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Coordinated Entry
Family Access Point ONE System Training



Learn the Family Coordinated Entry (FCE) workflow in ONE

Understand ONE System functions as they relate to FCE

Learning Objectives



Navigating the ONE System



Navigating ONE
Family Coordinated Entry work should be completed under the

San Francisco Family Coordinated Entry Agency

If you have access to multiple agencies, you will need to 
switch to the San Francisco Family Coordinated Entry Agency 
from your additional agency dropdown list in the upper right 
corner of the ONE System



Client Profiles



Looking up households in ONE

● Search for household/ head of household

• Search by name, DOB and SSN

• Easiest to search clients by the first 3 letters of their first and last name or last 4 of 
their SSN

● If you look up all three identifiers and are unable to find head of household, create a
new profile

● Can always go back to this page using the Search button beneath your name



Duplicate Profiles 

⇢ If there are multiple profiles in ONE for a client:

• Please contact the Bitfocus Help Desk (onesf@bitfocus.com) to get the records 
merged together

• Provide the unique identifiers for each profile and identify the profile to be 
retained

• Make sure you do not include client Personal Identifiable Information in the email

mailto:(onesf@bitfocus.com


Creating New Profiles 

• After you search for a client by name, DoB and SSN and do not find a 
profile, you can create one for them

• Go to the ONE System search page and locate the “Add Client +” 
button right above the search bar

• Click on the button to open the Create A New Client Screen

• Here you can enter details about the client and complete their digital 
Release of Information



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. 

• Do not change the end date of the Release of Information from 3 years

• Add a new Release of Information if the previous one is expired

 



Creating a Household

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



Managing a Household

• If the family composition changes, you may need to add or remove (exit) family 
members from the household or change their membership type

• You can edit a household through a client’s profile page



Contact and Location Information 



Update Contact Information



Update Contact Location 



Eligibility Assessment 



Eligibility Assessment 

• Completed for all Heads of Households (HoH) 
trying to access Family CE
• This is a client level assessment

• Completed prior to enrolling the client in CE
• Assesses a family’s eligibility; only clients who 

are eligible should be enrolled in a FCE program



Coordinated Entry Enrollment 



CE Enrollment 

Make sure to include all 
relevant household 
members in the 
enrollment



CE Enrollment 

“Data not collected” 
implies that the 
question was not 
asked, if a client does 
not know an answer 
put “client does not 
know”



CE Enrollment 

• Make sure your disabling conditions match what you enter on the disabling conditions toggle
• If you answer “Yes” to any disabling conditions, make sure Disabling Condition also says ”Yes”
• If the client has no disabling conditions, make sure the Disabling Conditions say “No”



Current Living Situation 



Current Living Situation Assessment

• Click into the client’s Access Point enrollment to 
complete a Current Living Situation Assessment under the 
Assessment tab at the program level

• Make sure to include all household members in the 
assessment.



Current Living Situation Assessment

• Complete the Current Living 
Situation Assessment by filling 
out the field

• The Living Situation Verified 
By field is where you will enter 
the name of the Access Point 
program that is entering the 
CLS data.
• You will find all FCE Access 

Points under Coordinated Entry 
> SF Family Coordinated Entry 
Agency

• Homelessness is self reported



Current Living Situation Assessment

• Fields may auto populate 
with information from the 
most recent CLS

• Please verify all 
information so ensure it is 
still accurate and update 
as needed



Problem Solving
• For any Problem Solving questions please contact your HSH Problem Solving Program Manager



Family Housing Prioritization Assessment



Completing the Assessment in ONE

• Only the HoH for an eligible family should be 
given a Family Housing Prioritization 
Assessment.

• This assessment will determine if a household 
is eligible for a housing referral

• This assessment can be found within the 
Access Point program enrollment.
• You must be under the SFFCE agency to give this 

assessment

This is a program level assessment



Completing the Assessment in ONE

“Data not collected” 
implies that the 
question was not 
asked; if a client does 
not know an answer 
select “client does not 
know”



Multiple Community Queues

⇢San Francisco has multiple Community Queues that 
clients can be referred to:
⇢ Permanent Supportive Housing Queue

⇢ Rapid Rehousing Queue

⇢ Temporary Shelter Queue

⇢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
⇢ Which Community Queue is available will depend on 

the assessment they are given and what the score for 
their assessment is.

Family Shelter Assessment

Family Housing Prioritization Assessment



Referring to the Community Queue (CQ) 

• If a client’s score reached the referral threshold, they can be referred to the PSH Queue.

• Toggle on the PSH queue and make sure the referral date and time is correct on the next 
screen

• Add any relevant notes to the referral as necessary



Referrals to the CQ 
● A referral’s assessment score will update if a new assessment is conducted while the client is on the 

queue, or if the original is edited.

