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Introduction

The Alliance for Regional Solutions (ARS) hired the Institute for Public Health (IPH) at San Diego State University to analyze qualitative surveys gathered from clients exiting their 2010-11 North County Winter Shelter program.  This report summarizes the client responses by shelter and lists the comments verbatim in Appendix A.

Background

Each year in North San Diego County, winter emergency shelters open up to provide shelter to the homeless during the coldest of the winter months – December through March.  For the 2010-11 winter months, all six of the shelters operated mid December 2010 through March 2011, while one opened early October 2010, and two others closed their doors mid to late April 2011.  

During the 2010 winter season there were four stationary shelters: the Salvation Army in Escondido, Operation Hope in Vista, Bread of Life in Oceanside and La Posada de Guadalupe in Carlsbad.  There were also two rotating shelters, Interfaith Shelter Network North Coastal and Interfaith Shelter Network North Inland, with member congregations each hosting a shelter for two weeks.
Methods
A.  Data Collection

Shelter staff collected exit surveys from residents leaving the North County Winter shelters throughout the shelter operation.  These surveys were self-administered by clients using paper and pencil, and were provided to willing adult clients.  The surveys asked clients to report their satisfaction on a variety of indicators using a like-score from one (unsatisfactory) to five (excellent).  Space was also provided for clients to further elaborate on their rating for each indicator.

B.  Data Analysis

Surveys were provided to the IPH in paper form and entered into SPSS for data analysis.  Analysis included means, frequencies and the coding of written client comments. Responses include all aforementioned shelters excluding Operation Hope in Vista.  
C.  Limitations

The main limitation of these data is that the surveys were gathered from a convenience sample (i.e. clients approached and willing) rather than a random sample of clients.  This means that the findings from these surveys may not be representative of the clients who were not surveyed at the five shelters for which data was analyzed or clients sheltered at Operation Hope, which did not contribute surveys for analysis.  Another limitation is the reliance on self-report, however this is the only method available to gather satisfaction data such as this.  
Results: Clients Served and Surveys Collected
A total of 117 resident exit surveys were collected by the various North County Winter Shelters during the 2010-11 winter season.  The results from the 117 resident exit surveys analyzed represent 22% of the clients sheltered (Table 1). 
Table 1. 
Shelter Capacity, Clients Served and Exit Surveys Collected, 2010-11 North San Diego Winter Shelters
	Program Name

Clients served
	Program Capacity1
	Sheltered
	Surveys Collected

	
	Number of Beds
	Number of Operating Nights
	Total Clients Sheltered2
	Number
	Percent of Total Clients

	Interfaith Shelter Network Coastal

Men, women and families
	12
	167
	29
	4
	14%

	Interfaith Shelter Network Inland

Men, women and families
	12
	122
	37
	7
	19%

	La Posada de Guadalupe 

Men
	20
	120
	108
	38
	35%

	Operation Hope

Families and women
	49
	135
	105
	0
	0%

	Bread of Life 

Men and women
	50
	121
	128
	27
	21%

	Salvation Army 

Men and women
	40
	121
	150
	41
	27%

	Total
	183
	--
	5343
	117
	22%


1 
Data reported by project staff.
2 
Unduplicated per program only; number obtained from ServicePoint data entered and reported in the Services Provided Report.

3
Total unduplicated count for all programs; total differs than the individual program counts added together because some clients received services from more than one program.  
Results: Survey Questions
The results from the 117 surveys are organized below by survey question.  All clients completing the resident exit survey were asked to give honest feedback.  Each table below is labeled with the question from the survey.  Percentages are calculated for the individuals who rated each question (non-responders are not included).  Note also that the findings from shelters with small sample sizes (Interfaith Inland and Interfaith Coastal) should be interpreted with caution.
1. Shelter Management
In response to the question regarding providing a safe, well-maintained and comfortable shelter, the average score was 4.5 for all shelters on a scale of one to five, with five being excellent (Graph 1).  Most of the clients (67%) rated the shelters as excellent (score of 5) with some variability by shelter (Table 2).  
In response to the question about shelter management dealing with problems promptly, the average satisfaction score of all respondents was 4.3 (Graph 2).  Fifty-seven percent (57%) of clients from all shelters rated the shelters as excellent (score of 5, Table 3). 
[image: image1.emf]4.5 4.5

