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MEMORANDUM

TO:

Shelter Monitoring Committee

FROM:
Committee Staff
DATE:
May 16, 2014
RE:

April 2014 SOC Report
Overview of Complaints
There were nine complaints in April. Eight individual clients filed complaints and through site inspections, the Committee generated one.  
Investigations
Three investigations were conducted in April.
Next Door

A client alleged that she was harassed and discriminated against based on her transgender status and that staff provided inequitable treatment based on her status, allowing for harassment by other clients and staff. In part based on this harassment and the actions of staff, the client was also unable to sleep for eight hours at the shelter. The Committee surveyed clients and interviewed staff. The Committee determined no finding for the client’s claim of lack to eight hours of sleep and unsafe environment, but was unable to determine a finding for the allegations of inequitable treatment and disrespectful staff. The Committee referred the client to state and local investigative bodies.

Providence

A client alleged that there no outlets for charging cell phones and that the oven was used to heat the building. The Committee conducted a facility inspection and survey 20% of the clients. Based on the inspection and surveys, the Committee determined no finding.

Sanctuary

One client was dissatisfied with the site’s response to their complaint about inedible food and no options for vegetarians.  The Committee surveyed clients and interviewed staff and determined no finding.
There are three 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: 2
Type of Complainant: Client and Committee
· One client alleged that she did not have access to a working telephone

· During a site inspection, the Committee noted the site had no TTY or signage on where to access TTY, no Language Link, no CPR mask, no tops on soap dispensers, no tokens, mold above shower, and dirty and pooled water in back bathroom.
The site responded to the complaint and addressed all issues to the satisfaction of the Committee.
Next Door
Complainants: 3
Type of Complainant: Client 
· One client alleged that the linens provided are thin and worn out, and there is no signage to indicate when second floor toilets is scheduled for repair
· One client filed two complaints which alleged the site not applying rules evenly; towels are not available on an as-needed basis, disrespectful staff, not being able to get 8 hours of sleep, and retaliation for filing complaints.
One client was not satisfied and the Committee is waiting to hear back from the other client
Providence
Complainants: 1
Type of Complainant: Client 
One client alleged that staff were disrespectful and harassed him and he does not feel safe at the site
Pending
Sanctuary

Complainants: 2

Type of Complainant: Client 

· One client alleged that there are not enough vegetarian options and “the food is horrible”
· One client alleged that the rules were not applied evenly and she was “put out” for no reason
Neither complainant was satisfied with the response from the site.
United Council
Complaints: 1
Type of Complainant: Client
One client said that he does not feel safe at the site, alleged that staff falsely accused him of brandishing a knife, and staff did not provide him with a grievance form when he requested one.
The complainant was not satisfied with the site’s response.
	Site
	7/13
	8/13
	9/13
	10/13
	11/13
	12/13
	1/14
	2/14
	3/14
	4/14
	Total

	A Woman’s Place Drop In Center
	1
	3
	1
	0
	0
	1
	0
	2
	1
	2
	11

	Compass
	0
	0
	1
	0
	0
	0
	0
	1
	0
	0
	2

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

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

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

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

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

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

	MSC South Shelter 
	3
	2
	1
	2
	3
	3
	1
	1
	3
	0
	19

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

	Next Door
	1
	6
	1
	3
	3
	4
	4
	0
	6
	3
	31

	Providence
	0
	0
	0
	0
	0
	1
	2
	2
	6
	1
	12

	Sanctuary
	3
	2
	2
	0
	3
	1
	0
	1
	0
	2
	14

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

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

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

	United Council
	0
	0
	0
	0
	1
	0
	1
	1
	1
	1
	5

	Total
	11
	15
	7
	7
	13
	14
	10
	12
	21
	9
	119
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