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OVERVIEW
HISTORY OF ACCESS TO HOMELESS SERVICES 
Historically, each emergency shelter has operated independently with unique forms, referral and intake processes, and operating procedures.  From October 2010 to present the City of Alexandria utilized a dual intake system (a decentralized, coordinated intake for individuals; and a centralized intake for families with minor children.) 

Individuals self-referred to emergency shelter, including the domestic violence program.  The City’s Continuum of Care (CoC) partners were advised daily of available emergency shelter bed space for individuals.  Emergency shelter contact information was provided to individuals by the Department of Community and Human Services (DCHS) Customer Call Center and reception staff and other community service agencies.  Referrals for intake were accepted from agencies serving persons with special needs including the City of Alexandria DCHS Community Services Board Mental Health and Substance Abuse Services; the U.S. Department of Veteran Affairs; the City of Alexandria Detention Center/Jail; the City of Alexandria Criminal Justice Services (local probation); the Virginia Department of Corrections City of Alexandria Office of Probation and Parole; and local hospitals serving City of Alexandria residents including state and private psychiatric facilities.

For families with minor children, the City utilized a centralized intake system.  The Family Shelter Waiting List was maintained and the screening process conducted by the DCHS Shelter Liaison to allow for triage and shelter placement based on the immediacy of need as well as the coordination of child care or child welfare services as needed.

Individuals and families experiencing domestic violence were directed to the Domestic Violence Hotline.

Traditionally, persons seeking emergency shelter services were assisted solely based upon self-reported need.   And, the Continuum of Care’s Homeless Management Information System (HMIS) database was not utilized as part of the referral process.

BACKGROUND DRIVING THE NEED FOR CHANGE
In 2005 the U.S. Department of Housing and Urban Development (HUD) conducted research which revealed that persons seeking emergency shelter did not necessarily need such critical level of services.  As a result the Virginia Department of Housing and Community Development (DHCD) recommended that continuums of care create a mechanism for service providers to assist households in assessing needs and identifying resources and alternatives to homelessness prior to service provision as opposed to occurring simultaneously with service provision.  

CITY OF ALEXANDRIA CONTINUUM OF CARE RESPONSE
In order to streamline the intake process, more efficiently and effectively assess the needs of persons seeking shelter, offer diversion services, best utilize community resources, and reduce the number of households entering the shelter system; the CoC proposed a Housing Crisis Response System.

· In April 2012 the Homeless Services Coordinating Committee (HSCC) Executive Committee endorsed creating standardized emergency shelter intake forms and operating procedures recommended by the DCHS Office of Community Services (OCS).  

· In May 2012 the Homeless Services Coordinating Committee (HSCC) Executive Committee endorsed the establishment of a centralized intake system for individuals proposed by Carpenter’s Shelter. 

· In June 2012 the Centralized Intake Planning Committee convened, co-chaired by the Carpenter’s Shelter Homeless Services & Resource Manager and the DCHS/OCS Homeless Services Coordinator.  
The Planning Committee comprised of City of Alexandria homeless and community service providers and the City of Alexandria Police Department have participated in the 14-week process of conceiving, collaborating, coordinating, developing, piloting, presenting, training, and executing of the continuum of care centralized intake system.

HOUSING CRISIS RESPONSE  SYSTEM OVERVIEW
The Housing Crisis Response System is the coordination of the array of services in the Continuum of Care that address the needs of those who are at risk or experiencing homelessness.  The foundational components of the System include: 
1. Homeless Services Assessment Center, centralized assessment and referral, through which members of the community request services and receive an eligibility screening and needs assessment; 
2. Emergency shelters, providing interim overnight housing and housing stabilization services for persons experiencing homelessness; 
3. Diversion services, assisting households in avoiding the sheltering system when possible. 
4. Permanent Supportive Housing, providing permanent housing to chronically homeless households with available supportive services to residents.
5. Transitional Housing, providing up to 24 months of intensive case management services at a project based location.
The Housing Crisis and Response System for individuals and families is standardized with written policies and procedures defining programmatic roles, responsibilities and expectations of all system key components staff.  Staff is trained in assessment, verification, referral, motivational interviewing, crisis response/de-escalation, the Mental Health First-Aid response system; and the emergency shelters utilize standardized intake forms.  

Individuals and families are referred to diversion, emergency shelter services, transitional housing, or permanent supportive housing based on eligibility and need.  The screening verifies that persons seeking services meet HUD-required emergency shelter and diversion services eligibility criteria.  The assessment thoroughly explores individual household situations identifying three categories of housing need: 1) that which can be resolved with mainstream supports; 2) that which can be resolved with targeted short-term financial assistance; and 3) that which requires long-term housing assistance.