4.2

4.7

5.0

4.9

0.0

1.0

2.0

3.0

4.0

5.0

All Shelters

(n=114)

Salvation 

Army

(n=39)

Bread of Life

(n=27)

La Posada

(n=37)

Interfaith 

Coastal

(n=4)

Interfaith 

Inland

(n=7)

Average Score

Graph 1

Average Shelter Safety, Maintenance, and Comfort Satisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Does management provide a safe, well maintained, comfortable shelter?”
2 Average score for those with information; missing responses were not included in the totals.
Table 2. 
Responses to the Question “Does management provide a safe, well–maintained, comfortable shelter?” by Shelter (n=114 respondents)1 
	Score2
	All Shelters

(n=114)
	Salvation Army

(n=39)
	Bread of Life

(n=27)
	La Posada

(n=37)
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	1%
	0%
	4%
	0%
	0%
	0%

	2
	0%
	0%
	0%
	0%
	0%
	0%

	3
	12%
	13%
	22%
	8%
	0%
	0%

	4
	20%
	23%
	22%
	19%
	0%
	14%

	5
	67%
	64%
	52%
	73%
	100%
	86%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.
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Average Management Dealing with ProblemsSatisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Does management deals with problems promptly, effectively and fairly?”
2 Average score for those with information; missing responses were not included in the totals.
Table 3: 
Responses to the Question “Does management deal with problems promptly, effectively and fairly?” by Shelter (n=116 respondents)1
	Score2
	All Shelters

(n=116)
	Salvation Army

(n=40)3
	Bread of Life

(n=27)
	La Posada

(n=38)
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	3%
	8%
	4%
	0%
	0%
	0%

	2
	3%
	3%
	0%
	5%
	0%
	0%

	3
	10%
	18%
	11%
	5%
	0%
	0%

	4
	27%
	20%
	37%
	32%
	0%
	14%

	5
	57%
	53%
	48%
	58%
	100%
	86%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Twenty-seven clients included additional written comments about management.  Fifteen of the comments were positive in nature, including responses such as “very wonderful people”, “staff is wonderful”, “help is right away” and “Yes.”  Eight of the comments were negative in nature, with responses such as, “some politics”, “management sleeps all night – both ministries” and “management does not know the word “fair”. 
Some residents made suggestions for improvement.  These included more working wall plugs and exits for safety.  Concern was expressed over some management having their own favorites or having too many clients per staff.   A complete list of comments and associated shelters may be found in Appendix A section 1.
2. Shelter Facility
In the response to the question concerning whether the shelter facility was adequate, the average satisfaction score was 4.1 (Graphs 3), and 51% of respondents from all shelters rated the shelter facility as excellent (Table 4).  
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Average Shelter Facility Satisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Is shelter facility adequate (providing sufficient space, adequate restroom facilities)?”
2 Average score for those with information; missing responses were not included in the totals.
Table 4.  
Responses to the Question “Is the shelter facility adequate (sufficient space, adequate restroom facilities)?” by Shelter (n=115 respondents)1
	Score2
	All Shelters

(n=115)3
	Salvation Army

(n=41)
	Bread of Life

(n=26)
	La Posada

(n=37)
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	4%
	0%
	4%
	8%
	0%
	0%

