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Youth Coordinated Entry 
ONE System Training
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Learning Objectives 

Gain an understanding of the Coordinated Entry (CE) process

Understand tasks as they relate to CE

Observe Access Point workflow in the ONE System
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Getting Started in Coordinated Entry
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Getting Connected to Coordinated Entry 
Households connect with CE through various ways:

Access Points
 Families with children under 18 directed to Family 

Access Points
 Transitional Age Youth (18-24) and (25-27) can choose 

between the Adult and Youth Access Points
 Adults over the age 18 without minor children directed 

to Adult Access Points

Outreach teams
 DPH Outreach Teams, including SFHOT
 Mobile Access Points
 Access Partners 

Once a household is determined eligible for CE, a client 
record is created in ONE. 
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Getting ONE System Access
1. Complete the required trainings outlined below. Depending on 

your Access Role, additional trainings may be required.

• Clarity Human Services General Training

• HSH Compliance, Privacy, and Data Security Training

2. Notify your Agency Lead of completion.

3. Your Agency Lead will contact the Bitfocus Help Desk at 
onesf@bitfocus.com or (415) 429-4211 to request a new ONE 
System user account for you. The Agency Lead will need to 
provide the following information:

• Username
• User email
• Access role

For more information, please visit - https://onesf.bitfocus.com/new-user-info

https://learn.bitfocus.com/clarity-human-services-general-training
https://learn.bitfocus.com/clarity-human-services-general-training
https://learn.bitfocus.com/compliance-privacy-and-data-security-training
https://learn.bitfocus.com/compliance-privacy-and-data-security-training
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Navigating the ONE System
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Navigating ONE
Youth Coordinated Entry work should be completed under the San Francisco Youth Coordinated Entry 

Agency

If you have access to multiple agencies, you will need to switch to the 
San Francisco Youth Coordinated Entry agency to enroll clients and perform assessments
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Looking up households in ONE

● Once determined eligible for CE, a household is entered into ONE if they aren’t already in the system

● Search for household/head of household

 Search by name, DOB and SSN 

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

Search by name, partial name, DOB, or SSN
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Duplicate Profiles
● If you discover multiple profiles in ONE for a household:

 Please contact the Bitfocus Help Desk (onesf@bitfocus.com) to request the records be merged together 

 Provide the unique identifiers for each profile and identify the primary profile

● In the example below, you will notice that one profile has a different UID but it is the same household 
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Creating New Profiles 

● Create a new profile if you can definitively confirm that your 
household is unique

● Collect as much information as possible, and avoid using 
“Data Not Collected” whenever possible

● If necessary, use “client doesn’t know” or “client prefers 
not to answer”

● For existing profiles, review and confirm that all information 
is correct

Please fill in Release 
of Information form
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De-Identified Profiles

• De-identified profiles will be used for survivors of violence that do not wish to have their information put into ONE. Survivors
of violence can choose at any time what types of PII they do or do not want to have shared in the ONE System.​ 

• ONE System users will not be able to search for them using PII such as name, partial name, date of birth, or Social Security 
Number. However, ONE System users will be able to search for an individual by the Unique Identification number (UID#) that 
the ONE System randomly generates for each client profile.​

• Contact will be facilitated through a third party such as a case manager or advocate working with the​ individual or household.​
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Release of Information 
When creating a new profile, ONE will prompt you to have the household sign a Release of Information
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Uploading other ROIs

1. To upload an HSA ROI, select the Files tab 
2. Select the category for Release of Information
 Human Services Agency  

You do NOT need to upload HSH ROIs to the Files tab

1

2
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Update Contact and Location Information
Contact      Location 

More than one contact 
can be added. Be sure 
to select a contact type 
from the drop down.

