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THE OFFICE OF SUPPORTIVE HOUSING 

SAVINGS AND FEES POLICY AND PROCEDURES 
 

OSH requires all Emergency Housing Providers to establish internal mechanisms necessary to 

collect and maintain fees and savings from every client (with income from any source) currently 

staying in their emergency housing facility. This includes, but is not limited to, hiring and training 

of additional staff as needed; acquiring and installing computers and software; setting up bank 

accounts; establishing secure filing systems; setting up staff email accounts for reporting, and 

developing appropriate administrative internal controls to insure procedural efficiency and 

integrity.   

 

Clients who are employed and earn income sufficient to live independently as defined by the 

Federal guidelines from HUD will receive emergency housing assistance for no more that 30 days 

in any 12 month period. 

 

Clients who reside in low demand facilities or remain in short term status in excess of 60 days 

during any 12-month period will be required to comply with the emergency housing fees and 

savings policy.  

 

 

I. Savings Policy Requirements 
 

A. Client Savings Policy 
All clients are required to save 60% of their income to be used to secure transitional and/or 

permanent housing.  This amount is payable upon first receipt of income.  A client’s total 

contribution to savings and fees can never exceed 75% of client’s total income.  Clients are 

required to keep all personal transaction documents in a secure location.  Payments from clients 

into savings accounts must be done by money order.   

 

Exceptions to the savings percentage should only be granted through consultation with the 

client’s assigned case manager and review of documented expenses. Withdrawal from savings 

may only occur for permanent/transitional housing expenses or upon discharge from emergency 

housing. Withdrawals prior to discharge are permitted only with approval from the assigned case 

manager. Unauthorized withdrawals by the client will result in loss of emergency housing 

eligibility for 120 days. 

 

B. Master Savings Account  
Providers shall establish and maintain a master savings account at a local banking institution with 

sub-accounts setup for each client. These sub-accounts should be available for use within 30 days 

of a client’s placement at a Provider’s facility or as soon as an income source is established and 

verified. 
 
Clients who do not have income at intake are expected to seek and obtain any benefits for which 

they are eligible.  In the event that accrued interest exceeds any fees applied to the master account 

during any given period, such interest should be allocated to client accounts which reflect the 

required deposit activity, or have maintained some determined minimum balance for three or 

more months.  

 
Providers shall establish a system to effect deposits and withdrawals to client accounts in a timely 

manner. Additionally, providers must hear and resolve all grievances resulting from challenges to 

balances or specific areas of the process.  (See Grievance Procedures p. 4) 
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Providers shall remove any employee from the savings and fees process that violates the client 

trust by misrepresenting facts, falsifying records, extorting funds, stealing or knowingly not 

adhering to the established process.  

 

Providers shall establish a system of regular correspondence with assigned case managers for 

savings balances, changes in income, issues of non-compliance and withdrawals other than those 

specified in this policy. 

 

C. Client Savings and Discharges or Transfers 
Upon discharge from your program, the client’s savings balances should be reconciled and 

presented to the client on the day of discharge. If for some reason, you cannot make the check 

available on the day of discharge, the client must be presented a written statement with authorized 

signature containing the date and time the check will be available for pick up. In no 

circumstances must a client be made to wait more than 72 hours post discharge to receive their 

savings balance. In the event that the client files a grievance challenging the savings balance, the 

resolution must occur within 72 hours of the client’s discharge.  

 

In the event that a client is moving to another emergency housing, transitional, or other 

subsidized housing program that requires a transfer of a specified amount of the client’s savings, 

you must obtain such a Request for Payment from the new housing provider or the client’s case 

manager.  This documentation must include the actual amounts to be transferred to the housing 

provider along with the legal name of the organization and an identified contact person. The 

client and the client’s case manager must authorize the savings transfer request. 

 

D. Unclaimed Savings 

If a client is discharged from your facility for any reason and does not return to claim their 

savings balance, you must hold their account open for one year post the day of discharge. After 

one year, you must turn such balances over to The Bureau of Unclaimed Property, 

Pennsylvania Treasury, North Building, 2
nd

 Floor, Harrisburg, PA  17120.  It is 

recommended that you report such accounts to OSH at least 90 days before the account is 

transferred to the State so that we may search for the individual in our system. 

