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San Francisco Adult Shelter Access Workgroup

Meeting Two: Moving Beyond Lines

June 11th, 2-4pm

Called to order at 2:06

Introduction by Amanda Kahn Fried: 

· Thank you for coming

· We had a good opportunity to hear from many stakeholders on a variety of topics

· Today we need to be focused so we leave the meeting with a set of recommendations

· As a reminder, we need to vet any recommendations from today’s meeting with a broader group of stakeholders. We will convene towards the end of the process to make sure all recommendations are consistent, reflect our shared principles, and are created through a consensus process.

· Based on the feedback from the April 6th hearing and the meeting last week, here are some “Principles” for Shelter Access. Please reflect on these, and make suggestions during your comments in any meeting, or directly to me via email. These are also on the handout of the agenda for today.

· Today we will consider recommendations to improve the process of making reservations—specifically responding to the call to remove the line-based system for accessing shelter, reduce the amount of time and effort it takes to request and receive shelter.

· This has been noted as an area of concern for many years, specifically during the Shelter Enrichment Process of 2008, in the “Runaround” memo by the Coalition in 2009, and in the April hearing by Supervisor Kim.

· Please focus recommendations and comments on this topic today. Any items that come up that are off-topic will be noted in the “Parking Lot” and re-directed to another meeting in this process.

· Next, I’m going to ask Bernice Casey to review the “turn away reports” compiled by the Shelter Monitoring Committee to provide this group with some baseline data to consider. After Bernice, I will review some practices in other jurisdictions, and introduce the concept of a lottery. Then Barry Roeder will give a short presentation on another tech-based option for access. We will then move to discuss and propose recommendations.

· As I mentioned before we will use a “parking lot” to capture comments to be re-directed.

· If you would like to suggest a recommendation, please do so and Megan Owens will project it up onto the board.

· Andrea will facilitate the conversation so that at the end of the meeting we can assess whether there is consensus to move particular items forward in the process

· The goal is that we have broad agreement on a set of recommendations to “move beyond lines”, and note dissent where necessary.

· Bernice, please take it away

Overview of how other jurisdictions do shelter reservations, introduction of lottery concept:

· We’ve heard several suggestions to better utilize technology to improve access to shelter, and to leverage 311.

· A quick survey of other cities shows that most other jurisdictions make reservations at individual shelters. Often, there are long waiting lists and individuals need to go to several sites to request shelter and follow up. Some other models include:

· Contra Costa County has a Homeless Hotline that serves as the Intake Point for local shelters.

· San Diego uses 211 to refer callers to shelters, but access is at each site.

· NYC has central intake. Clients are offered shelter following an assessment and creation of an Individual Living Plan.

· As you all know, here in San Francisco, we utilize reservation stations who share access to the CHANGES system to make reservations of resource center beds. 

· Because the system is first-come-first served, there are lines.

· One mechanism to avoid lines is to shift to a lottery system. I wanted to give an overview of how a lottery could work.

Instituting a Lottery has the potential to:

· Take away “advantage” of the first come first served system

· Remove barriers for people with disabilities, working people, students,

· Allow for collection of more accurate data on turn aways, site rejections, etc

· Allow for use of technology for those who have access, while reserving critical human contact at resource centers / reservation sites.

Let’s talk about some examples of how this could work:

90-day reservation:

· Register 24/7 for 90 day reservation. Can only enter once per week.

· Can choose to be entered in one-night lottery if not successful in 90 day lottery. 

· Receive confirmation / tracking number for lottery

· Random selection of entries converted to reservations by noon each day

· Clients contacted to confirm reservation (e.g. by phone, by calling 311, broadcast message (Twitter Fast Follow), VoIP system, resource center staff, etc.)

· Reservations not claimed by check-in time will be released for 1-night only 

One- Night Reservation:

· Registration opens from 12:01 to 4:30pm every day.

· Receive confirmation / tracking number for lottery

· Random selection of entries converted to reservations by 5pm each day

· Clients contacted to confirm reservation (e.g. by phone, by calling 311, broadcast message (Twitter Fast Follow), VoIP system, resource center staff, etc.)

· Any one-night bed available after 6pm will be available for reservation by reservation stations

If this group recommends instituting a lottery, there are several variables:

· How to incorporate technology into the lottery

· How to utilize 311 and Reservation Center Staff to assist 

Next, I want to introduce Barry Roeder, a community member who is working with a team to introduce tech solutions into shelter access. After Barry’s remarks we will begin discussing options and come up with recommendations.

Barry Roeder gave a PowerPoint presentation on the work his team has done to assess current gaps in the shelter reservation and service tracking system. 