For mobile team, 
the arrow can be 
used to mark the 
exact location 
you met with the 
client.
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Managing Households 
If the household is part of a family but is moving forward individually, you will need to remove the household as a family member in ONE

Enter date
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Enrollments
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Coordinated Entry Enrollment 

All households who are eligible for CE should be enrolled into a CE 
program

Enrollments are completed to show that households are actively being 
engaged by the CE and the Homelessness Response System 

Information cascades forward to other fields and screens in ONE 
Enrollment is a HUD requirement 
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Coordinated Entry Enrollment in ONE

Select the drop down 
next to the program 
corresponding to the 
access point where 
you work.
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Coordinated Entry Enrollment in ONE

• If any of the fields auto-
populated from a previous 
enrollment, please confirm the 
information is still up to date. 

• Complete all fields when 
possible. Try to avoid selecting 
"Data not collected" when 
possible. 
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Current Living Situation Assessment
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Current Living Situation Assessment 
REQUIRED
● Used to regularly document the following:

 The current living situation of people experiencing homelessness
 Homeless chronicity
 Risk of imminent homelessness  

● Used to understand how many times a person is engaged with 
the HRS while experiencing homelessness

● For Coordinated Entry, record a CLS anytime any of the following 
occurs:
 Project Start (enrollment into CE program)
 A CE Assessment or CE Event is recorded
 The household’s living situation changes
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Current Living Situation Assessment

You will be prompted to 
add a Current Living 
Situation while enrolling a 
client into the CE program.
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Current Living Situation Assessment

Living Situation verified by field should be the 
program that verified the person living situation.

Examples: 
 Nav Center staff informed the AP that 

the household is staying the Nav 
Center. Verified by would be the 
appropriate Nav Center.

 The household self reported they are 
sleeping in their car. Verified by would 
be the AP program where the 
household was seen. 
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Current Living Situation Assessment

Additional questions may 
populate based on the 
client's responses.
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Services and Events
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Problem Solving Services and Events

Problem Solving Services and Events Where to find them?

Problem Solving Financial Services Tab

Problem Solving Conversation Events Tab

Housing Location Assistance Events Tab

Problem Solving Travel and Relocation Support Events Tab
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How to enter services
Locate the enrollment in the client's Programs
tab on the left sidebar. Click on the program to 
open the enrollment.

Within the enrollment, click the Services tab and then click the Add (+) icon. A list of service items will appear.
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How to enter services
From the list of services, click the 
category of the service you want to 
record and then click Next.

Then select the name of the service item you 
want to record.
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How to enter services

Select the appropriate 
date, add a note, and 
finally click Save.
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How to enter events
Locate the enrollment in the client's Programs tab on the left sidebar. Click on the program to open the 
enrollment.

Within the enrollment, click the Events tab and then click the Add (+) icon. 
A list of available events will appear.
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How to enter events
From the list of events, click the name of 
the event item you want to record and 
then click Next.

Fields will appear for you to complete. Click Save
when you are finished entering all information.
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Problem Solving
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Problem Solving
● Creative, strength-based conversations that explore and plan 

housing solutions outside of the Homelessness Response 
System

● Various categories of Problem Solving services
 Problem Solving conversations
 Housing location assistance
 Travel and relocation support outside of San Francisco
 Reunification, mediation, and conflict resolution
 Financial assistance

● Problem Solving can be cyclical:
 A household may explore Problem Solving multiple times 

before finding a sustainable solution
 If unsuccessful, the household is given the housing 

prioritization assessment (CE primary assessment)
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Problem Solving Services

Clients should be screened to 
determine eligibility for Problem 
Solving by utilizing the Problem 

Solving screening tool

Once it has been 
determined that a 
client is eligible for 

Problem Solving 
Services, a Problem 

Solving conversation 
should occur.

Problem Solving 
Services and Events 
should be entered in 
ONE when exploring 
Problem Solving with 

a household 

The goal of Problem 
Solving services is a 

housing Problem 
Solving resolution that 

ends the clients 
current housing crisis.

The narrative of the note should include details of the conversation with the household; including 
any Problem Solving solutions being explored.

