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2 - Glossary of Terms  
HMIS (Homeless Management Information System) HMIS is a database used to store and secure 
information about clients experiencing homelessness or those participating in programs that prevent or 
support unstably housed individuals. Client Management Information System (CMIS) and Homeless 
Management Information System (HMIS) can be used interchangeably, but for the purposes of this 
document, HMIS will be used. 

OHCS (Oregon Housing and Community Services) Oregon Housing and Community Services is Oregon's 
housing finance agency, providing financial and program support to create and preserve opportunities 
for quality, affordable housing for Oregonians of lower and moderate income. 

SERVICEPOINT the Program used to run our HMIS. HMIS and ServicePoint are used interchangeably in 
this document.  

HUD (Housing and Urban Development) Government agency that oversees regulations, funding, and 
data standards related to housing and homelessness for the country.   

HMIS LEAD AGENCY The Agency designated to oversee the management of data for the purposes of 
report writing, training, and ensuring HUD standards are met. In Central Oregon, that is NeighborImpact.  

CoC Continuum of Care. This refers to the system in place to manage a region’s homeless issues. It is 
HUD defined and funded.  

COORDINATED ENTRY A program under the Continuum of Care that oversees client’s entry into the 
system and connects clients based on need to the appropriate agency.  

HLC (Homeless Leadership Coalition) A group of community leaders who oversee the continuum of 
care, the HMIS lead agency, the coordinated entry system, and distribute HUD funding to ensure clients 
are being served. They also act as community advocates for the homeless population.  

SYSTEM ADMINISTRATOR The Staff member employed with the HMIS Lead Agency. Also referred to as 
the HMIS Lead. As of 2020 it is Katie Jordan (katiej@neighborimpact.org)   

AGENCY The Agency or organization in charge of running individual programs. For example 
NeighborImpact or Cascade Youth and Family Center.  

PROGRAM The specific program performed by an agency in service of the client. For example 
NeighborImpact (Agency)’s Rapid Rehousing Program (Program).  

AGENCY ADMINISTRATOR A designated employee with each agency that oversees that agency’s data 
quality and acts as data liaison between the HMIS lead and the Agency’s HMIS users. They have greater 
access and editing capabilities inside HMIS, and have been given additional training in how to use the 
system.  

1 - INTRODUCTION 
This document provides the framework for the ongoing operations of ServicePoint HMIS- the Homeless 
Management Information System used by Central Oregon’s Continuum of Care program. Central Oregon 
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is a tri-county region that includes Crook, Deschutes, and Jefferson counties and the Confederated 
Tribes of Warm Springs  

HMIS is a locally administered, electronic data collection system that stores person-level information 
about persons who access the service system.  

The state of Oregon has instituted the use of ServicePoint in response to Congressional Directive and 
U.S. Department of Housing and Urban Development (HUD) support for Homeless Management 
Information Systems (HMIS). 

ServicePoint™ (copyrighted by WellSky) is a web based Client Information System that provides 
standardized assessments of a client’s needs as well as creates individualized service plans. ServicePoint 
records services and housing assistance provided which communities can use to determine the 
utilization of services of participating Service Providers, identify gaps in the local service continuum and 
develop outcome measurements.  

For more information regarding HMIS Policy and Procedures, please contact the Central Oregon System 
Administrator.  

If a form or specialized policy is followed by “Section 9; Appendix (letter) “, further details and sample 
forms can be found in these locations of the manual. Please refer to these sections of the manual for full 
scope of these topics. Original forms should be requested from the System Administrator. 

This manual will be reviewed annually and updated as needed.  

 

3 - PROJECT OVERVIEW 
The long-term vision of ServicePoint HMIS is to enhance Provider collaboration, service delivery and 
data collection capabilities. Accurate information will put the Central Oregon Continuum of Care in a 
strong position to request funding from various sources and help plan for future needs. The mission of 
ServicePoint HMIS Project is to be an integrated network of homeless, prevention and other service 
providers that use a central database to collect, track and report uniform information on client needs 
and services. This system will not only meet Federal and State requirements, but also enhance service 
planning and delivery.  

The fundamental goal of ServicePoint HMIS Project is to document the demographics of homelessness, 
at-risk of homelessness and poverty in Central Oregon according to the HUD HMIS Standards. It is then 
the goal of the project to identify patterns in the utilization of assistance, and document the 
effectiveness of the services for the client. This will be accomplished through analysis of data that is 
gathered from the actual experiences of persons who are homeless or at risk of homelessness and the 
service providers who assist them in shelters, homeless assistance programs, prevention programs, and 
basic needs services throughout the tri-county region.  

Data gathered via intake interviews and program participation will be used to complete the following 
reports: 

● HUD Annual Performance Reports (APR); 
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● HUD The Longitudinal Systems Analysis (LSA); 
● HUD Housing Inventory Count (HIC); 
● Community Services Block Grant (CDBG) reports; 
● Emergency Solutions Grant (ESG) reports; 
● Community Services Block Grant (CSBG) reports; 
● And reports for state funded programs including Home Tenant-Based Assistance (HTBA), 

Housing Stabilization Program (HSP), State Homeless Assistance Program (SHAP), Low-Income 
Rental Housing Fund Program (LIRHF), and Housing Plus.  

This data may also be analyzed to provide unduplicated counts and anonymous aggregate data to policy 
makers, service providers, advocates, and consumer representatives. The project utilizes a web-enabled 
application residing on a central server to facilitate data collection by service providers throughout the 
tri-county area. Access to the central server is limited to agencies formally participating in the project 
and then only to authorized staff members who meet the necessary training and security requirements. 

Potential benefits for clients and case managers: Service coordination can be improved when 
information is shared among case management staff within one agency or with staff in other 
participating agencies (with clients’ informed consent) who are serving the same clients.  

Potential benefits for agencies and program managers: Aggregated, information can be used to develop 
a more complete understanding of clients’ needs and outcomes, and then used to advocate for 
additional resources, complete grant applications, conduct evaluations of program services, and report 
to funding agencies.  

Potential benefits for community-wide Continuums of Care and policy makers: Tri-county involvement in 
the project provides the capacity to generate HUD Annual Progress Reports for the Continuum of Care 
and allows access to aggregate information both at the local and regional level that will assist in 
identification of gaps in services, as well as the completion of other service reports used to inform policy 
decisions aimed at addressing and reducing homelessness at local, state and federal levels. 

