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MEMORANDUM

TO:

Shelter Monitoring Committee

FROM:
Committee Staff
DATE:
April 11, 2014
RE:

March 2014 SOC Report
Overview of Complaints
There were 21complaints in March. Seventeen individual clients filed complaints and through site inspections, the Committee generated four.  
Investigations
Two investigations were conducted in March.  
The Committee conducted an investigation at Next Door as a client alleged food prepared made him/her ill. The Committee reviewed menus, meal plans and interviewed 65 clients. There was no finding.

The Committee conducted an investigation at Providence. The complainant had several complaints alleging the site did not adhere to its own and/or County policies in regards to hours of operation; ministering by staff and volunteers in order to receive services; lack of professional staff; unsafe environment; volunteers doing staff work; and the lack of access to eight hours of sleep. There was no finding.
There are currently two pending investigations.
Types of Complaints

The narrative below for each site provides an overview of the types of complaints forwarded to each site. Not all sites have had a chance to respond to the complaints.  
A Woman’s Place Drop In

Complainants: 1
Type of Complainant: Committee
During a site inspection, the Committee noted the site had no TTY or signage on where to access TTY, no Language Link, and staff with no ID badge, no tokens and debris/mold in family shower.
The site responded to the complaint and addressed all issues to the satisfaction of the Committee.
Hospitality House

Complainants: 1

Type of Complainant: Client
The client alleged that his phone was stolen while it was charging at the front desk.
The client was satisfied with the site’s response.

Lark Inn

Complainants: 1

Type of Complainant: Committee

During a site inspection, the Committee noted mold in the men’s bathroom and ADA shower bench area, a hole in the wall in the men’s bathroom, and dust in the vents in the bathroom and laundry room.

The site responded to the complaint and addressed all issues to the satisfaction of the Committee.
MSC South

Complainants: 3
Type of Complainant: Client
· One client alleged that staff was disrespectful, gave out misinformation about rules to get clients in trouble, staff didn’t take action when he was threatened, and he observed and experienced racism on the part of staff in their treatment of non-black clients
· One client alleged that he was DOS’d, but never provided paperwork about the Shelter Advocates and the staff never gave him his property
· One client alleged that staff he was being bullied by another client and staff didn’t address the issue appropriately, and staff threatened to DOS him after the client said he was going to file a complaint

MSC Drop In

Complainants: 1
Type of Complainant: Client
· One client alleged that staff was rude and disrespectful, staff does not make eye contact and speaks in a demeaning tone, and he observed and experienced racism on the part of staff in their treatment of non-black clients

Next Door
Complainants: 6

Type of Complainant: Client and Committee

· One client alleged s/he is not able to get 8 hours of sleep 
· There were three allegations that the environment was unsafe; staff are rude and disrespectful ; and that the site is trans-phobic and clients have been allowed to harass transgender clients 

· One client alleged that a staff person physically assaulted her/him
· During a site inspection, the Committee noted excessive dust and debris; broken bathroom equipment; excessive property which inhibit the required 22 inches between sleeping units, signage and staff without I.D.
The site has responded to all complaints. The Committee was satisfied with the site’s response. The other issues are pending.
Providence
Complainants: 6
Type of Complainant: Client and Committee
· One client alleged that staff ignores him and he does not feel safe at the site
· There were two allegations  that staff were disrespectful and harassed the client; and the site did not accommodate ADA request

· There were allegations of staff not following policies; an unclean shelter; lack of access to 8 hours of sleep and other facility and access complaints
United Council
Complaints: 1
Type of Complainant: Client
One client alleged that staff was not properly trained in responding to conflicts; the environment at the site was unsafe; and staff was not wearing I.D.
	Site
	7/13
	8/13
	9/13
	10/13
	11/13
	12/13
	1/14
	2/14
	3/14
	Total

	A Woman’s Place Drop In Center
	1
	3
	1
	0
	0
	1
	0
	2
	1
	9

	Compass
	0
	0
	1
	0
	0
	0
	0
	1
	0
	2

	First Friendship Family 
	0
	0
	1
	0
	0
	1
	0
	0
	0
	2

	Hamilton Family & Emergency
	2
	0
	0
	0
	0
	0
	0
	0
	0
	2

	Hospitality House
	0
	1
	0
	1
	0
	0
	0
	1
	1
	4

	Interfaith Winter Shelter * operates from November 2013 to February 2014
	0
	0
	0
	0
	0
	1
	1
	0
	0
	2

	Lark Inn
	0
	0
	0
	0
	0
	0
	0
	0
	1
	1

	Mission Neighborhood Resource Ctr.
	0
	0
	0
	1
	0
	0
	0
	1
	0
	2

	MSC South Shelter 
	3
	2
	1
	2
	3
	3
	1
	1
	3
	19

	MSC Drop In Center
	0
	1
	0
	0
	1
	2
	0
	2
	1
	7

	Next Door
	1
	6
	1
	3
	3
	4
	4
	0
	6
	28

	Providence
	0
	0
	0
	0
	0
	1
	2
	2
	6
	11

	Sanctuary
	3
	2
	2
	0
	3
	1
	0
	1
	0
	12

	Santa Ana
	0
	0
	0
	0
	1
	0
	1
	0
	0
	2

	Santa Marta/Maria
	1
	0
	0
	0
	1
	0
	0
	0
	1
	3

	St. Joseph’s
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	United Council
	0
	0
	0
	0
	1
	0
	1
	1
	1
	4

	Total
	11
	15
	7
	7
	13
	14
	10
	12
	21
	110
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