
Coordinated Entry 
Family Access Point Training 



Learning Objectives 

● Review the Family Coordinated Entry (CE) and shelter workflow in the ONE System 
● Review the New Problem Solving workflow 
● Learn about the new Multiple queues



Agenda 

● Profile 
● Contact/location tab
● Eligibility Assessment
● CE Program Enrollment
● Current Living Situation 

Assessment
● Problem Solving
● Housing Primary Assessment

● Referral to Community Queue
● Shelter Placement Criteria
● Unsheltered Verification
● Congregate Shelter Placement
● Individual Room Shelter Placement
● Matchmaking
● CE Exits 



Definitions
Community Queue (CQ): a list of clients who have been prioritized for shelter or housing.

► Permanent Housing/Rapid Re-Housing (RRH)
► Family Shelter 
► Family Transitional Housing 

Matchmaking: the process of determining what resources clients are eligible for and making a 
referral to the resource

Matchmaker: the staff responsible for making the referral  



Navigating ONE
All coordinated entry work for families should be done under the San Francisco Family 
Coordinated Entry Agency. 



Client Profiles 



Looking up clients in ONE

● Search for client/ head of household
○ Search by name, partial name, DOB and SSN 

● If unable to find head of household, create a new profile.



Duplicate Profiles 
• If you discover multiple profiles in ONE for a client, you should send the unique 

identifier numbers to the Bitfocus Helpdesk.
▪ Provide the unique identifiers for each profile. 
▪ Identify which is the primary profile (the one that has more activity or is more 

current). 

Bitfocus Helpdesk: onesf@bitfocus.com or (415) 429- 4211

mailto:onesf@bitfocus.com


Creating New Profiles 
• Please make sure to collect as much information as possible, avoid using “Client 

refused” or Data Not Collected” whenever possible.
• For existing profiles, confirm that all information is correct. 



Release of Information 
When creating a new client profile, ONE will prompt you to have the client sign a Release of 
Information.

• The Release of Information date, should correspond with both the date that the client 
signed the release and the date you created the client profile. 



Uploading ROIs
● To upload an ROI, select the files tab 
● Select the category for Release of Information
● Verbal consent: Make note on the ROI that verbal consent was 

obtained and that the document could not be signed due to 
COVID-19 distancing measures. 



Creating a Household 

• After creating the Head of Household’s record in ONE, you must create a record for 
each family member and link the records together. 

1 2 3



Managing Households 
● If the family composition changes, you may need to remove family members. 

1
2 3



Contact and Location 
Information 



Update Contact Information and 
Location 

Contact Information 

Location 



Eligibility Assessment 



Eligibility Assessment

● Completed for all clients trying to access Family CE.
● Completed prior to enrolling the client in CE. 
● Assesses a family’s eligibility by determining:

○ Current living situation
○ Is the family in SF or are their children attending school in SF?



Eligibility Assessment 



Pre-Enrollment Services 
There are 3 services that can be provided before or separate from the CE enrollment 
through the client level services tab.

Used to document the primary 
purpose for visiting/engaging an 
Access point.

Used to document a 
‘Shelter In Place’ 
outreach attempt .

Used to enter a 
note and document 
any unique 
circumstances.



Coordinated Entry Enrollment



CE Enrollment 

● All clients who are eligible for CE should be enrolled into a CE program.
● Enrollments are completed to show that clients are actively being engaged by the 

Homeless Response System (HRS).
● Eliminates duplication of staff efforts and burden on the client.

○ Information cascades forward to other fields/screens in ONE
● HUD requires all CE activity to happen within a program enrollment. 



CE Enrollment 



CE Enrollment 



Current Living Situation 



Current Living Situation Assessment 

• Required as part of the 2020 HUD Coordinated Entry Data Standards. 
• Used to regularly document the following:

The current living situation of people experiencing homelessness
Homeless chronicity

• Used to understand how many times a person is engaged while experiencing 
homelessness.



For CE record a Current 
Living Situation anytime any 
of the following occurs:

Project Start

Project start is the enrollment into CE.

A CE Assessment or CE Event is recorded 

The CE Assessment is either the Family Primary 
Assessment or the Shelter Placement Criteria . CE 
Events are services that are categorized as a CE 
Event.