There was an event called creative currency hack a thon in April. These are time limited forums to create solutions, In this case we were looking for solutions in the mid market and TL neighborhoods, it was sponsored by the City, American Express, and the Gray Area Foundation. We are all designers, programmers, and business people. We do not get any money form this, but we do have some seed funding and some mentorships to make this work. We do not believe that we have the solutions; we are just trying to add some tech and business skills to this. We believe that what we really need is s real time solution with good data. We need to know what is available at any given time; right now there are some issues that work and some issues that do not work. We want to make sure that we give access to people with his information; it is not useful if it sit on a machine somewhere, it’s not possible for everyone to come into a location, so we want to put it on people’s hands. We can send you a text message. We want a technology platform—we have a working model of this. IT connects services providers of different times, in terms of Glide which I am most familiar with, I know that you do not sign up for meals.

Especially for people with disabilities and seniors, we want to make it specifics for the various types of users. First we want to make it work for beds, then move on to other services. The system will show you the availability of beds for different services. At this time, if I go into his internet or a location and request a bed the system globally updates—it’s real time so we can see what’s going on and where right now. We need that data to be able to efficiently and accurately help someone and to prevent people from having to stand in line.

We are here as an agenda-less tech group, we do not want to get involved in the politics. We want this to be an expression of what you want. We have been working with providers, We have been to glide to see what works and what does not, I should mention that CHANGES has been around since the 80’s I know there is a reluctance to change it, but we have realized that we will be strong enough to change it. We will not make that decision. What we are trying to do is make this work. 

On day 1 I can tell you without hiccups or glitches whether or not there is a bed, what you can do to get it, because this is streamlined, at the end of the month, I can see information by special population and patterns. We call this “build a better clicker” build a better monitor of who uses, when and how, we can be more efficient, and maybe we can create reports to get more funding for shelter space. 

For instance the turn away report is helpful, but we will be able to get that data daily for all of the populations. 

Amanda Kahn Fried:

· Thanks Barry. 

· I want to recognize that we have a lot of expertise in this room. 

· As I mentioned before we will use a “parking lot” to capture comments to be re-directed.

· If you would like to suggest a recommendation, please do so and Megan Owens will project it up onto the board.

· Andrea will facilitate the conversation so that at the end of the meeting we can assess whether there is consensus to move particular items forward in the process

· The goal is that we have broad agreement, and note dissent

· There will be a process for more stakeholder input
Bernice Casey 

Bernice distributed a turn away report summary and explained the turn away count methodology, which is based on a study of interactions at the reservation sites. Bernice explained the history of a 2008 community process, which included the establishment of a turn away reporting system staged by Ms. Casey. Bernice presented a summary of the  turn away count for the last 4 years—the most recent turn away report will be discussed at June 20th meeting. There are copies of the reports at the back of the room.

Ms. Casey explained the definition of turn away: an attempt to make a reservation, and is told that there are no beds. If someone comes any time during the day, that is a turn away.

Also, the Shelter Monitoring Committee tracks “turn away preference” when a client is refuses to accept a bed at the available setting.

The first turn away count was in 2008-2009. The count was conducted at 3 locations. At that time, staff counted 290 clients,  93 were able to get a reservation, that is a 32% placement rate.

In the 09-10 count, no turn aways were counted—there was always a bed when requested.

In the 10-11 count 137 people tried to access shelter and there were no beds. If you have questions there is a memo at the back table.

Amanda Kahn Fried: Now a brief over-view of what happens in other jurisdictions I want to thank H.S.A for their help with this research.
Most places you go directly to a shelter and you get on a waiting list if they do not have beds, many jurisdictions have long waitlists

San Diego uses 211 to refer to site-specific waiting lists.

NYC has central intake systems. They do a pretty intense assessment of whether or not you need shelter, and you need to develop and agree to an individualized living plan. Here is San Francisco; we have the settings that are connected to the centralized system. One thing we have talked about before is shifting to a lottery system. A system-wide lottery could take away the advantage of the first-come first-serve system. It would also remove barriers for people with disabilities, working people and students who can not stay in line all day.

It will also create more clear data on turn aways. It cud preserve human contact, and provide other entry points via technology. I want to thank 311—they have done some research on how a lottery would work, and how they can run a lottery. You could register up to once per week for a 90 day reservation in the lottery. If you were not placed in a 90 day stay, you could choose to be registered for a one day stay. You would receive a confirmation number. By noon each day for example, the winners would be released. Some suggestions to get the word out is to have people call out, people can call in and they could be SMS text, tweet, or see their list.