 

4 - GOVERNING PRINCIPLES 
Described below are the overall governing principles upon which all decisions pertaining to ServicePoint 
HMIS are based. Participating Agencies are expected to read, understand, and adhere to the spirit of 
these principles, even when the Policies and Procedures do not provide specific direction.  

Clients may not be denied access to their own records. Clients have the right to see their information on 
ServicePoint, within the period specified in the Privacy Notice to Clients. If a Client requests, the 
Participant/User must review the information with the client. Section 9; Appendix A & B. 

Confidentiality  
The rights and privileges of clients are crucial to the success of ServicePoint HMIS. These policies will 
ensure clients’ privacy without influencing the delivery of services, which is the primary focus of agency 
programs participating in this project. Policies regarding client data are founded on the premise that a 
client owns his/her own personal information and provide the necessary safeguards to protect client, 
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agency, and policy level interests. Collection, access and disclosure of client data through ServicePoint 
HMIS will only be permitted by the procedures set forth in this document.  

Clients must sign a Release of Information indicating they understand how their information is collected, 
stored, and shared. Section 9; Appendix C. 

Data Integrity: Standards & Expectations 
Client data is the most valuable and sensitive asset of ServicePoint HMIS. These policies will ensure 
integrity and protect this asset from accidental or intentional unauthorized modification, destruction or 
disclosure.  

It is the responsibility of Participating Service Providers and respective users to ask for all Universal Data 
Elements (UDEs) from each client and enter into ServicePoint in a timely manner. Agencies will be 
expected to uphold their data quality plan. See Appendix D for Data Quality Expectations and 
Exceptions. Section 9; Appendix D.  

System Availability  
The availability of a centralized data repository is necessary to achieve the ultimate tri-county 
aggregation of unduplicated statistics. The System Administrator is responsible for ensuring the 
broadest deployment and availability for provider agencies in Central Oregon.  

Compliance  
Violation of the policies and procedures set forth in this document will have serious consequences. Any 
deliberate or unintentional action resulting in a breach of confidentiality or loss of data integrity will 
result in the withdrawal of system access for the offending entity. For agencies with HMIS participation 
as a funding requirement, this may mean termination of the grant contract.  

 

5 – ROLES & RESPONSIBILITIES 
Northwest Social Service Connections (NWSSC) 
NW Social Service Connections (NWSSC) is the administrative entity that governs a multi-Continuum of 
Care implementation of HMIS. The City of Portland-Portland Housing Bureau (PHB) is the owner and 
operator of the NWSSC HMIS and serves as the NWSSC System Administrator and custodian of data in 
the system. NWSSC is a collaboration of multiple Continuums of Care and Service System Partnerships in 
accordance with PHB Intergovernmental Agreements or Memorandums of Understanding.  

The NWSSC System Administrators are ServicePoint dedicated program staff members from PHB. 
Additionally, each of the Continuums of Care or Service System Partnerships have identified staff 
functioning as ServicePoint System Administrators for their respective jurisdictions. 

Central Oregon CoC currently has identified one staff (HMIS Lead) to be the System Administrator for 
this region. This staff member is employed by HMIS lead agency, NeighborImpact, and can be contacted 
through cohomless.org/HMIS. 
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Central Oregon Continuum of Care (CoC) Agency  
Central Oregon’s CoC HMIS Lead Agency hires the ServicePoint System Administrator. The HMIS Lead 
Agency is the authorizing agent for all agreements made between participating Agencies, Central 
Oregon and the City of Portland’s NW Social Service Connections (NWSSC).  

System Administrator/HMIS Lead 
The System Administrator, also known as the HMIS Lead, is employed by the HMIS Lead Agency. This 
person is responsible for the administration of system in Central Oregon and Central Oregon user 
access.  

The System Administrator provides training and technical assistance to users of the system throughout 
Central Oregon.  

HMIS Support Committee  
The CoC’s HMIS oversight and governance responsibilities are carried out by its HMIS Support 
Committee.  The general decision making process is as follows: 

a.) Draft policies, procedures, data management plans and other work will be reviewed, amended, 
and preliminarily approved by the HMIS Support Committee. 

b.) The CoC representatives on the HMIS Support Committee are responsible for sharing draft 
policies, procedures, data management plans and other work with the CoC for feedback and 
approval. 

c.) The HMIS Support Committee may give final approval of policies, procedures, data management 
plans and other work after receiving feedback and approval from the CoC. 

The HMIS Support Committee without confirmation and approval by the CoC’s Executive Committee 
may approve no policy procedure, data management plan or other work. 

HMIS User Group 
Central Oregon’s System Administrator is responsible for providing ongoing training for HMIS Users. 
Regular training is offered and available to all users. Users on a data improvement plan may be required 
to participate in this training or additional training to maintain an HMIS license. Quarterly meetings will 
be held to discuss program changes and updates. Participating agencies are encouraged to send at least 
one key user to these meetings. This key user can disseminate information from this meeting back to the 
agency.  

 

6 – OPERATING PROCEDURES 
5.1 Agency/Project Participation   
Policies  
Agencies participating in ServicePoint HMIS shall commit to the governing principles of ServicePoint 
HMIS and adhere to the terms and conditions of this partnership as detailed in the Memorandum of 
Understanding.  Section 9; Appendix E.  

Designate Agency HMIS Key User 
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The Agency may choose to designate a primary contact for communications regarding ServicePoint 
HMIS by submitting an Agency Administrator request to the HMIS to the System Administrator. This Key 
User may have different permission settings in ServicePoint (i.e. as Agency Administrator vs. Case 
Manager). These increased permission settings allows the Agency to operate more independently in 
regards to data quality, so this designation should happen at the discretion of the System Administrator. 
This primary contact must attend an additional data quality training and will be the responsible party for 
monthly data quality reports sent to the HMIS Lead.  

 

Site Security Assessment  
Prior to allowing new agencies access to ServicePoint HMIS, the System Administrator will review and 
assess the security measures in place to protect client data. This review shall in no way reduce the 
responsibility for Agency information security, which is the full and complete responsibility of the 
Agency and its Director.  

Agencies shall have virus protection software on all computers that access ServicePoint HMIS. 

