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MEMORANDUM

TO:

Shelter Access Workgroup


FROM:
Bernice Casey
DATE:
April 27, 2012
RE:

Overview of Access Work
Shelter Enrichment Process
The Shelter Enrichment process began on February 14, 2008, when than Mayor Newsom held a press conference announcing his interest in transforming the two largest City owned emergency shelters, Next Door and Multi Service Center South (MSC), through expanding the medical respite program and placement of on-site supportive services, similar to the one-stop model of Project Homeless Connect. The Local Homeless Coordinating Board and the Shelter Monitoring Committee began a community process to get feedback on the medical respite and supportive service model proposed.  Five community meetings and five on-site shelter meetings were held over a six week period to gather recommendations on medical services, supportive services, and access to the City & County of San Francisco shelter system. Throughout the process, the community highlighted key recommendations in all four areas, the overall system, medical services, supportive services, and access.

An Access Community meeting was held on April 28, 2008 and the group [made up of shelter providers, clients, advocates, City departments, and community representatives] discussed challenges encountered accessing the shelter system. At the community meetings, it was apparent through community discussion and client’s comments that the access to San Francisco’s shelter system needs to be improved. In particular people were concerned with the difficulty for seniors and those with disabilities accessing beds, the long daily waits people encounter when getting a reservation, and the fact that empty beds are in the system each night. Please note that staff recommendations came up during the Access discussion; however, all staff comments are captured in the Services section.
Below are recommendations and solutions. 

Recommendations: 

As a workgroup, identify the top recommendations that can be implemented to create improvements and provide more detail on how the recommendation can be accomplished.

· Sleeping units should be “dropped” earlier, e.g all sleeping units should be dropped at 8:00 PM

· Resource Centers should have access to more sleeping units to make reservations for clients
· Each client who receives a reservation for Ella Hill Hutch or Providence should receive  token transportation to and from the shelter

· A resource center, for both men and women, should be open 24 hours so shelter reservations can be made at any time in person
· An  analysis needs to be conducted to determine which type of beds are vacant, why they are vacant, and how to get people in those beds

· Utilize the City’s 311 to make shelter reservation, similar to Alameda County’s 211 system

· To get a more accurate vacancy rate, all turn aways [defined as someone attempting to access a reservation at X time and being told to come back at X time]
· Resource centers should have access [to make reservations for a client at] any respite beds or medically supported beds

· There should be coordinated times of service delivery which would make it easier to navigate the system and access needed services and shelter, e.g. sleeping units should become available at one time during the day and resource centers should be able to place a client immediately
· Streamline the reservations system

· Shelter reservations should be made on site at the shelters, not just the resource centers

· Seniors should not have to wait until the night to access beds 
· Seniors should have a separate shelter; seniors should not be sleeping on mats

· The Access piece should be taken out of the Shelter Enrichment process and should become a separate discussion

· Access challenges illustrate a need for additional sleeping units

· Reduce one-night reservations by placing a cap of 150 on Care Not Cash sleeping units in the system

· Americans with Disability Act (ADA) access needed at each shelter

· A mechanism needs to be in place for service animals to get certified to access shelter with owners

· Create a blog to continue the discussion [of Shelter Enrichment]

· Clients should be able to access housing from the shelters [not have to go from shelter to shelter]

· There should be additional sleeping units for women

The Local Homeless Coordinating Board and the Shelter Monitoring Committee co-authored a May 2008 Shelter Enrichment Report and submitted it to the Mayor’s Office and the Board of Supervisor. 
Turn Away Reports 
As part of the May 2008 Shelter Enrichment report, the Local Homeless Coordinating Board and Shelter Monitoring Committee agreed to “do quarterly turn away checks.”  Per the Shelter Enrichment report, turn aways are defined as 1) an individual attempting to make a reservation at any time during the day or night and not being able to access a sleeping unit at that time and 2) types of turn-away are classified in two ways, a) an individual is unable to make a reservation at X time as there no sleeping units available in the system and b) an individual is unable to make a reservation at X time as the shelter they are requesting does not have an available sleeping unit [personal choice]. The Committee has conducted four Turn Away Counts, 2008-2009, 2009-2010, 2010-2011, and 2011-2012. The 2011-2012 Turn Away Report will be discussed at the June 20, 2012 Shelter Monitoring Committee meeting. Below are highlights of the previous Turn Away Reports.
The following sections contain information from the previous Turn Away Reports. The Committee has made the following recommendations to the Mayor’s Office, the Board of Supervisors, and the Human Services Agency based on the data collected from the Turn Away Report:

