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Quarterly Report to Board of Supervisors and the Mayor’s Office
September 12, 2007

Executive Summary

Shelter Site Visits

The Shelter Monitoring Committee [“Committee”] conducted 28 site visits in the quarter and visited 100% of sites in operation.  
Policies and Procedures of the Committee

The Committee’s Standard of Care workgroup submitted 10 health and hygiene standards to the Board of Supervisors and will finalize the facility and operation standards as well as an enforcement model before sending a complete Standard of Care to the Board.
Health and Hygiene

As noted in the last 5 quarterly reports, the Committee continued to see a lack of immediate access to hygiene, toiletries such as toilet paper, soap, and towels, in the shelters.  Three sites operated by Dolores Street Community Services have increased access to hygiene dramatically in the last quarter.  
Treatment of Shelter Residents

The Committee received 129 complaints this quarter, 33% were complaints regarding staff, 14% were regarding a facility issue, and 12% were regarding a lack of nutritious meals on sites.  Four shelters and two resource centers did not receive any complaints this quarter:

· Compass Family Shelter

· Hamilton Family Shelter

· Dolores Street Santa Ana

· Lark Inn

· Mission Neighborhood Resource Center

· Tenderloin Health

One of the larger sites, Next Door, received the majority of complaints, 35%.
Data Reports
Beginning in July of 2007, the Committee began a policy of formally writing up each complaint and working with clients on options of reporting, encouraging clients to allow the Committee to forward complaints to the appropriate City agency and site.  As part of the goals of the Shelter Monitoring Committee for 2007-2008, the Committee will begin to develop a tracking system that can be utilized by other City agencies, including the Human Services Agency and the Mayor’s Office on Disability, to track complaints system wide and to better identify resource challenges within the system.
On June 7, 2007, the Board of Supervisors unanimously passed Ordinance 150-07, which modified the November 2004 Shelter Monitoring Committee legislation.  The focus of the amendment was to require City agencies to respond to requests for information from the Committee in at timely fashion so that the Committee would be able to fulfill its mandate.
Shelter Monitoring Committee Recommendations

These recommendations are based on the information gathered from the shelter site visits during this quarter and previous reporting cycles. 
· The Committee continues to recommends that all shelters and resource centers immediately be required to have immediate access to soap, towels or dryers, and toilet paper in each bathroom [original recommendation made November 2006]
· The Committee recommends that vacancy reports, with categories of case management, County Adult Assistance Program (CAAP), etc. types of sleeping units, be run daily on CHANGES and the data provided be compared to manual counts in the shelters to better establish a true vacancy rate [original recommendation made April 2, 2007]
· The Committee recommends that the CHANGES system be modified to identify clients who are having challenges utilize the shelter system, e.g. multiple denials of services within 2 weeks, and develop a systematic change to partner these clients with appropriate services, e.g. mental health referrals
· The Committee recommends that all shelters operate for a minimum of 12 hours to ensure that clients can sleep for a minimum of 8 hours [original recommendation made April 2, 2007]
· The Committee recommends that HSA find proper accommodations for seniors and instruct shelters that while seniors, particularly elderly seniors, are being housed, the staff should make accommodations for them like allowing them additional bed rest [original recommendation made April 2, 2007]
· The Committee recommends that the City & County of San Francisco notify all appropriate agencies, including the Shelter Monitoring Committee, before a new shelter or resource center is opened and/or closed
Site Inspections

The four inspection teams conducted 28 visits from March 31 to June 30, 2007.  All sites in operation were inspected at least once.  The majority of the site visits were unannounced. Please refer to Appendix 1 to view all site inspections.
	Shelter and Resource Centers
	Number of Visits

	A Woman’s Place
	2

	Bayview Hunter’s Point Resource Center
	1

	Buster’s Place
	3

	Ella Hill Hutch
	2

	Hamilton Family Shelter
	2

	Hospitality House
	1

	Lark Inn
	1

	Mission Neighborhood Resource Center
	2

	Multi Service South
	2

	Next Door
	2

	Providence
	1

	St. Joseph’s Family Shelter
	1

	Sanctuary
	2

	Santa Ana
	1

	Santa Marta/Santa Maria
	1

	Tenderloin Health
	2

	150 Otis 
	4

	Total Number of Visits
	28


Two site visits, one to Next Door and one to St. Joseph’s, focused on nutrition.  The Committee will continue to focus on this area in the upcoming quarter, July 1, 2007 to September 30, 2007.  The purpose of these specialized visits is to better access one area of sites’ services.  13% of the complaints the Committee received this quarter. At the heart of the complaints is a lack appropriate and adequate food at sites, citing a lack of accommodation for cultural, e.g. vegetarian, religious, e.g. Muslim, and medical, e.g. diabetic.  For a break down of all complaint received in the past quarter, please refer to Appendix 2.
Policies and Procedures of the Shelter Monitoring Committee