 

E. Deceased Clients. 

In the event of a client’s death, funds can be released only if the person claiming the funds has a 

Letter of Administration from the City of Philadelphia, Register of Wills. This must be done in 

the absence of a Will.  Funds remaining unclaimed in such accounts will be turned over to The 

Bureau of Unclaimed Property, Pennsylvania Treasury, North Building, 2 Floor, Harrisburg, PA  

17120 12 months after date of death, or discharge from shelter (which ever occurs first). 
 

II. Fees Policy Requirements 

 
A. Client Fees Policy 

All clients are to pay 15% of their income towards the cost of emergency housing. This amount 

may be increased to a maximum of 30% when a client stays in emergency housing for more than 

six months within a twelve-month period.  A client’s total contribution to savings and fees can 

never exceed 75% of client’s total income.  Clients are required to keep all personal transaction 

documents in a secure location.   Emergency housing fees can be paid by money order only.  
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B. Approved Certification  
Fees collected may not be spent by - the Provider without a copy of the certification form signed 

by  OSH Fiscal Office - Providers will be notified in writing of the status of their 

monthly - Certification submissions within thirty (30) calendar days of there 

submission-   

 

C. Application of Fees 
All fees collected by providers as part of the savings and fees process must be applied to OSH 

approved expenditures and reported on each monthly expenditure report submitted to the OSH 

Fiscal Unit.  If you wish to apply collected fees to items not already listed in your contract 

budget, you must submit a written request to OSH before such expenditures are made. Requests 

should be emailed to OSHINVOICES@phila.gov or faxed to Cheryl L. Ford, OSH Budget - 

Officer at 215-686-7187 and copied to Linda.Ricci@phila.gov.   

 

After certification, fees may be used to offset line items outlined on the approved contract budget.  

Fees will also be netted out of the next month’s invoice payment. - 

 

III. Roles and Responsibilities 

 

A. Client 
 

1. Income Reporting/Verification 
Each emergency housing client is responsible for reporting and verifying all earnings/entitlements 

received to the staff person assigned to collect savings and fees. The client is responsible for 

reporting and verifying all changes in income/entitlements to the staff person assigned to collect 

savings and fees within five (5) days of the change in income.  

 

2. Orientation 
The Savings and Fees orientation is to clarify for staff and clients the requirements of the process 

and promote uniform understanding of all issues of compliance. Clients must receive, and attend 

an orientation from the Savings & Fees Representative about their responsibility to participate in 

the Savings & Fees process within two weeks of admission to an OSH emergency housing 

facility.   

 

The client must review the Savings and Fees Agreement Form with the Savings and Fees 

Representative, participate in a training on how to complete a money order, the formal procedures 

for savings and fees related grievances, and then sign the Savings and Fees Agreement indicating 

that s/he understands the Savings and Fees processes and is willing to comply with the terms of 

the agreement.  Both the client and the savings and fees agent providing the orientation must sign 

the Savings and Fees Agreement form, which a copy should be kept in the client’s official record. 

 

3. Arrearages 
Clients who are non-compliant with the emergency housing savings policy and accrue arrearages 

in emergency housing fees must be teamed with their case manager to determine how the 

arrearage will be satisfied. Arrearage payments for fees can only be assessed on future amounts 

collected and cannot be withdrawn from a client’s current savings balance. 

 

4. Grievances 
Clients who wish to make a complaint regarding their savings or fees shall initiate formal 

grievance procedures consistent with emergency housing grievance policy. 

 

mailto:OSHINVOICES@phila.gov
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B. The Provider 
 

1. Orientation 

The Provider is expected to provide an orientation which clarifies for staff and clients the 

requirements of the process and promote uniform understanding of all issues of compliance. 

Clients must receive an orientation from the Savings & Fees Representative about their 

responsibility to participate in the Savings & Fees process within two weeks of admission to an 

OSH emergency housing facility.  The orientation should be scheduled during the first week of 

facility residency for the client, and must provide clearly defined procedures that clients and staff 

are to follow through the collection, deposit, disbursement, reconciliation, and grievance 

processes.  