From initial engagement until the end of service provision and follow-up, data is fully captured in the Homeless Management Information System (HMIS) by all system service providers.  The HMIS database is customized to 1) monitor households’ length of engagement; 2) conduct need assessments; 3) catalogue community resources; 4) complete referrals; and 5) track services and outcomes.











HOMELESS SERVICES ASSESSMENT CENTER 
 centralized  assessment and referral

PROCEDURES
A. PURPOSE
The Housing Crisis Response System Standard Operating Procedures outline the process to efficiently and effectively screen, assess, refer, and address the needs of individuals and families experiencing a housing crisis.  The process ensures that all households seeking shelter are screened for diversion services creating an opportunity to address the housing crisis with targeted assistance and averting unnecessary entry into the shelter system.  The intended outcome is to reduce the number of households entering the emergency shelter system while simultaneously shortening the length of stay in shelter.

B. APPLICABILITY / SCOPE
The Housing Crisis Response System Standard Operating Procedures are required to assist any household experiencing a housing crisis shelter in the City of Alexandria.

C. DEFINITIONS
· At-imminent Risk of Homeless – individual or family who will lose their primary nighttime residence within 14 days.

· Case Management –The collaborative process of assessment, planning, facilitation and advocacy for options and services to meet a household’s holistic needs through communication and available resources to promote quality cost-effective outcomes.

· City of Alexandria Resident – A person living in the City of Alexandria.  Residency is demonstrated by providing at least one of the following: 1) Driver’s license or any form of ID with an address in the City of Alexandria; 2) Utility bill with name and address; 3) verifiable documentation of receipt of entitlement benefits, such as SNAP, TANF, Medicaid from the Alexandria Department of Community and Human Services; 4) Children are enrolled in the Alexandria City Public Schools; and/or 5) Otherwise verifiable through a third party.

· Community Case Management -  Assist in the development of basic life skills; assistance to obtain appropriate supportive services; linkages to mainstream benefits and community resources; advocacy; and the development of  a post-assistance permanent housing retention plan  for persons at-risk of or formerly experiencing homelessness so they can maintain safe, suitable, and stable housing.

· Continuum of Care – The local collaborative of homeless services providers and community agencies known as the Partnership to Prevent and End Homelessness in the City of Alexandria.

· Diversion Services – Services (financial and/or case management) provided by DCHS/OCS utilized to assist households in averting entry into the shelter system.

· Eligibility Screening Packet – The set of documents consisting of the completed Individual or Family Eligibility Screening Form; City of Alexandria Release of Information and/or Community Service Board Release of Information, DHCD Homeless Certification Form, and the HMIS Notice of Data Entry.

· Emergency Shelter – Facility that provides short-term overnight housing for persons experiencing homelessness (i.e., Alexandria Community Shelter and Carpenter’s Shelter).  

· Families – A household consisting of one or more adults and one or more children under the age of 18.

· Harmony- A case management software application designed to record and store client-level information, track initial inquiries and/or referrals, schedule appointments for service delivery, and provide data inputs for reporting.

· Homeless Management Information System (HMIS) – A software application designed to record and store client-level information on the demographics and service needs of homeless persons.  Homeless assistance providers use the CoC’s web-based software application to coordinate care, manage their operations, and efficiently and effectively serve their clients. 

· Homeless Services Assessment Center (HSAC) Staff – Program Coordinator, Shelter Liaison, Community Service Specialist.

· Individual – A household solely consisting of one or more adults without minor children.

· Institutional Discharge – Those discharged into homelessness from the following institutions/facilities in which they were homeless prior to entry and stayed less than 90 days: 
· City of Alexandria DCHS Community Services Board Mental Health and Substance Abuse Services
· City of Alexandria Detention Center/Jail
· City of Alexandria Criminal Justice Services (local probation)
· Virginia Department of Corrections City of Alexandria Office of Probation and Parole
· U.S. Department of Veteran Affairs
· Local hospitals serving City of Alexandria residents including state and private psychiatric facilities. 