	2
	8%
	12%
	4%
	8%
	0%
	0%

	3
	15%
	20%
	15%
	14%
	0%
	0%

	4
	23%
	22%
	35%
	16%
	50%
	0%

	5
	51%
	46%
	42%
	54%
	50%
	100%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Twenty-six individuals had additional comments about shelter adequacy.  Ten of the comments were positive such as “very clean”, “thankful for what they offer” and “more than sufficient”, while several clients expressed the need for improvements.  Several clients expressed the need for bathroom repairs, including “the restrooms need remodeling” and “broken urinal… toilet… showers…” as well additional bathroom facilities.  A complete list of comments and associated shelters may be found in Appendix A section 2.
3. Case Management
In response to the question regarding adequate contact with a case manager, the average score was 4.5 for all shelters (Graph 4).  Seventy percent (69%) of all shelters respondents rated the shelter as excellent (Table 5). 
In response to the question regarding the helpfulness of the case managers, the average score from respondents was 4.5 (Graph 5).  Seventy-four percent (74%) of all shelters respondents rated the case managers as excellent (Table 6). 
[image: image4.emf]4.5

4.7

3.9

4.5

5.0

4.9

0.0

1.0

2.0

3.0

4.0

5.0

All Shelters

(n=113)

Salvation Army

(n=41)

Bread of Life

(n=26)

La Posada

(n=35)

Interfaith 

Coastal

(n=4)

Interfaith 

Inland

(n=7)

Average Score

Graph 4

Average Adequate Contact with Case Manager Satisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Do you have adequate contact with a case manager (weekly or more)?”
2 Average score for those with information; missing responses were not included in the totals.
Table 5. Responses to the Question “Do you have adequate contact with a case manager (weekly or more)?” by Shelter (n=113 respondents)1
	Score2
	All Shelters

(n=113)
	Salvation Army

(n=41)
	Bread of Life

(n=26)
	La Posada

(n=35)3
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	5%
	2%
	15%
	3%
	0%
	0%

	2
	1%
	0%
	4%
	0%
	0%
	0%

	3
	6%
	2%
	12%
	9%
	0%
	0%

	4
	19%
	15%
	19%
	26%
	0%
	14%

	5
	69%
	81%
	50%
	63%
	100%
	86%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
[image: image5.emf]4.5

4.7

4.1

4.6

5.0

4.8

0.0

1.0

2.0

3.0

4.0

5.0

All Shelters

(n=108)

Salvation 

Army

(n=39)

Bread of Life

(n=26)

La Posada

(n=35)

Interfaith 

Coastal

(n=4)

Interfaith 

Inland

(n=4)

Average Score

Graph 5

Average Helpfulness/Responsiveness of Case Manager Satisfaction 

Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Is your case manager helping, understanding, responsive to your needs and helpful?”
2 Average score for those with information; missing responses were not included in the totals.
Table 6.
Responses to the Question “Is your case manager helping, understanding, responsive to your needs and helpful?” by Shelter (n=108 respondents)1
	Score2
	All Shelters

(n=108)
	Salvation Army

(n=39)
	Bread of Life

(n=26)3
	La Posada

(n=35)3
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=4)

	1
	3%
	0%
	8%
	3%
	0%
	0%

	2
	1%
	0%
	0%
	3%
	0%
	0%

	3
	10%
	8%
	23%
	6%
	0%
	0%

	4
	12%
	15%
	12%
	9%
	0%
	25%

	5
	74%
	77%
	58%
	80%
	100%
	75%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Twenty-six clients had additional comments about case management.  All comments were positive indicating that the case managers were very helpful and understanding.  Individual clients stated “They really listen and care”, “they really get involved in assisting” and “I feel that the case managers go above and beyond what might be expected of them.”  A complete list of comments and associated shelters may be found in Appendix A section 3.
4. Sleeping Comfort and Night Security
In response to the question about being able to comfortably rest at night, the average satisfaction score was 4.1 (Graph 6).  Forty-seven percent (47%) of clients from all shelters rated the shelter as 5 or excellent (Table 7). 