The client’s living situation changes
If the client’s living situation has changed since 
their last engagement. 



Current Living Situation Assessment



Current Living Situation Assessment

Living Situation Verified By field 
should be used to record that 
element on behalf of a non-
participating project.



Current Living Situation Assessment



Problem Solving 



Problem Solving Screening
• Used to quickly identify households who may be a good fit for a Problem 

Solving intervention.
Help to identify those households who may have factors that contribute 
to a successful Problem Solving intervention.
- Income/income history;
- Rental history; and 
- A support network /connections

• Should be completed at each new program enrollment and new 
engagement with household who are Problem Solving status.

Please fill out  a new screening each time. Do not update an existing 
screening. 



Problem Solving Screening
A Problem Solving Screening should be completed with every client. 



Problem Solving Conversation 
Services  

• A Problem Solving Conversation service 
should be entered to document 
"housing-focused" case management 
conversation exploring alternatives to a 
housing crisis outside of the 
homelessness response system. 

• An outcome should be recorded for each 
service.

Formerly Problem Solving 
Resolution has been reworded to 
“Client Housed/Re-Housed in a Safe 
Alternative”. 



Not a Problem Solving Conversation 

The following do not constitute a Problem Solving Conversation:
• A conversation/interaction with a household that was more about general case 

management and referrals. For example:
▪ Referral to a food pantry, behavioral health or any other community resources.
▪ General administrative, case management duties.

• A conversation with a Housing Referral Status around housing navigation services.



Notes
If staff have a significant interaction with a household that was not a Problem Solving 
conversation, a service should be entered (if applicable) or the interaction should be 
recorded under the Notes Tab. 



Problem Solving Services 
• There are financial and non-financial services. 

▪ The financial service will have service items to choose from. 
• Expense amounts should be entered for financial services. 
• An outcome should be recorded for each service. 

▪ For non-financial services, if the outcome is unknown, select NO. 
▪ For financial services, the outcome should always be YES. 
▪ If entering more than one Problem Solving Service for the same date/interaction, 

please make sure that only one of the services captures the Resolution/Outcome of 
“Yes”



Problem Solving Services 



Referral to Other Problem Solving 
Resources Service

● HSH policy requires Problem Solving staff to refer to other financial resources first (if 
applicable and available). 

● “Referral to Other Problem Solving Resources” should be selected when referring to: 
o Homeward Bound
o Eviction Prevention/Homelessness Prevention
o Move-in Assistance 

● General referrals to community services should not be entered in this category. 
● The result  “Client Housed/Re-Housed in a Safe Alternative” will always be No since another 

agency/program will issue the financial assistance. 



Problem Solving Referrals 



*New* Multiple Queues 



Multiple Community Queues
• San Francisco is starting with three queues:

▪ Permanent Housing/RRH
▪ Family Shelter
▪ Family Transitional Housing

• The queue you are actively working in will be highlighted blue. 
• Clients can be placed on up to five queues at once. 
• Each queue is completely distinct from the other queues.

▪ If a client is removed from one queue, it does not affect their placement on other queues. 



Family Housing Prioritization 
(Primary) Assessment)



Family Housing Prioritization (Primary) 
Assessment 

● Completed for clients that did not resolve their homelessness via problem solving.
● Evaluates a client’s possible health vulnerability, housing barriers, and homelessness 

chronicity.
● Determines prioritization for housing resources: Housing Referral Status vs. Problem 

Solving status.
● Does NOT guarantee eligibility for a housing resource.
● Is not visible to all users to protect client’s privacy 



Family Housing Prioritization 
(Primary) Assessment 

• Prior to completing an assessment, 
you should check the client’s history 
tab to see if they have already 
completed an assessment 

• Assessment are valid for 90 days 
▪ Do not complete a new 

assessment (within the 90 days) 
unless there has been a change 
in population (family composition 
changes). 



Completing the Assessment in ONE



Completing the Assessment in ONE



Referral to the Community 
Queue



Referring to the Community Queue (CQ) 
● Families who are considered Housing Referral Status should be referred to the 

Permanent Housing/RRH Community Queue.
○ Note, HSP eligible families, are referred to the queue regardless of whether 

they are housing referral of problem solving status. 