· Key Component Staff – 
· Emergency Shelter 
· Deputy Director /Shelter Director
· Homeless Services & Resource Manager
· Housing Resource Coordinator/ Housing Locator
· Housing Stabilization Case Managers
· Community Case Manager
· Employment & Education Coordinator
Homeless Services and Assessment Center (Centralized Assessment and Referral)
· Homeless Services Coordinator
· Program Coordinator
· Shelter Liaisons
· Community Specialist II

· Length of Stay – The duration of a single stay in lodging program

· Literally Homeless – a) Persons who lack a fixed, regular, and adequate nighttime residence or are in a place not meant for human habitation. b) Persons who are exiting from an institution where he or she was a resident was fewer than 90 days and the individual met HUD’s definition of homelessness prior to entry into the institution/facility.  (e.g., jail, psychiatric hospital).  c) Persons who are fleeing, or are attempting to flee, domestic violence, dating violence, sexual assault, stalking, or other dangerous or life-threatening conditions that relate to violence against the individual or a family member.  

· Lodging – provides overnight stay accommodations.

· Mental Health First Aid – Certified training to provide initial help to a person in a mental health crisis or showing symptoms of mental illness impacting daily functioning until appropriate help can be engaged.

· Motivational Interviewing – A person-centered counseling approach used to strengthen a person’s own drive and commitment to change.  

· Outstanding Referrals Report – The Services Point generated report listing households referred for diversion services or emergency shelter services.

· Priority Ranking – The weight in points assigned to the following subpopulations: literally homeless,  persons with a disability, persons 62 or older, institutional discharge, expectant mothers, and veterans.

· Referral – The staff notification of a household need for lodging and/or services.

· Safe – Habitable dwelling and/or living situation where persons are free from the risk of bodily harm.
· ServicePoint – the name of the HMIS Software Application.

· Veteran – A person who has served active duty in the United States Armed Forces including the Coast Guard.  This does not include Reserve or the National Guard unless the person received orders to go into combat or to serve in an “active” status stateside or abroad in addition to the standard “one weekend per month” duty and the “two weeks per year” training.  

D. PERSONNEL QUALIFICATIONS / RESPONSIBILITIES
Services provided through the Housing Crisis Response System are coordinated through the following agencies and their designated staff:  Alexandria Community Shelter, Carpenter’s Shelter, and the City of Alexandria DCHS/Office of Community Services.

Emergency Shelter Services
· Deputy Director /Shelter Director
· Homeless Services & Resource Manager /Housing Locator
· Resident Service Specialist
· Housing Resource Coordinator
· Case Managers
· Employment & Education Coordinator

Homeless Services Assessment Center
· Homeless Services Coordinator
· Program Coordinator
· Shelter Liaison
· Community Service Specialist

Diversion Services
· Homeless Services Coordinator
· Program Coordinator

E. STEP-BY-STEP PROCEDURE
Access to Homeless Services
Households experiencing a housing crisis must access through the Homeless Services Assessment Center located at Department of Community and Human Services,  2525 Mount Vernon Avenue between the hours of  8:00 a.m. to 5:00 p.m. Monday through Friday (except holidays).  Individuals and families must call the Customer Call Center, at (703) 746-5700 to schedule an appointment; however, walk –ins are accepted.

It is the intent that persons experiencing a housing crisis are diverted from entering the shelter system whenever possible.  To this end all households seeking shelter are screened for diversion services to determine if there is an opportunity to address the housing crisis with targeted assistance while averting unnecessary an entry into the shelter system.

Eligibility Screening and Referral
The following occurs in the screening process: 

Safety Risk Screenings
During the initial contact (phone call or walk-in), HSAC staff assess for the following safety risks:

Domestic Violence
Persons seeking emergency shelter complete an unidentified Personal Safety Questionnaire to assess the need for domestic violence shelter and/or police intervention.  Prior to collecting any identifying information HSAC staff ask the following questions:

1. Are you in a safe place to talk? (Callers only.)  (If no, the caller is asked to go to a safe place.  If the caller is unable to find a safe place, s/he is asked if there is a need for police intervention.)
2. Why are you looking for shelter?
3. Are you afraid of anyone in your home?
4. Has anyone physically assaulted you or touched you in a harmful way at this address recently?

If “yes” is answered to questions 3 or 4 or there is otherwise an indication an immediate experience of domestic violence the screening is stopped and the caller is directed to the Domestic Violence Hotline, 703-746-4911. The completed Personal Safety Questionnaire is kept in a separate file and the data is not entered into HMIS.  NOTE: Persons who are determined by the Domestic Violence Program to be ineligible for their services are redirected to HSAC.

Sex Offenses
Because all City of Alexandria emergency shelters serve children, the emergency shelters cannot accommodate persons who are listed on the National Sex Offender Registry.  However, a sex offender screening is conducted to determine if alternative services are available when emergency shelter placement is not appropriate.  If the head of household or any member of the household has been convicted of a sex offense, but is not required to register on the National Sex Offender Registry, then HSAC staff will contact an Eligibility Screening.  During the screening, information will be gathered regarding the conviction and submitted to the emergency shelter directors. The emergency shelter directors will then determine if the household is eligible on a case by case basis. 

