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Brief Overview of ONE Setup
Every group must follow their workflow in a timely manner for the 
system to work. 
Remember: data isn’t just about numbers, it’s about people.

Coordinated Entry
Case Management Services
Housing Location Services
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Training Overview

• Posting Program Openings
• Processing Referrals
• Documenting Initial Outreach
• Household Management
• Program Enrollments
• Updating Move-In Information
• Documenting Case Management and 

Housing Location Services

• Updating Care Team
• Annual Assessments
• Tracking Evictions
• Releases of Information
• Uploading Files
• Program Exits
• Housing Relocation Workflow
• Reports
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What am I responsible for?
Case Management Providers

• Posting openings
• Processing referrals
• Documenting initial outreach and case management services
• Completing annual assessments
• Entering program enrollments and exits
• Maintaining Releases of Information
• Tracking eviction notices and Unlawful Detainers

Housing Location Providers
• Tracking housing search efforts
• Logging financial assistance provided
• Updating move-in information

4



5

Scattered Site Housing 
Workflow  

Post 
Program 
Opening

Post 
Program 
Opening

Refer to 
Available 
Opening

Refer to 
Available 
Opening

Update  
Referral Status 
and Document 
Initial Outreach

Update  
Referral Status 
and Document 
Initial Outreach

Enroll 
Household 
in Program

Enroll 
Household 
in Program

Enter 
Move-In 

Info

Enter 
Move-In 

Info

Exit from 
Program
Exit from 
Program

Coordinated Entry

Case Management Provider

Case Management Provider

Housing Location Provider

Case Management Provider

Case Management Provider



6

Post Program Opening 
Post 

Program 
Opening

Post 
Program 
Opening

Refer to 
Available 
Opening

Refer to 
Available 
Opening

Update  
Referral Status 
and Document 
Initial Outreach

Update  
Referral Status 
and Document 
Initial Outreach

Enroll 
Household 
in Program

Enroll 
Household 
in Program

Enter 
Move-In 

Info

Enter 
Move-In 

Info

Exit from 
Program
Exit from 
Program

Case Management Provider

Case Management Provider



Post Program Opening
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• Program openings are posted under 
Referrals > Availability > Queue > Housing 
Program and indicate to Coordinated Entry 
that the program is ready for a referral

• Click the down arrow to the left of your 
initials to switch your agency in ONE to the 
program’s agency 

• Be sure to include the date, additional notes 
with a unique label, and toggle on the 
population the opening can serve

Case Management Provider

Your Name Your 
Initials
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Referrals 
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• Providers need to make sure the appropriate staff are 
set up to receive automatic referral notifications to 
their email and to their ONE inbox

• Staff can then link directly to the referral from the 
message to update the status

• Referrals are processed from the Referrals dashboard 
and can be edited on the Pending tab 

Case Management Provider

Your Name Your 
Initials



Referral Status: Pending In-Process 
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• Change the referral status under the 
Pending Tab to Pending In-Process 
within 3 days of receiving referral

• Pending In-Process means the referral 
has been accepted and initial outreach 
is ready to begin

• Pending In-Process referral color will 
change to green on the dashboard

Case Management Provider



Referral Status: Denied
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• If a client refuses housing or is deemed ineligible:

• Send client back to the Community Queue

• Select denial type and reason

• Provide additional details

Case Management Provider



Documenting Initial Outreach
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When the referral is accepted and before the client is enrolled in the program, Case 
Management Providers must document all initial outreach by entering SSHP 
Outreach services from the client profile

• SSHP Outreach Services include:
o Contact with client

o Contact with client's case manager or other provider

o Message Left with client's case manager or other provider

o Unsuccessful Outreach Attempt

o Contact information missing/out of date

o Extenuating Circumstances

Case Management Provider
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Manage Household Composition 
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• Confirm household composition from 
client profile page

• Click Manage to add or remove 
household members if needed

Case Management Provider



Program Enrollment

15

• Do not start the enrollment unless all the above are correct

Case Management Provider

Before enrolling make sure you see:
• The orange pending referral box
• "Program placement a result of 

