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Site Inspections

The Shelter Monitoring Committee [“Committee”] conducted fourteen site visits from June 27 to August 23, 2006, almost doubling last quarter’s visits.  Half of the visits were announced and the other half, unannounced.  The Committee provided each of the sites a copy of the completed inspection report.  The reports are located in Appendix 1 of this report.  The following sites were visited: 
· A Woman’s Place




· Dolores Street’s Santa Maria and Santa Marta

· Ella Hill Hutch




· Hamilton Family Shelter



· Hospitality House




· Lark Inn





· Mission Neighborhood Resource Center
· Multi-Service Center South
· Next Door
· Sanctuary
· St. Boniface
· St. Joseph’s

· Tenderloin AIDS Resource Center (TARC)
· United Council’s Bayview Neighborhood Resource Center.
At the August 9th Unannounced Visit at Hamilton Family Shelter, the Committee was met with resistance from shelter staff and denied access to parts of the shelter.  The Committee worked with the City Attorney’s Office, the Human Services Agency, and the shelter itself after the inspection to make sure the scope of the unannounced visits were defined and that all shelter staff new about the legislation which created the Committee and outlined its powers and duties.  All inspections are conducted with the privacy of clients in mind.  The Committee will continue to do outreach to educate shelter staff, clients, and the community about work of the Committee.
The Committee currently has three vacancies, one with each of its appointing bodies, the Mayor’s Office, the Rules Committee, and the Local Homeless Coordinating Board.

Areas of Improvement

At the Committee’s August 25, 2006 retreat, it identified the need to attempt to meet the quota of inspections outlined in the legislation.  Therefore, the Committee will attempt to conduct 100% of the required site visits in the next reporting quarter, approximately 32 visits of which 2/3 will be unannounced.  The Committee recognized the correlation between attrition on the Committee and number of sites visited.  The Committee will work with all three of its appointing bodies to fill the three vacant seats on the Committee with members reflective of the homeless community.  A training module is being developed for current and new members and will be reviewed monthly until all Committee members are familiar with the duties and responsibilities of their position.  Once members are appointed, the Committee will offer on-going support through mentoring by other Committee members and administrative assistance from Committee staff.
Policies and Procedures of the Shelter Monitoring Committee

The Committee adopted detailed bylaws and policies and procedures and continues to develop comprehensive protocols to address complaints brought to the Committee through its meetings, hot line, and community outreach.
The Committee continues to work with the Local Homeless Coordinating Board and the Ten Year Plan Implementation Council on common policy areas.  On September 13, 2006, the Committee joined with the Local Homeless Coordinating Board at the Ten Year Plan Implementation Council bi-weekly meeting to develop questions to ask department heads at the September 27, 2006 Quarterly Meeting of the Ten Year Plan Implementation Council and discuss common policy areas.
Areas of Improvement
At the August 25, 2006 Committee Retreat, the Committee provided two informational trainings to its members and the public at large on techniques to ensure confidentiality when interviewing clients and the Americans with Disabilities Act (ADA).  The Committee has identified other areas where training is needed, confidentiality and legality; transgender and cultural sensitivity; domestic violence and sexual assault prevention; and sexual harassment prevention.  In identifying presenters, the Committee will utilize City and community experts, when appropriate, and make the trainings available to the public at large. 

Health and Safety Conditions

The Committee continues to receive complaints about the cleanliness of bathing areas, the lack of basic toiletries, and the ADA accessibility of these and sleeping areas system wide.  
The Committee strongly urges the City to ensure all shelters provide soap, towels or dryers, and toilet paper in every bathroom.  It is essential for clients to have access to these necessities in order to maintain proper hygiene and prevent the spread of communicable and infectious diseases, such as Hepatitis A, germs that cause the flu, SARS, and many kinds of diarrhea. 
The Committee will be providing the shelters a copy of the City’s ADA policy and an outline of the presentation provided by the Susan Mizner of the Mayor’s Office on Disability at the August 25, 2006 retreat.  The Committee will continue to notify the Human Service Agency when it receives a complaint of ADA accessibility at a shelter.
The Committee urges all City contracting agencies to require first aid kits and CPR masks at each site.

Please see Recommendations and Request for Information section.