Referrals to the CQ 
● If the client has more than one assessment, the most recent assessment will default as the one 

on the CQ (this is only true if the assessments are the same population).
● If the assessments are different, the original assessment needs to be removed from the CQ and 

the new assessment will need to be referred.



BREAK



Family Shelter Workflow 



Accessing Dashboards in ONE 

● There are a number of dashboards that will 
be used as part of the shelter workflow.  
They can be accessed through the 
○ Data Analysis Tab 
○ Referrals-->Dashboard tab



SF Family Shelter Placement Process 
● Shelter (Individual Room) Placement Criteria
● Referral to Shelter Queue
● Need to be Verified Unsheltered
● Referral and Placement at Hamilton Family Congregate Beds
● Referral and Placement at an Individual Room Shelter (IRS)



Shelter (Individual Room) 
Placement Criteria



Shelter Placement Criteria  
• Families in need of shelter should complete a Shelter (Individual Room) Placement Criteria.
• Prior to completing the Shelter Placement Criteria check the client’s History or Assessments 

Tab to see if they already have one completed.  
A new Shelter Placement Criteria should only be created if they have already gone 
through the shelter placement process and they are starting it over again.

• If they already have a Shelter Placement Criteria, that existing criteria can be referred to the 
queue.



Shelter Placement Criteria  
A Shelter (Individual Room) Placement Criteria can be created through the program-level 
assessments tab.



Shelter Placement Criteria  

In order for a family to be referred to HFCB, they first need to be 
verified unsheltered by SFHOT or mobile Access Point Team. If the 
family has not yet been verified unsheltered, then the AP should 
activate (blue) the toggle to indicate the family needs to be verified 
unsheltered.

Once the family has been verified 
unsheltered, the verified unsheltered 
toggle needs to be activated and the 
date they were verified unsheltered 
needs to be entered (VERY 
IMPORTANT for Prioritization). You 
should also untoggle the need to be 
verified unsheltered toggle. 

Untoggle

If the family has visited/engaged the 
AP, then activate this toggle.



Shelter Placement Criteria (cont.)  

• Complete the rest of the 
Shelter Placement Criteria 
indicating who is in need of 
shelter.  

• Select “Save” 



Referral to the Community 
Queue 



Referring to Family Shelter and 
Transitional Housing Queues  

• When you save the Shelter Placement Criteria, it will take you to the screen where you 
can refer the client to the queue. 

• Families don’t need to have Housing Referral Status to be referred to the shelter or 
TH queue.



Shelter Placement Criteria (cont.)  

• A family’s Shelter Placement Criteria 
will be referred to the queue only after 
they have been been verified as 
unsheltered.

• If the family needs to be verified as 
unsheltered, you should close the 
client’s profile or move on to another 
step in the workflow. 



Need to be Verified 
Unsheltered 



Need to be Verified Unsheltered
• Mobile AP teams will use the “Families who Need to be Verified Unsheltered” 

dashboard to locate families who need to be verified unsheltered.
• The “Families who Need to be Verified Unsheltered” dashboard contains recent, 

active location and contact info for families on the Shelter CQ who need to be verified 
unsheltered.  

• Reporting→Data Analysis tab 



Need to be Verified Unsheltered
Once a family has been verified unsheltered, the Mobile AP staff will update the client’s 
Shelter Placement Criteria indicating the verified date. 



Referral to the Community 
Queue 



Referring to Family Shelter and 
Transitional Housing Queues  

• Once the family has been verified 
as unsheltered, the Shelter 
Placement Criteria should be 
referred to the Shelter and TH 
queue. 
▪ Families don’t need to have 

Housing Referral Status to be 
referred to the shelter or TH 
queue. 



Referring to Family Shelter and 
Transitional Housing Queues  

To refer the assessment to the queue:
• Go to the program level assessment screen.
• Click Eligibility to the right of the Shelter 

Placement Criteria. 
• Turn on the toggle for the shelter and 

transitional housing queues and click Send 
Referral.