Standard of Care Workgroup

Facilitated by Committee Secretary Quintin Mecke, the Standard of Care workgroup has met continually since April of the 2007.  The workgroup has utilized a consensus model to get feedback and cooperative decision making from all the stakeholders, including residents, clients, service providers, City departments, advocates, and the community as a whole.  The workgroup submitted health and hygiene standards to the full Board and received 1/3 of the requested funds, $300,000 to implement these standards.  The workgroup is in the process of finalizing facility and operation standards with an enforcement piece. By combining all three sets of standards, the Committee hopes to propose a universal set of standards for each shelter and resource center with the goal of consumers and providers having the same base line expectation of minimum services, e.g. access to electricity to charge a phone to soap and water in bathrooms to wash hands.  Please refer to Appendix 3 for the Standards of Care.
In May 2007, the Coalition on Homelessness released Shelter Shock, a report on conditions in the shelters based on information collected through client interviews and previous quarterly reports of the Committee

Shelter Inspections
Health and Safety Conditions

The Committee continues to note a lack of access to toiletries, specifically toilet paper, soap, and towels. Based on client complaints, the Committee conducted an unannounced site visit at Sanctuary and found the women’s restroom in poor condition.  There was debris on the floor, a lack of proper drainage in the shower area, and mold. For more examples, please refer to Appendix 1.
Policies and Procedures Governing the Facility

The Committee has been utilizing the work of the Standard of Care workgroup to develop a training module for staff which would focus on de-escalation, cultural sensitivity, emergency procedures, and a better understanding of existing City & County of San Francisco policies, specifically the Transgender Policy for City Funded Shelters.
Treatment and Personal Experience of Shelter Residents

Part of the ongoing outreach efforts to clients, is the drop-in hours and the Committee hotline.  In the past quarter, the Committee staff person saw an average of 3 clients a week in the office, 27 people, received 58 calls, and 12 e-mails. In addition, the Committee participated in the June 8, 2007 Project Homeless Connect, both Chair Diana Valentine and staff Bernice Casey interviewed 19 people.  Of these 121 contacts, 35% were with clients and residents who had issued a complaint at a different in the time of the quarter.  The Committee logged 129 complaints for the quarter and broke them down into the following areas:

· Disrespectful staff, e.g. yelling at clients
· Lack of accommodation, e.g. Americans with Disabilities Act accommodation

· Health/Hygiene, e.g. no toilet paper in bathroom stall

· Nutrition, e.g. lack of enough food 

· Access to shelter bed, e.g. reservation

· Lack of Sleeping Units for Women
· Sexual Harassment

· Assault or Threat of Assault from Staff or Client

· Lack of Access to Electricity

· Transportation, e.g. no access to tokens

· Non-responsiveness to complaints

· Facility Issue, e.g. broken shower

· Other-specify

For a complete breakdown of each complaint type, please refer to Appendix 3.

The Committee is working on narrowing the complaint criteria.  The Committee would like to see a City & County of San Francisco system wide tracking system of complaints to include all City departments which field complaints from shelter and resource center consumers and staff and has included the development of such as system as one of its goals for 2007-2008.
A tracking system would allow the City to note which sites might need require additional technical support from their contracting agencies as well as to identify any client who may have challenges accessing the system.

In the past, the Committee has received complaints from clients who are unable to negotiate the shelter system based on number of factors, including mental health.  In the last three months, the Committee has received from complaints from a client who has received denials of service at multiple shelters and resource centers which limits the clients ability to access shelter, utilize showering and toilet facilities, obtain meals, and receive continual case management.  The Committee contacted the Homeless Outreach Team (HOT) to ask for their assistance with this client.  HOT was unable to offer assistance at this time to this specific client.  A tracking system throughout the City & County of San Francisco would provide more information to sites, City departments, and clients on the status of more vulnerable clients and would hopefully spur the development of a protocol to address the needs of these clients.  The Shelter Monitoring Committee made requests for this type of protocol to the Human Service Agency in April of 2006 and will continue to encourage the development of this important tool.
Data Reports
Beginning in July of 2007, the Committee began a policy of formally writing up each complaint and working with clients on options of reporting, encouraging clients to allow the Committee to forward complaints to the appropriate City agency and site.  Based on feedback from shelters and City agencies, Committee Officers have directed Committee staff to write up all complaints within 7 business days and forward that information to the appropriate agency, with client permission, beginning on October 1, 2007.  Currently, there are 36 complaints that need to be forwarded to the appropriate agencies.
On June 7, 2007, the Board of Supervisors unanimously passed Ordinance 150-07, which modified the November 2004 Shelter Monitoring Committee legislation.  The focus of the amendment was to require City agencies to respond to requests for information from the Committee in at timely fashion.