Recommendations
· For shelter reservations to be viable for clients, CHANGES reservation locations should offer the client two tokens for transportation to and from the shelter on the initial night of the reservation, particularly those shelters that are 1.5 miles away from the CHANGES reservation location

· Vacancy Reports generated by the Human Service Agency should include what type of sleeping unit was left vacant, e.g. CAAP sleeping unit, Resource Center, etc., and when that unit became vacant so that the lack of access to these units can be further investigated and action taken to ensure they are utilized 

· Reservations that are for less than 7-days, with no late pass or other special circumstances, should be available by 6:00 pm each night to ensure that a client is not waiting for a sleeping unit for a longer period of time than s/he would actually be using it to sleep on, e.g. waiting one day for a 1-day reservation

· Turn away counts should be conducted twice a year by the Shelter Monitoring Committee 

· The CHANGES vacancy reports for the days of the Turn Away Count in February 2011 and March 2011 show an average of 48 vacancies and the average number of Turn Aways is 34 per day. Based on that close proximity and data collected during the recent 2011 Homeless Count, a Needs Assessment should be conducted to ensure the units of shelter in the City & County of San Francisco meet the needs of the community.

Please go to page five of this memo to find excerpts from the past three Turn Away Counts.

Homeless Counts

The Local Homeless Coordinating Board coordinates the bi-annual Homeless Count for the City and County of San Francisco. The Count is required for all counties who receive federal funding to provide housing services for the homeless population through the McKinney-Vento Homeless Assistance Grant. The count is conducted by volunteers who receive tranining on identifying homeless individuals and dwellings. In the 2011 Count, individuals were also interviewed. Below is a summary of the information collected:
· The number of homeless individuals and families living in San Francisco in 2011 was 6,455 slightly less than in 2009.

· Between 2009 and 2011, the total number of homeless individuals enumerated during the

             homeless count decreased by 59 individuals, from 6,514 in 2009 to 6,455 in 2011.

· More than half (55%) of all survey respondents said they had a disabling condition in 2011.


30% of the survey population had a physical disability in 2011.


28% of respondents reported having a serious mental illness.

31% of survey respondents reported that they were experiencing a substance abuse problem(alcohol and/or other drugs).

· 11% of women respondents were experiencing domestic violence/partner abuse at the time of the survey in 2011. While domestic violence rates are often much higher among women, some men also reported experiencing domestic violence.


CHANGES is the current emergency shelter reservation system in San Francisco.  Individuals may attempt to reserve a shelter bed by going in person to one of the shelter reservation sites and reserving a space until all available spaces are filled.  Unclaimed spaces are available for reservation at the shelter reservation sites after 6 p.m.   

· 47% of respondents reported using emergency shelter services.  

· 21% of respondents indicated being able to make a reservation through CHANGES when they sought a reservation. 

· An additional 26% reported being able to make reservations some of the time. 

· Of respondents who were able to make shelter reservations, 60% reported that they did not receive tokens to travel to the shelter. 
To review the 2011 Homeless Count, please go to http://www.sfgov3.org/Modules/ShowDocument.aspx?documentid=787

Turn Away Report Data
2008-2009 Turn Away Report
From July to October 2008, the Committee conducted the first Turn Away Count and captured the following data:

Overview of Clients Seeking Shelter

	Number of Clients Seeking Shelter

	Number of Clients Provided Shelter

	290
	93


· 32% of clients, on average, seeking shelter on the three days a count was taken were provided a shelter reservation

· On July 29, 2008, 21.3% of clients seeking a reservation at Tenderloin Health were provided one

· On September 16, 2008, 37.7% of clients seeking a reservation at 150 Otis were provided one

· On October 4, 2008, 66.6% of clients seeking a reservation at Glide were provided one

Overview of Clients Seeking Shelter by Gender

	Gender
	Clients Seeking Shelter
	Clients Provided Shelter

	Women
	53
	10

	Men
	237
	83


· 18.8% of women seeking shelter at the three sites were provided a reservation

· 35% of men seeking shelter at the three sites were provided a reservation

Length of Reservation

	Type 
	Number

	Seven Day Reservation
	36

	One Day Reservation
	57


· 40% of all reservation provided were for 7 days

· 60% of all reservations provided were for 1 day

The Committee conducted its second Turn Away Count in October & November 2009. 
Data Collection

Five turn away counts were attempted by the Shelter Monitoring Committee:

· October 14, 2009 at 150 Otis-count unsuccessful based on the Human Service Agency’s request to vacate the site due to a program change at the site

· October 21, 2009 at Glide Drop-in Center-6:15 am-11:00 am, 4:00 pm- 9:15 pm

· November 2, 2009 at 150 Otis-5:00 pm- 12 Midnight

· November 12, 2009 at Mission Neighborhood Resource Center (MNRC), 7:00 am- 12:00 Noon, 2:00 pm- 8:00 pm

· November 24, 2009, United Council’s Bayview  Resource Center-when Committee staff arrived at 4:00 pm was informed by staff that CHANGES reservations were only made in the mornings, which was contrary to the information received by the Committee

In addition to documenting the number of turn aways at each location, the Committee also distributed a survey of which 34 completed surveys were returned.  Thirty-four is 20% of the 166 clients that used the CHANGES reservation systems on the three dates data was collected.

