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MEMORANDUM

TO:

Shelter Monitoring Committee

FROM:
Committee Staff
DATE:
January 15, 2014
RE:

December 2013 SOC Report
Overview of Complaints
There were 14 complaints in December. The Committee generated 6 (43%) of these complaints through site visits. Eight individual clients filed the other complaints.  
Investigations
Currently, there are three pending investigations that are scheduled to be completed by January 17, 2014.
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: client

The client alleged that staff was disrespectful and bathrooms were not clean.
First Friendship

Complainants: 1
Type or Complainant: Committee

During a site inspection, the Committee noted that the site did not have tokens available for clients.

Interfaith

Complainants: 1

Type or Complainant: Committee

During a site inspection, the Committee noted that the mats were 14-20 inches apart and the site did not have tokens available for clients (Interfaith staff reports that HSA does not provide tokens).
MSC South Drop In
Complainants: 2
Type or Complainant: Committee

During a site inspection, the Committee noted the following:

· Broken soap dispenser in women’s restroom

· Debris and dirt in the men’s restroom

· No accommodation forms in Spanish 

 MSC South
Complainants: 3  
Type of Complainant: 2 clients and Committee
· One client alleged that the site did not provide a pillow

· One client alleged that staff was disrespectful, did not apply rules equitably, and the staff did not accommodate reasonable modifications based on a disability
· During a site inspection, the Committee noted there was no TTY or information about TTY posted,  also disability rights and menu posted in English only

Next Door
Complainants: 4
Type of Complainants: 4 clients 
· One client alleged that staff  did not accommodate reasonable modifications based on a disability
· One client alleged that the site did not accommodate a request for dietary modifications
· One client alleged that the site did not provide two clean sheets
· Three clients alleged that staff treated them with disrespect

Providence
Complainants: 1

Type or Complainant: client

Client alleged that the staff were disrespectful and did not accommodate reasonable modifications based on a disability
Sanctuary
Complainants: 1
Type of Complainants: Committee
During a site inspection, the Committee noted there were multiple sleeping units that had less than 22 inches separation 

	Site
	7/13
	8/13
	9/13
	10/13
	11/13
	12/13
	Total

	A Women’s Place Drop In Center
	1
	3
	1
	0
	0
	1
	6

	Compass
	0
	0
	1
	0
	0
	0
	1

	First Friendship Family 
	0
	0
	1
	0
	0
	1
	2

	Hamilton Family & Emergency
	2
	0
	0
	0
	0
	0
	2

	Hospitality House
	0
	1
	0
	1
	0
	0
	2

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

	Lark Inn
	0
	0
	0
	0
	0
	0
	0

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

	MSC South Shelter 
	3
	2
	1
	2
	3
	3
	14

	MSC Drop In Center
	0
	1
	0
	0
	1
	2
	4

	Next Door
	1
	6
	1
	3
	3
	4
	18

	Providence
	0
	0
	0
	0
	0
	1
	1

	Sanctuary
	3
	2
	2
	0
	3
	1
	11

	Santa Ana
	0
	0
	0
	0
	1
	0
	1

	Santa Marta/Maria
	1
	0
	0
	0
	1
	0
	2

	St. Joseph’s
	0
	0
	0
	0
	0
	0
	0

	United Council
	0
	0
	0
	0
	1
	0
	1

	Total
	11
	15
	7
	7
	13
	14
	67
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