Agencies will have a background check policy in place and will have completed the criminal screening 
process on all potential HMIS users (Staff and Volunteers) before they are given access to HMIS.  

Each agency will participate in an annual site review (see Section 5.7 for more details). At each site 
review, site security will be assessed. 

 
5.2 User Authorization & Passwords  
Policies 
Agency staff participating in ServicePoint HMIS shall commit to abide by the governing principles of 
ServicePoint HMIS and adhere to the terms and conditions of the Agency Participation Agreement.  

The Agency must only request user access to ServicePoint HMIS for those staff members that require 
access to perform their job duties, or regular volunteers who support said staff and have completed a 
criminal background check. At this point, the System Administrator will begin the process of completing 
a New User Checklist. This Checklist will document that the User has completed training and received 
the appropriate reference materials for ServicePoint. Section 9; Appendix F. 

• All users must have their own unique user ID and should never use or allow use of a user ID that 
is not assigned to them [see Agency Participation Agreement].  
 

• Temporary, first time only, passwords will be communicated via email to the owner of the user 
ID.  
 

• User-specified passwords should never be shared and should never be communicated in any 
format.  
 

• New user IDs must require password change on first use. 
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• Passwords must consist of at least 8 characters and must contain a combination of letters, 

numbers and special characters. The password must contain at least two numbers or 
symbols[required by software]. According to the HUD Data and Technical Standards Final Notice 
(July 2004): User authentication. Baseline Requirement. A Participating Agency must secure 
HMIS systems with, at a minimum, a user authentication system consisting of a username and 
password. Passwords must be at least eight characters long and meet reasonable industry 
standard requirements.  
 

• Passwords must be changed every 45 days. If they are not changed within that time, they will 
expire and the user will be locked out of the system.  
 

• User Accounts not accessed for 90 days will be deleted. The User license will be redistributed by 
the System Administrator.  
 

• Agency Administrator account passwords may only be reset by the System Administrator.  
 

• For Agency Users (not including the Agency Administrator), passwords will be reset by the 
System Administrator. In some cases, an Agency Administrator may reset the password. 
 

• Three consecutive unsuccessful attempts to login will disable the User ID until the Agency 
Administrator or the System Administrator reactivates the account.  

The Statewide System Administrator will enlist the use of PKI (Public Key Infrastructure) or another 
suitably secure method to comply with Public Access baseline requirement in the HUD Data Standards 
(4.3.1 System Security). 

 
5.3 Collection and Entry of Client Data 
Policies 
Client data will be gathered according to the policies, procedures and confidentiality rules of each 
individual program. Participating Agencies are expected to collect Universal Data Elements (UDEs). 

Client data may only be entered into ServicePoint HMIS where the agency is abiding by the Privacy rules 
for informed consent.  

All agencies participating in ServicePoint HMIS must abide by the Privacy rules for informed consent.  

All universal and program data elements from the HUD HMIS Data and Technical Standards Final Draft 
should be collected for housing, rental assistance and case management program types.  

Client data will be shared with Central Oregon’s Participating Provider Agencies.  

Client data will be entered into ServicePoint HMIS in a timely manner. Agencies may enter data directly 
into ServicePoint only when the client is present and has already been identified. Client identification 
should be completed during the intake process. Service records should be entered on the day services 
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began if possible or at the latest within 72 hours. Required assessments should be entered within 72 
hours.  

All client data entered into ServicePoint HMIS will be kept as accurate and as current as possible. 
Hardcopy or electronic files will continue to be maintained according to individual program 
requirements, and according to the HUD HMIS Data and Technical Standards Final Draft or other 
applicable funder regulations. If multiple funds are used, the most rigorous rule is followed.  

Agencies are responsible for the accuracy, integrity, and security of all data input by said Agency.  

The HMIS Lead Agency and the Participating Agencies commit to entering client specific data into the 
HMIS that is accurate, complete, and timely to ensure quality of data, and to provide reports to agency 
executive management, public policy decision makers, and all participating homeless service and 
housing providers.  

Data quality of client specific data is essential. 

Data quality shall be a concern of highest importance and all Participating Agencies will work to 
continuously improve quality.  

1) Quality assurance shall be the ultimate responsibility of each Agency’s Executive Director, with 
monthly reports completed by the agency’s primary contact.  
 

2) The HMIS Lead Agency will provide access to Data Quality/Completeness Reports to Agencies. 
 
 

3)  If data does not meet HUD standards of 5% error rate or less, the agency and system 
administrator will meet to discuss a data quality improvement plan.  

a. If improvements are not made within 60 days of the agreed upon changes, then the 
Agency or user’s licenses will be reviewed by the HMIS committee and the offending 
individual or agency may be removed from HMIS.  

 
4) The HMIS system administrator must provide additional trainings and support as requested by 

the agency to see the agency has all it needs to meet data quality compliance standards before a 
user or agency losing access to HMIS.    

The Agency that creates a client record owns the responsibility for a baseline of data quality to include: 
non-duplication of client record, Release of Information (ROI) if applicable, Universal Data Elements as 
defined by HUD Data Standards or other program/funder data requirements, and up-to-date Program 
Entries and Exits, assessments, and service transactions.  

Each Agency that comes in contact with a client has an opportunity to improve data quality and should 
make every effort to do so when that opportunity arises.  

Each Agency has agreed to and is responsible for collecting and entering all of the data elements on the 
appropriate CoC HMIS Standardized Intake Form, whether required by HUD or not. A Standardized 
Intake Form can be provided by the System Administrator if requested. Section 9; Appendix F. 
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Programs can enter client data directly into ServicePoint only when they have received direct training 
from the HMIS lead. If data is missing from the client file, the participating agency may be required to 
contact the client if a paper copy of the entry form is not on file. Collecting data on paper intake forms is 
strongly recommended, though not required.  

Client information in HMIS will be disposed of no sooner than 7 years after the last transaction made on 
their record. 

Each Agency will have access to current HUD data quality standards manual and data dictionary, and can 
seek assistance from the HMIS system administrator for clarification at any time.  

 
5.4 Confidentiality and Disclosure of Client Data 
Policies 
Client-specific data from HMIS will be shared with Central Oregon Participating HMIS Agencies that are 
required to follow the informed consent guidelines.  

