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Referrals Screen and Referral Management

This job aid is for projects that receive referrals through coordinated entry and for invite-only projects. It will walk
through the system changes implemented in 2025 that added a referral process workflow; staff assignment
functionality, and changes to how provider notes and outreaching attempts are tracked.

Referrals screen

The Referrals screen will display 3 tabs:
e Referrals
e Available Units

e |egacy Referrals

PSH Training Program  *> Referrals
Referrals

Referrals Available Units Legacy Referrals

Displaying 0 of 0 referrals = Filter

Client Status Current Task Days on Current Task Assigned To Referral Date Unit

Mo referrals

The Referrals section displays referrals that have been assigned to the project. Only users associated with the
provider organization who have been assigned to the referral will be able to view it.

Please see job aid section on Assignment and Access for more details.

Yellow SunPSH » Referrals
Referrals

Referrals Available Units

Displaying 1 of 1 referral = Filter

Client Status Current Task Days on Current Task Assigned To Referral Date Unit

Dawna Winters @ Assigned Provider Outcome <1 day Project Staff 09/1072025 Unit 200918 - Households with Children
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The Available Units section displays units that have been marked available that do not yet have a referral
associated and working towards assignment to the project by DHS staff.

Yellow Sun PSH > Referrals

Referrals
Referrals Available Units
Unit Date Available
Househalds with Children (ID: 200820) 09/10/2025
Househaolds with Children (ID: 200922) 09/10/2025
Households without Children (ID: 200731) 09/10/2025

The Legacy Referrals section will display as we transition into these system changes.

Legacy referrals will display referrals that were assigned and in progress (accepted-pending or denied-pending)
before the system changes implemented on 10/1/25.

Providers should continue accessing and working with referrals displaying on the Legacy Referrals section until
they are completed.

New referrals, assigned on and after 10/1/25, will display on the Referrals section.

Referrals

Referrals  Availabie Units | Legacy Referrals

Qutgoing Referrals
Displaying 0 of D outgoing referrals Filter
Referral Date HoH Name Project Referred To Referred By status Housenold Size

Mo referrals

Referral Requests

Referral Request ID Request Date Requested By Estimated Date Needed Unit Type

No referral requests

Incoming Referrals
Displaying 0 of 0 incoming referrals = Filear (Status)

Referral ID Referral Date HoH Referred By Status Assigned Date Household Size

No records matching selected filters
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Assignment and access

Staff assignment is a new concept being introduced to HMIS.

At the time a referralis assigned to a project that accepts referrals through Coordinated Entry or an Invite-only
project, DHS staff will assign provider staff to the referral.

If a staff person is not assigned to a referral, they will be unable to view the referral.
It is important to keep DHS updated regarding staff changes for this reason.

Reach out to DHS as needed with questions or concerns about assigned referrals and view permissions.

Provider Outcome Task activities: outreach and documentation

Tasks are another new concept being introduced to HMIS. Earlier tasks and associated notes in the workflow
assigned to DHS (CE) staff able available for assigned providers to view in read-only status.

YellowSunPSH > Referrals
Referrals

Referrals  Available Units

Displaying 1 of 1 referral = Filter

Client Status Current Task Days on Current Task Assigned To Referral Date Unit

Dawna Winters @ Assigned Provider Outcome 1day Project Staff 08/10/2025 Unit 200518 - Househalds with Children

To view a referral’s details and access the Activity and Contacts sections, select the referral.
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Once areferralis assigned to a project and provider project staff, the referralis in the Provider Outcome task.
The Provider Outcome task means that the provider should begin outreach attempts, document all

contacts/outreach attempts with the date, time, and outcome of each attempt, and schedule the intake with the
referral when they agree to work towards enrollment in the project.

Provider Outcome task: Details + Referral Contact Information

Assigned provider staff can access the assigned referral’s contact information by selecting the Details button at
the top left of the referral. In the Client Details section of the dropdown, the HOH’s name displays as a hyperlink to
their HMIS Client record screen.

a
-

Referral Details ~
Referral Status @ Assigned
Referral ID 923
Date Started 09/10/2025
Unit Unit 200918 - Households with Children
Project Yellow Sun PSH
Client Details ~
Client ID 200772
I Client Name Dawna Winters &
Client Age 56 years
Mcl D 1001230846 &

Select the hyperlinked name to navigate to the Client record. Please note that the Client record will open in a new
window or tab.

