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Internal Process for Receiving Serious Occurrence (SO) Forms

When a Branch staff member receives a serious Occurrence Report from a funded agency, the resolution process is as shown below:

	1st
S

T

A

G

E


	Shelters & Funded Agencies

Within 24 hrs of a serious occurrence:

· Shelter/Agency:
·  Notifies City staff of the incident as soon as possible (within 48 hours)

·  Emails SO Form to Housing/Logement electronic mailbox which is cleared daily by Housing Services Admin Clerk (Elaine Payant)
                             or,
· Faxes SO Form to Housing Services Admin Clerk (Elaine Payant).  

· HS staff (if) receives SO Form does the following:
· Forwards email with attached form with "Serious Occurrence" in subject line, to:    Housing-Logement@ottawa.ca
                                 or,
· Gives fax directly to Housing Services Branch Clerk (Elaine Payant) 

                                       or,

· Places fax in the Housing Services Admin Clerk’s cubicle In-box which is cleared daily 
N.B.  If the serious occurrence is VERY serious (death/fire etc.) staff informs management immediately.
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	Housing Services Branch Clerk
· Receives emails or converts faxes to electronic format
· Saves forms on Shared Drive under S:\People Services\Housing\All\Serious Occurrence
· Saves original fax in agency’s corporate folder 
· Enters each occurrence into tracking sheet: SO_Tracking Form_2011-2012.xls
· Updates Housing Administrator (Janice Burelle) on the status of the incident weekly or as required 
· Sends form and link to tracking sheet to agency’s designated Program Coordinator(s) (refers to SO Designated PC list Designated PC list.xls), and Program Managers/Supervisors 
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	Designated Program Coordinator 
· Reviews the SO Form in detail
· Contacts agency for additional information if required
· E-mails mgr(s) (cc to any other relevant PC’s) the following information:

· subject line:  e.g. “Serious Occurrence, Bruce House, staff fall resulting in injury”
· brief description of occurrence including updates and/or additional information from agency
· options for next steps with  PC’s recommendation i.e. (1) no action, (2) require specific actions of agency w/timelines (3) notify other city agencies if appropriate (such as Fire Services, Public Health etc.)

· Updates agency narrative by saving email and subsequent correspondence regarding this incident in regular S-drive Narrative for this agency or, if additional follow-up is anticipated in a separate narrative. Keeping all correspondence and summaries of meetings etc. up-to-date in Narrative
· Adds link to applicable Narrative into tracking sheet directly 
· Follows up with agency as appropriate, keeping own manager informed & obtaining mgmt decisions as appropriate

· Saves the email detailing the final conclusion/outcome, satisfactory to the Housing Administrator, and makes a note showing this in the Narrative
· Marks “Closed” to the Status column of the tracking form, inserting the PC’s initials and the date


