	 Attempting to draw you into a power struggle,

•	 Unable to stay on topic,

•	 Defensive commentary,

•	  Attacking language,

•	 Ultimatums are used.

Concise Verbal Expectations 

Communicate short, clear expectations. 

At this stage, brevity is important. Communicate 
directives or expectations clearly but kindly. Fur-
ther conversation can be had at a later time. 

Keys to setting verbal expectations:

•	 Have purpose to your directive – ask yourself 
is it obtainable or doable for both parties? 

•	 Keep it simple.

•	 Be concise. Over-explanation often results in 
confusion.

•	 Use plain language. Avoid slang or abbrevia-
tions
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Slight Loss of Rationality

Loss of reasonable thinking, talking or acting log-
ically. This is a clear sign the initiating person is 
escalating indicated by difficulty staying on topic 
and fully comprehending all the facts and infor-
mation they are receiving. Often they will have 
a disproportionate response to suggestions or 
conversations. 

Signs of a slight loss of rationality:

•	 Attempting to draw you into a power struggle,

•	 Unable to stay on topic,

•	 Defensive commentary,

•	  Attacking language,

•	 Ultimatums are used.

Concise Verbal Expectations 

Communicate short, clear expectations. 

At this stage, brevity is important. Communicate 
directives or expectations clearly but kindly. Fur-
ther conversation can be had at a later time. 

Keys to setting verbal expectations:

•	 Have purpose to your directive – ask yourself 
is it obtainable or doable for both parties? 

•	 Keep it simple.

•	 Be concise. Over-explanation often results in 
confusion.

•	 Use plain language. Avoid slang or abbrevia-
tions

Physical/Non Physical Intimidation

Intentional behaviour or action to cause fear, 
terror, harm or physical injury. 

This behaviour should always be taken seriously. 
Often nonphysical intimidation is over looked or 
ignored; even though it is a criminal offence. 

Examples of physical and nonphysical 
intimidation: 

•	 Verbal threats of harm to you or a loved one 
(“I’m going to kill you”), 

•	 Damaging property,

•	 Spitting on you,

•	 Pretending to strike at you,

•	 Striking or punching you.

Look for Exterior Support

Depending on where the incident is occurring, 
gauge the support you will need. If you are a 
security staff member, call for support and take a 
step back from the situation. Sometimes providing 
a new face provides a new chance. This is 
enough for the initiating person to calm down and 
start over. If the behaviour continues or threats 
are being made, seek assistance from the police. 

Seek further support when:

•	 The initiating person is focused in on you 
(tunnel-vision),

•	 You can no longer maintain rational 
detachment,

•	 Threats of harm have been made,

•	 An assault has occurred.

•	 Contact CPS: Call 911 if there is an immediate 
threat, or 403-266-1234 if you are concerned 
but it’s not an emergency.

Emotional and Logical Rebalancing

The stage after a person has lost control and 
lashed out physically or non-physically in an 
extreme manner. The person who initiated the 
escalated behaviour begins to calm down and 
regains control over their emotions, and is able 
to think in a logical manner again. This is a stage 
where boundaries and expectations can be 
further reinforced. 

A person experiencing Emotional and Logical 
Rebalancing may exhibit:

•	 A decrease in emotional intensity,

•	 A decrease in physical intimidation, 

•	 Remorse or apology, 

•	 Regret or shame.

Helpful Rapport Approach

Used to understand each other and improve 
communication. This is where boundaries and 
expectations from the responding person can 
be reinforced. Teaching the initiating person 
alternative behaviours and explaining what 
they did wrong can have extensive impact on 
improving their behaviour while establishing trust 
with the responder. 

Keys to Helpful Rapport Approach

•	 Build trust. 

•	 Validate feelings.

•	 Speak about alternatives.

•	 Reinforce boundaries and expectations.

If the person is still in an escalated state, and you choose to engage, always remember the following 
process for de-escalation:

1. Be Calm – Shift from reaction and judgment to curiosity.
2. Make It Safe – Make it clear you are authentically listening. Have an exit plan in mind.
3. Discover Common Goals – Express your desire to meet their goals and yours in a calm and 

safe conversation.
4. Ask for Change – Note current behaviours and invite them to respond differently.