After completing the Personal Safety Questionnaire, HSAC staff check the National Sex Offender Registry and ask the caller if s/he or any other adult in the household has ever been convicted of a sex offense.  If the answer is “yes” to either, the Eligibility Screening can be conducted over the phone to assess for the appropriateness of diversion services.  In the event the person is ineligible for diversion services or if emergency shelter services are most appropriate, HSAC staff will endeavor to link them to other resources.  If there is an indication of a sexual offense that did not lead to a conviction or a listing on the National Sex Offender Registry, the HSAC staff will conduct the Eligibility Screening by phone and alert each emergency shelter point-of-contact by phone of this concern. 

Eligibility Criteria
Diversion Services
· At imminent risk of homelessness or fleeing domestic violence
· Household income below 30 percent Area Median Income, set by HUD at http://www.huduser.org/portal/datasets/il.html
· Has $500 or less in assets after expenses. Assets include:
· Cash on-hand
· Checking and savings accounts
· Certificates of Deposit
· Stocks and bonds
· Deeds of Trust
· Real Property
· Retirement accounts, including IRA, 401ks, 457s, and SEP accounts 
NOTE: (This does not include primary, appropriate, and reasonable transportation, pension or retirement funds that cannot be accessed or primary residence for eligible mortgage assistance.
· Currently has safe living accommodations in one of the following:  a) temporary housing that can be maintained for a minimum of two weeks, or b) permanent housing that can be maintained with financial assistance and/or case management services; and 
· No other housing options and lack financial resources for housing.
Eligibility Screenings are conducted in person for households experiencing a housing crisis, unless they are exiting an institution in which case an interview will be conducted via telephone.

DCHS Call Center staff schedule eligibility screening appointments for adults in households by phone.  In the event a person walks in seeking services, HSAC staff may immediately conduct an Eligibility Screening or schedule an appointment for a later time if time does not permit.  

If a person misses his/her scheduled screening appointment, he/she is ineligible to return to HSAC for 30 days from the missed appointment date.  Exceptions may be made based on the circumstances beyond the head of household’s control. This is documented in Harmony as an alert.

Persons who did not attend  the intake appointment, refused emergency shelter services, or did not return the shelter intake appointment phone call within the 2 hour timeframe are ineligible for  screening for 30 days.  Exceptions may be made based on the circumstances beyond the households’ of control.

Emergency Shelter Placement
· Individuals and Families (Adults with minor children)
· Meet HUD’s definition of literally homeless or at imminent risk of homelessness
· No other immediate place to stay
· No other housing options
· No financial resources for housing

Eligibility Screening Appointment
During the eligibility screening appointment the HSAC staff interview individuals and adult family members, collect household data, complete the screening form, assess household need, determine priority ranking (if applicable), and make appropriate referral assignments to diversion services or emergency shelter.

When emergency shelter placement is appropriate, HSAC staff assign priority ranking based upon the following factors:    

Preference for Placement             
1. City of Alexandria resident 

Priority Placement Ranking Factors 
1. Literally Homeless (15 points)
2. Chronic Medical Condition and/or Disability (15 points)
3. Age 62+ (10 points)
4. Institutional Discharge into homelessness  (10 points)
a. City of Alexandria DCHS Community Services Board Mental Health and Substance Abuse Services
b. City of Alexandria Detention Center/Jail
c. City of Alexandria Criminal Justice Services (local probation)
d. Virginia Department of Corrections City of Alexandria Office of Probation and Parole
e. U.S. Department of Veteran Affairs (hospital)
f. Local hospitals serving City of Alexandria residents including state and private psychiatric facilities
5. Expectant Mothers at any stage of pregnancy (5 points)
6. Veteran (5 points)
7. At-risk of homelessness (5 points)

HSAC staff place households on the Emergency Shelter Referral List in the following order: 
1. City of Alexandria residents, and 
2. By total points from the above ranking factors (from the highest to the lowest).  
When priority placement is not applicable, households are placed in chronological order by referral date. 

Referral 
HSAC staff ensure that the Eligibility Screening packet is completed for all households seeking services that a copy is transferred to diversion services or emergency shelter staff as applicable. 

