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MEMORANDUM

TO:

Shelter Monitoring Committee

FROM:
Committee Staff
DATE:
February 14, 2014
RE:

January 2014 SOC Report
Overview of Complaints
There were 10 complaints in January. Seven individual clients filed complaints and through site inspections, the Committee generated three.  
Investigations
Three investigations have been conducted. There were six outstanding complaints that had not been investigated. The Committee is legislated to conduct investigations within ten days after a client states that s/he is not satisfied with site’s response. The average response time was 135 days, with one complainant waiting 179 days (approximately six months) for the Committee to investigate. This delay was based on staffing shortages. To remedy this problem, Committee staff is working with two specific Committee Members to conduct investigations and those Members will take lead on all future investigations. For the calendar year, there is currently one outstanding complaint to be investigated.
MSC South

One client alleged that s/he was not treated equitably and was not provided priority case management based on her/his disability. The Committee surveyed clients and interviewed staff and determined no finding.
Sanctuary
Four clients were dissatisfied with the site’s response to their complaints of disrespectful staff, unequal application of rules, lack of healthy food, lack of access to eight hours of sleep, unsecure storage, and staff without identification. The Committee determined the site was out of compliance with Standard 13, make the shelter facility available to shelter clients for sleeping at least 8 hours per night, and Standard 15, provide shelter clients with pest-free, secure property storage inside each shelter. The investigation was forwarded to the Department of Public Health for follow up. Please note that the Committee attempts to determine the site’s compliance with the Standards. The Committee is unable to investigate specific incidents; therefore, a finding by the Committee means that the site was out of compliance with the Standards as measured by the Committee through its methodology.

A Woman’s Place Drop In

One client alleged that the drop-in bathrooms were dirty and that staff were rude and unprofessional. The Committee determined that the site was out of compliance with Standard 3, …clean shelter, and the investigations was forwarded to the Department of Public Health for follow up.

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.  
Interfaith

Complainants: 1

Type or Complainant: Committee

During a site inspection, the Committee noted that the lack of CPR mask, record of emergency drills, lack of access to TTY and documents in Spanish.
The site responded to the complaint and addressed all issues to the satisfaction of the Committee.
MSC South

Complainants: 1

Type of Complainant: client

The client alleged that s/he was not treated equitably in the application of shelter rules and based on staff, the environment in the shelter was unsafe.

Next Door
Complainants: 4
Type of Complainants: 4 clients 
· Two clients alleged that the environment was unsafe
· Two clients alleged that staff do not apply rules equitably

· One client alleged that food provided made her/him ill

· One client alleged that the vents were dirty

Providence
Complainants: 2
Type or Complainant: Client and Committee
Client alleged that the staff were disrespectful and the site was unsafe based on staff.
During a site inspection, the Committee noted that the site did not provide linens and that there was dirt in vents.

Santa Ana
Complainants: 1
Type of Complainants: Committee
During a site inspection, the Committee noted there was not bilingual staff available, the lack of an emergency drill record, and that only one sheet was provided.
United Council
Complaints: 1
Type of Complainant: Committee

During a site inspection, the Committee noted that there was no soap or towels in the bathroom; no professional interpretation services and no bilingual staff.

	Site
	7/13
	8/13
	9/13
	10/13
	11/13
	12/13
	1/14
	Total

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

	Compass
	0
	0
	1
	0
	0
	0
	0
	1

	First Friendship Family 
	0
	0
	1
	0
	0
	1
	0
	2

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

	Hospitality House
	0
	1
	0
	1
	0
	0
	0
	2

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

	Lark Inn
	0
	0
	0
	0
	0
	0
	0
	0

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

	MSC South Shelter 
	3
	2
	1
	2
	3
	3
	1
	15

	MSC Drop In Center
	0
	1
	0
	0
	1
	2
	0
	4

	Next Door
	1
	6
	1
	3
	3
	4
	4
	22

	Providence
	0
	0
	0
	0
	0
	1
	2
	3

	Sanctuary
	3
	2
	2
	0
	3
	1
	0
	11

	Santa Ana
	0
	0
	0
	0
	1
	0
	1
	2

	Santa Marta/Maria
	1
	0
	0
	0
	1
	0
	0
	2

	St. Joseph’s
	0
	0
	0
	0
	0
	0
	0
	0

	United Council
	0
	0
	0
	0
	1
	0
	1
	2

	Total
	11
	15
	7
	7
	13
	14
	10
	77
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