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Draft 2011-2012 Turn Away Report

Executive Summary

Version 2

Overview

This is the fourth Turn Away Count conducted by the Shelter Monitoring Committee. Committee staff observed the reservation process and outcomes of three CHANGES reservation locations: Glide Drop-In Center, Mission Neighborhood Resource Center, and MSC South Drop In Center, in March and April 2012.  In addition, the Committee surveyed 47 of the 239 clients who sought reservations at the three locations on the three days of the count: March 23, 2012, April 4, 2012, and April 9, 2012. Of the 239 clients seeking shelter, 103 were provided a reservation. 

During the 2011-2012 Turn Away Count, the Committee collected copies of reservation sheets maintained by CHANGES reservation locations; documented the number of clients turn away based on the lack of reservations and the number of clients offered a reservation but refused it based on location; recorded the availability of tokens to clients; and surveyed individual clients.

Data Collected

· 43% of clients seeking shelter were awarded a reservation
· 38% of clients surveyed were provided a reservation (18 people)
· 32% of individuals surveyed identified as being disabled (15 people)

· 23% of individuals surveyed identified as being a senior (11 people)

· 2 of the 3 CHANGES reservation locations provided tokens to some clients who had reservations outside of walking distance
Recommendations

· Conduct a Needs Assessment to determine if sufficient shelter units exist for the amount of clients seeking shelter
· Develop universal sign-in sheets that clearly track the number of clients seeking shelter, the gender of the clients, disability status, and the length of the reservation; or create a tool for CHANGES to provide this data

· Ensure all reservation locations have tokens or transportation options for clients unable to walk to a shelter location
·  Shelter services, including meals, should be made available to clients who are provided a reservation later in the night
The Shelter Monitoring Committee is an independent vehicle charged with documenting the conditions of shelters and resource centers to improve the health, safety, and treatment of residents, clients, staff, and the homeless community.  The Committee's mission is to undertake this work recognizing individual human rights and promoting a universal standard of care for shelters and resource centers in the City and County of San Francisco.

Turn Away Report
May 2012
Background

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].  In July 2010, changes were made to the Standards of Care legislation which required the Shelter Monitoring Committee to:

Monitoring unaccepted shelter bed reservations. The Committee shall collect information from reservation sites regarding how many shelter clients are turned away from a shelter bed reservation and shall include this information in the reports required under subsection (b), above. Information reported shall include the number of unaccepted bed reservations and the reason, if available, for the missed reservation. (Chapter 20, Article XII, Shelter Monitoring Committee, Section 20.304 Powers and Duties (d)).
· Three “turn away checks” were conducted by the Shelter Monitoring Committee from July to October of 2008.  The 2007-2008 overall findings of those checks found that 68% of clients, on average, seeking shelter on the three days a count was taken were not provided a shelter reservation, based primarily on the lack of available sleeping units in the system.
· In the 2008-2009 Count, covering October and November, the Committee noted that sleeping units were available for clients; however, there was a lack of tokens making accessing shelters, some of which were four miles away, challenging for clients.

· Of the 303 clients seeking shelter in the 2010-2011, less than 50% (149) were provided a reservation and none of the reservations were refused based on preference.
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]. For this fiscal year, the Committee also reported on the reservation process at each site.
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 Reservations & Vacancy data-The Committee reviewed the reservation data computed by CHANGES for the days of the Turn Away Count and has included it in this report. For the first time, the Committee has also included the total number of reservations made each day of the count by CHANGES. 
6. Client Data-Forty-seven clients were surveyed during the three days of the count, March 23, 2012, April 4, 2012, and April 9, 2012. Not all surveys were completed fully and therefore the categories of data do not always include a total 47 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 site does not maintain sign-in sheets. 

Multi Service Center South Drop-In
MSC South Drop-in provides shelter reservations on a daily basis from 5:00 pm to 1:00 am. The site also acts as a 24-hour drop-in center for men and women and can accommodate approximately 70 clients. There are two avenues to sign up for a reservation at this location, a lottery system and a first come, first serve list open to individuals at 5:00 PM. 

The lottery is open to the first 40 clients who arrive at the site in the morning at 9:00 AM to receive a wrist band. These clients queue earlier than 9:00 to attempt to be one of the forty clients that are awarded a wristband; those forty clients are some of the first to be get reservations when the CHANGES reservation center begins assigning at 5:00 PM later that day. Clients can seek reservations by coming to the site at 5:00 PM and signing in for shelter reservations on a first come, first serve basis. Reservation awards can be limited based on the client’s preference for shelter. Both the lottery list and the first come list allow clients to write their preference for shelter.