If you choose to reach out, it is helpful to know the resources available to vulnerable people in 
Calgary. Please see the list of resources in Appendix A.
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Conclusion

The richest experiences we have are those where we connect with one another. We hope this 
resource increases your understanding and interest in building safe, respectful and mutually 
beneficial relationships with struggling Calgarians. 

We are committed to supporting you after your training. If you have questions about the training, 
please call or email the program trainer, Samantha: 403-699-8207 or SamanthaU@TheDI.ca.

If you would like to learn more about vulnerable people, please volunteer at the Calgary Drop-In & 
Rehab Centre Society, the Mustard Seed, Alpha House, the Salvation Army or Inn from the Cold:

http://www.TheDI.ca/Volunteer
http://theseed.ca/take-action/
http://AlphaHouseCalgary.com/Volunteer.html
http://www.salvationarmy.ca/alberta/ 
http://innfromthecold.org/ 

The success of these agencies is directly linked to people like you.
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Appendix A

Calgary Drop-In & Rehab Centre (24-hour) 
403-266-3600 
1 Dermot Baldwin Way S.E.
www.thedi.ca

To prevent homelessness where possible, offer care and shelter when needed, and 
provide opportunities for people to rehabilitate and rebuild their lives.

• Supervised day drop-in centre open year round 6am-9pm daily. 
• Supervised emergency beds/mats in segregated dormitory. Supportive, 

transitional, reserved beds in semi- private dormitory. 
• Full meal services at 7am, noon and 6pm. Snacks and coffee served at 9:30am 

and 3pm daily. Clothing store (no fee) open two days a week. Shower services, 
hygiene products and full laundry service daily. 

• Advocacy, victim services, Commissioner of Oaths, counselling, identification, 
mail/fax services, referrals.

• Employment training, employment office assist with job placement and safe 
work gear.

• Medical services for clients and weekly clinic with CUPS doctors. Safeworks 
Calgary (harm reduction program).

The Calgary Drop-In Centre also provides low income housing at Sundial in 
downtown Calgary and low income seniors housing at Bridgeland Manor, located 
in the Bridgeland community.

Calgary Alpha House Society (24-hour)  
403-234-7388
203 – 15th Ave. S.E.
www.alphahousecalgary.com

Alpha House is a non-profit charitable agency that provides safe and caring 
environments for individuals whose lives are affected by alcohol and drug 
dependencies. Our continuum of programs help connect with individuals facing 
addictions at a variety of levels such as outreach programs, a shelter program, 
a detox program and a housing program with case management support. The 
volunteer program includes corporate and individual support. Both outreach teams 
are great resources for community members. The DOAP Team (see details under 
Community Services) is a 24/7 mobile response helping those facing addiction in 
the community. The Encampment Team connects with people sleeping outside to 
provide them housing options. 

Emergency Shelters for Adults
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The Mustard Seed 
403-269-1319                
102 – 11th Avenue S.E.
www.theseed.ca

Through following Jesus Christ and partnering with the community, The Mustard 
Seed combats the root causes of poverty in Alberta and works to create positive, 
lasting change in the lives of those we serve. The Mustard Seed provides basic 
needs services and support services as well as housing to those in need:

• Referrals to addiction services/treatment, identification, transportation, 
government application, crisis intervention services, legal and victim services; 

• Sunday worship service, baptisms, counselling, memorial services and 
spiritual support, job search assistance, cover letter and resume building, 
interview prep, job maintenance skills, chiropractor services, Canadian 
Mental Health services, addiction services, & Legal guidance; 

• Case management for housing program, housing resource information, 
access to phone, fax, computer, mailbox and message services for guests, 
evening transportation to shelter services.

The Mustard Seed - Foothills Shelter 
403-723-9422 
7025 – 44th St. SE.
www.theseed.ca

The Mustard Seed meets the immediate needs of men and women experiencing 
homelessness by providing emergency shelter, food, clothing, hot showers and 
hygiene supplies.

• 370 emergency beds.
• Breakfast, bagged lunches and supper provided for checked in guests. 
• Clothing, computer lab, lockers for guests.
• Access to employment support services, health, wellness and spiritual care, 

housing programs.