Policies and Procedures Governing the Facility

As noted in its June 8th Quarterly Report, the Committee noted a lack of written policies and procedures for staff and a lack of posted policies for clients.  Information should be posted in multiple languages, particularly the City’s tuberculosis (TB) policy, house rules, grievance procedure, and other information required by the City to post. As contract administrators, the Committee contacts the Department of Public Health, the Human Services Agency, and the Mayor’s Office on Community Development after each site inspection and notes what information was posted.
At a Denial of Service (DOS) hearing between Hamilton Family Shelter and a male client in the beginning of August 2006, an arbitrator found for the client and stated that the client could return to the shelter.  The male client contacted the Committee and informed the Committee that Hamilton had denied him entry although beds were available.  The Committee will be requesting information from the Human Services Agency on what steps it takes when a shelter does not comply with the findings of an arbitrator at a Denial of Service hearing.

The Committee received complaints from residents at Next Door who said they lost their bed because the CHANGES system said they had not checked in the night before.  This issue was addressed at the August 21, 2006 Unannounced Site Visit at Next Door.  Staff confirmed that individuals sometimes check in but CHANGES shows a no show.  As reported in June, there seems to be problems with CHANGES that needs to be addressed immediately for the sake of both the clients and the staff that serves them.  
As noted in the Site Inspection section of this report, the Committee feels it is important to educate the shelter staff and clients on the purpose and duties of the Committee so that inspections can be carried in a thorough and respectful manner.  
Please see Recommendations and Request for Information section.

Treatment and Personal Experience of Shelter Residents

The Committee continues to receive complaints about disrespectful staff and these comments are documented in the site inspection reports in Appendix 1.  Clients feel that they are/will be retaliated against for speaking to the Committee or attending meetings of the Committee.  Again, the Committee will continue to work with the City contract administrators and the shelters themselves to inform clients and staff about the role of the Committee within the City’s shelter system.  
Two members of Episcopal Community Services disrupted the August 2, 2006 Shelter Monitoring Committee meeting while a Next Door client was giving testimony about his experiences at Next Door.

The process for the closure of Woman’s World at MSC South has not been communicated clearly by the Human Services Agency since the original July 31 move-out date was discussed.  Signage was circulated at the end of August at MSC South about the closure by the Human Services Agency without any identifying markers, such as letterhead, that the information was coming from the Human Services Agency.  The Committee has recommended that any closure or change of service at a shelter be documented through a timeline and meetings held to inform clients and the community of the process of the closure and, in this case, the date of the reopening. 
The Committee recognizes the need to have a respite facility but is concerned about the closure of McMillan.  McMillan is the only resource center opened 24 hours a day.  The Committee is trying to identify where the services provided at McMillan will be absorbed when it closes, particularly the provision of a dry, warm place for individuals to sit and stay in the night.
Please see Recommendations and Request for Information section.

Follow Up to the June 8, 2006 Quarterly Report
Shelters and Drop-In Centers

The Committee made recommendations and requested information from seven shelters or drop-in centers in the June 8, 2006 Quarterly Report.  No site responded.  The Committee directed its staff person to work with each site inspected to follow up on each site report.  In this reporting cycle, almost 80% of the sites visited have responded.  The three agencies who did not respond either did not receive the site report in a timely manner or due to staffing, were unable to meet the September 14, 2006 deadline.  Please find both site reports and responses in Appendix 1.

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 that a DPH staff person navigate the shelter system and stay in a shelter.  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 Human Services Agency provided the Committee with all information requested; however, based on information available at the time of its response, HSA still has not informed the Committee of when Multi-Service Center South’s Women’s World will reopen [or be closed].  As with DPH, the Committee recommended that a HSA staff person navigate the shelter system and stay in a shelter.  HSA stated that it would comply with the recommendation, but as of date, the Committee has not received confirmation that this has happened.

Request to the Mayor’s Office
The Committee has documented incidents where the elderly have been placed in single adult shelters, which lacked the resources to care for them.  The Committee recognizes the Mayor’s commitment to the senior community as outlined in his Aging in Place with Dignity policy, and as such, is requesting a meeting to discuss how to ensure that the elderly homeless are housed in a facility which can truly meet their needs. 
Recommendations and Requests for Information

The Committee is requesting a response to the following recommendations and requests for information from the following City agencies, in writing, by October 16, 2006.  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 information on what documentation you require case managers to complete when providing services. 
· Please provide a list of current training opportunities on violence prevention strategies for shelter staff and clients.
· Please provide the scope of service covered within the contract the Department of Public Health holds with Mobile Assistance Patrol (MAP).
Recommendations
· The Committee recommends exploring keeping case managers at Bayview Neighborhood Resource Center.
Human Service Agency (HSA)

Requests for Information

· Please contact the Committee when there is an unusual occurrence in a shelter or resource center, such as an act or threat of violence, a sexual assault, death, etc. 

