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Adherence to Approved Eligibility and Exclusionary Rules 
 

I. Duty to Adhere  to Common and Project-Specific Eligibility Rules 
 

A. As reflected in the HCCSC’s Policies Governing Eligibility and Prioritization to Receive CoC 
Assistance and Standards for Administering Assistance, all ESG-, CoC-, and ODSA-funded projects 
must comply with the common eligibility rules adopted by the HCCSC for projects of the same 
type (e.g., shelters, transitional housing, rapid re-housing, and permanent supportive housing).   
Exceptions to this rule are allowed only to the extent necessary to meet the legal requirements 
or contractual obligations to another funding source. 
 

B. Projects must also comply with their own written rules as approved by the HCCSC Board and 
avoid applying either unwritten rules or rules not approved by the HCCSC Board in admitting or 
excluding clients. 

 
II. Duty to Seek Approval for Changes to Eligibility and Exclusionary Rules 

 
A. Projects must seek approval from the HCCSC Board before making any changes to (1) their 

written eligibility standards and exclusionary rules; (2) any plans and policies relating to client 
selection; and (3) any regulations or contractual provisions that restrict the population the 
project can serve or the order in which the project prioritizes eligible clients for service.   
 

B. Within  5 business days after they have adopted any HCCSC-approved changes to the standards, 
rules, plans, policies, regulations, or contractual provisions outlined in the paragraph above, 
projects must deliver copies of those documents to the CoC Planner and the Homeless Hotline..   
 

I. Procedures for Handling Client Complaints  
 
A. Duty of Providers and Hotline to Inform Clients of Recourse to CoC Planner and Report 

Complaints.   
 
1. Providers who deny admission to a client whom they have interviewed for a vacancy, and, 

instead, make that vacancy available to a client who is ranked lower on the central 
prioritization list than the denied client must (a) notify the denied client of his right to file a 
complaint with the Continuum of Care Planner and (b) document the fact that the client 
received the required notification.  In addition, if a client has filed with a provider an appeal 
of any decision the provider has made to deny the client admission, the provider must report 
that appeal to the Continuum of Care Planner.   
 

2. In cases where they have reason to know that clients believe they have been treated unfairly 
by the Homeless Hotline, Hotline staff must also (a) notify clients of their right to file a 
complaint the Continuum of Care Planner and (b) document the fact that the notice was 
provided.  
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B. Filing of Complaint with Continuum of Care Planner.  If any client or any authorized agent of any 
client believes that the client has been denied admission to or been terminated from permanent 
housing in violation of these rules, he may contact the CoC Planner and explain the reasons for 
that belief.  The CoC Planner will make a record of that contact that includes all facts submitted 
by the complainant to substantiate the claim that a violation of these rules has occurred.  Upon 
receipt of a complaint that a violation of these rules has occurred, the Continuum of Care Planner 
will notify the provider against whom the complaint was made and collect whatever information 
and documentation the provider can adduce to prove that a violation has not occurred 
 

C. Consideration of Complaints Against Housing Providers by Quality Assurance Workgroups.  In the 
case of complaints against housing services providers, the CoC Planner will present the complaint 
and any information gathered about the complaint in the next meeting of the Quality Assurance 
Workgroup that oversees the particular type of housing against which the complaint was made. 
If no meeting of that workgroup is scheduled to take place within four weeks, the co-chairs will 
schedule a special meeting.    
 
After reviewing the complaint with that group, the CoC Planner will determine whether a 
preponderance of the evidence suggests that a violation of these rules has occurred and take the 
following steps: 
 
1. Notify the complainant in writing of the determination; and 

 
2. In cases where it appears probable that a violation of these rules has occurred: 
 

a. Make arrangements with the Homeless Hotline to place the client at the top of the 
prioritization list for the type of housing from which he was improperly excluded or 
terminated; and 
 

b. Make a record of the violation for consideration by the Recipient Evaluation and Review 
Committee.  

 
D. Consideration of Complaints Against Central Intake by the Central Intake, Assessment, and 

Service Prioritization Committee.    In the case of complaints against the Homeless Hotline, the 
CoC Planner will present the complaint and any information gathered about the complaint to the 
Central Intake, Assessment, and Prioritization Committee at its next meeting.   If no meeting of 
the committee is scheduled to take place within four weeks following the receipt of the 
complaint, the CoC Planner will work with the Chair of the committee to schedule a meeting.  
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After considering the complaint and all information gathered by the CoC Planner, the Central 
Intake, Assessment, and Prioritization Committee will determine whether a preponderance of 
the evidence suggests that a violation of these rules has occurred.  Once that determination has 
been made, the following steps will be taken: 
 
1. The CoC Planner will notify the complainant in writing of the determination; and 

 
2. In cases where it has been determined that a violation of these rules probably occurred, the 

Central Intake, Assessment, and Prioritization Committee will: 
 

a. Make arrangements with the Homeless Hotline to give the client precedence on the 
prioritization list for the shelter or type of housing from which he was excluded or make 
whatever other restitution appears just under the circumstances; and 
 

b. If appropriate, modify the Central Intake, Assessment, and Prioritization policies and 
procedures to avoid such violations in the future. 

 