Terminology

The Turn Away count utilized terminology from the May 2009 Shelter Enrichment Report, co-authored by the Local Homeless Coordinating Board and the Shelter Monitoring Committee. This count tracked, when possible, four pieces of information: 

1. Turn Away General- as defined in the Shelter Enrichment Report, “A turn-away is defined as an individual attempting to make a reservation at any time during the day or night and not being able to access a sleeping unit at that time… a) an individual is unable to make a reservation at X time as there no sleeping units available in the system.”

2. Turn Away Preference-as defined in the Shelter Enrichment Report, “b) an individual is unable to make a reservation at X time as the shelter they are requesting does not have an available sleeping unit [personal choice]”

3. Sleeping Units-the total number of sleeping units available within CHANGES at the beginning of the shift and at the end of the shift 

4. Reservations-the total number of reservations given during the shift

Turn Away Counts

These numbers are from the sign-in sheets utilized by the CHANGES reservation location centers and account for Turn Away Preference and Reservations.  There were no Turn Away General numbers in this Turn Away Count.  At all times during the Committee’s observation at these locations, there were consistently sleeping units available at Providence shelter during each shift.  

Glide –October 21, 2009-AM Count

	Gender of Client
	Requested Reservation
	Provided Reservation

	Women
	5
	3

	Men
	14
	9


Glide –October 21, 2009-PM Count

	Gender of Client
	Requested Reservation
	Provided Reservation

	Women
	5
	3

	Men
	31
	21


150 Otis-Novembers 2, 2009

	Gender of Client
	Requested Reservation
	Provided Reservation

	Women
	5
	5

	Men
	53
	46


MNRC-November 12, 2009, AM & PM Count

	Gender of Client
	Requested Reservation
	Provided Reservation

	Women & Men
	53
	32


Length of Reservation

This data was based on Committee staff observation and interaction with CHANGES reservation staff.  As noted in the Recommendations section of the report, Committee staff recommends that an Information Request is submitted to the Human Services Agency to verify the number of reservations made by each of the CHANGES reservation desks noted above, e.g. 150 Otis on November 2, 2009, and the length of each of those reservations.  There was no information gathered for Glide Drop In Center.

150 Otis-Novembers 2, 2009

	Gender of Client
	Provided Reservation
	Less than 7 day
	7-day

	Women
	5
	0
	5

	Men
	46
	25
	21


MNRC-November 12, 2009, AM & PM Count

	Gender of Client
	Provided Reservation
	Less than 7 day
	7 day

	Women & Men
	32
	19
	13


Survey Findings

This was the first Turn Away Report to include surveying clients. The surveys were distributed to clients accessing CHANGES for a reservation.  The majority of people refused to fill out the survey once Committee staff identified themselves as City & County of San Francisco employees citing distrust of the City and stating that the information would not help them get a bed that night.  The survey was available in English and Spanish and Committee staff was available to fill out a survey if the client so requested [this was done twice]. Please note that some clients did not respond to all 8 questions. For a complete copy of the survey, please refer to Appendix 2.

Reservations 

· 59% of individuals surveyed were able to get a reservation (20 people)

· 41% of individuals surveyed were unable to get a reservation (14 people)

· Four people unable to get a reservation identified as disabled

· One person unable to get a reservation identified as a senior

Wait Time

For those unable to get a reservation,

· 2 individuals had waited less than 6 hours to obtain a reservation

· 3 individuals had waited more than 6 hours to obtain a reservation

· 4 individuals had waited more than a day to obtain a reservation

· One individual had waited more than a week to obtain a reservation

For those able to get a reservation,   

· 14 individuals had waited less than 6 hours to obtain a reservation
· 1 individual had waited more than 6 hours to obtain a reservation
· 5 individuals had waited more than a day to obtain the reservation
Length of Reservation

· 16 individuals stated that their usual reservation length was less than 7 days

· 12 individuals stated that their usual reservation length was 7 days

· 11 individuals stated that the reservation they received the day they were surveyed was for 7 days