Salvation Army (24-hour) Centre of Hope for Men 
403-410-1111  
420 Ninth Ave. S.E.
www.ab.salvationarmy.ca

The Salvation Army is a ministry motivated by the love of God. Its mission is 
to preach the gospel of Jesus Christ and to meet human needs in His name 
without discrimination.

• Men’s residential program provides emergency (short term) and transitional 
(paid accommodations) for up to 329 sober homeless men over the age 
of 18, shared accommodations, and short term emergency housing for a 
maximum of 30 days. 

• Addiction recovery program, gymnasium, library, chapel for spiritual services, 
computer lab to help with resume building and job/housing searches, 
common areas with TVs.
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Salvation Army WISH 
403-930-2711
3013 15 Avenue S.W.
Women’s Integrated Supportive Housing
www.ab.salvationarmy.ca

• Emergency, transitional and residential accommodations for up to 23 sober 
women, shared accommodations, common areas, TVs games. 

• Open to homeless women over the age of 18 whose health will not be 
jeopardized by living in a communal environment and who are able to physically 
and mentally care for themselves.

• WISH staff are available for consultation 8am-4pm with staff on site 24/7.

YWCA Winter Response Program
403-294-7333
320 Fifth Ave. S.E.
www.ywcaofcalgary.com

• Harm reduction emergency shelter, open 9:00 pm – 6:30am, November-April.
• Basic needs: hygiene, clothing and first aid.

Kerby Centre Rotary House and 24-hour Crisis Line 
403-705-3250 
1133 7th Ave S.W.
www.kerbycentre.com/calgary-adult-services/shelter/

24-hour crisis line or for information/support - (403) 705-3250. 

Kerby Rotary Shelter provides shelter to older adults in crisis. Individuals over 55 
who need help can stay up to three months. Both men and women are welcome. 
The setting is home-like and comfortable.

Kerby Rotary Shelter helps older people who are:
• Abused – physically, financially, emotionally, sexually
• In unstable housing
• In crisis

Staff provide:

• Crisis intervention
• Support
• Advocacy
• Referrals
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Emergency Shelters for Families

Inn from the Cold
403-263-8384
106, 110 – 11th Ave. S.E.
www.innfromthecold.org

Inn from the Cold offers shelter, sanctuary and healing to assist homeless 
children and their families achieve independence. 

For almost 20 years, Inn from the Cold has operated as an agency of last resort 
for those children and their families who find themselves with no place to go. 

We offer the basic necessities including shelter, food and clothing and go far 
beyond that by offering many support needs that ensure children and their 
families can begin the process of recovering their dignity, their self-worth, their 
independence and their hope. We offer an integrated continuum of services that 
includes emergency shelter, instrumental needs, primary medical care, case 
management, therapeutic early childhood programming, supporting housing 
and an open door policy to all in need. Our door is open 24/7, 365 days a year, 
we turn no family away and our vision is a community where no child or family 
is homeless. 

• Programs and Services: Emergency Family Shelter, Community Inns, Knox 
Satellite Shelter, Assessment and Triage, Early Childhood Development, 
Housing with Intensive Supports, Journey House (supportive housing for 
single mothers), Staging for Stability (partnership with the Drop-In Centre’s 
Sundial Program). 

• Regular Daily intake and screening: 9am – 3pm at #106, 110 – 11th Ave. S.E.

YWCA Mary Dover House 
403-263-1550
320 Fifth Avenue S.E. 
www.ywcaofcalgary.com

• Short-term supportive transitional housing for single women and their 
children who experience homelessness and poverty.

• Case management staff and support services.

20 21

http://www.innfromthecold.org
http://www.ywcaofcalgary.com


YWCA Sheriff King Home
403-266-4111
2003-16th St S.E.
www.ywcaofcalgary.com
(24-hour Family Violence Crisis Line) 
403-266-0707

• Emergency, short-term shelter for women and their children who are fleeing 
family violence. 

• Basic need including food and personal items. 
• Resources for housing, legal services and educational supports.