Unclaimed reservations could be released for one night reservations.

How would we do it? Would we use 311, and how to ensure equal access—those questions will be discussed in this process. Reservations would be open once they were available. 

When we start moving to recommendations, they will be captured in real times. 

Andrea Shorter: I will do my best to make sure tat everyone speaks, no talking over each other, etc. IF you must be on your device, go outside

A member of the public: What happens to people without a phone?

Barry Roeder: LA gives phones to homeless people; we do not think that works for all people. We would be working with locations. Glide was working on real-time signage systems. We are also working on some interesting stuff that is deigned for illiterate not sighted and non hearing people, access is an issue. To the degree that someone is capable, we want to respect that and also come up with systems for people who are not able.

Marlon with Dolores Street Community Services:  what comes to mind is that I am not sure about providers in other parts of the city, I think the locations is very impactful on who uses the solutions, I think in some communities, there would be a greater penetration of access with mobile applications. I would be interested in seeing an in-depth report on technology access would love to see more in depth analysis on information 

Andrea Shorter: Be more direct, who are you concerned about

Marlon from Dolores Street Community Services: I am concerned about the population I know—Spanish speakers in the Mission.

George Jones: I work with re-entry women, how soon will you be including them?

Amanda Kahn Fried: That is a question about access; we will put it in the parking lot. 

Victoria Grace of Cannon Kipp and API Wellness Center client: I want to discuss the issues of transgender people. People with gender variant presentations face discrimination. A lot of people are in denial and do not seek services.

Amanda Kahn Fried: That is a question about access, we will put it in the parking lot.

Matthew: I have something to say about a lottery. We have a problem with prioritization vs an open lottery. I do not know how that would work in the online system presented today. I think there should be a lot of divergence

Kim Armbruster, Glide: I want to make some comments about the principles—I want to note that I am pleased that we are focusing on reducing the wait. We did a study at Glide, and only 37% of the clients seeking shelter had cell phones. I think that people without cell phones are going to make a line; one of the functions of the resource centers is case management. If the resource centers are going to lose access to newly homeless people, I wonder if there is going to be an issue for services for newly homeless people. That could become and unintended consequence. 

Victoria, MSC South: We have done a poll, only 4 of 70 people we serve have cell phones.

Wayne Garnett, MSC South: Guests have limited cell phones, my concern is that here in San Francisco, there is limited funding. Where is the money going to came from? Where are these guests going to be when they are waiting?

Bernice Casey: People get services at the drop in centers and we want to make sure there will still be services

Joanna Fraguli, Mayor’s Office on Disability:   I just want to remind everyone that a lottery system is great progress. I just want to caution that the ADA compliance of 311 needs to be worked out

Dale, client at MSC:  I think a lot people on the streets do not have any working phone. I have skills to go on the computer; there are people that do not know how to use the computer. 

Betty Tillman, retired homeless teacher: In NYC they give older people a free phone. It’s a great program that would help. 
Jennifer Friedenbach, Coalition on Homelessness: I just want to kind of break it down a little bit—some of the conversation seems to be taking a proposal I think we should discuss for granted. Lotterizing is one way to move beyond lines, I do not think that one would say cell phones or phones alone; I think the idea is to decentralize.

Lesley Benedict, MSC: we have a lottery system for a drop in center. In most cases, clients get a one night reservation; we know that there are not open beds during the day, so we ask them to return at 6, many have to wait until 9 to get a bed

Lolita, ECS Canon Kipp Senior Center: We work with seniors and discharges, the hospitals need us to work with them and they need our services. 
Will Daley, shelter client advocate: I am a very unlucky person; I think we need to make allowances for people with me, people who do not get priority, and who will be unlucky in the lottery.

Nan, homeless woman: With all the creative thinkers in here is the only answer a lottery. I am in the process of synthesizing the info; I do not have an answer now. Larger imperative needs to be stated: there are still people sleeping outside, shelter and sleeping outside should be guaranteed housing.

Barry Roeder: It seems there are two populations: people who need their time back, and people who get value from spending time managing the process

Consensus Discussions:

Implement a lottery with good agreed upon principles: 

· About 50% agree

· 2 people object 

· About 50% say they need more information

Preserve human interactions—ensure any new system is not only available online or via phone.