· Please provide a date when Women’s World will close and reopen at MSC South.
· Please begin to provide courtesy copies of the Denial of Service reports received monthly from the shelters and resource centers.  The Committee is requesting the one-page sheet with the type of denial and the action taken.  These reports should not have client names.
· Please provide the Committee with the policy employed by HSA when a shelter does not follow the decision of an arbitrator in a DOS hearing.
· Please inform the Committee on where CHANGES will be housed once McMillan closes and where clients will go to get resources. 

· Please provide the Committee with information on how clients are transported between shelters.
Recommendations
· The Committee recommends that all shelters and resource centers be required to have soap, towels or dryers, and toilet paper in each bathroom.
· The Committee recommends that City should require family and single adult shelters to have a written policy of how to transport individuals and families who have been DOS after 5:00 PM.
· The Committee recommends the City increases the number of satellite hygiene centers to increase access to bathing and toilet facilities for homeless clients.
· The Committee recommends creating a crisis team to offer support to shelter staff and clients when a crisis occurs in a shelter.

· The Committee recommends that the times Providence Shelter closes and Bayview Neighborhood Resource Center opens are in sync so clients don’t have to wait outside in the morning between 6:00AM and 7:00AM.  At times, the weather is cold and rainy with no bathroom available.  

· The Committee recommends that more tokens are provided at sites.
· The Committee recommends that all sites, shelters and drop-in centers, are required to have first-aid kits and CPR masks.
· 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.
· The Committee recommends that areas be identified in which staff and clients should be provided sensitivity training (e.g. transgender, racism) and develop curriculum that can be made available on an ongoing basis.
· As noted in the St. Boniface 150 Otis Inspection Report, the Committee recommends that at the 150 Otis site the lower two panels on the windows need to be covered with paper, curtains, or temporary paint. Both rooms have a long wall with windows to the street and anyone passing on the street would have a full view of the room.  Some of the emergency doors need to be secured-clients are able to get out to the building courtyard without being seen and individuals are able to get in to the shelter through the courtyard without the staff noticing.
Recommendation to the Shelters

A Women’s Place
· The site should post its disaster plan.

· Toilet paper should be provided in the stalls.

· The inspection certificate from the Department of Public Health should be posted in a visible area for clients in the kitchen area.

· CPR masks should be provided.

· The site should have a facility form for clients and staff to fill out if there are facility problems on site.
Dolores Street Community Center
· The broken showers should be repaired immediately.  Past inspections documented similar problems.

· The CHANGES computer at Santa Marta needs to be installed-it has been at the location since December 2005, the time of the last Shelter Monitoring Committee visit.

· As noted in the December 2005 report, the loose drain cover in the patio area outside Santa Marta needs to be replaced or repaired.

· Provide first aid kits and CPR masks for clients and staff.

Ella Hill Hutch
· The location needs a larger bulletin board so information can be clearly viewed.

· The entrance is difficult to locate and should be better marked.

· Staff members wear identification badges at all times while on shift at the site.

· The hours on the Ella Hill Hutch Community Center website for the Homeless Shelter be corrected to reflect 10:00 PM to 7:00 AM as outlined in the Human Services Agency contract and the hours of operation reflected by staff.
Hamilton Family Residence

· Hamilton should develop an official accommodation policy for women who feel unsafe being housed in a dormitory with men.

· Staff reported that dorms were cleaned every day by a maintenance crew.  The team was unable to inspect all the dorms to check for cleanliness.  The site should maintain a cleaning log to verify when rooms are cleaned.

· The back door should be shut at night if clients complain of cold air entering the sleeping rooms.

· The staff is responsible for cleaning the kitchen and other areas of the shelter.  The site should keep a log to verify when locations were cleaned.

· Air filters should be cleaned accordingly.

· The site should have a written policy of how to transport individuals and families who have been DOS after 5:00 PM.

· All linens should be changed weekly or when a client leaves the shelter, whichever happens first.

· The Committee would like to know if toy guns are allowed in the shelter.

· The Committee would like to know the total number of beds available at 260 Golden Gate before Waller Street closed and how many beds are available currently at 260 Golden Gate.

· The Committee would like to know if Hamilton Family tracks the number of individuals who are turned away.

· All staff should be informed about the possibility of an unannounced visit by the Shelter Monitoring Committee and encouraged to cooperate.