All Partner Agencies must have a signed Agency Participation Agreement on file with the Lead HMIS 
Agency.  

Sharing of client data may be further limited by program specific confidentiality rules.  

No client-specific data will be released or shared outside of the Central Oregon Participating HMIS 
Agencies unless the client gives specific written permission or unless withholding that information would 
be illegal. Note that services may NOT be denied if client does not agree to the Notice to Clients of 
Users & Disclosures – Privacy Notice for Informed Consent.  

The burden of INFORMED consent rests with the intake counselor to inform the client that their data 
will be entered into ServicePoint. A notice must be posted explaining the reasons for collecting the data, 
the clients’ rights, and any potential future uses of the data. A downloadable version of the required 
sign may be requested from the HMIS Lead Agency or the System Administrator.  

Client shall be given print out of all data relating to them upon written request and within 10 working 
days.  

A report of data sharing events, including dates, agencies, persons, and other details, must be made 
available to the client upon request and within 10 working days.  

A log of all external releases or disclosures must be maintained for seven (7) years and made available to 
the client upon written request and within 10 working days.  

Aggregate data that does not contain any client specific identifying data may be shared with internal and 
external agents without specific permission. This policy should be made clear to clients as part of the 
Informed Consent procedure.  

Each Agency’s Executive Director (or like role) is responsible for their agency’s internal compliance with 
the HUD Data Standard. 
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REPORTING OUT OF HMIS  
Any request from a funding jurisdiction for agency (and/or program) level data should be directed to the 
appropriate agency contact person with the information provided directly to the requesting jurisdiction 
by that agency. The HMIS Lead Agency will be available to offer technical support to reporting agencies.  

Requests for reports on data quality, certificates of compliance and quality of participation by agencies 
in HMIS will be provided directly to the requesting jurisdiction by the HMIS Lead Agency if either:  

● The request comes directly from the agency;  
● The requesting jurisdiction sends a copy of the request to the agency and the agency confirms 

that the HMIS Lead Agency has permission to send the information.  
Copies of any and all reports issued to requesting jurisdictions will be copied to the appropriate agency 
staff upon request.  

On a quarterly basis, program level and data quality performance will be reported to the Continuum of 
Care Committee or committee acting in that capacity. 

 
5.5 Workstation Security  
Policies 
The Participating Agency is responsible for preventing degradation of the whole system resulting from 
viruses, intrusion, or other factors under the agency’s control.  

The Participating Agency is responsible for preventing inadvertent release of confidential client-specific 
information. Such release may come from physical or electronic or even visual access to the 
workstation, thus steps should be taken to prevent these modes of inappropriate access (that is, don’t 
let someone read over your shoulder: lock your screen).  

The User shall log off ServicePoint HMIS and shut down the browser when not using HMIS. The User 
shall utilize the password protected screen savers that automatically turn on to mitigate the burden of 
shutting down the workstation when momentarily stepping away from the work area.  

Security Requirements : 

• All workstations to be used with ServicePoint HMIS must be secured by a firewall between the 
workstation and the internet. Software firewalls are acceptable. Recommended Internet 
connection: DSL or Cable Modem, at least 1Mb. Minimum - 56 Kbps || Optimal – 128 Kbps – 1.5 
mps Recommended Browser: Firefox 10+ is recommended. Google Chrome is also acceptable. 

Definition and communication of all procedures to all Agency users for achieving proper agency 
workstation configuration and for protecting their access by all Agency users to the wider system are the 
responsibility of the Agency Administrator. 

Remote Access 
The Remote Access Policy and Agreement is an extension of the User Agreement and NWSSC 
CMIS/HMIS Policies and Procedures. The USER shall comply with all Policies, Procedures, Agreements 
and all rules associated with NWSSC CMIS/HMIS. The Agency has the responsibility to assure the user is 
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in compliance with this and all other Policies, Procedures, Agreements and rules associated with NWSSC 
CMIS/HMIS.  

All staff that accesses the database remotely must meet the standards detailed in the System Security 
(see Policy and Procedures) and may only access it for activities directly related to their job. Examples of 
Remote Access:  

• Community Agency offices on secure networks to support agency use of the system.  

• Training Centers on secure networks when providing services or training in the field. 

 • Private Agency Onsite Residence Offices on secure networks to complete assigned work 
duties. 

 • Agency Administrators or System Administrators only: Private Home office on secure 
networks to provide system support as needed. Requirements for Remote Access of NWSSC 
CMIS/HMIS include: 

 • System security provisions will apply to all systems where NWSSC CMIS/HMIS is accessed. 

 • User must certify compliance all NWSSC CMIS/HMIS Policies, Procedures and Agreements.  

• User must follow all confidentiality and privacy rules.  

• User must assure access only access for activities directly related to their job. 

 • Remote access will only be on secure networks. (You will not access NWSSC CMIS/HMIS on 
any non-protected, free, or other network or Wi-Fi). 

• Data containing client identifiable information will not be downloaded to any remote access 
site at any time for any reason. 

• Data downloaded for purposes of statistical analysis will exclude client identifiable 
information. 

• All HMIS data (electronic and hardcopy), will be securely stored and/or disposed of in such a 
manner to protect the information. Application for remote access must be made by completing 
NWSSC HMIS. 

Remote Access Agreement and submitting completed form to the Agency Administrator. Upon receipt, 
that Agency Administrator will review and confirm the need for applicant to have remote access. The 
signed agreement will then be forwarded to the System Administrator for final approval. Section 9; 
Appendix I. 

5.6 Training  
Policies 
The Agency Executive Director (or appropriate supervisor) shall permit designated staff persons to 
attend training(s) as specified in the Agency User Agreement between Partner Agency and NWSSC via 
Central Oregon CoC/HMIS Lead Agency. 
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5.7 Compliance  
Policies 
Compliance with these Policies and Procedures is mandatory for participation in HMIS.  

Using the ServicePoint software, all changes to client data are recorded and will be periodically and 
randomly audited for compliance.  

Each Agency is responsible for ensuring they meet the Privacy and Security requirements detailed in the 
HUD HMIS Data and Technical Standards. Agencies will conduct a thorough review of internal policies 
and procedures regarding ServicePoint HMIS. This review will happen in collaboration with the HMIS 
Lead Agency, HMIS Support Committee, and the System Administrator.  