Immediately following each eligibility screening interview and referral determination, HSAC staff enter household data into the HMIS database and Harmony.  Staff creates an HSAC program entry, enters the Clearinghouse service transaction, as well as the outstanding service need and referral, which simultaneously places the household on the ServicePoint Outstanding Referral Report.  Additionally, HSAC staff maintain excel-based referral lists.

HSAC Staff creates the “HSAC Screening Case Summary” narrative in the Client Notes section of the Client Profile informing the Diversion Services and Emergency Shelter staff on the housing history and current situation.  Note: The first line should read “HSAC Screening Case Summary” because this will appear in the Client Note Summary Window. 

Diversion Services
The referral generates an e-mail message to Diversion staff, which serves as the primary notification advising that a household has been referred and to check the Outstanding Referrals Report for additional information.  The referral is attached to the “need” and subsequently the “service”,  therefore, the client name will remain on the Outstanding Referrals Report until the service and/or need is closed. HSAC staff also provide households with a “diversion referral form” which outlines how diversion services can assist the client.

Emergency Shelter Services Referral
HSAC staff maintain two excel-based Emergency Shelter Referral Lists – one for individuals and another for families, which are regularly updated. 

HSAC-Individuals use the ESRL as the primary notification of referral and it is e-mailed to the Emergency Shelter Listserv twice daily once in the morning and once in the evening. Monday through Friday (except holidays). The HSAC- Individuals Emergency Shelter Referral List sent in the morning reflects any individual placed by ACS after 6 p.m. the night before until 10 a.m. the next morning.  The Emergency Shelter Referral List sent in the evening reflects households that have completed an Eligibility Screening as well as those that have been placed by CS and ACS throughout the day.

HSAC-Families used the ESRL to determine the order in which households are referred to emergency shelter for an intake appointment.

The Emergency Shelter Referral Lists summarize the referral information specifying:
1. Referral Date
2. Head of Household (as self reported by clients)HMIS Record Number
3. Contact Information and Related Special Instructions
4. Priority Ranking
5. Referral Source
6. Special Accommodations (e.g., bunk placement, medical needs, etc.)
7. Household Size (Families)
8. Gender (Individuals)
9. Pregnancy Information (If applicable)


Emergency Shelter Listserv
Emergency shelter staff send bed space availability information (female or male space, bottom or top bunk) to the Emergency Shelter Listserv each morning, which includes key staff from HSAC, and emergency shelters. HSAC staff cross reference the available space with the clients on the list and make bed space reservations on the Emergency Shelter Referral List. The List will show whether that client has a bed space reserved at Alexandria Community Shelter or Carpenter's Shelter. The Emergency Shelter Referral List is then sent to the Emergency Shelter Listserv. Emergency shelter staff review the bed space reservations and begin calling clients to schedule intake appointments. The purpose of this process is to prevent duplication of efforts by emergency shelter staff. 

Client-Initiated Follow-up
While awaiting emergency shelter placement, individual and adult family members must contact HSAC staff on a weekly basis to verify their on-going household need and to provide status updates of outstanding tasks (e.g., applications for benefits, identification cards, etc.)  Households must immediately inform HSAC staff of any change of circumstances (i.e., household composition, income, living situation, etc.)  If there is a lapse in contact of two weeks or more, the household is removed from the Emergency Shelter Referral List and the need closed and subsequently removed from the Outstanding Referral Report (following the HMIS Data Entry Workflow).  If removed for any reason, the household must be re-screened for eligibility in order to receive services. The Return Policy would be in effect.

In the event of a two-week lapse in client contact, the Need is closed by entering an end date reflecting the day after the two-week period.  “No client contact in two weeks” is entered into the “Notes” section under Need Information.  The Status of the need is changed to “Closed,” the Outcome “Not Met,” and the Reason “Client Failed to Follow Up”.  

Intake
Diversion Services Intake
When diversion services are appropriate, DCHS/OCS staff conduct an intake and determine the  appropriate level of case management and/ or enrollment in the appropriate homeless prevention program to provide financial assistance..    Immediately following each intake, diversion services staff enter household data into the HMIS database, creating a program entry, and entering related service transactions, which simultaneously remove households from the HMIS Outstanding Referral Report.

Individuals and adult family members must contact Diversion Services staff on a weekly basis to verify their on-going household need and to provide status updates of outstanding tasks (e.g., applications for benefits, identification cards, follow up on employment and housing leads, etc.)  Households must immediately inform Diversion Services staff of any change of circumstances (i.e., household composition, income, living situation, etc.)  If there is a lapse in contact of two weeks or more, the household is removed from the Outstanding Referral Report.  If removed for any reason, the household must be re-screened by HSAC for eligibility in order to receive services and determine needs. The Return Policy is in effect.