More information on Problem Solving Training is located on the SF ONE System Support site at:
onesf.bitfocus.com

http://onesf.bitfocus.com/


36

Problem Solving Services

Problem Solving Financial 
services are captured within 
program enrollments.
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Problem Solving Services

Remember!
If Problem Solving results 
in a Problem Solving 
resolution, you must:

1. Log the financial 
assistance as a service, 
and

2. Log the resolution as 
a conversation in the 
events tab.
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Outcome/Result

For Problem Solving Events:

If the result of Problem Solving 
event is “Client Housed/Re-housed 
in a Safe Alternative = Yes”, the 
household should be exited from 
PS/CE Program in ONE.  
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Housing Primary Assessment
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Housing Primary Assessment

● Evaluates a household’s possible health vulnerabilities, 
housing barriers, and homelessness chronicity

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

● Completed for households that did not resolve their 
homelessness via Problem Solving

● Does NOT guarantee eligibility for a housing resource

● Is not visible to all users to protect household’s privacy 
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Housing Primary Assessment 
● Prior to completing an assessment, you should check the household’s history tab to see if they have 

already completed an assessment 

● Assessment are valid for six months
 Do not complete a new assessment (within the six months) unless the household has changed 

populations 
 If the household has been exited, you need to re-enroll them prior to completing the assessment 
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Completing the Assessment in ONE

1

2
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Completing the Assessment in ONE

Assessment type should always be in person

Assessment level should be Housing Needs Assessment
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Completing the Assessment in ONE

Complete the fields of the assessment 
being as thorough as possible (try to avoid 
using data not collected)
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Primary Assessment Facilitation Guide

• Facilitation Guide

• Helps to guide an assessor on how to 
conduct a Primary Assessment

https://dhsh.app.box.com/file/861295506052
https://dhsh.app.box.com/file/861295506052
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Housing Referral Status 
● The score of the assessment will populate once it has been saved. The score is used to determine if a household 

has Housing Referral Status. 

● Tell households in real time if they have Housing Referral Status
 Do not tell the household the score of the assessment 
 For households who are not Housing Referral Status for housing, please revisit Problem Solving 
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Housing Referral Status 
For current Housing Referral Status criteria, please visit the Department of Homelessness 

and Supportive Housing – Coordinated Entry website, where the score thresholds are 
documented in regularly issued prioritization memos. 

https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/

https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
https://hsh.sfgov.org/services/the-homelessness-response-system/coordinated-entry/
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Referrals and the Community Queue
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Referrals to the Community Queue 
● If the household has more than one assessment, the most recent assessment will default as the one on the 

queue (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 queue and the 

new assessment will need to be referred
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“Checking in” households
Checking in a household is one way to keep them active on the queue



Remember...

You must complete the new 
Current Living Situation 
Assessment at every direct 
contact with a household 

51
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Unit Assignments 
Rapid Rehousing and Permanent Supportive Housing
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Workflow

Units Made
Available

Review Open
Unit Report

Assign Access
Point Staff Refer to Unit

Program 
Enrollment & 

Unit Assignment

Completed by
Housing Provider

Completed by 
Housing Provider

Identify Claim Refer
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Location of Open Units Reports

• The “Systemwide Openings Guide” is located 
under Referrals in the Open Units tab 

• Includes links to both the Family and Youth 
Open PSH Units reports

• Reports for Flex Pool, RRH, and Shelter 
openings also linked

• Reports are also located on the Data 
Analysis tab under “Coordinated Entry for 
Families” and “Coordinated Entry for Youth”
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Open PSH Units Reports

• Contains only site-
based PSH units

• Review available 
units and attributes

• Can filter and sort 
to find units with 
specific attributes
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Youth Open PSH Units
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Claiming Units

• Utilize Open Unit Reports 
to link directly to Unit 
Screen page

• Click on "Link to Unit
Page" hyperlink

• In ONE System, must be 
switched into the agency 
where the unit is managed 
to claim a unit



58

Claiming Units

• Select appropriate “Referral Channel”

• Add Access Point to “Access Point Staff
Responsible for Filling Unit”

