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MEMORANDUM

TO:

Shelter Monitoring Committee

FROM:
Bernice Casey
DATE:
July 3, 2013
RE:

July 2013 SOC Report
Overview of Complaints
There were 23 complaints in May. The Committee generated 6 (26%) of these complaints through site visits. Seventeen individual clients filed the other complaints.  
Investigations

The Committee conducted an investigation at MSC South based on four clients stating they were dissatisfied with the site’s response to their individual complaints.  The clients alleged that site did not adhere to Standards 1 (respectful staff that apply rules equitably, specifically denials of service), 2 (providing a safe environment), 8 (providing reasonable modifications to site rules based on a client’s disability status), 15 (secure storage), and 25 (staff wear identification at all times).
The Committee found the site out of compliance with Standards 2, 15, and 25. The findings were submitted to the Department of Public Health, which will conduct its own investigation before July 30.
Five additional clients have stated that they were dissatisfied with site responses and those investigations have been scheduled for this month.

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: Committee

During a site inspection, the Committee noted that the site was not providing tokens, did not have emergency exit information posted, did not have incontinence supplies, was unable to provide language access through Spanish-speaking staff or professional translation services, and did not note the broken ADA showers.
Compass
Complainants: 1
Type of Complainant: Committee

During a site inspection, the Committee noted that the Emergency Exit signs were in English only. The site rectified the issue within 24 hours of notification.
First Friendship

Complainants: 2

Type of Complainant: Committee and one client

· A client complained that the site did not make reasonable modifications based on a disability nor dietary modifications, did not apply the rules equitably, did not provide a safe environment, and did not provide secure storage.

· During a site visit, the Committee noted the site did not provide tokens, had no Spanish-speaking staff or professional translation services.

Lark Inn
Complainants: 1

Type of Complainant: Committee

During a site visit, the Committee noted dust, mold, and debris in the shelter. The site rectified these issues within five business days.
MSC Drop In
Complainants: 1
Type of Complainant: client
The client alleged that both clients and staff made homophobic comments and that s/he no longer felt safe utilizing the services at the drop-in.
MSC South
Complainants: 5

Type of Complainant: 5 clients

· Three clients alleged that the site did not follow the denial of service process correctly or equitably

· Four clients alleged that staff did not apply rules equitably

· Four clients alleged that staff treated them with disrespect

· Two clients alleged that the environment was unsafe based on staff

· Two clients alleged that the site did not accommodate reasonable modifications based on their disabilities

· One client alleged that the site did not make alternative sleeping reservations for a client denied services after 5:00 pm for a non-violent incident
· Two clients alleged that staff do not wear identification

Next Door
Complainants: 4
Type of Complainants: 4 clients
· Two clients alleged that the site did not accommodate reasonable modifications based on their disabilities

· One client alleged the site was not clean, specifically has a mold problem
· One client alleged that the site did not put notices in writing when there is a facility problem
· One client alleged that the site did not follow Cal-OSHA guidelines regarding waste
· Three clients alleged that rules are not provided equitably
· One client alleged the staff made her/him feel unsafe

· Two clients alleged that staff were disrespectful

Santa Marta/Santa Maria

Complainants: 3
Type of Complainants: Committee and one client who filed two complaints
The client alleged that unequal treatment by staff, non-adherence to rules, and extensive mold in the bathrooms.
During a site visit, the Committee noted mold in the bathroom.

Sanctuary

Complainants: 3

Type of Complainants: 3 clients

· Three clients said that rules are not applied equitably

· Two clients alleged that staff were disrespectful 

· Two clients said they don’t feel safe at the site based on the behavior of staff

Providence

Complainants: 1

Type of Complainant: client

The client alleged that staff were rude, unprofessional and disclosed personal medical information without his/her permission.

United Council

Complainants: 1

Type of Complainant: Committee

During a site visit, the Committee noted the following violations: soap, toilet paper, and towels are not provided in the bathrooms; there were documents in English only; there were no professional translation services; there was no emergency plan; there were no tokens; one staff did not have identification; and there were no tokens.
	Site
	7/12
	8/12
	9/12
	10/12
	11/12
	12/12
	1/13
	2/13
	3/13
	4/13
	5/13
	6/13
	Total

	A Women’s Place Drop In Center
	2
	2
	1
	0
	1
	0
	1
	0
	2
	0
	0
	1
	10

	Compass
	0
	1
	0
	0
	1
	0
	0
	1
	0
	0
	0
	1
	3

	First Friendship Family Winter Shelter * operates from October 2012 to June 2013
	0
	0
	0
	0
	1
	0
	0
	1
	0
	0
	0
	2
	4

	Hamilton Family & Emergency
	2
	1
	0
	0
	0
	1
	0
	0
	3
	2
	0
	0
	9

	Hospitality House
	0
	0
	1
	0
	3
	1
	1
	0
	0
	1
	0
	0
	7

	Interfaith Winter Shelter * operates from November 2012 to February 2013
	0
	0
	0
	0
	1
	1
	1
	1
	0
	0
	0
	0
	4

	Site
	7/12
	8/12
	9/12
	10/12
	11/12
	12/12
	1/13
	2/13
	3/13
	4/13
	5/13
	
	Total

	Lark Inn
	1
	0
	0
	1
	0
	0
	0
	0
	1
	1
	0
	1
	5

	Mission Neighborhood Resource Ctr.
	0
	1
	0
	0
	1
	0
	1
	1
	0
	1
	0
	0
	5

	MSC South Shelter 
	7
	4
	3
	0
	0
	0
	5
	0
	1
	2
	4
	5
	31

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

	Next Door
	2
	7
	3
	8
	4
	1
	2
	3
	5
	1
	3
	4
	43

	Providence
	0
	3
	2
	0
	0
	2
	1
	0
	0
	0
	0
	1
	9

	Sanctuary
	2
	5
	2
	2
	6
	3
	6
	1
	1
	1
	4
	3
	36

	Santa Ana
	0
	1
	0
	0
	1
	1
	0
	0
	0
	1
	1
	0
	5

	Santa Marta/Maria
	0
	1
	1
	0
	1
	0
	0
	0
	0
	1
	1
	3
	8

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

	United Council
	0
	1
	0
	0
	0
	0
	0
	0
	0
	0
	0
	1
	2

	Total
	16
	27
	13
	11
	20
	11
	19
	8
	14
	13
	14
	23
	189


Table I: SOC Complainants Per Site for 2012-2013
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