A site review form should be completed once every two years for each agency. Section 9; Appendix I.  

 
5.8 Technical Support  
Policies 
Support requests include problem reporting, requests for enhancements (features), or other general 
technical support. 

Users shall submit support requests to the System Administrator (email is suggested).  

Users shall not, under any circumstances, submit requests to software vendor. 

Users shall not submit requests directly to the NWSSC without specific direction. The System 
Administrator may then forward the request to NWSSC as appropriate.  

The HMIS Lead Agency will only provide support for issues specific to ServicePoint HMIS software and 
systems. 

Note: If the Support Request is deemed by ServicePoint HMIS System Administrator to be an agency-
specific customization*, resolution of the request may be prioritized accordingly. The HMIS Lead Agency 
reserves the right to charge on an hourly basis for these changes if/when the workload for such agency-
specific customizations becomes burdensome.  

If the System Administrator is unable to resolve the issue, other software or system vendor(s) may be 
included in order to resolve the issue(s).  

In cases where issue resolution may be achieved by the end user or other Partner Agency personnel, 
System Administrator will provide instructions via email to the Agency staff making the support request. 

*Agency-specific customizations include but are not limited to new assessments, new data fields, and 
new picklists. 

 

5.9 Changes to this Manual and Other Documents  
Policies  
Proposed changes may originate from any participant in ServicePoint HMIS.  
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When proposed changes originate within an Agency, they must be reviewed by the Agency Executive 
Director, and then submitted by the Agency Executive Director to System Administrator for review and 
discussion. 

The System Administrator will maintain a list of proposed changes.  

The list of proposed changes will be discussed by the HMIS Committee, a subcommittee of Homeless 
Leadership Coalition subject to line item excision and modification. This discussion may occur either at a 
meeting of the HMIS Committee, or via email or conference call, according to the discretion and 
direction of the HMIS Committee Chairperson. If not delegated to the committee, the approval of HMIS 
Policies and Procedures will be the responsibility of the Homeless Leadership Coalition Board of 
Directors.  

Results of said discussion will be communicated, along with the amended Policies and Procedures. The 
revised Policies and Procedures will be identified within the document by the date of the Technology 
Committee discussion. 

 Agencies Executive Directors shall acknowledge receipt and acceptance of the revised Policies and 
Procedures within 10 working days of delivery of the amended Policies and Procedures by notification in 
writing or email to LC System Administrator. The Agency Executive Director shall also ensure circulation 
of the revised document within their agency and compliance with the revised Policies and Procedures. 

 

7 - OTHER OBLIGATIONS AND AGREEMENTS 
The current HUD grant for ServicePoint HMIS provides for a limited number of user licenses. While it 
may not be possible to meet every agency’s full requirements for licenses within the HUD grant to the 
CoC, the System Administrator will endeavor to ensure that every agency participating will have their 
minimum requirements met.  

Invoicing & Fees 
At this time, Central Oregon Veterans Outreach (COVO) is the only Participating Agency paying fees. 

See DRAFT Invoicing Policy-Inserted on Pg. 17 

 

Invoicing Policy 

The billing period for eligible projects* will begin July 2018 with the first invoice being sent January 
2019. 

All Participation Agreements will be updated by June 30, 2018.  

All Cost Agreements will be established by June 30th, 2018. Cost Agreements must be signed each year 
by participating agencies, including ESG sub-recipients.  

*Eligible projects are determined as any project that has a least one HMIS User license that is not 
currently receiving ESG funding. See chart: 
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Project Name Agency Funding 
Source 

Receives 
Invoice? 

Additional Notes 

Bethlehem Inn  Bethlehem Inn ESG NO [enter how many licenses are 
covered by ESG] 

Cascade Youth & Family 
Center (CYFC)  

CYFC RHY + 
ESG 

YES • Begins 7/1/18 
• 2 licenses covered by 

ESG 
CYFC – The Loft CYFC ESG NO 1 license covered by ESG 
CYFC - Grandma’s 
House 

CYFC ESG NO 1 license covered by ESG 

Central Oregon Veterans 
Outreach (COVO)  

COVO SSVF YES  • Resumes January 
2018 with new 
schedule 

• 2 invoices – 1 per 
MOU, 1 for licenses 

• 1 license is covered 
by ESG 

COVO – Street 
Outreach 

COVO ESG NO 1 license covered by ESG 

LINC LINC Private YES For 2018: 
2 licenses are credited to 
account; LINC will pay for 3 

NeighborImpact NeighborImpact HUD; 
Other 

  

Projects for Assistance in 
Transition from 
Homelessness (PATH) 

Deschutes County 
Behavioral Health (DCBH) 

PATH YES • Resumes January 
2018 with new 
schedule 

Pfeifer & Associates Pfeifer & Associates Other YES • Begins 7/1/18 
Regeneration House  Redemption House 

Ministries 
Other YES • Begins 7/1/18 

Redemption House Redemption House 
Ministries 

Other YES • Begins 7/1/18 

Thrive Thrive ESG NO [enter how many licenses are 
covered by ESG] 

Invoicing will happen two times a year: 

• Invoice in January for the billing period of July (prior) to January (current) 
• Invoice in June for the billing period of January (prior) to June (current) 

ESG Exception: 

Due to the requirement that ESG subrecipients enter data into HMIS, the awards will include a pre-
determined HMIS license allocation.  These amounts will be held by NeighborImpact to pay the invoice 
directly.  ESG HMIS license allocations will reflect the volume of usage by agency, not requested number 
of licenses.  If an ESG recipient agency feels more licenses are necessary, they will be invoiced for those 
additional licenses.   
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Documents Required for All Agencies Participating in HMIS: 

• Participation Agreement: Each Agency must sign a Participation Agreement with Northwest 
Social Services Connection (NWSSC). This agreement will be kept on file at NeighborImpact, 
HMIS Lead Agency. 

• Cost Agreement: Each Agency must sign a Cost Agreement with NeighborImpact. Cost 
Agreements will be updated annually to reflect any changes in pricing. 
 

Start-Up Fees: 
Any new Agency to ServicePoint will be charged an additional $200 start-up fee. This initial fee will cover 
administrative costs associated with creating the provider in the system. Start-Up fees may also be used 
to fund additional licenses for the community, such as licenses for the Coordinated Entry System (CES). 
 
