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2013 Standard of Care Subcommittee-Version 2 
The Shelter Monitoring Committee convened a subcommittee in June of 2013 to review the Standards of Care and solicit comments from providers, consumers, clients and other stakeholders on how to strengthen the Standards, specifically on how to ensure there is sufficient funding for sites to implement the Standards.

Below are the suggested changes, edits and additions to the Standards of Care. For reading purposes, strikethrough within text indicate the removal of words, bold and underlined text indicate the addition of language and italics indicate notes or questions about specific Standards:

Standards of Care
1. Treat clients equally, with respect and dignity, including in the application of shelter policies and grievance process

2. Provide shelter services in an environment that is safe and free of physical violence; by ensuring safety protocols are in place that include training to shelter staff regarding de-escalation techniques

3. Provide, liquid soap with a dispenser permanently mounted on the wall in the restrooms;, small individual packets of liquid soap, or small bar soap for use by one individual only, paper/hand towels, hand sanitizers, at least one bath-size (24”x48”) towel to shelter clients and staff in each bathroom; if hand-dryers are currently installed they shall be maintained in proper working condition; in addition, shelters shall provide toilet paper in each bathroom stall.
4. Shelters shall hire janitorial staff clean shelters on daily basis
5. Provide feminine hygiene and incontinence supplies, in at least two sizes
6. Comply with current City policy set forth in the San Francisco Environment Code,  including the requirements set forth in Chapter 3 (the Integrated Pest Management Code) and Chapter 2 (the Environmentally Preferable Purchasing Ordinance) to ensure that shelter operators use products that are least harmful to shelter clients, staff, and the environment. Sites shall post monthly pest exterminations schedules for clients to view.
7. Ensure that first aid kits, CPR masks and disposable gloves are available to staff at all times and make Automatic External Deliberators (AED) available to staff in compliance with all regulatory requirements of state and local law relating to the use and maintenance of AEDs. Notes: The language regarding CPR masks should be the same as what is required by the American Red Cross. Currently, American Red Cross teaches two types of CPR, hands-only and full CPR. The latter is described as “Full CPR combines rescue breaths with chest compressions and is the best option in some emergencies, including those involving infants and children, drowning victims, or people who collapse due to breathing problems.” The Committee should follow up with DPH on its recommendations regarding CPR mask requirements.
8. Supply shelter clients with fresh cold or room temperature drinking water at all times during normal operating hours. If water fountains are provided, water fountains should be cleaned on a daily basis, including drains and faucets,
9. Provide shelter services in compliance with the Americans with Disabilities Act (ADA), including but not limited to: (i) appropriate and secure storage of medication, (ii) the provision of accessible sleeping, bathing and toileting facilities in previously designated as accessible shall comply with federal and state law requiring a minimum of 36 inches between sleeping units and sleeping surface height between 17-19 inches above the finished floor.  In consultation with the contracting City department, and based on a history of previous usage, shelter operators shall designate an adequate number of accessible sleeping units to meet the needs of shelter clients requiring such facilities due to a mobility disability; and (iii) reasonable modifications to shelter policies, practices, and procedures; (iv) in addition, shelters shall provide orientation to new shelter clients that includes information on shelter rules and how to access case management services, and shall ensure case management services go to are made available to those shelter clients most in need of case management services, how to complete a reasonable modification form for a special meal, if the site closes one or more floors during the day, the site shall provide information about this to clients and include information on other spaces clients can use during this time, and the site’s storage policy, including how long property can be left at the site and what is done with abandoned property. This information shall be made accessible to shelter clients with disabilities through the use of appropriate auxiliary aid and/or services, such as large print for clients with visual impairments or ASL interpreting for Deaf clients. The City shall provide equal access to shelter clients with disabilities without regard to whether they accept auxiliary aids.