Emergency Shelter Intake
Emergency shelter staff schedule intake appointments for individuals in the order in which they appear on the Emergency Shelter Referral List based upon appropriate bed space availability.  Immediately upon scheduling an intake appointment, emergency shelter staff e-mail HSAC – Individuals’ requesting the Eligibility Screening Packet.  

Emergency shelter staff contacts HSAC –Families when a family space becomes available and inform the HSAC staff of the intake appointments schedule.  HSAC- families reviews the ESRL and determines the household to refer based on residency, priority, and bed space availability. The head of household is contacted and informed of the space available and intake appointment. HSAC- families staff then contact the Emergency Shelter staff confirming the intake appointment and emails the Screening Packet to the Emergency shelter staff.

Emergency shelter staff contact the individuals and HSAC- families staff contact the families to inform them of bed availability and to schedule an intake appointment.  By scheduling the appointment, the household is accepting shelter placement.  If the designated household point of contact is not available, HSAC staff will leave a message with instructions to return the call within two (2) hours.  If contact is not made within this timeframe, the bed space will be forfeited.   If a household is more than two (2) hours late for a scheduled intake appointment, the household will be considered a “no show” and the bed space will be forfeited.  In order to access services, the household must be re-screened for eligibility.  The Emergency shelter staff will report back to HSAC staff on the status of the intake.

If bed space is not available, the household remains on the Emergency Shelter Referral List until the next appropriate availability.  

Intake Appointment
At the intake appointment, the Emergency Shelter staff complete the Intake Assessment and other program related forms.  The household receives an emergency shelter orientation, which includes review of the resident handbook and shelter policies and procedures, tour of the facility, and bed assignment.   Within 48 hours of intake, the emergency shelter case manager coordinates a meeting with the household and other key shelter staff to develop a permanent housing plan.  All children receive a service needs assessment within five (5) days of intake.

Immediately upon intake completion or by the next business day emergency shelter staff send an e-mail notification to HSAC staff.  The HSAC staff then exit the household in HMIS and remove the name from the Emergency Shelter Referral List.

Emergency Shelter staff enter the resident data into HMIS within 24 hours of intake or the next business day and create and maintain a resident case file.

Weekend/After Hours Intake Appointments (Alexandria Community Shelter ONLY)
Alexandria Community Shelter will conduct intake appointments if bed space becomes available after hours or over the weekend.

F. CRITERIA
Homeless Management Information System – The Homeless Management Information System program specific Data Entry Workflow is applied for this procedure. The HMIS data quality policy is applied for this procedures.

Homeless Prevention Programs –The Homeless Prevention Programs standard operating procedures are applied for this procedure.

Unaccompanied Expectant Mother Accommodations –The Alexandria Community Shelter and Carpenter’s Shelter place a pregnant woman in a bottom bunk bed space for individuals at any stage of her pregnancy.  If her stage of pregnancy is seven (7) months or later, the emergency shelter staff contact the Shelter Liaison to request a transfer to family bed space based on the availability and the Family Emergency Referral List.  In the event that family bed space is not available by the time she gives birth, Carpenter’s Shelter, if within capacity, will provide an emergency family room for up to 30 days.   

Emergency Shelter Suspension Policy – This addresses re-access and the length of suspension for households that have been terminated for cause. Residents will be suspended from all shelter programs if they commit a serious offense at any shelter program in the City of Alexandria’s Continuum of Care.*   
The suspension will be for a period of one year. After the one-year suspension, the resident may be ineligible to return to the shelter where the offense occurred. The except will be if the suspension is due to an assault of a staff member and the staff member is still employed there, the individual may be ineligible to return and this status will be noted in HMIS.

Serious offenses consist of:
1.  Physical violence or threatening behavior against other residents and/or staff that results in the need to contact the police. 
1. Destruction of shelter property.
1. Weapons on the property.
If a No-Trespassing Order is completed by the police, the suspension will be for a period of two years. 

Additional suspension will occur as follows:
1.  Possession of drugs or alcohol - Suspension of 6 months. 
*Exceptions may be made on a case by case basis if an individual can demonstrate progress as it relates to their Individual Housing Plan (IHP) since their last shelter stay. Appeals to the shelter suspension policy will be heard by the Housing Crisis Response Workgroup (HCRW). 