 

A designated Savings and Fees Representative must meet with each long-term client individually 

to explain these processes and acquire a signed Savings and Fees Agreement form that indicates 

the client understands what is required and is willing to comply with the terms of the agreement 

based on the OSH Savings and Fees Policy. Clients must also be provided instruction for 

completing a money order, informed of collection and disbursements schedules and informed of 

the exact amount due for savings and fees based on self-disclosed and/or verified income.   Both 

the client and the savings and fees agent providing the orientation must sign the Savings and Fees 

Agreement form, which a copy should be kept in the client’s official record. 

 

For staff, the employee manual should be updated to include savings and fees policy and 

procedures, and specific consequences for any violation of client trust. Providers must notify 

OSH in writing of staff changes within five (5) business days 

 

2. Collections 
The provider should designate specific dates and times savings will be collected. The Savings and 

Fees representative must meet with the client each pay period to verify income, and determine the 

amounts to be collected and applied to savings and fees. Reviewing pay stubs, acquiring SSI, 

SSA, Unemployment, and/or Public Assistance award or verification letters where appropriate, 

should be done at the initial meeting and subsequently as needed.  

 
3. Income Disclosure 

Each emergency housing program must utilize an income disclosure form that clearly defines the 

mandatory Savings (60%) and the mandatory Fees (15%) percentages to be paid by the client 

upon receipt of net income.  The agreement form must show the exact amounts the client is to pay 

for savings and fees, and clearly state that the shelter may require 30% of the client’s income be 

paid for fees if the client’s length of stay in shelter is for more than six months in any 12-month 

period.  The savings and fees deposit must not exceed 75% of a client’s net income, which means 

that the client must in all cases retain at least 25% of their income. Income disclosure is required 

for each pay period unless the client’s income is of a fixed periodic amount.  

 

Upon receipt of client monies, the Savings and Fees Representative must issue a date stamped 

Receipt Form to the client (generally a cash or money order receipt form) that must be signed by 

both parties.  The client should receive the original receipt and the provider must keep a copy for 

their records and reporting purposes.  All monies are to be held in a safe in a locked office until 

deposited into a financial institution within three (3) business days. 

 

4. Deposits  
Emergency Housing providers must deposit client money orders into savings accounts within 72 

hours of collection.  The provider must maintain hard copies of each monthly Statement of 

Deposits from the financial institution, and make them available to OSH for scheduled audits. 
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Clients must be provided an individual Monthly Client Account Statement that contains year-

to-date balances of all savings and fees collected. The client and the Emergency Housing Savings 

Representative must sign this document. A copy must also be forwarded to the client’s assigned 

Case Manager, who will file it in the client’s official record.  This will ensure that the client is 

aware of savings and fees balances and/or arrearages and should simplify the reconciliation 

process.  The original statement goes to the client and the provider should maintain a copy for the 

record. 

 

5. Disbursements/Withdrawals 
Each emergency housing program must establish a set schedule of days and times when client 

savings checks or withdrawals will be disbursed. It is required that there be a minimum of two 

days per week that disbursements are made. 
 
Withdrawals from savings accounts are allowable only upon discharge and/or for housing related 

issues. For other emergency circumstances, the client must get the combined approval of the 

assigned case manager and the Savings and Fees Representative.  

 

The shelter provider must utilize the  Request for Payment Form (RFP) (Client’s Withdrawal), 

which identifies the allowable reasons for withdrawals, indicates the amount of the requested 

withdrawal, and provides signature spaces for the client, the case manager, and the Savings and 

Fees Representative.    

 

For internal control purposes, there must be at least two signatures on the RFP. Any employee 

who signs the RFP cannot be a signatory on the provider checks.   
 

6. Unclaimed Savings 
In circumstances where a client has left emergency housing without withdrawing their savings, 

the emergency housing provider is required to hold the savings in the custodial account for one 

year.  The provider must make a good faith effort to contact the client using OSH data systems or 

other mechanisms to determine if the client is in another shelter, or has some known address in 

the community.  If the emergency housing program is still unable to contact the client after one 

year, all unclaimed savings belonging to the client must be sent to The Bureau of Unclaimed 

Property: Pennsylvania Treasury; the North Building, 2nd Floor; Harrisburg, PA  17120.  