· 6 individuals stated that the reservation they received the day there were surveyed was less than 7 days
Transportation 

As reported in the 2008 Turn Away Report, there were no tokens available for clients to use to go from a CHANGES reservation location to the shelter.  Once again, there were no tokens available at any of the three locations, 150 Otis, Mission Neighborhood Resource Center, and Glide, for clients who receive a reservation outside the Central City
 area.  Providence Shelter, where the majority of vacancies occurred during the 2009 Turn Away Count, is approximately four miles one-way from the CHANGES reservation locations in this report.  Multi Service Center South is more than one mile one-way from each of the CHANGES reservation locations.  With the exception of Mission Neighborhood Resource Center CHANGES reservation center, the Dolores Street Community Service shelters are one to two miles one-way from the CHANGES reservation locations listed within this report.  The San Francisco Municipal Transportation Agency, who operates the MUNI system, fines individuals $75 who ride MUNI without proof of payment.                                                                              
2010-2011 Turn Away Report

Data Collected

The Turn Away count utilized terminology from the May 2009 Shelter Enrichment Report, co-authored by the Local Homeless Coordinating Board and the Shelter Monitoring Committee. This count tracked, when possible, six pieces of information: 

1. Reservation Data-This is data provided by the site through copies of sign-in sheets [the method in which clients sign up for a reservation]

2. Turn Away General-As defined in the Shelter Enrichment Report, “A turn-away is defined as an individual attempting to make a reservation at any time during the day or night and not being able to access a sleeping unit at that time… a) an individual is unable to make a reservation at X time as there no sleeping units available in the system.” This is data available at times in the Reservation Data as reflected between the difference between the number of requested reservations and provided reservations. Additionally, it is reflected by Committee data that includes counts collected during the operation hours of the three CHANGES reservation locations in which the number of people requesting a reservation was collected.

3. Turn Away Preference-As defined in the Shelter Enrichment Report, “b) an individual is unable to make a reservation at X time as the shelter they are requesting does not have an available sleeping unit [personal choice]” This data is not reflected in the Reservation Data but through Committee observation during the hours of operation.

4. Token Availability-The Committee tracked the availability of tokens at reservation locations for clients receiving a reservation outside of walking distance.

5. CHANGES Vacancy data-The Committee reviewed the reservation data commuted by CHANGES for the days of the Turn Away Count and has included it in this report.

6. Client Data-Seventy clients were surveyed during the four days of the count, February 25, 2011, February 28, 2011, March 11, 2011, and March 22, 2011. Not all surveys were completed fully and therefore the categories of data do not always include a total 70 count. Additionally when possible, the Committee noted the number of clients queuing for a reservation at each location and took notes on clients’ verbal comments about the reservation process.

Reservation Data

These numbers are from the sign-in sheets utilized by the CHANGES reservation location centers or from data provided to the Committee by the site. In the case of Glide, the Committee failed to collect the sign-in sheets utilized February 25 and February 28 in a timely fashion. The numbers provided for Glide reflect total reservations awarded and are not broken down by gender. MSC South Drop In Center utilized a different sign-in sheet for PM reservations which does not include gender.

Glide –February 25, 2011-AM Count
	Number of Clients
	Requested Reservation
	Provided Reservation

	All
	Not available-please see Turn Aways
	15


Glide –February 28, 2011-PM Count

	Gender of Client* not available
	Requested Reservation
	Provided Reservation

	All
	Not available-please see Turn Aways
	40


MSC South Drop In Center-March 11, 2011-AM Count
	Gender of Client
	Requested Reservation
	Provided Reservation

	Women
	3
	3

	Men
	57
	57


MSC South Drop In Center-March 11, 2011-PM Count
	Gender of Client * not available
	Requested Reservation
	Provided Reservation

	All
	95
	18


MNRC-March 22, 2011-Day Count
	Gender of Client
	Requested Reservation
	Provided Reservation

	Women
	5
	3

	Men
	50
	33


Turn Away Data

This is data collected through observation of the reservation process as well as including the differential between the requested and provided reservations in the Reservation Data section. It also includes the difference between Turn Away Preferential, in which a reservation was offered to a client but the client declined it based on the site location. During this count, no Turn Away Preferential were recorded.