Client = Close Eiizabeth Berry

Elizabeth Berry .
Elizabeth Berry

Age: 44
e Pronouns  shefner

DOB Hidden (44)

i SN Data not collect=d

Overview No Client Pheto
Enroliments £ update Client Details
Assessments Lost Updoted on 09¢/11/2025 03:03 PM by Ann

Boy
Services e
Files Client IDs v
Referrals Contact Information I -

Case Notes Phone Number  [303) 555-0000

o Discortinued as of 03/01/25
o
PhoneNumber  (412) 555.5555
AuditHistory Niobile Canfirmed as of 02/08/25

Email elizabeth@email.com

Demographics ~
Race Middle Eastern or North African
White
Gender Woman
Pronouns she/her

VeteranStatus  No
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The contact information will be displayed; please note that this section is collapsible and expandable by selecting
the chevron symbol at the right. Note the contact information needed and navigate back to the referral details

screen.

The Details section also displays details regarding the referral to the project and the client details; all information
is read-only for provider users.

Provider Outcome task: Viewing Household Details

If the referralis for a household of more than one person, the household composition and household roles will be
displayed under the Source Enrollment Details section housed within the Details section of the referral.

To view the household information on a referral, select the Details button within the referral.

Details

XI

Referral Details

Referral Status

Referral ID

Date Started

Unit

Froject

Client Details

Client ID

Client Name

Client Age

Aszessment
Result Score

Post Referrals to
Waitlist

Void All
Referrals

Is this
househald
considered
Transition Aged
Youth (TAY)?

Milizary Service

What is the
househald
compasition?

Iz this
household HUD
Chronically
Homeless?

Datz
Assessment
Created

@ Assigned

129

031912025

Unit 200829 - SRO

Biue Bridge Housin

200830
Charlotte Cheddar

30 years

I

z

No

Household without fllhors

021182025

Created

Source Enrollment Details

Project Name ACDHS Coordinated Entry (Training)

Project Type Coordinated Entry

Entry/Exit Dates 021872025 - Active

Enrallment Link ‘iew Enroliment &

Househaold Charlotte Cheddar (HoH) &

Members Cecelia Cheddar (Other relative) @

Source Enroliment Details

As the Details section expands on the page, navigate down to the Source Enrollment Details section and expand it
as needed to view the household member information.

972025
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Provider Outcome task: Activity + Contact Documentation/Notes

All outreach attempts and contacts with a referral should be documented in notes.

Upon referral assignment, providers must attempt to reach the assigned household to schedule an intake
appointment using all contact methods listed for the household.

Each contact method must be attempted at least 3 times. Each contact attempt to each phone number and/or
email address must be thoroughly documented with date, time, and outcome in a Note under the Activity button.

This information is shared with Coordinated Entry so that it can be shared to inform the client of next steps or in
the case of a program denial. Like contact attempts, all appointments/intakes set should be documented iby a
note as well as in the Notes box associated to a task decision

Notes associated to a referral are accessed by selecting the Activity button.

The Activity section will open, and users should select the Add Note button at the top to document outreach
attempts, contacts, or meetings with the referral.

Activity X

@ Client Offer Outcome Completed
20 hours ago by Ann Boyd

@ Initial Client Engogement Completed
20 hours ago by Ann Boyd

. Initial Review Completed
20 hours ago by Ann Boyd

o Referral Started
20 hours ago by Ann Boyd

End of Activity

Enter the note and then select the Submit Note button to save the note.
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Add a Note X

9/8/25 11am- Contacted dclient at cell phone 412-111-2222 and left voicemail.

9/9/25 2pmi client returned call and we discussed program; client interested.
Scheduled intake for 9/10/25 at 1pm.

All submitted notes will display under the Activity button. Admin users and other users assigned to the referral are
able to view Activity notes.

Please note: editing is not available for Notes collected under the Activity button; if clarification or changes
are needed, users should submit an additional note.