Regarding night security staff providing a safety and restful environment, the average satisfaction score was 4.1 (Graph 7).  Fifty-six percent (56%) of clients from all shelters rated the security as excellent (Table 8). 
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Average Night ComfortSatisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Are you able to rest comfortably through the night (quiet environment, temperature, adequate 
   bedding)?”
2 Average score for those with information; missing responses were not included in the totals.
Table 7.
Responses to the Question “Are you able to rest comfortably through the night (quiet environment, temperature, adequate bedding)?” by Shelter (n=113 respondents)1
	Score2
	All Shelters

(n=113)
	Salvation Army

(n=40)
	Bread of Life

(n=27)
	La Posada

(n=35)3
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	6%
	15%
	4%
	0%
	0%
	0%

	2
	4%
	0%
	7%
	6%
	0%
	0%

	3
	15%
	15%
	30%
	9%
	0%
	0%

	4
	28%
	25%
	37%
	29%
	50%
	0%

	5
	47%
	45%
	22%
	57%
	50%
	100%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
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Average Night Security Satisfaction Score1,2

N

orth County Winter Shelters 2010-11

1 Survey Question: “Do the night security staff provides a secure, safe, restful environment?”
2 Average score for those with information; missing responses were not included in the totals.
Table 8.
Responses to the Question “Do the night security staff provide a secure, safe, restful environment?” by Shelter (n=109 respondents)1
	Score2
	All Shelters

(n=109)
	Salvation Army

(n=40)3
	Bread of Life

(n=27)3
	La Posada

(n=33)
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=5)

	1
	8%
	13%
	7%
	6%
	0%
	0%

	2
	6%
	10%
	7%
	0%
	0%
	0%

	3
	8%
	8%
	11%
	9%
	0%
	0%

	4
	22%
	23%
	30%
	21%
	0%
	0%

	5
	56%
	48%
	44%
	64%
	100%
	100%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Twenty-six clients added comments to the questions about nights at the shelter.  Almost half of respondents indicated a positive experience in the shelter, with comments such as, “very safe”, “the night security staff does an excellent job” and “constant supervision and pleasant sleep.” 
However, some comments indicated a negative experience with the noise of movies and/or snoring, lack of heat in the evening and discomfort from the cots.  Comments were also made regarding night security staff sleeping.  A complete list of comments associated with shelters may be found in Appendix A section 4.  
5. Meals
The average meal-preparation score was 4.5 (Graph 8).  The majority (87%) of respondents scored meals as 4 or 5, or good/excellent (Table 9).  
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Average MealSatisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Are meals well-prepared and properly served? (Special diet requirements met, adequate amount, 
  healthful, enjoyable)?”
2 Average score for those with information; missing responses were not included in the totals.
Table 9.  
Responses to the Question “Are meals well-prepared and properly served? (special diet requirements met, adequate amount, healthful, enjoyable)?” by Shelter (n=114 respondents)1
	Score2
	All Shelters

(n=114)3
	Salvation Army

(n=41)
	Bread of Life

(n=27)3
	La Posada

(n=35)
	Interfaith Coastal
(n=4)
	Interfaith Inland
(n=7)

	1
	0%
	0%
	0%
	0%
	0%
	0%

	2
	3%
	5%
	4%
	0%
	0%
	0%

	3
	11%
	5%
	11%
	20%
	0%
	0%

	4
	19%
	17%
	30%
	20%
	0%
	0%

	5
	68%
	73%
	56%
	60%
	100%
	100%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Thirty clients added comments to the question about meals at the shelter.  The majority of respondents commented that the food was very good.  Specific comments include, “wonderful food! Nutritious with variety”, “Food is excellent” and “very well maintained and executed.” 
A few negative comments were made, suggesting greater variety in meals served and that children and women should be served first.  A complete list of comments by shelter may be found in Appendix A section 5. 
6. Support Services
In the response to the question concerning whether support service is available, the average satisfaction score was 4.1 (Graph 9).  Fifty percent (50%) of the clients from all shelters rated the supportive-service availability as 5, or excellent (Table 10). 
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Average Support ServicesSatisfaction Score1,2