Placement at Hamilton 
Family Congregate Beds 

(HCFB)



Placement at Hamilton Family 
Congregate Beds (HCFB)

• In order for a family to qualify for 
HFCB, they need to be verified 
as unsheltered.  

• Verified Unsheltered Families 
can be located on the “HFCB 
Reservation Dashboard” 
▪ Data Analysis Tab 
▪ Referrals→ Dashboards tab

• Families who have been verified 
unsheltered the longest will be 
offered beds at HFCB first. 



Placement at Hamilton Family 
Congregate Beds (HCFB)

• Before reserving beds for a family at HFCB, you will need to check the Verified 
Unsheltered list for a “Denied Service” by that agency.  
▪ Denial of Service in the first orange column on the right of the table. 

• If they do have a denial of service, scroll down to the Active Denial of Service Summary 
Look, find the client, and make sure that their denial was not at Hamilton Families.  
▪ If it was, they cannot stay at HFCB.



HFCB Reservation Dashboard
• The  HFCB Primary Bed Reservation Status Look summarizes all of the beds at HFCB for 

the next week. 
▪ Reserved beds are marked with blue.
▪ Non-reserved beds are null.

• APs attempt to find a group of beds in the same room that can shelter the highest priority 
family.
▪ Children must be over the age of 6 to occupy a “top “bunk and under the age of 5 

to share a “Bottom” bunk with their parent

• Note: A number of beds are currently labeled as being “Offline” due to COVID social distancing.



Reserving Beds at HFCB



Switching Agencies 

The APs will need to switch to the Hamilton Families agency before making the reservation. 



Reserving Beds at HFCB
• Once a family has been identified, the APs need to reserve the beds. 
• To reserve the beds:

▪ Navigatie to the Attendance Tool
▪ Reservation



Reserving Beds at HFCB
In the Reservation/Attendance tool, each color indicates the following status: 
● Blue= a reserved bed.
● Orange = a reserved bed where the person was marked “Present” for that day.
● Red= a reserved bed where the person was marked as a “No Show”.
● White= an unreserved bed.



Reserving Beds at HFCB
• Select the unreserved bed you want to fill.
• Search for the client.
• Select Preview Reservation.
• You will need to do this for all clients in the family who are reserving a bed.



Reserving Beds at HFCB

• Once you have previewed the reservation, scroll to the bottom page and click 
“Confirm”. 

• APs should reserve the bed for five days and HFCB will update the reservation to the 
60 day when they complete the client's intake. 



Scheduling Intake 
Appointments 



Switching Agencies 

AP will need to switch back to the Family CE Agency before scheduling the appointment 



Scheduling HFCB Intake Appointments
• Review the Daily Count of Appointments Scheduled with HFCB by Appointment Time Look 

(On the HFCB Reservation Dashboard) to see when the next available intake appointment 
is.

• There are three intake appointments available a day:
● 10:00 AM
● 2:00 PM
● 5:00 PM

*If the Look shows no results, it means all appointments are still available for that day.



Scheduling HFCB Intake Appointments
To schedule an appointment, record a Schedule 
Appointment with Hamilton Family Congregate Beds 
(HFCB) service. 
• The intake appointment must occur prior to the 

beginning of their stay at HFCB.
• Make sure to schedule the appointments at least 

2 hrs before the appointment.



Scheduling HFCB Intake Appointments
• That appointment will be reflected in the Daily Count of Appointments and the Clients with 

HFCB Intake Appointment Looks. 
These Looks will also be emailed to HFCB staff daily at 8am, 12pm, and 3pm.  



Individual Room Shelter 



Identifying Families for Individual 
Room Shelter 

• Th Individual Room Shelter List 
contains all families that are 
eligible for IRS.
▪ Families are prioritized by 

Total Time in Shelter or 
Verified Unsheltered.

▪ Identify the highest priority 
family on the IRS Placement 
List that fits the specifications 
of the posted opening.



Denial of Service
Review the orange Active Denial of Service column to see if the client has any documented 
denial of services.

• If they do, scroll down to the “Active Denial of Service Summary” Look to see what 
agency the denial of service was with.  
▪ Families cannot be referred to an agency where they have a denial of service.