Awo Taan Healing Lodge 
403-531-1972 (24-hour crisis line)
www.awotaan.org

• 27 bed full service emergency shelter for women and children for up to three 
weeks (can be extended), shelter open 24/7 with onsite counsellors.

• “Awo Taan” means “shield” in the Blackfoot language. Shelter offers holistic and 
spiritual teachings of the Aboriginal’s medicine wheel, supports emotional, 
mental, physical and spiritual healing and wellbeing of women during their 
crisis and beyond, in house crisis, outreach, healing and prevention programs 
for both women and children.

Calgary Women's Emergency Shelter 
403-234-7233 (24 Hour Help Line)
www.calgarywomensshelter.com

• Safe and secure residential accommodations, food, clothing; referral services and 
counselling for women; community crisis support and counselling for women and 
children fleeing domestic violence who are unable to access space at a shelter; 
child support and counselling program for children of all ages.

• Outreach/follow up program for families leaving shelter. 
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Emergency Shelters for Youth

Avenue 15 Shelter (Youth 12 to 17) 
403-543-9651
938 – 15th Ave. S.W.
www.boysandgirlsclubsofcalgary.ca/programs/youth-housing-shelter

• Emergency Shelter for homeless youth 10 pm - 7 am - basic needs, support 
system aimed to reunite youth with their families or find alternative living 
arrangements.

• Loft, link and launch programs provide opportunities for youth to gain skills 
and stability in other living arrangements, referrals for housing, outreach, 
education, employment, addictions, counselling, family meditation and 
mental health assessments

EXIT Youth Shelter (Youth 12-17)

403-509-2323
112 16 Ave. N.E.
www.woodshomes.ca

• Emergency shelter, food, clothing, washing and laundry facilities. 
• Fully trained staff on site at all times
• Medical help by referral; transportation; bus passes can be arranged, support 

with family and other agencies; Crisis counselling, immediate problem-
solving strategy and long-term planning options. 
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Community Services

DOAP Team (Downtown Outreach Addiction Partnership) 
403-998-7388
www.alphahousecalgary.com

The Downtown Outreach Addictions Partnership (DOAP Team) is a mobile diversion 
response to street level addiction and public intoxication. The Team connects with 
individuals on the street, does an assessment of vulnerability and risk factors, and 
then offers to take the individual to a safe place or to a health service to address the 
danger or health issues the individual is facing. Basic necessities (food, clothing, 
shelter etc) are also provided. The Team:

• Facilitates access and entry to local service systems of emergency shelters, 
health care (including detoxification and other medical requirements), addiction 
treatment, and housing;

• Provides education on the risks associated with alcohol and drug use and 
encourages safer behaviours through the distribution of harm reduction 
supplies; and

• Raises awareness and builds understanding in the community with respect to 
homelessness/addiction through presentations in the community. 

The DOAP Team is on call 24/7 to respond to citizen and agency requests for 
support, resulting in reduced pressure on Calgary Police Services, Emergency 
Medical Services, Transit, Bylaw and local city hospitals.

SORCe
403-428-3300
316 Seventh Ave. S.E. - City Hall LRT Platform
www.scorce.ca

What is SORCe?
The Safe Communities Opportunity and Resource Centre, or SORCe, is a 
collaborative organization in which a number of agencies are co-located in order to 
support people with physical or mental vulnerabilities and/or social-economic need, 
to facilitate access to programs and services that address their current situation.
SORCe provides an initial assessment to determine a person’s needs, offers 
information, affords crisis counselling, brokers referrals for individuals to a range 
of programs and services.

Agencies that staff SORCe include: Alberta Health Services Addictions and Mental 
Health, Inform Calgary, Drop In Centre, Alpha House, Immigrant Services Calgary, 
Calgary Catholic Immigration Society, Canadian Mental Health Association, Alberta 
Works, Inn From the Cold, Kerby Centre, Sheldon Kennedy Child Advocacy Centre 
– Prenatal Outreach Support Team, Distress Centre, Calgary Public Library, YWCA, 
& Calgary Police Service.

Services that are provided by community-based partner organizations are free. 