North County Winter Shelters 2010-11

1 Survey Question: “Are support services available (medical assessments, employment guidance, recovery groups, 
  educational activities, recreation, etc.)?”
2 Average score for those with information; missing responses were not included in the totals.
Table 10.
Responses to the Question “Are support services available (medical assessments, employment guidance, recovery groups, educational activities, recreation, etc.)?” by Shelter (n=113 respondents)1
	Score2
	All Shelters

(n=113)
	Salvation Army

(n=41)
	Bread of Life

(n=26)3
	La Posada

(n=35)3
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)3

	1
	3%
	5%
	4%
	0%
	0%
	0%

	2
	5%
	7%
	8%
	3%
	0%
	0%

	3
	20%
	17%
	31%
	14%
	0%
	29%

	4
	22%
	15%
	19%
	31%
	25%
	29%

	5
	50%
	56%
	39%
	51%
	75%
	43%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Seventeen clients made comments regarding support services at the various shelters. The majority of comments were positive and indicated that support services were very informative and available.  However, some clients suggested that a job search computer donation may be helpful, as well as a haircut service for job hunting.  A complete list of comments and associated shelters may be found in Appendix A section 6.

7. General Treatment
In response to the question concerning general treatment by staff and volunteers, the average satisfaction score was 4.4 (Graph 10).  Sixty-four percent (64%) of the respondents from all shelters rated general treatment as 5, or excellent (Table 11).
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1 Survey Question: “How would you rate your general treatment by staff and volunteers (respect, fairness, personal 
  attention, encouragement)?”
2 Average score for those with information; missing responses were not included in the totals.
Table 11.
Responses to the Question “How would you rate your general treatment by staff and volunteers (respect, fairness, personal attention, encouragement)?” by Shelter (n=113 respondents)1
	Score2
	All Shelters

(n=113)3
	Salvation Army

(n=41)
	Bread of Life

(n=27)
	La Posada

(n=34)3
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	1%
	0%
	4%
	0%
	0%
	0%

	2
	2%
	0%
	0%
	6%
	0%
	0%

	3
	15%
	17%
	30%
	6%
	0%
	0%

	4
	19%
	12%
	22%
	21%
	0%
	43%

	5
	64%
	71%
	44%
	68%
	100%
	57%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Twenty clients added comments to the question regarding their general satisfaction in the shelter.  A majority of comments were positive, with comments including, “they’re all great”, “they want us to get back to work – very positive” and “fair & respectful.”  Clients reporting a negative experience indicated that some staff “need an attitude adjustment” and “shift is grumpy in the morn”.  A complete list of comments and associated shelters may be found in Appendix A section 7.

8. Help to Improve Life
In response to the last question about how much the client is being helped to improve his/her life situation, the average score was 4.3 (Graph 11).  Eighty-one percent (81%) rated the help to improve their life situation as 4 or 5 (good/excellent, Table 12). 
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North County Winter Shelters 2010-11

1 Survey Question: “How much are you being helped to improve your life situation?”
2 Average score for those with information; missing responses were not included in the totals.
Table 12.
Responses to the Question “How much are you being helped to improve your life situation?” (n=114 respondents)1
	Score2
	All Shelters

(n=114)3
	Salvation Army

(n=41)3
	Bread of Life

(n=27)
	La Posada

(n=35)
	Interfaith Coastal

(n=4)
	Interfaith Inland

(n=7)