BREAK



Matchmaking: Program 
Openings 



Program Openings 
• Openings for family resources can be seen in multiple places.
• The reports can be located on the Dashboard Tab or under Data Analysis. 

Name of Report Location of Report What the Report Shows

Open Units Report ● Open Units Tab Show shelter and housing 
openings for all 
populations 

Current Family CE 
Shelter Program 
Openings

● Dashboard Tab (on the SF Family Individual 
Shelter Room Placement Criteria Dashboard)

Family shelter openings 

All Current Family CE 
Program Openings 
Report 

● Data Analysis
● Dashboard Tab 

Family shelter and 
housing openings

https://looker.clarityhs.com:9999/embed/explore/onesf_connection_model/agencies?qid=K0kHW9bYb0zlB7E1evJUcf&embed_domain=https://onesf.clarityhs.com&origin_space=1376&toggle=vis


Program Openings 
• Current Family CE Shelter Program Opening reports is the easiest place to look for 

shelter openings. 

Name of Report Location of Report What the Report Shows

Open Units Report ● Open Units Tab Show shelter and housing 
openings for all 
populations 

Current Family CE 
Shelter Program 
Openings

● Dashboard Tab (on the SF Family Individual 
Shelter Room Placement Criteria Dashboard)

Family shelter openings 

All Current Family CE 
Program Openings 
Report 

● Data Analysis
● Dashboard Tab 

Family shelter and 
housing openings

https://looker.clarityhs.com:9999/embed/explore/onesf_connection_model/agencies?qid=K0kHW9bYb0zlB7E1evJUcf&embed_domain=https://onesf.clarityhs.com&origin_space=1376&toggle=vis


Claim Responsibility for an 
Opening 



Switching Agencies 

• The APs will need to switch to the agency they will be referring to to claim 
responsibility for that unit. 

• They then need to switch back to CE before making the referral. 



Claiming Responsibility for a Program 
Opening

• Navigate to the Referrals→ Availability tab.
• Edit the available opening.
• Enter the name of the AP staff under the Access Point Staff Responsible for Filling 

Opening.



Matchmaking



Matchmaking

• All of the permanent housing, RRH, and transitional housing programs have been set 
up in the ONE System with eligibility criteria. 

• The Eligibility Engine compares the eligibility criteria to the responses from the clients 
assessments and profile screen. 

• The Community Queue can generate a list of clients who are eligible for specific 
programs. 



Matchmaking

● The process for matchmaking is very similar no matter which queue you are 
using. 

● For PSH or RRH- use the Permanent Housing/RRH Community Queue.
● For shelter, use the Family Shelter Queue.
● For transitional housing- use the  Family Transitional Housing Queue.

○ Although the TH matchmaking process is different than Individual Room 
Shelter, TH is considered shelter and families do not need to have 
Housing Referral Status to be eligible. 



Matchmaking 

There are various filters you can use to sort the clients on the queues. 

• Search- you can enter a client name or unique ID. 
• Mode= allows you to sort by assessment type and show the assessment score for 

each client. 
• Active Agency= the agency you are referring to.
• Eligible Clients Only- generates a list of clients who meet the eligibility criteria for a 

specific agency and/or program. 
• Project= the program you are referring to.



Matchmaking (Individual Room 
Shelter)

• Families are identified using the Individual Room Shelter List (shown a few slides ago).
• Search for the family on the Family Shelter Queue.  



Matchmaking (Permanent Housing, 
RRH or Transitional Housing) 

• Click the appropriate queue.
• Use search parameters including mode, agency, eligible clients and project name. 



Matchmaking
Once the client has been identified, make the referral. 



Assigning a Navigator 

When making the referral, AP staff can assign themselves as the Navigator 



Tracked Characteristics 

• Certain buildings/programs have additional eligibility criteria that only pertains to a 
portion of the units in a building.

• You will need to add additional filters to the search criteria when matchmaking for 
these units (called tracked characteristics).

• Providers will indicate in the notes box on the unit posting when additional eligibility 
criteria is required for a unit.