Provider Outcome Task Decision: Accept- Add to Project

When the referral agrees to work with the project towards enrollment and schedules the intake assessment, the
provider should both document that activity in a note and update the Provider Outcome Task’s Decision.

The task Decision functions similarly to how the previous referral status worked (changing from Assigned to
Accepted-Pending or Denied-Pending). Selecting the Task Decision indicates if the referral will enroll in the project
or if the referral is being declined (see the section of job aid on Provider Outcome Task Decision: Decline- Denial
Review).

Selecting the task Decision as Accept-Add to Project will add the referral as Incomplete to the project’s

Enrollments screen. The provider can then enter and submit the intake assessment information for the referral to
enroll them after the intake is completed.

The date of the task decision as well as notes directly relevant to the task decision should be entered.
To save the task Decision as Accept-Add to Project, select the radio button and click Submit. A reminder box will
indicate that the intake will need to be completed for each household member in order for the household to be

considered enrolled.
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Referral for Paulina Pasta B Details O Activity

4 Backto All Tasks

Provider Qutcome

™ Available Today [ Assignedtoyou & Project Staff
Date (Required)
09/15/2025 1]

Notes

9/14/25 Sarm Spoke to Pauling and scheduled intake for today at 10am
in person at office.

Decision (Required)

@ Accept - Add to Project

O Decline - Submit Referral for Denial Review

(D The client will be added to the project as Incomplete.
Please complete and submit the Intake Assessment to
finalize enrollment.

To complete and submit the intake for enrollment, navigate to the Enrollments screen and proceed with
completing and submitting the intake assessment/s for all household members (see the Assessments job aid).

The referral will remain on the Referrals screen after their status has been changed to Accept- Add to Project while
their intake is being completed and submitted. The next Task step occurs with DHS to confirm the success of the
referral. The accepted and enrolled referral will remain on the provider’s Referral screen and Dashboard until DHS
completed this step.

After the Confirm Success task is completed, the referral will change to Accepted status on the Referral screen.

Provider Outcome Task Decision: Decline- Submit Referral for Denial Review

If the provider has contacted the referral and:

The referralis not interested in working with the project

The referraliis unable to be reached within the allotted time frame

The referral does not attend a scheduled intake appointment

The referral cannot produce the required documentation needed to enter the program
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Then, the program will document that contact and decision in an activity note and then update the Provider
Outcome Task Decision to Decline- Submit Referral for Denial Review.

Detailed documentation of all contact attempts, including each phone number or email address the program
contacted, along with date, time and outcome of each attempt is required Notes under the Activity button as well
as being noted in the Notes box associated to the task.

All denial reviews are electronically sent to the Office of Community Services (OCS) Coordinated Entry who have
48 business hours to review the denial and either reach out to the provider for more details or provide a decision to
the program.

Until a decision is made by OCS, the denial will reserve a spot in the program.

If there are no other vacant units in the project, then no other units can be made available until the declined
referralis reviewed.

To save the task Decision as Decline- Submit for Denial Review, open the task on the Referrals screen. The date of
the task decision as well as notes directly relevant to the task decision should be entered.

Select the radio button for that decision. Once that decision is chosen, a dependent section will display to prompt
the user to select the appropriate Decline Reason for the situation (see HMIS Denial Reason Guidance One-Pager
for more information). Click the Submit button to submit the declined referral to OCS for review.

Referral for Laura Lemon B Detsils O Activity

€ Backto All Tasks

Provider Qutcome

& AvsilableTodsy [ Assignedtoyou 2 ProjectStaff

Date [Required)
08/15/2025

Notes

Hates regarding the decline should be entered here

Decision [Required)
(O Accept-Add to Project

(® Decline - Submiit Referral for Denial Review

Decline Reason (Required)
() HMIS user error

() Inability to complete intake

(O Does nat meet eligibility criteria

@ No longer interested in this program
() MNolonger experiencing homelessness

() Estimared vacancy no longer availzble

O Enrolled, but declined HMIS data entry
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Denial Review Process

Once a referral has been submitted as Decline - Submit for Denial Review, the task is on OCS Coordinated Entry to
review the decline and either approve it or depending on the circumstances, send it back to the provider to work
with.

