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• Committee staff screens complaint, and if valid, complaint is written up and emailed to site director and 

site manager 

•Copy of the complaint given to client 

Note: HSH is immediately notified of all allegations involving staff or incidents of violence, fraud, and/or 

assault 

 

• Sites have 48 hours to acknowledge receipt of complaint  

• Sites investigate complaints/allegations and are required to send a formal response to  the 

Committee along with its findings 7 days after complaint is submitted to site 

 

When the Committee receives site’s response, the client is notified and is provided with 

a copy of the site’s response for their review 

If the client is satisfied with the 

site’s response, the process stops 

here. 

 

If the client is not satisfied with the site’s response, the complaint is 

investigated by Committee staff. Clients must inform staff that they 

are not satisfied with the complaint within 45 days of receiving the 

site’s response otherwise the complaint is closed.  

 

Committee staff will investigate the client’s allegations at the site and determine whether or not site is in 

compliance with the Standards of Care. 

• If Committee staff are able to verify the client’s allegations, then the site is not in compliance 

• If Committee staff are unable to verify the client’s allegations, then the site is in compliance 

Committee staff will compile their findings in an Investigation Report (which includes any recommendations for 

corrective actions) which will be sent to the client, site management and HSH 

 



Site Visit Infraction Process Flowchart 
 
 
 

 
 
 
 

 
 

 
 
 

 

 

 

The Committee notes any Standards of Care infractions during site visits and submits them to shelter 

management  

Note: HSH is immediately notified for all incidents of violence, fraud, and/or assault that take place 

during a site visit 

• Sites have 48 hours to acknowledge receipt of the infractions 

• Sites investigate infractions and are required to send a formal response to  the Committee along 

with its findings and corrective actions 7 days after they are submitted to the site 

 

If Committee staff are satisfied with the 

site’s response, the process stops here. 

 

If Committee staff are not satisfied with the 

site’s response, the infractions will be 

investigated by Committee staff  

Committee staff will conduct an investigation at the site and determine whether or not the site has 

addressed the infractions. 

• If the site has addressed the infractions, the site is now in compliance 

• If the site has not addressed the infractions, the site is not in compliance 

Committee staff will compile their findings in an Investigation Report (which includes any recommendations 

for corrective actions) which will be sent to site management and HSH 

 

When the Committee receives site’s response, Committee staff will review site’s response and check for 
completion of corrective actions 