Referral..." toggle is on
• For some transfers you may not see this 

toggle and can enroll without it

• Correct household members are listed



Program Enrollment Details
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• Program Date is the date the household 
enrolled in the housing program 

• Complete as many fields as possible and update 
auto-populated fields (if necessary)

• Leave housing move-in information blank 
during initial enrollment

• These fields will be completed by the 
Housing Location Provider staff when the 
household moves into permanent housing

Pay special attention to the Prior Living Situation 
fields, which are used for key performance 
indicators

Case Management Provider



Add a New Household Member to a 
Program Enrollment
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• To add an additional member to a program enrollment, the additional 
member must be added as a household member at the client’s profile

• From the program enrollment click the Add button 
next to Program Group Members on the right-hand 
side of the screen

• Complete and save each household member’s enrollment as prompted

Be sure that the Head of Household is designated in the enrollment

Case Management Provider
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Entering Move-In Information 
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Entering Move-In Information
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Housing Location Provider

• When a household moves into their unit, the 
housing move-in date and address must be 
entered on the enrollment page

• The Housing Move-In Date is the date the 
household moved into their unit

• The Housing Move-In Date will always be 
later than the Program Date which is the 
date the household’s enrollment began



Additional responsibilities during 
the program enrollment…



Documenting Case Management Services
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After the client is enrolled in the program, Case Management providers must 
document services within the program enrollment, which includes:

o Housing Focused Case Management Services

o Housing Coordination Services

o Landlord Liaison Services

o Successful Connection to Community Resources

o Eviction Activity

o Extenuating Circumstances

Case Management Provider



Documenting Housing Location Services
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After the client is enrolled in the program, Housing Location providers must 
document services provided within the program enrollment, including:

o Housing Search

o Housing Coordination Services

o Housing Move-In Financial Support

o Landlord Liaison Services

o Housing Search Hold

o Extenuating Circumstances

Housing Location Provider



Updating Care Team
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• The Care Team automatically includes all Assigned Staff from client’s active 
enrollments and should be updated if they are not accurate

• You should add yourself to the client’s care team if you are working with the 
client as a:

o Housing Navigator

o Case Manager

o Housing Location Specialist

• You should also remove anyone who you know is not part of the Care Team

Case Management Provider
Housing Location Provider



Annual Assessments
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• Annual Assessments are due within 30 days before or after the client’s anniversary date 
and must reflect updated information about:

• Disabling conditions and barriers
• Income and benefits
• Health insurance

• Access the Annual Assessment from the 
program enrollment, update any information 
that has changed, and be sure to save

Case Management Provider



Annual Assessment Warnings
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• You will receive automatic notifications when annual assessments are due for future 
households you enroll

• For existing households, you will need to set yourself as an Assigned Staff and toggle 
on Assessment due every year Notification from the program enrollment

• On the right-hand side make sure the toggle is set to Assessment due every year
Notification: ON

Case Management Provider



Tracking Eviction Notices & Unlawful Detainers
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• HSH uses eviction data to understand trends, analyze equity, and report to the 
Board of Supervisors

• From the program enrollment, record 
all eviction notices and Unlawful 
Detainers served by adding an 
Eviction Activity service within 3 days 
of service on the tenant

• Enter the Event Date (the date the 
notice or UD was served) and click 
Submit

Case Management Provider



Homelessness Response System 
Release of Information (HRS ROI)
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• An HRS ROI must be completed when a client profile is created and must be updated 
every 3 years

• A completed HRS ROI includes:
• A signed copy of the HRS ROI uploaded to files section of client profile
• An electronic signature recorded in Client Privacy section of client profile

• Click the shield icon to view Client Privacy

• Client profiles with missing or expired HRS ROIs are flagged with a yellow banner

Case Management Provider



Uploading Other Files
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Using the same Add Files button and uploading process, providers can upload 
other files and documents to the client’s profile, for example:

o Personal Identification

 Birth Certificate

 Government Issued Identification

 Social Security Card

o Income and Finance

 Paystub

Uploading documents as they come in will ensure households housing navigation 
process will run smoothly.