Emergency Shelter Return Policies -   These address re-entering the emergency shelter system after having exited.  Shelters determine when residents are eligible to return to shelter by the number of times they have been discharged from any shelter in the continuum effective from 10/01/2015:

Alexandria Community Shelter and Carpenter’s Shelter 
	First and Second discharge from Shelter…………………………....1 month stay-away period
	Third, Fourth and Fifth discharge from Shelter…………………..	3 months stay-away period
	Sixth and Beyond discharge from Shelter…………………………..	6 months stay-away period
 
       	

*Exceptions may be made on a case by case basis if an individual can demonstrate progress as it relates to their Individual Housing Plan (IHP) since their last shelter stay. Appeals to the shelter Return Policy are presented to the Housing Crisis Response Workgroup (HCRW). This will include all stay-away orders, suspensions and/or no trespassing/barment notices.

** The amount of time a person must be away from the emergency shelters before they are eligible for re- entry into the shelter and pending eligibility to be placed on HSAC’s waitlist.

HMIS Data Entry:  Suspensions and returns are recorded in HMIS under Incidents as follows:

1 = Stay Away of 30 or 90 days

2= Stay Away of 6 months 

3= Suspension of 6 months

4= Suspension of 1 year

5= No trespassing/Barment Notice of 2 years


Hospital Stay: If a resident is hospitalized, their bed may be held for up to two weeks dependent upon: (1) the resident is eligible to return to shelter and (2) has valid discharge paperwork with the official discharge date and time. If a hospitalization exceeds two weeks then a referral to HSAC will be made and the Emergency Shelters Return Policy is waived.  When available, Winter Shelter may be utilized until shelter space is available. Emergency Shelter Staff is expected to have contact with the resident and/or hospital staff to monitor the status of the resident. 


Detox Program Stay: If a resident enters detox care, their bed may be held for up to seven days providing: (1) the resident is eligible to return to shelter and (2) has valid discharge paperwork with the official discharge date and time.  If a detox stay exceeds seven days then a referral to HSAC will be made and the Shelter Return Policy is waived. When available, Winter Shelter may be utilized until shelter space is available.  The shelter Case Manager contacts the detox staff every 48 hours to confirm that the resident is still at detox. If a resident agrees to go to detox, but a bed is not readily available, shelter staff will contact the Detox Team Leader for assistance. 

*The above Detox Program Stay policy is not applicable to Carpenter’s Shelter due to its  Zero Tolerance Policy for drugs and/or alcohol.  Residents are encourage and supported to contact City of Alexandria Detox for services.  All residents are informed and provided with a copy of the policy which states that they will lose their bed-space if there is a breach. 

HSAC APPEALS PROCESS

The Homeless Services Assessment Center (HSAC) provides all clients with the opportunity to appeal decisions made in reference to eligibility for the program within 5 days of a missed appointment. Each client who schedules an eligibility screening appointment with HSAC or an intake appointment with an emergency shelter is expected to attend unless there has been an extenuating circumstance that has interfered with his/her ability to attend the appointment. 
In the case that a client would like to request an appeal, he/she would first contact the HSAC- staff.  HSAC will speak with the client to ascertain the cause for missing the appointment.  If determined that an extenuating circumstance has caused the client to miss his/her appointment, then HSAC staff are able to waive the return policy.  When possible, the HSAC will collect documentation to support the claim of the extenuating circumstance.  If the client did not miss the appointment as a result of an extenuating circumstance, then the return policy will apply. 
In the case that a client is dissatisfied with the determination, he/she has the opportunity to request an appeal appointment with the HSAC supervisor. The HSAC supervisor will meet with the client, review any documents, and make a decision to waive or stay the return policy. This decision is final.
EMERGENCY SHELTER APPEAL PROCESS FOR SUSPENSION

Clients who have been suspended  from an emergency shelter within the City of Alexandria Continuum of Care have the opportunity to appeal the decision with the originating shelter staff prior to his/her exit. If the appeal is denied, then the client has the opportunity to appeal the suspension any time during the suspension period through the Housing Crisis Response System Appeals Committee. 

This committee is made up of objective representatives from the emergency shelters, the Community Services Board, Department of Community and Human Services, HSAC staff and additional service providers engaged with the client. The client will be given the opportunity to present his/her case to the committee and the committee will review documentation from the emergency shelter that issued the suspension, and information the client and/or advocate provides.  The committee will review the information and make a decision to waive or stay the suspension  by majority vote, at the other shelter within in the CoC; allowing the client access to shelter services there.  The suspension  from the originating shelter remains in effect. Appeals can be filed verbally in person or over the phone, in writing, and electronically with the HSAC supervisor.  The Homeless Services Coordinator will then forward the information to the Appeals Committee chairs who will convene a meeting of the Housing Crisis Response System Appeals Committee.