MSC South Drop In –AM Count

	Number of Clients Requesting a Reservation
	Provided Reservation

	40
	38


Committee staff arrived at the site in the morning on March 23, 2012, to count the number of individuals in line to obtain a wrist band for a reservation. At 7:44 AM, there were 33 individuals in line on the 5th Street side of MSC South.

MSC South Drop In-PM Count
	Number of Clients Requesting a Reservation
	Provided Reservation

	48
	6


Committee staff was at the site between 4:30 pm on March 23, 2012 and 1:00 am on March 24, 2012. When the Turn Away Count was concluded at 1:00 am at the site, there were 61 individuals in the Drop-in Center, six of whom were in wheelchairs.
During the Committee observation of the MSC South Drop In reservation process, staff was “kicked out” of CHANGES on three occasions. When this happens, the staff person must log back on to CHANGES and clients who are waiting for a reservation experience a delay in an award.

Mission Neighborhood Resource Center
MNRC provides shelter reservations on Monday-Friday from 7:00 AM to 12:00 Noon and from 2:00 PM to 7:00 PM. On Saturdays, reservations are provided from 7:00 AM to 12:00 Noon. There is one way to sign up for shelter reservations; clients come in and place their name on a reservation sheet which provides a section for shelter preference. 

Clients come early to be first in line in the morning for a reservation. The site has signage posted asking clients not to line up until 6:00 AM.

Clients who sign up in the morning [7:00 AM to 12:00 Noon] must return to the site by 4:00 PM. At 4:00 PM, a roll call is taken and any client not present or who has not called in has his/her name removed from the list.

MNRC Count

	Number of Clients Requesting a Reservation
	Provided Reservation

	66
	32


At 6:45 AM on April 4, 2012, there were twenty-three clients lined up outside. The first three clients in line indicated that they had been waiting in the neighborhood since early morning. One client reported being there since 12:00 AM; another, 3:30 AM, and the third in line said he had been there since 4:00 AM. Committee staff observed the reservation process at the site during the site’s CHANGES morning operating hours, 7:00 AM to 12:00 Noon and 2:00 PM to 7:00 PM.

At 6:00 PM, MNRC staff went to individual clients who had requested a reservation but had not yet been provided one to ask them what their plan was when the site closed. Staff made referrals to A Women’s Place Drop In Center and MSC South Drop In Center. At 6:05 PM, there were six openings at Providence for men [there were no other openings at other sites] and staff talked to clients who had been waiting for another site. Staff awarded these reservations. Tokens were provided to these clients as well.

Glide Drop In

Glide provides shelter reservations on Monday-Friday from 7:00 AM to 11:00 PM and from 4:00 PM to 9:00 PM. Clients arrive early, some reported being at the site at 2:00 AM, to line up for a reservation. Clients can receive a ticket beginning at 11:00 AM which they can use when they return for a reservation at 4:00 PM. 

Glide Information

At 6:30 am on April 9, 2012, there were seven clients lined up outside. The clients stated that they had been in line beginning at 2:10 am and the last person report arriving at 6:15 am.  Committee staff observed the reservation process from 7:00 AM to 11:00 AM.

Glide provides tickets in afternoon to clients seeking reservations. There were 54 tickets provided to clients between 11:00 am and 5:01 pm. There were no tickets provided to clients after 5:01 pm. From 5:17 pm until 9:00 pm, clients seeking reservations who did not have a ticket were referred to MSC Drop In Center. There were approximately nine clients referred to MSC South Drop In. Of the 54 individuals seeking shelter reservations, 19 reservations were awarded. Committee staff observed the reservation process during the site’s CHANGES operating hours in the evening from 4:00 to 9:00 PM.
One client had language needs that were unable to be met at the site. A computer translation system was utilized to communicate with the client. 

During the Committee observation of the Glide reservation process, staff was “kicked out” of CHANGES on five occasions. When this happens, the staff person must log back on to CHANGES and clients who are waiting for a reservation experience a delay in an award.

Turn Away Data

This is data collected through Committee 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. 
MSC South Drop In 

	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	88
	44
	44
	0


MNRC 
	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	66
	32
	33 
	0


Glide
	Number of Clients
	Reservations Provided
	Turn Away
	Turn Away Preferential

	85
	27
	58
	0


All the sites who take reservations allow for clients, within the request or sign-in process, to ask for a specific shelter or shelters. The CHANGES reservationist uses the client’s preference in assigning reservations. This process could be interpreted as a Turn Away Preferential; however, for the Committee’s purpose Turn Away Preferential is only noted when a client refuses a reservation offered to him/her. 

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 2008-2009 Turn Away Report, 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.
MSC South Drop In Center did not provide tokens to clients seeking reservations. Clients were provided SFMTA bus line information and the MAP van did come on two occasions: to provide transportation to Providence Shelter for clients who had a reservation at the site and after 11:00 pm to provide transport to two disabled clients who had received a reservation at another locations.