● If a client is already on a CQ, do not complete a new Family Prioritization Assessment unless their 
household composition changes 

● A client’s referral can be removed if you click in to edit the referral, add a reason for the referral’s 
removal, and click save changes



Checking In
• Checking in a client can keep them active on the queue. If a client does not have any activity for 90 days, 

their CQ referral will expire.
• A client should be checked in via the check-in button on their referral (and a service or event recorded) every time 

they are in contact with an Access Point staff member



Matchmaking: Program Openings 



Program Openings 

• Openings for family 
resources can be seen in 
multiple places.

• The reports can be located 
on the referrals screen on the 
Dashboard Tab or on the Open 
Units Tab

• Click on the appropriate 
report link for the opening you 
are trying to reserve. (You may 
need to do this in a new tab)



Program Openings 



Program Opening Reports



Claim Responsibility for an Opening 



Switching Agencies 

• You will need to switch your active agency to the agency you will be referring 
to (the agency that manages the resource) to claim responsibility for that unit. 

• You will then need to switch back to CE to make the referral. 



Claiming Responsibility for a Program Opening

• Once you have switched your 
agency, return to the report 
page 

• Click on the Link to Unit Page 
code and then select the Unit 
Overview to go to the unit 
screen



Claiming Units/Beds

• Select “Referral Channel”

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

• Add "Initial Date Unit Assigned to 
Access Point Staff to Fill”
• If the Current Availability date is after 

the Initial Date unit was Assigned date, 
then you will only update this date field

• Use "Additional Notes" fields to 
document any reassignment details 
including who was reassigned to fill the 
unit and why
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Reassign Unit/Bed to a Different Access Point/Staff 
Member

• Update "Access Point Staff Responsible"

• Leave "Initial Date" as is

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



Matchmaking

• All of the Permanent 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 client’s 
Housing Prioritization assessment 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 use the Permanent Supportive Housing Community Queue.

●For Shelter, use the Temporary Shelter Queue.

●For Rapid Rehousing use the Rapid Rehousing Queue.



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: Temporary Shelter 

• Shelter Eligible Families are identified using the *Families on the Temporary Shelter 
Queue Report

• Families are represented by their HoH
• Access through the Reports -> Data Analysis -> Coordinated Entry For Families tab



Matchmaking: Temporary Shelter 

• Once you have identified the Family that will be referred, you can search for the HoH on 
the Temporary Shelter Queue on the Referrals screen

•  Enter the client’s UI and select the agency the shelter is under and hit Search, then click 
on the edit button next to the client to go into the referral



Matchmaking: Permanent Supportive Housing

• The process is the same for referring clients to PSH units, you will just need to select the 
Permanent Supportive Housing Queue

• Optional: You can turn 
on eligibility and select 
a specific program, 
otherwise you eligibility 
will be calculated on 
the next screen

• Only PSH is set up with 
eligibility, so you can 
use this function to see 
if a client is eligible



Matchmaking: Making the Referral

• To make a referral, go to the Re-Assign section of the referral screen and select a 
program and unit to refer to: 

If you did not check for eligibility on 
previous screen, selecting a unit will 
start a check. You will see the 
following message if no units are 
eligible:



Matchmaking: Assigning a Navigator

• When making the referral, staff must assign themselves as the Navigator 



Housing Refusal Assessment



Housing Refusal Assessment

• If a client refuses a housing referral, you must document the refusal using the 
Client Housing Refusal Assessment

This is a Program Level Assessment



Housing Refusal Assessment

• Complete the Housing Refusal Assessment by filling out the following fields
• Housing Program

• Reason for Refusal



Services & Events



Events
Depending on what kind of interaction you 
have a with a client, a CE Event may need to 
be logged



Events

• Events are structured very 
similarly to services

• You will need to add a 
date, toggle on relevant 
household members and add 
a case note just like a 
service

• If you are recording a CE 
Event, you must also 
complete a Current Living 
Situation Assessment for the 
household.



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.

• You can toggle on all 
household members that are 
relevant to the service



Uploading Documents



Uploading Documents

All client documents should be uploaded into the client's record

• Select a File Category and 
Predefined Name to label 
the file

• Upload a file using the 
Select File button

• Click Add Record



Exits



Exits
● Client should be manually exited from the FCE Access Point program for the following reasons:

○ Client has left San Francisco
○ The client has been successfully problem solved
○ The client is known to be housed
○ Client is deceased

● 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 – Managing Households
● If exiting a Head of Household, but not the entire household, a new Head of Household must 
be assigned



Exits



Exits

If a HoH is exited without a new HoH 
assigned, ONE will give you a warning 
message and remind you to pick a new HoH



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

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

Exit Destination will be marked as “Unknown”. 

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.



Auto-Exit Thresholds

CE Program Auto-Exit Threshold

Housing Referral Auto-Exit Threshold



Additional Reports and Dashboards



Resources

Bitfocus Help Desk
For 1-on-1 help, contact the Bitfocus Help Desk with any issues or 
questions regarding the ONE System

• onesf@bitfocus.com
• 415.429.4211

ONESF Help Center Website
For referencing training slides, recordings, toolkits or any other 
workflow related documents

• onesf.bitfocus.com

Help Desk Widget (In ONE System and on 
ONESF Help Center Website)
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