Savings are held by the PA Treasury Department for seven years.  To obtain unclaimed savings 

submitted to the Treasury, a client must contact the Pennsylvania Treasury Department.   

 

7. Reconciliation 
The emergency housing provider must reconcile all deposits to savings, withdrawals and fees 

collected on a monthly basis. The Savings and Fees Spreadsheet Log, client receipts and other 

forms associated with this process should be tested for accuracy during this time.  Should a 

discrepancy arise regarding the year-to-date balances, the Savings and Fees Representative must 

report all findings to the client and the client’s case manager, as well as take the necessary steps 

to resolve the discrepancy, or report them to an authority within the organization that can make 

the appropriate correction.  

 

Additionally, the Savings and Fees Representative must meet with each client at least monthly to 

discuss the status of the client’s year-to-date savings balance and arrearages if any.  At this time 

the client will be given a Monthly Client Account Statement, which should also be forwarded to 

the clients assigned Case Manager for the case record.  
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8. Grievance  
The emergency housing provider must establish a Client Grievance Procedure that will assist the 

emergency housing program and client to effectively identify and resolve issues involving any 

step in the fees and savings process. Providers must hear and resolve all grievances resulting from 

challenges to balances or specific areas of the process.   A Grievance Form should be created and 

made available that spells out the methods for filing a complaint, and captures the relevant issues 

and potential resolutions on each step of the grievance process.  The Grievance Procedure/Policy 

should be included in the orientation process, and signed off on by the client in the Savings and 

Fees Agreement. 

 

Grievances must be heard within 48 hrs (2 business days) of filing. Clients discharged from 

emergency housing must have their grievance reviewed by an Emergency Housing Provider 

Administration representative within 72 hours (3 business days).  OSH retains the right to 

investigate with the intent to resolve all disputes unsettled by provider after five (5) business 

days.  

 

9. Client Appeals 
OSH serves as arbitrator in all unresolved grievances between the Provider and the client on 

amounts applied to and reimbursed from savings.  OSH shall review all pertinent documentation 

submitted by the Provider including client receipts, savings logs and monthly savings statements.  

OSH assumes honesty on behalf of the client until credible evidence is presented by the Provider 

to disprove this claim. 

 

10.  Arrearages   
The Savings and Fees Representative must bring any fees that are not current to the attention of 

the client, and the client’s case manager. The case manager should discuss with the client any 

issues that may prohibit the paying of the agreed savings and fees amounts. The Case Manager 

and the client must present to the Savings and Fees Representative a plan to bring fee payments 

current. Arrearage payments may be deducted only from the current savings deposit. The savings 

and fees deposit must not exceed 75% of a client’s net income.  The client must retain 25% of 

their income.   

 
It is imperative that arrearages are not permitted to extend throughout a client’s stay in emergency 

housing because it will hinder client growth toward self-sufficiency. Please Note*** Savings 

and Fees deposits are expected only from clients who receive an income.   

 

11. Transferred Savings Balances   
When a client transfers from one emergency housing facility to another, the provider holding the 

client’s savings must arrange for transfer of the client’s savings balance to the new emergency 

housing provider.  The process can occur in one of three ways: 

 The client can make a request for payment to be made to the new emergency housing facility.  

The current provider must contact the new provider to acquire the appropriate information to 

complete the transfer.  

 The new provider can make the request for the client, but must submit a request for payment 

signed by the client.  

 In instances where the client or the new provider fail to make the request, the provider 

holding the savings must make a good faith effort to locate the client and collaborate with the 

new emergency housing provider to transfer the savings balance.  
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IV. Office of Supportive Housing Oversight 
 

A. Audits 
OSH will audit each savings and fees program at least once per year or as needed to insure there 

are no violations of client trust and that all corrective measures are implemented as suggested. 