Glide –February 25, 2011-AM Count
	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	20
	15
	5
	0


Glide –February 28, 2011-PM Count

	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	57
	40
	17
	0


MSC South Drop In Center-March 11, 2011
	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	162
	78
	84
	0


MNRC-March 22, 2011-Day Count
	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	64
	36
	28
	0


Token Availability

During this count, two of three CHANGES reservation locations provided tokens to clients who received a reservation at Providence. Both Glide and Mission Neighborhood Resource Center had tokens for clients who needed transportation to the Providence shelter. MSC South Drop In did not provide tokens to clients. As reported in the 2008 and 2010 Turn Away Reports, there were no tokens available for clients to use to go from a CHANGES reservation location to the shelter.  Tokens, particularly from reservation sites such as Mission Neighborhood Resource Center, United Council, Glide, and Multi Service Center South Drop-in, are important for clients to get from the reservation site to the shelter. For example, the Providence Shelter is approximately four miles one-way from the CHANGES reservation locations. Multi Service Center South is more than one mile one-way from Glide and Mission Neighborhood Resource Center. With the exception of Mission Neighborhood Resource Center CHANGES reservation center, the Dolores Street Community Service shelters are one to two miles one-way from the CHANGES reservation locations.  The San Francisco Municipal Transportation Agency, which operates the MUNI system, fines individuals $75 who ride MUNI without proof of payment.      
CHANGES Vacancy Data

The Human Services Agency produces a monthly CHANGES Vacancy Report noting the number of vacancies each day in the shelter system and providing a monthly average for each site.  These reports are provided to the Committee on a monthly basis.  Committee staff reviewed the Vacancy Report for the following days: February 25, 2011, February 28, 2011, March 11, 2011, and March 22, 2011.  These were the four days of the Turn Away County and on average there were 48 vacancies in the shelter system on each night.  Below please find chart breaking down the vacancies:

	Shelter
	February 25

Vacancies
	February 28

Vacancies
	March 11

Vacancies
	March 22

Vacancies

	Dolores Street Community Services
	1
	2
	3
	2

	Hospitality House
	1
	0
	0
	1

	Multi Service South Center
	2
	5
	4
	0

	Next Door
	10
	4
	16
	6

	Providence
	21
	35
	35
	27

	Sanctuary
	5
	2
	6
	4

	Totals
	40
	48
	64
	40


Client Data

The Committee arrived before opening hours of each CHANGES reservation location. 

· On February 25, 2011, seven clients were observed waiting for Glide to open. Three clients stated they slept outside the previous night to be first in line for a reservation. 

· On March 11, 2011, 47 clients were outside MSC South Drop In Center at 8:00 am. Five clients stated they had queued up at 6:00 am to get a reservation. When the Committee was leaving MSC South Drop In later that same night after 10:00 pm, one of the individuals who stated that he had been waiting since 6:00 am still did not have a reservation. This is not reflected in the data provided by MSC South Drop In Center which states that on the morning of March 11, 2011 the 60 individuals seeking a reservation were granted a reservation. 

· On March 22, 2011, 14 clients were queued up in front of MNRC at 6:30 am and by 6:55 am, 17 individuals had signed up for shelter.

Survey Findings

The surveys were distributed to clients accessing CHANGES reservation locations. The survey was available in English and Spanish and Committee Members or staff were available to fill out a survey if the client so requested [this was done eight times]. Please note that some clients [70 completed the survey] did not respond to all eight questions. For a complete copy of the survey, please refer to Appendix 2.

Reservations 

· 48% of individuals surveyed were able to get a reservation (32 people)

· 48% of individuals surveyed were unable to get a reservation (32 people)

Wait Time

For those unable to get a reservation,

· 16 individuals had waited less than 6 hours attempting to obtain a reservation

· 7 individuals had waited more than 6 hours attempting to obtain a reservation

· 6 individuals had waited more than a day attempting to obtain a reservation

For those able to get a reservation,   

· 15 individuals had waited less than 6 hours to obtain a reservation
· 12 individual had waited more than 6 hours to obtain a reservation
· 4 individuals had waited more than a day to obtain the reservation
Length of Reservation

· 24 individuals received a reservation for 1 day

· 3 individuals received a reservation for 3 days

· 4 individuals received a reservation for 90 days

Wait Time vs. Reservation Length
Of the 24 individuals who received 1-day reservations:

· 11 individuals waited less than 6 hours

· 8 individuals waited more than 6 hours

· 3 individuals waited more than a day

Disability Status

Of the 70 people surveyed 36 individuals self identified as being disabled. 

· 18 individuals were able to get a reservation

· 14 individuals were unable to get a reservation

The draft 2011-2012 Turn Away Report will be discussed at the June 20, 2012 Committee Meeting.







� This data captures all clients, those who signed in on sign-in sheets and those tracked by Ms. Casey as a turn-away, at all 3 sites.


� Note the Central City area of the City & County of San Francisco refers to the shelters located in the Tenderloin and SOMA areas of San Francisco, e.g. Hospitality House, Next Door, and Sanctuary. 
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