Tracked Characteristics 
Example: The Evergreen PSH Apartments has 24 units. 20 units require a family who has an income less 
than 30% of the AMI. The remaining 4 units require the same eligibility but are dedicated to clients with a 
mental health disability. The program eligibility was configured in ONE including only the income 
requirements. 

When searching for one of the 4 units that are dedicated to clients with a mental health disability,  we 
will need to include an additional filter. 



Tracked Characteristics 



Removal from the Queue 



Removing from ES/TH Queue 
• Once a family has been enrolled in IRS or TH, they need to be removed from the other queue.  
• The Clients to be Removed from the TH or ES Queues Look captures all clients that need to be 

removed from either the family shelter or transitional housing queues due to an enrollment in the 
other project type.



Removal from the ES/TH Queue 



Services



Services

There are services configured to document 
various interactions throughout the Family 
Shelter and Housing process.

You may see service items under a service which 
allows you to be more specific about the 
interaction. 



Services
• Dates should be entered for every service.
• A case notes should be entered under Service Note.



Services
If a service is categorized as a CE Event, you need to enter a Current Living Situation when the 
services is entered.



Checking In



Services
Checking in a client can keep them active on the queue. 



Uploading Documents



Uploading Documents into ONE
● Client documents should be uploaded into the client's record in case the original gets 

misplaced and so other staff can access the documents as needed.



Exits 



Exits 
● Client should be exited from CE for the following reason:

○ Client has left San Francisco
○ The client has been successfully problem solved
○ The client is known to be housed
○ Client is deceased
○ The client has been housed by CE
○ No activity with the client for 90 days or more

● If a client is being exited from CE, but they still have a Pending Referral on the 
Community Queue, remove the client from the queue at the time of exit.



Exits



Auto-Exits
Auto-exits from the CE may occur if:

• The household is permanently housed through CE.
• Any household enrolled in the CE program that had no activity in ONE for 90 days.

▪ Exit Destination will be marked as “Unknown”. 



Auto-Exits from CE when Housed

Example 1:

The client is referred to a PSH 
program. The client is enrolled in 
the program with a move-in date 
of 7/30/20.

Auto-Exit from CE= YES

Example 2: 

The client informs their case 
manager they are going to live 
with their aunt in Oregon. 

Auto-Exit from CE=NO
The client needs to be manually exited from 
CE.

The following events will trigger an auto-exit from CE Program:

● A staff member saves a value for the field Housing Move-In Date in an 
enrollment screen for any program enrollment with a permanent housing 
program Type.

● A staff member saves a “housed" exit Destination for any program exit 
screen.



Timelines/Thresholds in ONE 



Reporting 



CE Demographics Report 

● [OUTS-108] CE Demographics Report
○ Understand the demographics of the people served by the CE System. 

■ Veteran Status
■ Age
■ Gender
■ Race
■ Disabling Conditions
■ Chronic Homeless Status 



CE Demographics Report 



CE Assessing Staff Report 

● [GNRL-405] CE Assessing Staff Report (Assessment Reports)
○ All assessments created during the reporting period 
○ Separated by the assessing staff person.



CE Assessing Staff Report 



CE Community Queue Detail Report 

● [RFRL-122] CE Community Queue Details Report (Community and 
Referrals)
○ Provides details about client on the queues



CE Community Queue Detail Report 



Additional Data Resources
In the Report Library under “Assessment Based Reports” and under “Community 
and Referrals” there are various reports that summarize data surrounding CE 
Assessments and Referrals 



Dashboards 
• ‘Family CE Data Quality Dashboard’- summarizes various areas of FCE that 

could be exhibiting DQ issues
• ‘Family CE Pending Referral Dashboard’- summarizes all FCE participants with a 

pending referral
• ‘Family Priority List with Referral History’- summarizes referral data for those 

assessed through CE



Resources

ONESF Help Center Website 
https://onesf.clarityhs.help/hc/en-us/articles/360015482654-Coordinated-Entry-

Training-Materials-

Bitfocus Helpdesk
onesf@bitfocus.com

415.429.4211

https://onesf.clarityhs.help/hc/en-us/articles/360015482654-Coordinated-Entry-Training-Materials-
mailto:onesf@bitfocus.com