The Centre is open 8:30 am – 4:30 pm Monday through Friday.
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Safeworks (Mobile Van)
Needle exchange/harm reduction
403-850-3755
www.albertahealthservices.ca

• Provides clean needles, condoms, alcohol swabs and biohazard sharps 
containers, vein care resources, free and confidential health information, 
counselling and referral services.

• The Safeworks van goes out Saturday to Thursday 8pm – Midnight, Friday 
5pm-Midnight. The van parks at the SEED at 8:15 pm and at the Drop-In 
Centre at 8:30pm.

Distress Centre Calgary
403-266-4357 (HELP)
300, 1010 Eighth Ave. S.W. (reception) 403-266-1601
www.distresscentre.com

• 24 hour free confidential telephone crisis support, online chat and email from 
5pm – 10pm.

• Free confidential counselling 9am – 5pm weekdays. 
• Walk in sessions available 1pm - 4pm weekdays. Some evenings available 

by appointment.

Connecteen Phone (24 hours) 403-264-TEEN (403-264-8336)
Chat: www.calgaryconnecteen.com 

Suicide Prevention Hotline 
1-800-SUICIDE (1-800-784-2433) 
Toll Free in Southern Alberta.

EXIT Community Outreach Ages 12-24 (Storefront) 
403-262-9953
117- 7th Ave S.W.
www.woodshomes.ca

• Downtown storefront, outreach and mobile van service for homeless or at 
risk youth. 

• Food, clothing, onsite counselling and medical services, laundry facilities, 
referrals to housing, employment, legal and educational resources are 
available.

Elbow River Healing Lodge
403-955-6600
1213 Fourth St. S.W. - Seventh Floor

• Aboriginal family primary care clinic and chronic disease management, 
traditional wellness counselling.

• Street outreach and advocacy and health promotion and immunization, and
• Adult aboriginal mental health services.
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CUPS (Calgary Urban Project Society)
403-221-8780
1001 10 Ave. S.W.
www.cupscalgary.com

• Health care, education and housing programs for low income individuals and 
families. Monday to Friday 8am – 4pm (closed noon – 1pm) unless otherwise 
stated.

Wood’s Homes 
403-270-4102
Community Resource Team (24-hour) 403-299-9699 
www.woodshomes.ca
(Toll-free) 1-800-563-6106

• 24/7 Crisis counselling for individuals and families, mobile response within the 
home, school and community setting. 

Kerby Centre (For Seniors 55+)
403-265-0661
1133 Seventh Ave. S.W.
www.kerbycentre.com

• Assistance filling out pension forms, income tax, legal advice and shopping 
assistance.

• Housing registry offering assistance with independent and supportive housing.
• Medical attention focused on clients social, emotional and financial needs, 

medical care, counselling, lab testing, physiotherapy, chiropractic care, massage 
therapy.

• Alberta Health Care Insurance plan is not required to receive care. 

The Alex Community - Health Centre 
403-266-2622
101, 1318 Centre St. N.E.
www.thealex.ca

• Primary health care and health promotion for those who have barriers 
to accessing health and social care, special attention focused on clients 
social, emotional and financial needs, medical care, counselling, lab testing, 
physiotherapy, chiropractic care, massage therapy.

• Alberta Health Care Insurance plan is not required to receive care. 

The Alex Community - Health Bus
403-266-2622
Mobile Bus: Schedule available Online
www.thealex.ca

• Free services at regular weekly locations in the inner city and east Calgary.
• Onboard physicians, nurses, and resource specialists providing assistance, 

support and referrals.

Sheldon M. Chumir Health Centre
www.albertahealthservices.ca

• This is a downtown urgent medical facility open 24/7.
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City of Calgary Services

City of Calgary enforcement agencies and business units work in partnership 
with community organizations on a daily basis to provide resources and 
support to vulnerable Calgarians.

Calgary Police Service – Homelessness and poverty in itself are not criminal justice 
issues; they are societal issues that require a community response as a whole.  
The Calgary Police Service works closely with community members, partners and 
stakeholders to assist those experiencing homelessness.

