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Introduction
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
Property Management
Support Services
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What am I responsible for? 
Support Services

• Program enrollments and ensuring correct unit assignment at move-in
• Annual assessments
• Program exits
• Tracking eviction notices and unlawful detainers served
• Ensuring program rosters are up to date and include all clients in your program
• Maintaining Releases of Information

Property Management
• Making units offline and ending offline status when unit becomes available
• Ensuring clients are correctly associated with their current unit
• Regularly monitoring your building rosters to ensure accurate occupancy and availability
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Referral Status: Pending – In Process 
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• View incoming referrals by clicking the 
referrals tab on the left of the home screen.

• Ensure the Referred Unit is correct

NOTE: YOU MUST BE UNDER THE CORRECT AGENCY IN 
ORDER TO VIEW INCOMING REFERRALS AND CHANGE 

STATUS!
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• This is completed when the status (located at the top of 
the Program Referral page) is updated to Pending- In 
Process

• Change the referral status by clicking the pencil icon on 
top right hand corner. Be sure to update within 2 days of 
receiving referral.

• By updating to Pending - In Process, 
this will notify the staff who made the 
referral, it has been received.​

• Pending - In Process will ensure the 
referral does not expire during the 
process of getting households 
approved prior to move in.​

Pending to Pending - In Process



Referral Status: Denied
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• If a client refuses housing or is deemed ineligible, or the referral was made to the 
incorrect unit:

• Send client back to the Community Queue

• Select denial type and reason

• Provide additional details



Unit Management Directly in Program 
Enrollment
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• The same process is used when a client transfers to a different unit within the 
same program and when a client is initially enrolled and linked to referral to 
an incorrect unit

• Step 1: add End Date for the current unit

• The unit will automatically be set to offline so the property manager will need 
to update or end the offline status

• Step 2: add Start Date for the new unit that doesn’t overlap with the former unit 
assignment

• Toggle Eligibility Override ON to select from the Available units.
• Ensure the unit is available in ONE in order to assign to the household



Unit Status/Availability 
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• Status and availability indicate a unit’s usage and occupancy 
• Status may be changed at any time 
• Do not use Inactive status – discuss with HSH program manager 

Status Availability Description

Active
Available Unit is available to receive referral (move-in ready)

Occupied Client/household is assigned to the unit

Pending 
Occupancy 

Unit has a pending referral connected to it 

Offline Unit is temporarily unavailable (e.g., due to needed maintenance).

Inactive Unit not available for referral for foreseeable future (e.g., used as an office). 
Please call or email the help desk if a unit was accidentally made inactive.
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Offline Reasons
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• Reasons are labeled with the 
program specifiers: 

• HSG (housing) 
• SHLTR (shelter) 

• The housing toolkit includes a 
complete set of up-to-date 
definitions



Situation Action 
Unit Automatically Set to Offline at Exit or 
When Unit Assignment Ends

Update offline reason & description

Offline Status is Extended 
(Offline Reason Doesn’t Change)

Update offline description with additional 
details

New Offline Status Make the unit offline with reason 

Offline Reason Changes Add new reason which will also end the 
previous offline reason

Unit is No Longer Offline End offline status 

Offline Status Updates
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Property Management

• The unit will automatically switch to offline 
when the unit assignment ends because of a 
program exit or unit transfer

• Update the Offline reason with the actual 
reason from the dropdown

• Delete Offline description and add any details

• Always leave the end date blank

Updating Unit Automatically Set to Offline
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Updating Unit Automatically set to Offline 



Extending Offline Status
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• When a unit is offline for longer 
than expected, do not add a new 
status

• Click the pencil to edit and enter 
additional details in the Offline 
description field

Property Management



Adding New Offline Status
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• Add an offline status from 
the Status tab

• Unit status dates and times 
cannot overlap

• Always leave the end date 
blank

Property Management



Changing Offline Reason
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• When an offline reason changes, 
add a new offline status with the 
new reason by clicking the blue 
plus sign

• This will automatically end the 
prior offline status

Property ManagementProperty Managment



Ending Offline Status
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• Click the pencil icon to edit the status 

• Add an end date to make the unit available

• Ending the offline status makes a unit 
available to receive a new referral or assign 
to a tenant

Property Management

Ending Offline Status



Data Analysis Reports: Building Roster Report

19

Property Management

• Available: ready to receive referral

• Occupied: lists head of household 
assigned to the unit

• Pending Occupancy: lists client 
referred to the unit

• Offline: lists current offline reason

• Inactive: units that are not client 
units (offices, resident manager, etc.)

• Property management should monitor for accuracy of unit availability and status

https://onesf.clarityhs.com/report/embed/11325/2


Data Analysis Reports: Other Reports
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Property Management

• Housing Inventory Snapshot
• Count of units associated with site-based PSH programs by availability and status
• See also Housing Inventory Snapshot by Property Manager

• Offline Housing Units by Reason

• Responsible Staff Who Receive Referral Notifications

• Properties of Buildings Report and Properties of Units Report
• Contact your HSH program manager if building or unit details change or are incorrect 

https://onesf.clarityhs.com/report/embed/14810/2
https://onesf.clarityhs.com/report/embed/14810/2
https://onesf.clarityhs.com/report/embed/14812/2
https://onesf.clarityhs.com/report/embed/13800/2
https://onesf.clarityhs.com/report/embed/13800/2
https://onesf.clarityhs.com/report/embed/15259/2
https://onesf.clarityhs.com/report/embed/15259/2
https://onesf.clarityhs.com/report/embed/14623/2
https://onesf.clarityhs.com/report/embed/14623/2
https://onesf.clarityhs.com/report/embed/14624/2


What if I need support?
Review documentation (available on the OneSF support site)

• Toolkits
• Training slides and videos

Contact the Bitfocus Help Desk and can be reached several ways:
• 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

21

https://onesf.bitfocus.com/housing
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