 
HUD HMIS Data and Technical Standards  
This document should, at a minimum, reflect the baseline requirements listed in the HMIS Data and 
Technical Standards Final Notice, published by HUD in July 2004. Failure to comply with these standards 
carries the same consequences, as does the failure to comply with these Policies and Procedures. In any 
instance where these Policies and Procedures are not consistent with ServicePoint HMIS Standards from 
HUD, the HUD Standards take precedence. Should any inconsistencies be identified, notice should be 
made to katiej@neighborimpact.org.  

 HIPAA 
 For agencies or programs where HIPAA applies, HIPAA requirements take precedence over both the 
HUD ServicePoint HMIS Data Requirements (as specified in those requirements) and these policies and 
procedures. 

 

8 - REPORTING CALENDAR 
 

REPORT NAME DUE DATE(S) AGENCIES INVOLVED NOTES 

SSVF Upload 1st of every month COVO Uploads to repository - account 
needed: 
https://www.hmisrepository.va.
gov/  

RHY Upload 2x year  
March, September 

Cascade Youth & Family 
Center  

2017 - spring upload was due in 
May - run DQ in advance 

HIC/PIT April 30th All CoC agencies Send out HIC forms in February 
Update HMIS to reflect HIC 
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forms 

System Performance 
Measures (SPM’s) 

February 28th All CoC agencies (req. for 
those receiving federal 
funding) 

Run reports and share with HLC 
board prior to submission 

NOFA Spring-Summer Agencies receiving federal 
funding, including ESG 

No dedicated report - pull 
reports as needed 

APR’s  90 days after grant 
ends 

Agencies receiving federal 
funding, including ESG 

Submitted in Sage  
(Sage account needed) 

HMIS APR September 30 (90 
Days after CoC Grant, 
which is June 30th) 

  

LSA Mid May  All CoC agencies  Submitted HDX 2.0 

 

 

 

 

8 - MEETINGS CALENDAR 
 

MEETING NAME DATES/TIMES/LOCATION DETAILS 

Homeless Leadership Coalition (HLC) First Friday/8a.m.-9:30a.m./Bend 
Downtown Library 

Monthly 

Coordinated Entry System (CES) Thursday/11.am.-Noon/NeighborImpact Every other week 
Call-in Option Available: 
Dial-in Number:  
(515) 739-1514 
Access Code: 440219 # 
Host PIN: 9237 
 

HMIS User Group/Admin Meeting As Scheduled/NeighborImpact Quarterly 

Region X with HUD Third Tuesday/9a.m.-10a.m. 
Call-in: 1-877-423-6338   
Passcode # 775750 

Monthly  
Topics emailed each month 

AA/ Key User 1st Wednesday/ 11a.m. - 12:30 Bi-Monthly: Even month 
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Call-in: 1-650-479-3208 
Access code: 624 768 942 

NWSSC Oversight (Oregon) Last Monday/ 1:30-3:30 
WebX 
Audio: 1-650-479-3208  

Monthly 
Portland emails link monthly 

SA/RA HMIS Meeting 2nd Wednesday/ 1:30-3:00 
WebX 
Audio: 1-650-479-3208 
             Access code:622 237 115 

Bi-Monthly: Odd month 
Portland emails link monthly 

HUD HMIS Lead/Admin Training 4th/last Wednesday/10a.m.-11:30 
Cloudburst Webinar  

Monthly 
Email Dan Fox to get Lamp 
Consortium Access 
Link to Webinar emailed 
monthly 

PATH TA & HMIS Third Tuesday & Wednesday / 11a.m.-
12:30 

Monthly 
SAMHSA led meeting 

9 – FORMS CONTROL 
All forms required by these procedures are available in pdf format and can be requested by contacting 
the HMIS Lead Agency or the System Administrator, katiej@neighborimpact.org.  

Appendix A Privacy Notice: This sign must be displayed in all agencies collecting and entering data into 
ServicePoint. English and Spanish languages available. Contact the System Administrator if additional 
languages are needed. Form last reviewed/updated: October 2011 

Appendix B Full Privacy Notice: https://www.portlandoregon.gov/phb/article/129550 
Created by NWSSC and implemented by Central Oregon by: July 2017  
 

Appendix C Release of Information (ROI): Form created by NWSSC  

Appendix D Data Expectations and Exceptions:  

Appendix E MOU with Participating Agencies/Participating Agency Agreement:  

Appendix F New User Checklist: (separate attachment) 
Created July 2017. 
 
Appendix G New User Agreement: 
Appendix H Standardized Intake Form (separate attachment) 
Appendix I Remote Access Form 
Appendix J Annual Site Review 
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APPENDIX A 
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APPENDIX A-SPANISH 



 

 

24 
 

APPENDIX B 



 

 

25 
 

 



 

 

26 
 

 



 

 

27 
 

APPENDIX C 

 

HMIS/CMIS Release of Information for Data Sharing in Central Oregon  
 
Northwest Social Service Connections’ Homeless Management Information System / Client 
Management Information System (HMIS/CMIS) is a computer system that is used to collect and 
share information on homelessness and social services in Portland and throughout Multnomah 
County. The information gathered by HMIS/CMIS, in addition to creating a non-repeated count 
of people receiving social and/or homeless services and developing combined information that 
will assist in developing policies to end homelessness, helps agencies plan and deliver services 
that help people in need. By sharing information with each other, agencies are able to simplify 
service delivery by tracking services and referrals provided to the persons they serve. 
 
The HMIS/CMIS runs in compliance with all Federal and State laws and codes, including Health 
Insurance Portability and Accountability Act (HIPAA). All privacy procedures are designed to 
insure that the broadest range of providers may participate in the project. Every person and 
agency that is authorized to read or enter information into the database has signed an agreement 
to maintain the security and confidentiality of the information. Any person or agency that is 
found to violate their agreement may have their access rights ended and may be subject to further 
punishments. Any information you provide will not be disclosed to any third party unless 
authorized by you or required by law. We must still report some information because of our 
federal, state or funder requirements. 
 
Please read the following statements (or ask to have them read to you), and make sure you have 
had an opportunity to have your questions answered. 
 