10. The County shall provide funding for sites to engage a full-time nutritionist, who shall develop all meal plans, including meal plans for children and pregnant women, and to ensure that the meals produced will be able to meet the need of shelter client occupancy; and post menus on a daily basis. 
11. Make dietary modifications to accommodate request from clients based on religious beliefs and practices; health or disability reasons. 
12. Comply with Article 19F of the San Francisco Health Code that prohibits smoking in homeless shelters
13. Provide shelter clients with one clean blanket, two clean sheets, and one pillow enclosed in a plastic or vinyl sleeve with a clean pillowcase; sheets shall be cleaned at least once per week and upon client turnover. The County shall provide funding for sites to maintain three times the amount of linens needed for the occupancy of the site, and staffing or other resources shall be provided to wash and dry the linens.
14. Make the shelter facility available to shelter clients for sleeping at least 8 hours per night
15. Provide daytime access to beds in all 24-hour shelters. 
16. Provide shelter clients with pest-free, secure property storage inside each shelter.  Shelter staff shall provide closable bags to clients for storage purposes.  If storage inside a shelter is unavailable, the shelter operator may provide free, pest-free storage off-site as long as the off-site storage is available to the shelter client up until the time of evening bed check. 
17. Provide shelter clients with access to electricity for charging cell phones; and other     durable medical  equipment for clients with disabilities
18. Note in writing and post in a common areas in the shelter when a maintenance problem will be repaired and note the status of the repairs
19. Provide access to free local calls during non-sleeping hours; including TTY access and amplified phones for clients who are deaf and hearing-impaired
20. Provide a minimum of 22 inches between the sides of sleeping units, including the side of the sleeping unit or if there is property next to the sleeping unit, the 22 inches begins where that property end, excluding the designated ADA-accessible sleeping units and sleeping units separated by a wall. 
21. Provide all printed materials, regarding rules, regulations and contracted services, produced by the City and shelters in English and Spanish and other languages upon and endure that all written communications are provided to clients with sensory disabilities in alternate formats such as large print, Braille, etc., upon request
22. Communicate with each client in the client’s primary language or provide professional translation services contracted and provided by the County; including but not limited to American Sign Language interpretation; however, children or other clients may be asked to translate in emergency situations
23. Provide at least one front line staff at each site that is bilingual in English and Spanish
24. Ensure that each shelter has an emergency disaster plan that requires drills on a monthly basis and that, in consultation with the Mayor’s Office on Disability, includes specific evacuation devices and procedures for people with disabilities
25. Locate alternate sleeping unit for a client who has been immediately denies services after 5:00 PM, unless the denial was for acts or threats of violence
26. Require all staff to wear a badge that identifies the staff person by name and position badges
27. Ensure all clients receive appropriate and ADA-compliant transportation to attend medical, permanent housing, substance abuse treatment, job-search, job interview, mental health, shelter services (etc). Clients should be screened to see if they qualify for transportation benefits through General Services, educational institutions, or for clients with disabilities, with the San Francisco Municipal Transportation Agency. Notes: The Committee is still attempting to determine the number of tokens will be needed for sites.
28. Provide public notification at least 24 48 hours in advance of on-site, community meetings
29. Through adequate funding from the County, sites will provide clients with access to free laundry services, including free laundry soap, with hot water and dryer that reaches a temperature between 120-130 degrees Fahrenheit, on or off site. Notes: More language needs to be included here so that family shelters who provide case management and budgeting with families may not need to provide free soap.
30. To the extent not inconsistent with Proposition N, passed by the voters on November 5, 2002, ensure all single adult shelter reservations be for a minimum of 7 nights. Notes: This Standard should be changed to include language about current reservation policies, for example 90-day w/ 30-day extensions.
31. Agree to comply with the California Department of Industrial Relations, Division of Occupational Safety and Health (Cal-OSHA) General Industry regarding Blood borne Pathogens (8 CCR 5193), through funding provided by the County, and its injury and illness Prevention Program (8CCR 3203), including but not limited to applicable requirements regarding personal protective equipment, universal precautions, and the development of an exposure control plan, as defined therein

32. Through funding provided by the County, sites will ensure annual all-staff mandatory trainings: 
(1) hand washing requirements and other communicable disease prevention; 
(2) proper food handling and storage; 
(3) emergency procedures in case of disaster, fire, or other urgent health or safety risk, including but not limited to CPR requirements; 
(4) safe and appropriate intervention with violent or aggressive shelter clients, including training on the harm reduction model in dealing with substance abuse and how to identify a drug overdose; 
(5) safe and appropriate interaction with shelter clients who suffer from mental illness or substance abuse; 
(6) On-the-job burn-out prevention; 
(7) requirements under the ADA, in collaboration with the Mayor’s Office on Disability and the City Attorney’s Office on a biannual basis; 
(8) policies and procedures explained in shelter training manuals; 
(9) cultural humility sensitivity, including sensitivity training regarding homelessness, the lesbian, bisexual, gay, and transgender communities, people with visible and invisible disabilities, youth, women, and trauma victims

The Human Services Agency will ensure that the contracted staff it provides to shelters, including security guards, shall ensure that those individuals receive at a minimum the training requirements outlined in 3, 4, 5, 7 and 9 above.
33.  Maximize the space for sleeping in the shelter to the fullest extent possible
There are other areas the Committee is asking for feedback within the Standard of Care legislation:

Committee Members’ Terms in Office

Currently all 13 seats of the Committee begin and expire on the same date. This past November, all but two Committee Members resigned, leaving 10 brand new Members.  To work to ensure more consistency on the Committee, we are looking at having staggered terms, which would mean Members terms would begin and end on different dates. The suggested terms would be for all odd and even numbered seats (Mayor’s Seats 1 & 3, Board of Supervisors’ Seats 1, 3, & 5 and Local Homeless Coordinating Board’s Seats 1 & 3 will serve a two-year term, which will expire on an odd year, for example 2013-2015 and Mayor’s Seats 2 & 4, Board of Supervisors’ Seats 2, 4, & 6 and Local Homeless Coordinating Board’s Seats 2 & 4 will expire on an even year, for example 2012-2014).
Site Response Time to Client Complaints
The sites (shelters and resource centers) currently have 5 business days/one week to respond to a client’s complaint; however, some complaints require more time to investigate. The sites are requesting 10 business days/two weeks to respond to a client’s complaint.
REMINDER: If you have suggestions or changes to the Standards, please let us know. You can do so by e-mailing the Committee through its staff at shelter.monitoring@sfgov.org, faxing your comments to 415.255.3629. If you have additional questions, please call 415.255.3642.
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