If the declined referral is approved, the declined referral will no longer be displayed on the provider’s Referrals
screen. The unit the referral was slated for will remain in Accepting Referrals status so a new referral can be
associated with the vacancy.

If the declined referral is sent back to the provider, OCS will alert them. On the project’s Referrals screen, the
referral’s status will display as Assigned and the associated task will display as Provider Outcome (second

attempt).

Once the referral is assigned to the project, the provider should work with the referral to remove barriers to

enrollment.

Silver Moon RRH > Referrals

Referrals
Referrals Available Units Legacy Referrals
Displaying 3 of 3 referrals = Filter
Client Status Current Task Days on Current Task Assigned To Referral Date Unit

1

Laura Lemon @ Assigned Provider Outcome (Second Attempt) <1 day Project Staff 09/15/2025 Unit 200773 - Households without Children

If the referralis able to be enrolled from this second attempt, the provider should update the referral status to
Accept- Add to Project and enroll the referral (see section of job aid on Provider Outcome Task Decision: Accept-
Add to Project).

If the referral is unable to be enrolled from this second attempt, the provider should enter updated notes under the
Activity button to capture new activity, outreach, and contacts on the second attempt; then the provider should
complete the Task by entering a date of the current status decision, relevant notes for the second attempt

decision, and selecting the Decision to be Decline- Submit for Denial Review.

The Denial Review process is limited to three attempts total per referral to the project.
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Change Provider Outcome (optional task)

After the provider enrolls a referral; an optional task will display both on their Referrals screen for the accepted
referral and on their Dashboard for that referral.

Referral for Elizabeth Berry M Detzils B Contacs D Activity

Open Tasks (2)

@ Enrolled Elizabeth Berry  Silver Moon RRH
Confirm Success m
& Avsilsble Today [ Assignedtoyou a. CE Staff
Change Provider Outcome (Optional) m
@ Avsilsble Today [ Assigned to Gig Provider 2 Project Staff

Completed Tasks (5)

Initial Review

Review
B8 Completed Todsy by Ann Boyd 2 CE Staff
Initial Client Engagement e
& Completed Today by Ann Boyd 2 CE Staff
Client Engagement Review
& Completed Today by Ann Boyd 2 CE Staff
Client Offer Outcome Review
& Completed Todsy by Ann Boyd & CE Staff
Provider Qutcome Review

& Completed Today by Ann Boyd & Project Staff

This task, Change Provider Outcome, is a task to capture the scenario where a referral is accepted but does not
actually enroll in a project. This allows the provider to decline a referral marked as accepted that is not yet
enrolled.

In this situation, the provider should select the Change Provider Outcome Task. In the task, enter the date,
relevant notes to the referral’s outcome change, and the decline reason. A warning box will display to let the user
know that the incomplete enrollment for the household will be removed when they select the Submit button.
Select Submit to submit the decline.

9/2025 REFERRAL MANAGEMENT— HMIS JOB AID 11T oF 12



A Co,
e 2

, DEPARTMENT OF HUMAN SERVICES
£ ALLEGHENY COUNTY, PENNSYLVANIA

HOMELESS MANAGEMENT INFORMATION SYSTEM

Referral for Elizabeth Berry B Details B3 Contacts (D Activity

4 Back to All Tasks

Change Provider Outcome (Optional)

B Available Today [ Assigned to Gig Provider 2 Project Staff
Date (Required)

09/15/2025 i)
Notes

Household declined to enter project when we met for 9/14/25 intake
assessment, will decline referral

Decline Reason (Required)

O HMIS user error

O Inability to complete intake

O Does nat meet eligibility criteria

@ No longer interested in this program
O No longer experiencing homelessness
O Estimated vacancy no longer available

O Enrolied, but declined HMIS data entry

/A The client's in-progress enrollment in this project will be
deleted.

For more information...

For assistance, please contact the Allegheny County Service Desk at dhs-servicedesk@alleghenycounty.us or call
412-350-HELP (4357). Select Option 2 for the DHS Service Desk.

To access Service Desk Plus, go to: https://dhs-servicedesk.alleghenycounty.us/
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