I UNDERSTAND THAT: 
• The partner agencies may share basic identifying information about the people they serve with 
other parties working to end homelessness and provide other social services. 
• The release of my information does not guarantee that I will receive assistance. 
• I will not be denied services if I refuse to consent to data sharing. 
• This authorization will remain in effect 7 years after my latest project exit unless I revoke it in 
writing. I may revoke authorization at any time by signing a written statement or Revocation 
form. 
• I understand that cancelling my authorization will not change information that has already been 
given out or actions already taken, but the revocation will be effective as of that date. 
• I have the right to see my HMIS/CMIS record, ask for changes, and to have a copy of my 
record from this agency upon written request. 
• I have the right to file a complaint if I feel I have been harmed in some way by the use of 
HMIS/CMIS. 
• I have the right to receive a copy of the HMIS/CMIS Notice to Clients of Uses and Disclosures. 
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Maintaining the privacy and safety of those using our services is very important to us. Your 
record will only be shared if you give us permission to do so. There may be risks and/or benefits 
for you to consider before you decide whether or not to consent to the release of information. 
You cannot be denied services that you would otherwise qualify for if you choose not to share 
information. However, even if you choose not to share with other, we must still report some 
information because of our federal and state requirements. 
 
By writing your initials below, I agree to share the following level of information with other 
Northwest Social Service Connections’ HMIS/CMIS partner agencies: 
 
_____1) I agree to share Client Record [Name, SSN, and Veteran Status], Demographics 
[including DOB, Gender, Race, and Ethnicity], Program Enrollment and Exit Information, 
Information about the Nature of your situation, Services and Referrals you receive from our 
agency and contacts information via the Northwest Social Service Connections’ HMIS/CMIS 
with other Northwest Social Service Connections’ HMIS/CMIS partner agencies. 
 
_____2) I do not agree to share any information through the Northwest Social Service 
Connections’ HMIS/CMIS with other Northwest Social Service Connections’ HMIS/CMIS 
partner agencies. I understand that this may affect my involvement with the shared Coordinated 
Entry, shared wait lists, and accessing services at other partner agencies. 
 
__________________________________      _________________________________________ 
Client Name (please print)                               Client Signature                                                Date 
 
________________________________          _________________________________________ 
Client Name (please print)                               Client Signature                                                Date 
 
_________________________________          ________________________________________ 
Guardian Name, if required (please print)         Guardian Signature (if required)                    Date 

 

___________________________________    _________________________________________ 

Agency Personnel Name (please print)            Agency Personnel Signature                            Date 

 

Names and DOB of minor children for whom I am parent or guardian and am sharing 
information (as identified above): 
 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
 

June 2017 
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APPENDIX D 

 

Data Expectations and Exceptions 

ALL Participating Service Providers and respective users using NW Social Service Connections (NWSSC) 
Client Management Information System (CMIS)/Homeless Management Information System (HMIS) are 
expected to read, understand, and adhere to: 

• The current HMIS Guides and Tools including the HMIS Data Standards manual; 
 
• The Central Oregon HMIS Policies and Procedures. 
 

It is the responsibility of Participating Service Providers and respective users to ask for all Universal Data 
Elements (UDEs) from each client and enter into ServicePoint in a timely manner. 

It is understood that it may be difficult to obtain all UDEs for all clients entered into the CMIS/HMIS and 
that length of time client is enrolled or engaged may affect the provider’s ability to collect information. 
Therefore, it is crucial that efforts are made to collect and enter UDE and PSDE before the client 
disengages. Data Completeness is measured based on date of client entry into project. 

Exceptions may include programs which are not providing shelter, housing or rental assistance. Please 
contact the System Administrator for information and an Exemption from HUD Entry/Exit waiver. 
Alternatives are modified Entry/Exit templates. It may also be difficult for projects with large numbers of 
clients served with intense frequency (ie: community service centers, meal sites, food pantries) to enter 
data into HMIS for all clients and services within the 3 day period. Exceptions may include programs 
which are not providing shelter, housing or rental assistance. Please contact the System Administrator 
for information and an Exemption from Timely Data Entry within 3 days. Alternatives include data entry 
within 3 days of end of prior month.  
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APPENDIX E: MOU with Participating Agencies 

HMIS Governance Agreement/Memorandum of Understanding 

NeighborImpact & Homeless Leadership Coalition  

 

The Homeless Leadership Coalition (HLC) serves as the governing body of the Central Oregon CoC, OR-
503. NeighborImpact has been selected as the lead agency for the Central Oregon Continuum of Care 
(CoC) Homeless Management Information System (HMIS) by the HLC.  The service region for both the 
Central Oregon CoC and HMIS include Crook, Deschutes, and Jefferson counties and Confederated 
Tribes of Warm Springs. HLC approves all final decisions and contracts pursuant to HUD requirements in 
regards to HMIS. 

This CoC/HMIS Governance Agreement serves to explain the roles and responsibilities of the CoC, the 
Homeless Leadership Coalition and the CoC’s HMIS Lead Agency, NeighborImpact.  As of February 2020, 
the HMIS program utilized across the Central Oregon CoC is WellSky Community Services (formerly 
ServicePoint) administered statewide by the Portland Housing Bureau.  

WellSky. houses the data for HMIS in a cloud-based system.  The data entered into HMIS is secured 
according to HUD privacy standards and meets HIPAA compliance.  For policies on data sharing please 
see the HMIS Policies and Procedures Manual.  Changes regarding data sharing will be presented to the 
HMIS Support Committee for recommendations and feedback with the ultimate decision resting with 
HLC’s board.  

 

HMIS Staff: 

The HMIS department maintains staff, consisting of, at minimum, one HMIS Specialist. The HMIS 
Specialist will:  

●Manage and maintain the HMIS system. Serve as a liaison between providers and Portland Housing 
Bureau and assist with the system’s technical needs. 

●Generate and submit program and community-level reports from HMIS. Ensure that providers comply 
with all data quality processes and procedures. Work directly with providers to clean up data issues and 
improve data quality. 

 

●Perform site visits as needed to ensure providers comply with all polices and protocols. Provide help-
desk support via an issue ticketing system, telephone, and e-mails. Provide HMIS training of all End 
Users (e.g. documentation, confidentiality, training timetable, etc.).  