	1
	6%
	7%
	11%
	3%
	0%
	0%

	2
	4%
	2%
	11%
	0%
	0%
	0%

	3
	10%
	12%
	15%
	6%
	0%
	0%

	4
	15%
	7%
	22%
	11%
	25%
	43%

	5
	66%
	71%
	41%
	80%
	75%
	57%


1 Percent of the total number with information; missing responses were not included in the total.

2 Based on a scale of 1=Unsatisfactory to 5=Excellent.

3 Percentages total to other than 100% due to rounding.
Thirty-four clients added comments to the question regarding their perception of the shelter helping improve their life situation.  Almost all comments were positive indicating that staff were very helpful and supportive, with comments including, “they do all they can do to help”, “the staff spent many of hours with me on my situation with encouragement, advice and contacts” and “just being able to have a safe environment to get proper rest is a blessing for me.”  
A few comments were negative as displayed in the following comments: “not yet”, “my situation is too difficult for improvement” and “I guess it’s hard to help me.”  A complete list of these comments by shelter can be found in Appendix A section 8.
Summary

The Alliance for Regional Solutions (ARS) hired the Institute for Public Health (IPH) at San Diego State University to analyze qualitative surveys gathered from clients exiting their 2010-11 North County Winter Shelter program.  A total of 117 surveys (22% of the clients served) were gathered and analyzed for this purpose.  Overall, the clients surveyed appeared very satisfied with their shelter experience.  Average satisfaction ratings in all areas examined (shelter safety & comfort, problem management, shelter facility, case management, sleep comfort & night security, meals, support services, general treatment, and help with life improvement) ranged from 4.1 to 4.5 (on a 5 point scale with 5 being excellent), indicating that most respondents thought the shelters and their services were good/excellent.  Shelter facilities, sleep comfort & night security, and support services received the lowest average score (4.1), while overall shelter safety & comfort, case management services, and satisfaction with meals were rated highest with average scores of 4.5.  

Recommendations for the next survey include 1) if additional information if desired, change the questions and add new questions (such as what else do you need to find a place to live, or list the ways we helped you to find housing) 2) attempt to obtain surveys from all six shelters, perhaps by collecting completed surveys each month rather than after the shelter season has been closed and 3) obtain a 20% random sample of clients exiting each shelter rather than a convenience sample if possible.  The third recommendation will allow us to make conclusions about all clients (i.e. including persons who were not surveyed).  It would also be helpful to record the number of refusals to complete the survey, in order to help diagnose if the survey responses are representative of all clients. 
Appendix A

1. Client Comments on Shelter Management

Salvation Army
· Hard to do with so many leaders and not enough followers
· I would consider the staff to be fair and reasonable people that for the most part exercise good judgment

· Management does not know the word “fair”

· More exits would be safer

· Problems with early arrivals and people parking on the street before opening

· Simple rules, few words, no misunderstandings

· Some politics

· Sometimes there are too many for staff

· Staff has their own favorites

· Thank you, even if I wait for ½+ 

· Very wonderful people

· Yes (2)

Bread of Life

· Can be pushy/aggressive to people at times

· Great

· Help is right away

· Management sleeps all night – both ministries

· More wall plugs that work

· Santify

· Staff is wonderful

· Yes they are very good
La Posada de Guadalupe

· Everyone here gets the benefit of the doubt

· Have no problems

· Muy bien (very good)

· They work very hard; Some occupants difficult

· Yes to (1) and (2)
Interfaith – Coastal

· Hassan is very effective case management
2. Client Comments on Shelter Facility

Salvation Army

· 35-40 beds fail us at times
· Even though we maintained within the small space, we could’ve use more

· Just one men’s room

· More than adequate

· Need more bathrooms

· Need showers

· Thankful for what they offer

· The kitchen is too small to accommodate

· They do their best with what they have, which I might add, is not nearly enough
Bread of Life

· Clean

· Could use an additional bathroom

· Handy

· It seems it could use more space

· No shower and minimal hot water at sink

· No showers

· Place could use an upgrade/facelift

· Please hook up for a microwave

· Very clean
La Posada de Guadalupe

· Broken urinal, broken toilet, broken showers, exposed ceiling

· Ecselente (excellent)

· More than sufficient

· Restrooms needs some repairs

· The restrooms need remodeling

· They’re always there for you

· We need new restrooms and more funding for tissue
Interfaith – Coastal

· Yes, very well
3. Client Comments on Case Management

Salvation Army

· Appreciate the help they provided
· Both young men were great last night

· I feel that the case managers go above and beyond what might be expected of them

· I felt I was understood (a rare occurrence)

· My VA representative is

· She & other C.M. helped me through every form, app, etc.