· consensus

Decentralize and increase access to the shelter reservation systems, including: 311, resource centers, hospitals, shelters—make sure this process does not require a cell phone or computer skills, and decentralize and increase access to confirm reservations, including: 311, resource centers, hospitals, shelters-- no cell required, post the results in the shelters, and make sure that getting information about 

· Mostly consensus

· 3 objections: all concerned that shelter users will have less control if the system is not first-come, first serve (including 1 assumed dissent based on comments at previous meeting)

Allow clients to state a preference of shelter placements at the time of reservation

· Mostly consensus

· 1 objection

Other Recommendations:

· Resource Center Recommendations:

· 24/7 resource centers (coed) III

· To save money for shelter, do not expand resource centers

· Keep resource centers open

· Pre-Implementation Recommendations:

· Study of the location preferences of certain communities. For example, do Spanish speakers only seek shelter in the Mission District?

· Study technology access and technology fluency amongst current users

· Do a survey of current shelter residents

· Do a lottery pilot and evaluation, while maintaining the drop in system

· Conduct focus groups of clients to get more clarity between the current system and proposed changes in client responses

· Phone and Computer Access Recommendations:

· Re-install payphones throughout the city

· Connect the 311 system to community voicemail

· Create basic computer skills training for homeless adults

· Connect clients to the basic computer skills training at the library

· Distribute free cell phones to all people over 55 (or homeless people over 55)

· Do not spend money on free cell phones

· 311 Recommendations

· Transparent accessible ADA review of 311.

· Create a 311 for homeless people only

· Improve the language capacity of 311

· Ensure a real person answers the calls on 311

· Data and Information Recommendations

· Track and create city-wide turn away reports

· Use existing personal identifiers-- not a new confirmation or ID number

· Lottery Recommendations

· Prioritize people who have been repeated "losers" in the lottery

· Create a system for people who refuse a 1 night bed

· Implement a later conversion time. At 12:00pm or 1:00pm convert the reservation to a bed to accommodate people who do not get up early

· Shelter System Recommendations

· Reduce the number of care not cash beds-- redirect to reservations

· Create clear policies for treatment of special populations to ensure no one gets special treatment

· Allow nights away/late passes

· Transition from fingerprint tracking to arm band tracking with a simple red and green color code

KNOW YOUR RIGHTS UNDER THE SUNSHINE ORDINANCE

Government’s duty is to serve the public, reaching its decisions in full view of the public. Commissions, boards, councils and other agencies of the City and County exist to conduct the people’s business. This ordinance assures that deliberations are conducted before the people and that City operations are open to the people’s review. For more information on your rights under the Sunshine Ordinance (Chapter 67 of the San Francisco Administrative Code) or to report a violation of the ordinance, contact the Sunshine Ordinance Task Force at: Sunshine Ordinance Task Force, Administrator, Sunshine Ordinance Task Force, City Hall, Room 244, 1 Dr. Carlton B. Goodlett Place, San Francisco, CA 94102-4683. Telephone: (415) 554-7724, Fax: (415) 554-7854. E-Mail: sotf@sfgo.org. Copies of the Sunshine Ordinance can be obtained from the Clerk of the Sunshine Task Force (listed above), the San Francisco Public Library, and on the City’s web site at: www.sfgov.org.
TRANSLATION SERVICES

Interpreters for languages other than English are available on request.  Sign language interpreters are also available on request. For either accommodation, contact (415) 554-6881 at least two business days before a meeting.

LOBBYIST ORDINANCE

Individuals and entities that influence or attempt to influence local legislative or administrative action may be required by San Francisco Lobbyist Ordinance [SF Admin Code Section 16.520-16.534] to register and report lobbying activity.  For more information about the Lobbyist Ordinance, please contact the Ethics Commission at 1390 Market Street, No. 701, SF 94l02, (415) 554-9510, FAX (415) 703-0121 and web site http://www.sfgov.org/ethics/.

SUBMITTING WRITTEN PUBLIC COMMENT TO THE SHELTER ACCESS WORKGROUP

Persons who are unable to attend the public meeting may submit to the Shelter Access Workgroup, by the time the proceedings begin, written comments regarding the subject of the meeting.  These comments will be made a part of the official public record, and brought to the attention of HOPE.  Written comments should be submitted to: Amanda Kahn Fried, Deputy Director for Policy, Housing Opportunity, Partnerships and Engagement, HOPE, City Hall, Room 18, 1 Dr. Carlton B. Goodlett Place, San Francisco, CA 94102, or via email: amanda.fried@sfgov.org

EXPLANATORY DOCUMENTS RELATED TO AGENDA ITEMS

Copies of explanatory documents are available through the Shelter Access Workgroup meetings on-line at http://www.sfgov3.org/index.aspx?page=3636 or by calling 415.255.3642. The materials can be faxed or mailed to you upon request.
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