Staff Coverage

The Committee is working to minimize the impact of the staff person’s expected temporary leave from October 2007 to February 2008.  The Department of Public Health will provide minimal coverage in the staff’s absence, with an emphasis on fielding client complaints through walk-in hours, the hotline, and e-mail.  Committee Officers will monitor the number of complaints received and track the impact to outreach and the fielding complaints to problem-solve, if necessary.

Policy 

The Committee continues to work with the Local Homeless Coordinating Board and the Ten Year Plan Implementation Council and staff from the three bodies meet on a regular basis.  The Committee reviewed the Local Homeless Coordinating Board’s draft Continuum of Care Plan for 2007-2010 and suggested utilizing the Standards of Care when addressing emergency shelter needs within the Plan.
Follow Up to the April 2, 2007 Quarterly Report

Department of Public Health (DPH)

The Department of Public Health provided the Committee with all information requested and continues to notify the Committee when training opportunities become available, for both Committee members and shelter staff.  
· The Committee recommended in its June 8, 2006 Quarterly Report that a DPH staff person navigate the shelter system and stay in a shelter.  In July of 2006, DPH stated that it would comply with the recommendation, but as of date, the Committee has not received confirmation that this has happened.

Human Services Agency (HSA)

· The Committee has requested vacancy rates for the last three years, but has only been provided a cumulative three month report covering October to December of 2006.  
· The Committee requested a gender analysis of the shelter system as of today has not received a report back.

· As with DPH, the Committee recommended in its June 8, 2006 Quarterly Report that a HSA staff person navigate the shelter system and stay in a shelter.  
· In its July 10, 2006 response to the Committee, HSA stated that it would comply with the recommendation, but as of date, the Committee has not received confirmation that this has happened.

.

Current Requests for Information

The Committee is requesting a response to the following current requests for information from the following City agencies, in writing, by October 19, 2007, close of business.  Responses should be addressed to the Committee and sent to its 1380 Howard Street location.

Department of Public Health (DPH)
Requests for Information

· Please provide a response to the data and information request regarding discharge planning, Appendix 4
· Please provide a copy of the information provided to sites on how to utilize the services of MAP and describe the outreach done by DPH to educate service providers on MAP, e.g. presentations at the Shelter Directors Meeting
Human Service Agency (HSA)

Requests for Information

· Please provide a list of upcoming trainings for shelter staff sponsored by HSA
· Please provide a current list of the number of staff per site that have attended the Shelter Grievance Policy training from April 2007 to present
· Please place the Shelter Monitoring Committee on the October 16 agenda for the Shelter Director’s meeting for a 25 minute presentation

· Please provide copies of any transportation policies that HSA has developed to address transport of clients who have received a denial of service from a single adult or family shelter.

· Please provide the number of turn-aways, clients unable to access shelter, after 11:00 PM for the last fiscal year based on the policy developed by HSA and provided to the Committee in May 2007
· Please provide the status on the Request for Proposal for a security company for shelters and resource centers [the HSA response to the Committee’s April 2007 quarterly reported indicated that the RFP had not been developed] 

· Please provide a location where families who utilize the Providence Church shelter can go when the shelter is closed
· Please provide a copy of HSA’s policy on the notifying the Committee of the opening of new shelters, including winter and emergency

· Please provide a copy of the latest contract with Providence, including budget documents, to provide service at 150 Otis for 59 clients for 9 hours of operation and the current contract, including budget documents, with St. Vincent de Paul to provide services at 150 Otis for 36 clients for 24 hours of operation
· Please provide a copy of the current Department of Building Inspection’s permit to operate a shelter at 150 Otis

· Please provide a status of the contract with St. Boniface to provide services at the Clementine site and a timeline of when the site will be operational
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