• Add "Initial Date Unit Assigned to Access
Point Staff to Fill"

• Include additional notes (ifhelpful)
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If Unit is Reassigned to a Different Access
Point to Fill

• Update "Access Point Staff
Responsible"

• Leave "Initial Date"

• Add "Most Recent Date Unit
Re-Assigned to Access Point 
Staff to Fill"

• Include any helpful notes
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Referrals

• Navigate back to the Referrals
section

• Click Community Queue
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Selecting Clients

• Filtering options available 
to search for eligible clients 
by Agency and Program
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Reassigning a Client

1. Click the three dots next to client 
name

2. Select Reassign

3. Select the Active Agency (agency 
with the program you’d like to 
refer to)

4. Select the applicable program

5. Select the claimed unit under the 
Available Units/Beds dropdown

6. Click Save to make the referral
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Rapid Rehousing and Flex Pool Slots
Select the agency for which you will be filling the program opening
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Rapid Rehousing and Flex Pool Slots

Select the Availability tab under Referrals.
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Rapid Rehousing and Flex Pool Slots

Click the three dots next to program and select View Openings Click the available unit 
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Rapid Rehousing and Flex Pool Slots
• Click the pencil icon to edit the program opening
• In the notes field add the name of your agency and your name
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Documenting Refusals
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Documenting Refusals
Ensure a client is enrolled in a Youth CE program. On the client profile page, click the Programs tab.

Open the program then select the 
Assessments tab at the top



69

Documenting Refusals cont .
Click the (+) icon to add a new assessment.

Select the Client Housing Refusal 
assessment from the list and click 
Next to complete the assessment.
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Refusal Notes
In the “Other: Please describe” section, add a note including any specified reasons. Once completed, click SAVE.
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Documenting Housing Refusals for 
Undocumented Youth

Select the Client Housing Refusal Assessment

Input “Not documentation status 
ready" as the note.
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Uploading Documents
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Uploading Documents into ONE

1. Click on Files tab in the left 
sidebar of a client profile.

2. Select the (+) icon.
3. Select a category and a 

predefined name from the 
drop downs.

4. Click ‘Choose a File’ and then 
choose the file from your 
computer to upload.

5. Click Save.
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Exiting Clients
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Exits

● Access Point staff are responsible for exiting households 
from the CE program

● Household should be exited from CE for the following 
reasons:
 Successfully problem solved
 Been housed by CE
 Known to be housed
 Deceased
 Household is lost to follow up (90 days)
 No longer experiencing homelessness in San Francisco
 Declined three housing offers

• Staff entering third refusal should exit household



Click the Exit tab within the enrollment

Exits

To exit a client from a program, 
click on the Programs tab on the 
client navigation menu, click on the 
program enrollment 

1

2
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ExitsExits
From within the Exit tab, click the (+) icon. 

Complete the exit screen and then 
click Save & Next. Click Complete to 
finish the task.3 4
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Removing Exits 
• If a household has been auto-exited but re-engages prior to the 6-month expiration of their 

assessment, you will need to reactivate their program enrollment.

• Click the three dots in the right corner of the Exit screen and selecting “Reopen Client Program” 
from the menu.



79

Auto -Exits

Auto-exits from Coordinated Entry programs may occur if:

• The household is permanently housed through CE.

• A household enrolled in the CE program has no activity in 
ONE for 90 days.

• An Exit Destination is marked as “Unknown”.
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Auto -Exits from CE when Housed

Example 1

The household is referred to a PSH program. 
The household is enrolled in the program with a 
move-in date of 7/30/26. 

Auto-Exit from CE = YES

Example 2

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

Auto-Exit from CE = NO

The household 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.
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Timelines/Thresholds in ONE 
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Community Queue Reinstatement Policy
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Criteria for Reassessment
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Resources

ONESF Help Center Website 
https://onesf.bitfocus.com/coordinated-entry

Bitfocus Helpdesk
onesf@bitfocus.com

415.429.4211

mailto:onesf@bitfocus.com
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