The Vulnerable Persons Team (VPT) – Resource Officers co-ordinate with homelessness and addiction-
serving agencies to meet the needs of vulnerable people in our city. The officers are a resource to 
external agencies as liaisons, education resources and coordinators. Contact the Vulnerable Persons 
Team at 403-428-8811 (adult vulnerable persons) or 403-428-5704 (youth vulnerable persons).

The Police and Crisis Team (PACT) – PACT is a joint initiative between the CPS and Alberta Health 
Services that works with people with serious mental health issues who come into contact with the 
law. PACT provides a secondary response to incidents in Calgary involving people experiencing 
a mental health, addiction or psychosocial crisis when a danger to themselves and/or public is 
present. PACT is applicable when one the following conditions is present:

• Client has a history of aggression/violence/weapons.
• Client is intoxicated and demonstrating suicidal/ homicidal ideation. 
• Client has a history of substance use and/or mental illness presenting with likelihood of danger 

or harm to self or others.

City of Calgary Community Standards (formerly Animal and Bylaw Services) – the Partner 
Agency Liaison Team (PAL) in collaboration with the Downtown Outreach & Addictions Program 
(DOAP) Encampment Team, continues to work with partner agencies to find long term solutions 
for people experiencing homelessness. In particular, PAL attends when homeless encampments 
are identified and work with the homeless in these camps to connect with them with appropriate 
resources and services.

City of Calgary Transit Safety & Security – Calgary Transit peace officers are highly visible on 
C-Train platforms and trains. They are not only there to enforce payment, but also to keep Transit 
riders safe and assist in cases of emergency. Peace officers are available to assist with transit users 
who are in distress, inebriated or causing safety concerns.

• Help Buttons/Help Phones – CTrain stations and platforms are all equipped with Help Phones 
and every CTrain car is equipped with a Transit Help Intercom System, which allows customers 
two-way communication with the CTrain operator in the event of an emergency. You can press 
one of eight Help Buttons located in each car until it clicks and the green light comes on to 
tell the operator what the situation is. The operator will provide further instructions, call for 
assistance, or stop at the next station.
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• Cameras – Stations, buses and CTrains are equipped with cameras to enhance safety. These 
cameras are monitored by security staff that are in direct contact with peace officers and can 
dispatch them quickly, or call other emergency responders.

City of Calgary Neighbourhoods (formerly Community & Neighbourhood Services) – 
Community social workers support residents in community advocacy on social issues impacting 
communities; working with communities to collect information and provide a picture of the unique 
make-up and needs of the community; supporting community initiatives that respond to community 
needs and interests; creating opportunities for networking and dialogue that leads to social change; 
and building resident skills to take positive action in their community.

City of Calgary Corporate Security – Corporate Security, as part of The City’s Law Department, 
provides The City of Calgary with security measures and processes at City-owned facilities, and 
advice on all security-related matters within the Corporation. The division is responsible for providing 
security services to protect The City's employees, visitors, information, and assets and assisting other 
business units in public safety initiatives.

If there is an incident in progress or a situation that is an immediate security or safety concern, 
call the Integrated Security Centre at 403-268-8868 and ask to speak with the Duty Supervisor for 
immediate assistance. Call 911 if it is an emergency.

Looking for more information about services available to you or someone you know?

Visit www.informablerta.ca. This is a province-wide online directory containing general information 
about community, health, social, and government services available to the public. 

Free Resources: 

• Contact 311 for Free Copies of:

• Calgary Community Service Guide listing services for homeless, transient or at risk Calgarians; 
• Aboriginal Services Guide listing services, location and contact information to Aboriginal 

services available in Calgary; or
• Calgary Youth Services Guide listing services available to youth in Calgary looking for 

community, health and social services. 

• Contact 211, a free, 24 hour, confidential telephone information and referral services available in 
over 200 languages. They can connect you to thousands of community, social and government 
resources in Calgary and area.

• Contact Health Link at 811 for health inquiries or to speak with a registered nurse. This is a 
free, confidential 24hr service.
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http://www.calgary.ca/CSPS/CNS/Pages/Neighbourhood-Services/Community-Social-Worker.aspx
http://www.calgary.ca/CA/law/Pages/home.aspx
http://www.informalberta.ca/
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http://www.innfromthecold.org