G. RECORDS MANAGEMENT
The list below provides the names of the forms utilized in the Housing Crisis Response  System and the location(s) where the original and/or copies will be housed.  Homeless Services Assessment Center (HSAC) and Emergency Shelter (ES):  
1. Personal Safety Questionnaire (HSAC)
2. Individual Eligibility Screening (HSAC, ES)
3. Family Eligibility Screening (HSAC, ES)
4. Individual Intake Assessment (ES)
5. Family Intake Assessment (ES)
6. Child’s Assessment (ES)
Electronic client records are maintained in the web-based Homeless Management Information System (HMIS) database, ServicePoint and Harmony.  Hardcopy forms are maintained in household case files, which are maintain for five years.  

QUALITY CONTROL & QUALITY ASSURANCE
The Centralized Intake System key component staff will convene quarterly review meetings.
The Governing Board for the Partnership to Prevent and End Homelessness in the City of Alexandria is establishing an Oversight Committee.

CONFIDENTIALITY POLICY	

Housing Crisis Response System providers are required to maintain an individual record of each client in a locked and restricted area. Client records must have unique identifiers to protect the client’s identity.  Each provider shall keep private all information that is maintained or obtained during the course of its relationship with its clients. Information will not be transferred to any other agencies or individuals without the written consent of the client or the written consent of the client’s authorized representative.  The only exceptions are circumstances where the staff assesses that there is a clear and imminent danger to the client or others, or a law or regulation specifically requires or permits the provider to disclose the information. All Providers shall have a confidentiality policy signed by staff and volunteers. The Providers will employ the client privacy practices at all times during and after service to the client.

Procedure 
All providers’ staff shall be aware, at all times, of their obligation to maintain client confidentiality and privacy whether inside or outside of Providers’ facilities. 
1. Staff shall not acknowledge that a client receives or has received services, or acknowledge a client’s presence in the facility, without proper authorization. 

2. In cases where privacy must be compromised for safety reasons, the need to do so must be documented in the record and the means must be as minimally intrusive to the client’s privacy as possible. 

3. Prior to disclosing a client’s information to any person or entity, staff shall assure that the release is allowable and that the information goes to the proper individual. 

The following protocol shall be used to assure that a disclosure of information is consistent with legal regulations:

1. Compare the information being provided with wording of the authorization, to verify that the disclosure is limited to the minimum necessary to accomplish the intended purposes of the authorization; 

2. Confirm that the receiving party is the intended recipient. If the request is made by mail, confirmation may be accomplished by requesting production of the receiving party’s letterhead or other documentation. If the request is received by telephone, verify the identity of the caller by a return call. If the request is made in person, verify the requesting party’s identity by checking official credentials or picture ID, unless the staff member has personal knowledge of the requesting party’s identity. 

3. In the case of information transmitted by FAX, the transmitting staff member must call the recipient and verify the FAX number. Prior to sending the FAX, the transmitting staff member must confirm that the FAX is being sent to a secure and confidential FAX machine. This means that either (i) the machine must be located in an area where access to the FAX machine is limited to those who are authorized to see the information being transmitted, or (ii) the person receiving the FAX transmission will be waiting at the machine to retrieve the transmission. Upon completion of the fax transmission, the transmitting staff member must immediately call the receiving party to verify that the transmission was received. 

4. Before releasing any information, check to make sure that the release has not expired or been revoked. 

5. Disclosure of records should have the following statement included: 
This information has been disclosed to you from records protected by the Code of Federal Regulations. The Federal regulations prohibit you from making any further disclosure of this information unless further disclosure is expressly permitted by the written consent of the person to whom it pertains or as otherwise permitted by law.

Release of Information 
1. Clients have the right to request disclosure of their record and written consent of the client or the client’s authorized legal representative is required. The consenting individual must complete and sign the Release of Information form, indicating whether this is: 
a. a release of information to a third party;
b. a request for information from a third party; or 
c. an exchange of information. 

2. A valid Release of information must contain the following elements: 
a. name of the person, title or role of persons authorized to make the disclosure; 
b. a description of the information to be disclosed;
c. the purpose for the disclosure;
d. whether the authorization extends to information acquired after the authorization is signed;
e. the effective date;
f. the expiration date, event or condition (e.g., it may be at the end of services); 
g. signature of individual or other person legally authorized to act on behalf of the client; and
h. the individual’s right to revoke the authorization in writing. 

3. Revocation of Consent: At any time, a client’s authorization may be revoked by the client by submitting a letter stating this. Such revocations do not pertain to information released prior to the revocation.
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