Hospitality House

· Emergency Plans, including fire exits, should be posted.

· A disaster plan should be posted.

· The bathroom floor tiles need to be cleaned and kept free of mold and grime.

· The Committee will be making a recommendation to City agencies that they create a crisis team to offer support to shelter staff and clients when a crisis occurs in a shelter.

· San Francisco Police Department should develop better support in and around the shelters.
Lark Inn
· Overall, the Lark Inn was a very clean, well managed, and kindly-staffed ‘home.’  The facility was pleasant, comfortable, and well maintained.  The inspection team recommends Lark Inn as a “best model” for the Citywide shelter system.  Larkin Street Youth Services should be commended.
Mission Neighborhood Resource Center
· The site should increase frequency of shower access, particularly for male clients.  All showers should have a curtain or door.  All ADA showers should be properly equipped with a bench and a portable shower.

· The site should increase circulation in the bathing area and bathrooms to combat poor air quality in these areas.

· The site should provide CPR masks for client and staff use.

· The site should increase the number of lockers available to clients.

· The Committee is recommending to the City that it increases the number of satellite hygiene centers to increase access to bathing and toilet facilities for homeless clients. 

MSC South
· Please provide information on employee incentive program noted above.  The Committee would like to learn more about this program.

· Please provide the Committee with the housing list provided by HSA.

· The Committee should follow up with HSA and provide a copy of this report to HSA and request that HSA respond to the questions raised by clients at the Committee’s August 2, 2006 Committee meeting at 25 Van Ness Avenue, Suite 70 at 10:00 AM.   

Next Door

· All showers should be repaired and in working order, including clearly marked temperature controls.

· All toilets and sinks should be operational, with toilet paper, soap, and towels provided accordingly.

· All floors should have easy to access first-aid kits and CPR masks.

· All fire extinguishers should be current.

· Next Door needs to provide proper, nutritious meals.  The night of the visit the dinner was pasta/macaroni served over rice with one 6 ounce glass of juice. From a lay person’s view point, the August 21, 2006 meal does not meet the nutritional needs of the clients and could be extremely problematic for the diabetic population.  

· Next Door needs to develop a better mediation policy between clients and staff.

· Next Door needs to provide a clean, safe environment for clients.  Floors, bathrooms, sleeping areas, and community spaces should be cleaned frequently.  The Committee will request a cleaning log from Next Door.

· All staff and clients should be aware of the sexual harassment prevention policy and all allegations of misconduct by staff should be vigorously investigated.

Sanctuary

· Please provide the Committee with a copy of your mission statement

· All fire extinguishers should be current with dated inspection tags.

· All sinks should have soap and towels.

· All toilets, sinks, and showers should be repaired and in good working order.

· Sanctuary should work with City agencies, such as the Humans Services Agencies, the Department on Aging, to find proper accommodations for seniors.  While seniors, particularly elderly seniors, are being housed, the staff should make accommodations for them like allowing them additional bed rest.  

· Each floor should have a first-aid kit and a CPR mask available for clients and staff.

· Sanctuary should identify areas in which clients should be provided sensitivity training, e.g. transgender, racism, and work with City agencies to develop curriculum to be made available on an ongoing basis.
St. Boniface [housed at 150 Otis]
· At minimum, the lower two panels on the windows need to be covered with paper, curtains, or temporary paint. Both rooms have a long wall with windows to the street and anyone passing on the street would have a full view of the room.

· Some of the emergency doors need to be secured.  Clients are able to get out to the building courtyard without being seen and individuals are able to get in to the shelter through the courtyard without the staff noticing.

St. Joseph’s
· Each floor at each site should have a stocked first-aid kit and CPR mask available to staff and clients.
Tenderloin AIDS Resource Center (TARC)
· Emergency Plans, including fire exits, should be posted.

· A disaster plan should be posted.

· The fire extinguishers should be replaced or recharged.


United Council’s Bayview Neighborhood Resource Center

· The Committee will be making a recommendation to the Human Services Agency (HSA) to put the times Providence Shelter closes and Bayview Neighborhood Resource Center opens in sync so clients don’t have to wait outside in the morning between 6:00AM and 7:00AM.  At times, the weather is cold and rainy with no bathroom available.  

· The Committee will also recommend to HSA that more tokens are provided at the site. 

· The Committee will be making a recommendation to the Department of Public Health that it explore out stationing case managers at BNRC.

· BNRC should explore developing internships to compliment available staff.

· CPR masks should be available for clients and staff use.
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