●Administer the creation, operation, modification, and deletion of username and passwords of clients in 
the system. Manage participation agreements, system-user agreements, and user code of ethics 
policies. 
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HMIS Support Committee: 

Members:  HLC’s HMIS Support Committee includes representatives from Crook, Deschutes, and 
Jefferson counties, one large agency, one medium-sized agency and one small agency.  The HMIS 
Specialist leads the committee.   

Responsibilities:   The primary role of this committee is to guide policy decisions for the HMIS program. 
This committee will be responsible for providing input into the overall HMIS structure and assist in 
reviewing existing policies and procedures as well as recommending additional items as needed based 
HUD’s HMIS Data Standards, local needs to include both HUD-funded and non-HUD-funded agencies.  
The HMIS Support Committee will convene subcommittees as needed which will report back to the 
HMIS Support Committee recommendations for action. 

Meetings:  The HMIS Support Committee meets monthly.  Members are asked to attend each meeting 
as the meeting dates for the year are set at the final meeting held in December.  The HMIS Specialist will 
e-mail committee members the agenda for each meeting.  In addition, the HMIS Specialist will e-mail 
additional HMIS updates released by HUD as they become available.   

Final Approval:  HLC will have final authority for the HMIS structure as well as policies and procedures. 

HMIS Quarterly Forum 

NeighborImpact’s HMIS will conduct quarterly HMIS Forums open to the public and specifically 
participating agency HMIS users and managers.  The Forum will offer aggregate community reports on 
performance measures and provide user training opportunities when necessary.  Notice of the Forum 
will be sent in advance to the HMIS e-mail distribution list. 

HMIS Policies and Procedures: 

NeighborImpact’s HMIS currently has policies and procedures on file and posted on HLC’s website.  The 
policies and procedures are reviewed on a yearly basis, with the assistance of the HMIS Support 
Committee.  In addition, during site visits to homeless agencies by HMIS staff, agencies will produce a 
copy of the HMIS policies and procedures they keep on file to ensure that each HMIS participating 
agency has a copy available upon request for clients. HLC members will ensure that each HMIS 
participating agency has a copy of the Privacy Notice clearly displayed when visiting agencies.   

HMIS Data Sharing Policy: 

NeighborImpact’s HMIS program currently has a data sharing policy on file. The policy is reviewed on a 
yearly basis, with the assistance of the HMIS Support Committee. Certain client data are shared among 
all organizations participating in the HMIS, regardless of whether a Release of Information or 
Memorandum of Understanding (ROI/MOU) has been executed and set up in ServicePoint. Other client 
data are shared only if there is an ROI/MOU in place and the form where the data was entered is 
marked with the security setting “Share with ROI/MOU.” 
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CoC Roles and Responsibilities: 

HLC will: 

§ Designate the HMIS Lead Agency with the approval of the CoC Executive Committee; 
§ Execute this HMIS Governance Agreement and review it annually; 
§ Review and approve, with the assistance of the HMIS Lead, the designated software, which as of 

the date of this agreement is ServicePoint; 
§ As of the date of this agreement, the approved HMIS software is ServicePoint.  Any changes to 

this software must be approved by the CoC.   
§ Conduct at least quarterly, and preferably monthly, a review of HUD-funded agency data within 

HMIS during CoC meetings to ensure the funded agencies are in compliance with HMIS 
requirements; 

§ Conduct an annual review with HMIS staff to ensure compliance with HMIS Standards; 
§ Review and assist with the annual updates to the HMIS Policies and Procedures; 
§ Work with HMIS to develop and maintain working relationships with area homeless service 

providers; 
§ Hold HMIS Support Committee meetings monthly;  
§ Work with HUD-funded programs to ensure compliance with HMIS policies and procedures to 

include entering appropriate client level data and maintaining bed lists; 
§ Work with non-HUD-funded agencies to promote HMIS usage 

 

HMIS LeRoles and Responsibilities: 

NeighborImpact’s HMIS program will: 

§ Execute HMIS participation agreements; 
§ Monitor compliance with applicable HMIS standards on a regular basis; 
§ Establish End User Agreements and review annually; 
§ Maintain and update as needed the files for HMIS software to include software agreements, 

HUD Technical Submissions, HUD executed agreements and Annual Progress Reports; 
§ Develop and maintain HMIS agency files to include original signed participation agreements, 

original signed user license agreements and all other original signed agreements pertaining to 
HMIS; 

§ Develop and update as needed a Data Quality Plan; 
§ Review and update HMIS Privacy Policy yearly; 
§ Develop and review annually the HMIS Security Plan, including disaster planning and recovery 

strategy; 
§ Review and update as needed HMIS Policies and Procedures; 
§ Provide copies of the Data Quality Plan, Privacy Policy, Security Plan and Policy and Procedures 

to the HMIS Steering Committee for review and feedback on an annual basis; 
§ Review national, state and local laws that govern privacy or confidential protections and make 

determinations regarding relevancy to existing HMIS policies; 
§ Provide new user training and refresher user training monthly; 
§ Pro-actively contact new users for immediate follow up and issuance of username and password 

to access HMIS in an effort to begin entry of data as soon as possible following training; 
§ Provide on-site technical support to agencies using HMIS for trouble-shooting and data input; 
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§ Monthly review of HMIS data and bed lists to ensure that participating agency programs are 
using HMIS accurately; 

§ Provide assistance to agencies upon request for additional on-site training and support 
§ Conduct unduplicated accounting of homelessness annually 

 

Roles and Responsibilities of Participating HMIS Agencies:    

§ Must comply with all applicable agreements; 
§ Execute and manage End User Agreements with all staff who have HMIS access; 
§ Comply with the HMIS Standards as appropriate; 
§ Accurately enter all required data into the HMIS, including accurate and timely information into 

the bed data. 
 

This agreement will be reviewed and updated annually by HLC and NeighborImpact, the current HMIS 
Lead Agency, to ensure compliance.   

 

_____________________________________  ___________________ 

NeighborImpact Executive Director               Date 

 

 

______________________________________  ___________________ 

Homeless Leadership Coalition Board Co-Chair  Date 
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APPENDIX F 
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APPENDIX H STANDARDIZED INTAKE ASSESSMENT 
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APPENDIX I 

 

 

APPENDIX I 

 



 

 

38 
 

APPENDIX J  
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APPENDIX J 
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APPENDIX J 
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APPENDIX J 

 