Case Management Provider
Housing Location Provider
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Exiting Client from Program
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• Program exits should occur when a client is no longer receiving services

• Review all information and update as necessary

• Select Exit Reason and Destination 

• Complete an exit for all household members

Case Management Provider



Household moves out of 
existing unit but is still in the 
program…



Returning to Housing Search: Program Exit
• Most households who return to housing search are residing in temporary housing 

and/or shelter during this time.
• The household must be exited from their existing scattered sites housing program 

prior to their stay in their temporary housing situation.
• The Program Exit Date should be when they moved out of their scattered site 

unit.
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Ensure the Exit Destination and 
Exit Reason are accurate

All information cascades from 
previous program enrollment -
update all information as needed.

Case Management Provider



Re-Enrollment in Scattered Site Housing 
Program
• The household is re-enrolled in the same scattered sites housing 

program immediately after exiting from the previous scattered sites 
program.

• The Program Start Date should be the same date as the Program Exit 
Date from the previous scattered sites housing enrollment.

33

Leave Move-In Date and 
Information blank until household 
moves into their new unit

Case Management Provider



Prior Living Situation
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All households re-enrolled in 
their scattered sites program 
should all have the Type of 
Residence “Rental by client, 
with ongoing housing 
subsidy”

• The other fields should be accurate to the household’s housing situation.
• All other fields cascade from previous exit information.

• This information should mirror the exit information from previous scattered 
sites program enrollment.

Case Management Provider



New Move-In Information
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Once a household moves into their new unit, enter a new housing move in date and 
address.

Housing Location Provider



Multiple Program Enrollments

• Under the PROGRAMS tab, there will be multiple enrollments for the 
same housing program.

• Each time a household returns to housing search, after being housed, 
determines how many program enrollments there will be.
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One program 
enrollment has an 
end date and the 
new enrollment is 
now active.

Case Management Provider



Reports



Report Library Reports: 
[GNRL-106] Program Roster 
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• View information about clients 
in the program at a selected 
period of time

• Determine if households are 
set up correctly

• Identify households that do 
not yet have a Housing Move-
In Date

• Accessed under: Report Library > Program Based Reports



Report Library Reports: 
[HUDX-225] HMIS Data Quality Report
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• Accessed under: Report Library > HUD Reports

• Comprehensive data review

• Highlights potential data entry errors



Data Analysis Reports
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Accessed under: Reports > Data Analysis > San Francisco ONE System Reports

Program Opening Reports
Adult Flex Pool and RRH Housing Program Openings
Family Flex Pool and RRH Housing Program Openings
Youth Flex Pool and RRH Housing Program Openings



Resources



When should I go to the Help Desk?
Example Scenarios:
• I accidently enrolled a client into a program that they shouldn’t be enrolled in!
• I didn’t mean to enter that service, and now I need it to be deleted.  Help!
• Oopsie!  I uploaded the wrong file to a client profile and now I need that file to 

be deleted
• The client is enrolled in my program, but the referral is still open.  How can I 

close the referral and link it to my client’s program enrollment?
• And much more!!! Feel free to reach out to the Help Desk with any situation 

that is difficult or impossible to resolve on your own
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What if I need support?
Review documentation (available on the Bitfocus help site)
• Toolkits
• Training slides and videos

Contact the Bitfocus Help Desk:
• Email onesf@bitfocus.com
• Call 415-429-4211: 5am to 5pm, M-F 
• Click the "Help" button to chat on the OneSF support site: 5am to 5pm, M-F 

Attend virtual office hours
• Held on the 4th Tuesday of the month from 2 - 3pm
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Learn: hsh.sfgov.org    |    Like: @SanFranciscoHSH    |    Follow: @SF_HSH

Thank you!