At the April 18, 2012 Committee meeting, the Committee asked staff to present its concerns to the newly convened Shelters Access Workgroup regarding the lack of tokens and transportation options to clients. The following are concerns taken from Committee Minutes and other Committee discussion:

· The amount of money the City and County is spending on fare enforcement could be better used by providing passes or transportation to clients

· Clients are not taking reservations based on the lack of transport to the site

· Reservations provided after 8:00 pm require clients to walk through dark streets to get to their shelter

· Clients with mobility challenges or those who are physically too tired to walk are unable to access shelter reservations and some don’t even try

· MAP should be used more for clients who are disabled

· The City and County should work with SFMTA and HSA to make sure clients who are eligible for discounted passes can purchase them

· Some Committee members wanted to know if a CHANGES reservation sheet could be used to access public transportation

· Tokens or appropriate transportation are required under the Standards of Care, yet the majority of sites are unable to meet this requirement based on funding restrictions

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: March 23, 2012, April 4, 2012, and April 9, 2012.  These were the three days of the Turn Away County and on average there were 33 vacancies in the shelter system on each night, which is approximately 3% of the total number of reservations available.  Below please find chart breaking down the vacancies:

	Shelter
	Occupancy Rate at Site
	March 23
Vacancies
	April 4
Vacancies
	April 9
Vacancies

	Dolores Street Community Services  (2 sites)
	85
	1
	2
	2

	Episcopal Sanctuary
	200
	2
	5
	2

	Hospitality House
	30
	0
	0
	0

	Multi Service South Center
	340
	4
	2
	2

	Next Door
	334
	5
	6
	6

	Providence
	105
	19
	21
	20

	Totals
	1094
	31
	36
	32


Table I: CHANGES Vacancy Data for March & April 2012
This year the Committee requested the total number of reservations awarded during each day of the count.  

	Type of Reservation Made
	March 23, 2012
	April 4, 2012
	April 9, 2012

	90-Day Reservations
	17
	41
	32

	1-Day Reservations
	131
	156
	150

	Other Types of Reservations
	17
	19
	22

	Total Reservations
	165 
	216 
	204 


Table II: Reservation Data provided by the Human Services Agency
Client Data

The Committee arrived before opening hours of each CHANGES reservation location to observe the length of lines. These observations are reflected in the Reservation Data section of this report. Committee staff did not interview any clients queued for the wrist-band process at MSC Drop In Center on March 23, 2012. The Committee surveyed clients to determine reservation award status, senior status, disability status, and wait time. Surveys were available in English and Spanish. 
The Committee surveyed 47 of the 239 clients who sought reservations at the three locations on the three days of the count.
Reservations 

· 43% of individuals surveyed were able to get a reservation (18 people)

· 57% of individuals surveyed were unable to get a reservation (29  people)

Wait Time

For those unable to get a reservation,

· 12 individuals indicated waiting more than a day in attempting to obtain a reservation

· 11 individuals indicated waiting more than 6 hours in attempting to obtain a reservation

· 5 individuals indicated waiting less than 6 hours in attempting to obtain a reservation

For those able to get a reservation,   

· 9 individuals indicated waiting more than 6 hours to obtain a reservation
· 5 individuals indicated waiting less than 6 hours to obtain a reservation
· 4 individuals indicated waiting more than a day to obtain the reservation
Disability Status

Of the 47 people surveyed 25 individuals self identified as being disabled
· 13 individuals were unable to get a reservation

· 12 individuals were able to get a reservation

Senior Status

Of the 47 people surveyed 11 individuals self identified as being a senior [over 60 years-old]

· 9 individuals were unable to get a reservation
· 2 individuals were able to get a reservation
Recommendations

· Conduct a Needs Assessment to determine if sufficient shelter units exist for the amount of clients seeking shelter
· Develop universal sign-in sheets that clearly track the number of clients seeking shelter, the gender of the clients, disability status, and the length of the reservation; or create a tool for CHANGES to provide this data

· Ensure all reservation locations have tokens or transportation options for clients unable to walk to a shelter location

· Shelter services, including meals, should be made available to clients who are provided a reservation later in the night







� Please note that MSC South hands out wrist bands to the first 40 people who seek out a reservation in the morning; however, the site does not make reservations for these clients until 5:00 pm.


� Please note that the MNRC sign-in sheets are for the whole day; therefore, there is no distinguishing between the morning and afternoon data based on the sign-in sheets the site keeps.


� One of the individuals who sought a reservation at Mission Neighborhood Resource Center had already been awarded a reservation.
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