The audited provider will receive a detailed Audit Report of all findings and recommendations for 

corrective action within a reasonable timeframe after the completion of the audit. The OSH 

Budget Officer will provide technical assistance to the emergency housing provider in addressing 

the issues that require immediate attention. The Provider must keep documents available on file 

for five (5) years, even if an Audit has been conducted by OSH.  Each provider will be notified in 

writing of the audit date and must make available all pertinent records including: 

 Signed Client Savings and Fees Agreements 

 Bank Statements for savings and fees  accounts 

 Completed and signed income disclosure agreements 

 Savings and Fees Logs 

 Money Order receipts 

 Procedural compliance with OSH Savings and Fees Policy 

 Evidence of correspondence and collaboration with Case Management 

 Appropriate application of fees 

 

B. Compliance & Performance Reviews 

OSH staff will provide orientation and training as well as on-going technical assistance as 

required. OSH Representative - will conduct periodic reviews of the Internal Controls established 

by the Provider to ensure sufficient checks and balances; detect, minimize, and prevent errors in 

process, as well as prevent unauthorized account activity.  Quarterly analysis of performance 

trends in collections, transactions and client participation will be provided to each Provider. 

These quarterly reports are to assist the Provider in: 

 Monitoring Savings & Fees Program compliance  

 Assessing activities that cause these trends 

 Correcting procedures to maximize compliance 

 

C. Corrective Action Plan (CAP) Review 
A corrective action plan addressing all Audit findings is due fourteen (14) days after receipt by 

provider of the audit review from OSH. OSH will review each CAP and respond to it within 

fourteen (14) days.  If additional corrections are required, your agency will be notified and 

expected to respond within 7- 14 days.  Complete implementation of all corrective actions is 

expected to occur within 30 days. 

 

D. Standardized Procedures 

OSH has established minimum standardized procedures each savings and fees program 

must incorporate. Questions regarding savings and fees policies and procedures can be 

addressed to the OSH Budget Officer- at 215-686-7199.  
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V. Definitions 
 

1. Savings and Fees Policy:  The policy of the Office of Supportive Housing that upon 

entering emergency housing a client is required to pay 15% of income toward the cost of 

emergency housing (fee) and 60% of their income to support their move to transitional or 

permanent housing (savings).   

 

2. Savings and Fees Provider/Client Agreement:  Individual agreement tailored according to 

a client’s or couples net income. 

 

3. Collection schedules:  Denotes the times that savings and fees deposits/disbursements 

will be accepted from or given to clients (listed on the Provider/Client Agreement and 

also posted on Client Information Bulletin Board.)    

 

4. Verified Income Disclosure statements:  Shows the exact calculations for Savings & Fees 

payments due based on the clients pay stubs, entitlement income, employment 

verification, etc. 

 

5. Money Orders and Money Order receipts:  Copies of MO’s with corresponding receipts 

in chronological order.  

 

6. Monthly Reconciliation:  Signed by client – a statement of the client’s monthly Savings 

and Fees transactions; with a copy to the case manager for compliance verification. 

 

7. Arrearage agreement:  Document initiated after 1st missed payment detailing the amounts 

and dates client is to pay on arrears in order to come into compliance with the S&F 

Agreement requirements; completed with the case manager. 

 

8. Request for Payments:  Withdrawal request from savings initiated by the client and 

signed as approved by the case manager and Savings and  Fees Representative. 

 

9. Grievance Policy:  Included in the Savings and  Fees Policy or presented in a separate 

document. It details the specific grievance process from initial complaint to final 

resolution. 

 

10. Grievance form:  Used to guide the client in submitting a written complaint.  

 

11. Transferred Savings:  Whenever a client transfers to another emergency housing or 

transitional housing facility, their savings must also be transferred within five (5) 

business days. Percentages of savings are transferred to transitional housing programs in 

accordance with each programs established standards.  Clients must sign a statement 

acknowledging full receipt of their funds. A copy of the check and the signed receipt 

must be maintained in the client’s financial file. 

 

12. Unclaimed savings:  Savings funds contributed by the client which were not claimed by 

the client when s/he left emergency housing.  

 

13. Provider Bank Deposits:  Client monies must be maintained in a locked safe or other 

secure location at the shelter no more than three (3) days. 
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14. Reporting:  Failure to adhere to reporting requirements may result in a hold being placed 

on contract payments. 

 

 

 
 