· They need help or school

· Very much

· Yes absolutely

· Yes helpful

Bread of Life

· Case managers are always too busy

· Does outstanding job

· Good case manager

· Haven’t really spoken to case management

· I need to talk to a care worker

· Respect

· Stephanie has been great!

· They may have been busy but I had to go to them before I ever was saw

· They really get involved in assisting

· Very helpful!

La Posada de Guadalupe

· Great open door policy and always has good advice

· La Posada workers are responsive and understanding

· Ricky offers advice and resources and always works with me

· They really listen and care

· Yes

Interfaith – Coastal

· Once a week
4. Client Comments on Nights

Salvation Army

· Air cond. need filter change to avoid flu
· And friendly

· Cots are extremely uncomfortable. Night security falls asleep

· I truly feel that the security staff are adequately trained and are seriously lacking the experience required to handle situation that may occur

· If they are not sleeping

· Security does OK

· Sometimes it’s noisy

· The night security staff does an excellent job

· They sleep all night

· Very much and reassured me many times

· When they are not sleeping

Bread of Life

· Comfortable

· Movies full blast

· No – both ministries sleep all night

· No heat at night

· Too stuffy/tight squeeze

· Very safe
La Posada de Guadalupe

· Constant supervision and pleasant sleep

· Good. No place to put severe snoring people – can affect quality of next day

· I just wish we could do something about the snoring

· If snores “way” too loud – ha!

· Need more security patrols at night, better temp control

· Only snoring

· They keep things under control

· Todo es muy bien adecuado (everything is very well suited)
Interfaith – Coastal

· Very well
5. Client Comments on Meals
Salvation Army

· Don’t fuss over seconds, once or twice ran short
· Excellent. Better than great

· Excellent

· Excellent food

· Food is excellent (2)

· Good food

· I’m very grateful

· I’ve gained weight, the food is always blessed

· Oh! That’s the best part. The servers are very respectful and meals are filling

· The meals are excellent

· Unable to digest red meat. Most meals include red meat.

· Wonderful food! Nutritious with variety. Great volunteers!
Bread of Life

· Good (hot meals)

· I love food

· It’s getting better. Healthier is better

· Kids and women should be served first

· Sometimes uncooked and cold

· Very good
La Posada de Guadalupe

· Great meals

· Not enough fruits and vegetables

· Notrivita y muy Buena (very good)

· Often delicious. Good variety

· Same breakfasts lack proteins and portions are small

· The food is great. Only wish we had more funding for it

· They all do great job at that

· Very good 

· Very well maintained and executed
Interfaith – Coastal

· Very good
· Very well prepared. Eating habits were taken into consideration. 
6. Client Comments on Support Services

Salvation Army

· Almost all I need
· I could use a haircut for job hunting

· No medical assessment, too many people in the shelter

· Recover and recreation

· S. Army casework

· They point you in the right direction

· To all who might take advantage of them

· Very informative
Bread of Life

· Helpful

· Not yet

· Some of the things I have never heard of, I’m a little unpleased it’s only movies

· Wasn’t there long enough to assess (<month)
La Posada de Guadalupe

· A job search computer donation will help. Everything else is fine. 
· A lot of resources are available
· Available
· Employed
· Excellent
7. Client Comments on General Treatment

Salvation Army
· All above
· All except one

· Although this should not be “fun”, Dario has an attitude, borderline disrespectful

· Fair and respectful

· Freakin’ Dario, I can’t tell when I snore

· Like in #2. Same. (#2: ‘And friendly’)
· Like minds

· Love ‘em!

· Never had a problem with staff

· Speaking for myself, I could not ask for more
Bread of Life

· Nice people

· Some need an attitude adjustment

· They’re all great
La Posada de Guadalupe

· A lot of support

· Available to talk to, listen and care

· Fairness

· Muy buenya y profesional (very good and professional)
· On top of things

· Only Marcos in the AM. Shift is very grumpy in the morn

· They want us to get back to work. Very positive
8. Life Improvement
Salvation Army

· A big help looking for work
· A lot of talk but no action

· Common sense logic

· I am being guided very well

· I came here homeless and jobless and thanks to the people here, I can get into a program have found a job. It would not have been possible without their help. Thank you

· I guess it’s hard to help me

· I needed a place to center, a place for beginning. Thank you

· I’ve been given bus passes

· Just being able to have a safe environment to get proper rest is a blessing for me

· My situation is too difficult for improvement

· New resolve

· One only receive what one puts out!!

· Thank you for the couple of days of help

· Thank you Mr. Takahara and staff

· They are giving me ample time to find a job and get myself together

· They are very good in what they do

· Very good, gracias (thank you)

Bread of Life

· A lot and thank you

· I don’t see it

· Not yet

· They do all they can do to help

· They do the best they can

· Very helpful

La Posada de Guadalupe

· A lot

· A very great deal of help

· If they don’t know, they find out, not a lot of resources in North county

· Juan has been very helpful

· Positive encouragement by staff is appreciated

· The staff spent many of hours with me on my situation with encouragement, advice and contacts

· Very much day to day

Interfaith – Inland

· Dios se lo pague (God bless)

Interfaith – Coastal

· 100%
· I have left the program and returned to the Co.

· The Interfaith shelter system is incredibly valuable to helping improve my life situation
Appendix B: Resident Exit Survey
_____La Posada de Guadalupe   _____Bread of Life Rescue Mission   _____Operation Hope   _____The Salvation Army

_____ISN Coastal – Community Resource Center
_____ISN Inland – Interfaith Community Services

In Shelter for ___less than a week     ___-3 weeks     ___1-2+ months
Dear shelter resident,

Date: __________________

Please help us improve our programs by giving us some honest feedback and answering a few questions.

Thanks for your help!

************************************************************************************************

Using a score of 1 to 5 (1 is unsatisfactory – 5 excellent), please give us your rating of the following areas of our program.  Please also offer any comments.
Shelter Management: 
1) Does the management provide a safe, well-maintained, comfortable shelter?                Score:________

2) Does management deal with problems promptly, effectively and fairly?                        Score: ________

Comments:



Shelter Facility:  
3) Is the shelter facility adequate (sufficient space, adequate restroom facilities)?  
Score:________

Comments:



Case Management:  
4) Do you have adequate contact with a case manager (weekly or more?
Score: ________
5) Is your case manager understanding, responsive to your needs and helpful?                     Score: ________
Comments:



Nights:  
6) Are you able to rest comfortably through the night? (Quiet environment, temperature, adequate bedding)?                   

Score: ________

7) Do the night security staff provide a secure, safe, restful environment?                          Score: ________

Comments:



Meals:
7) Are meals well –prepared and properly served? (Special diet requirement met, adequate amount, healthful enjoyable)?
                                                                                               Score:________

Comments:



Support Services: 
8) Are support services available (medical assessments, employment guidance, recover groups, educational activities, recreation, etc.)? 

Score: ________

Comments:



General:
9) How would you rate your general treatment by staff and volunteers (respect, fairness, personal attention, encouragement)?

Score: ________

Comments:



10) How much are you being helped to improve your life situation?                                      Score: ________

Comments:



