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Introduction 
Document Overview 
In order to implement and maintain a Tri-County-wide Coordinated Entry System (CE), Points North 
Housing Coalition’s CE Committee, has developed the following Policies and Procedures Manual to outline 
and define the goals and objectives of the CE program. This document delineates the roles and 
responsibilities of each agency and user involved in the program while establishing protocol for program 
assessment, referral acceptance, client privacy, and consumer disclosure. Each participating agency must 
have the Director of that agency sign the Agency Agreement at the end of this document, indicating that the 
agency has reviewed these policies and procedures and will comply with them. These policies and 
procedures will govern the implementation, governance, and evaluation of the Coordinated Entry (CE) in 
PNHC’s CoC. It is expected that the standards will adjust as programs evolve, members gain more 
experience, and Homeless Management Information System data from programs and services is analyzed. 
This Policy and Procedure will serve as the guiding principles for funding ESG and CoC programs. These 
policies may only be changed by the approval of the CoC PNHC CE Committee based on 
recommendations from the Coordinated Entry stakeholders through CE meetings. 

 
Purpose: 
Points North CoC Coordinated Entry (CE) process is designed to identify, engage, and assist homeless 
individuals and families that will ensure those who request or need assistance are connected to proper 
housing and services. 

 
History and Purpose of Coordinated Entry 

Coordinated Entry is considered one of the many interventions in a community’s united effort to end and 
prevent homelessness. The process works best and provides the greatest value if it is driven by “What 
does the client need” rather than by provider eligibility. Coordinated entry refers to the process used to 
assess and assist in meeting the housing needs of people at-risk of homelessness and people 
experiencing homelessness. The implementation of coordinated assessment is considered national best 
practice. When implemented effectively, coordinated assessment can: 

• Reduce the amount of research and the number of phone calls people experiencing homelessness 
must make before finding crisis housing or services; 

• Reduce new entries into homelessness through coordinated system wide diversion and prevention 
efforts; 

• Prevent people experiencing homelessness from entering and exiting multiple programs before 
getting their needs met; 

• Reduce or erase entirely the need for individual provider wait lists for services; 

• Foster increased collaboration between homelessness assistance providers; and 

• Improve a community’s ability to perform well on Homeless Emergency Assistance and Rapid 
Transition to Housing (HEARTH) Act outcomes and make progress on ending homelessness. 



Points North Housing Coalition Coordinated Entry P&P 2018 revised 2023 Page 4  

 

The coordinated entry process makes referrals to all projects receiving Emergency Solutions Grants (ESG) 
and CoC Program funds, including emergency shelter (ES), Rapid Re-housing (RRH), Permanent 
Supportive Housing (PSH), and transitional housing (TH), as well as other housing and homelessness 
projects. Projects in the community that are dedicated to serving people experiencing homelessness fill all 
vacancies through referrals, while other housing and services projects determine the extent to which they 
rely on referrals from the coordinated entry process. 

 
Points North Coordinated Entry System Core Elements 

• Access: the engagement point for persons experiencing a housing crisis could look and function 
differently depending on the specific community. Persons (families, single adults, and youth) might 
initially access the crisis response system by calling a crisis hotline or other information and referral 
resource, walking into an access point facility, or being engaged through outreach efforts. 

• Assessment: upon initial access, CoC providers associated with coordinated entry will assess the 
person’s housing needs, preferences, and vulnerability. This coordination entry element is referred 
to as assessment. It is progressive with multiple layers of sequential information being gathered at 
various phases in the coordinated entry process, for different purposes, by one or more staff. 

• Prioritization: during assessment, the person’s needs and level of vulnerability will be documented 
for purposes of determining prioritization. Prioritization helps the CoC manage its inventory of 
community housing resources and services, ensuring that those persons with the greatest need 
and vulnerability receive the supports they need to resolve their housing crisis. 

• Referral: the final element is referral. Persons are referred to available CoC housing resources and 
services in accordance with the CoC’s documented prioritization guidelines. 

• Referral protocols: Programs that participate in the CoC’s coordinated entry process accept all 
eligible referrals unless the agency has documentation that would support rejecting a referral 

• Referral Rejection Policy: Both CoC providers and program participants may deny or reject 
referrals from the defined CE access point, although service denials should be infrequent and must 
be documented with specific justification as prescribed by the CoC. The specific allowable criteria 
for denying a referral must be established by the CoC, must be shared with each project and client, 
and be reviewed and updated annually. All participating projects and client must provide the reason 
for service denial, and may be subject to a limit on number of service denials 

 

Prioritizing people who are most vulnerable or have the most severe service needs: 

One of the main purposes of coordinated entry is to ensure that people with the most severe service needs 
and levels of vulnerability are prioritized for housing and homeless assistance. To fulfill this process Points 
North follows the guidelines set forth in HUDs CPD-16-11. People experiencing homelessness will be 
prioritized for permanent supportive housing. In addition to prioritizing people experiencing homelessness, 
the coordinated entry process prioritizes people who are more likely to need some form of assistance to 
end their homelessness or who are more vulnerable to the effects of homelessness. 
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Documentation of Homelessness or At-Risk of Homelessness 

Documentation proving homeless status is due at the time of application to the CE project 
The order of priority for obtaining evidence of homelessness and / or at-risk of homelessness is the following:  

• Third-party documentation  
• Intake worker observations 
• Self-certification 

 
Points to consider when prioritizing people for housing and homelessness assistance: Based on 
Vulnerability Scoring from Coordinated Entry Application  
 

• On the night prior to project entry, have you slept and are going to sleep in any place not meant for 
human habitation; or street, woods, camper, tent? – 2 points 

• In the past 3 years, how many times did you stay on the streets, in an emergency shelter, or safe 
haven?  

o 2 or 3 times – 2 points 
o 4 or more times – 3 points  

• Have you experienced 1 or more consecutive years of homelessness? – 3 points 

• Has aging out of foster care impacted your ability to remain stably housed and/or obtain housing? – 1 
point 

• Have conflicts around gender identity or sexual orientation contributed to your homelessness? – 1 

point 

• Has lack of access to current educational opportunities been a barrier to being stably housed? – 1 

point  

• Has violence at home between family members contributed to your homelessness? – 1 point 

• Has a domestic violence situation contributed to your current homelessness? – 2 points 

• Are you currently fleeing a domestic violence situation? – 3 points 

• Has being a victim of sexual assault, and/or stalking contributed to your homelessness? – 1 point 

• Is any member of your households a survivor of human trafficking? – 1 point 

• Is any member of your household a veteran? – 3 points 

• Do you lack transportation? – 1 point 

• Are you being sanctioned through a public assistance program? – 3 points 

• Are all members of your household unemployed? – 1 point 

• Do you lack any other sources of income? – 1 point  

• Do you or someone in your household have a disabling condition or illness that substantially impairs 

your ability to independently access and sustain housing? – 1 point  

• If there was a space available in a program that specifically assists people that live with HIV or AIDS 

would that be of interest to you? – 1 point  

• If there was a space available in a program that specifically assists people between the ages of 18-24 

would that be of interest to you? – 1 point  

• Have you had 3 or more points of contact with Emergency Responders, such as ambulance, ER 

visits, crisis, detox, fire or police/LEAD program within the last 90 days? – 1 point  

• Is there substance use within your family which has impacted your living situation? – 1 point  

• Has the distribution or use of substances led to being unstably housed or homeless? – 1 point 
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• Do you have no friends or family you can stay with you can stay with for at least the next 14 days or 

longer? – 1 point  
 

• Do you (or any member of your household) have any of the following legal issues that will make it 

more difficult to rent a place to live?  
 

o Registered Sex Offender – 1 point 

o Released from Jail/Prison – 1 point 

o On Probation/Parole – 1 point 

o Pending charges/fines – 1 point  

• Does any household member have a serious underlying medical condition and may be at higher risk 

for severe illness from COVID-19 due to:  

o Currently pregnant – 1 point 

o Adults older than 65 – 1 point  

o Diagnosed with chronic lung disease – 1 point 

o Diagnosed with moderate to severe asthma – 1 point  

o Diagnosed with severe obesity – 1 point 

o Diagnosed with diabetes – 1 point 

o Diagnosed as immunocompromised – 1 point 

o Diagnosed with chronic kidney disease – 1 point 

o Diagnosed with liver disease – 1 point  

 

The CoC PNHC members identified the following goals for the Coordinated Entry: 

• No Wrong Door, the principles of this approach are: 
o A consumer can seek housing assistance through any of the participating homeless 

services providers and will receive integrated services; 
o Consumers should have equal access to information and advice about the housing 

assistance for which they are eligible to assist them in making informed choices about 
available services that best meet their needs; 

o Participating providers have a responsibility to respond to the range of consumer 
needs and act as the primary contact for consumer who apply for assistance through 
their service unless or until another provider assumes that role; 

o Participating providers will provide a proactive service that facilitates the consumer 
applying for assistance or accessing services from another provider regardless of 
whether the original provider delivers the specific housing services required by a 
presenting consumer; and 

o Participating housing providers will work collaboratively to achieve responsive and 
streamlined access to services and cooperate to use available resources to achieve 
the best possible housing outcomes for consumer, particularly for those with high, 
complex or urgent needs 

• Universal intake and assessment form 

• Point of entry agency will complete appropriate paperwork and refer to all appropriate housing 
programs/agencies in addition to the prioritization list 

• Recipient Agency will enter client data on prioritization list and track client activity 
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• Recipient and Sub-Recipient Agencies will co-lead monthly CE meetings 

• Clients will be prioritized based on vulnerability score 

• The process will be easy on the client, and provide quick and seamless entry into homelessness 
services 

• Individuals and families will be referred to the most appropriate resource(s) for their individual 
situation 

• The process will prevent duplication of services 

• The process will reduce length of homelessness 

• The process will improve communication among agencies 
 

Operating the Coordinated Entry System 
2014 was implementation and start of the pilot years for the Coordinated Entry program. During this time a 
path for establishing the system-wide coordinated entry was discussed, tested, and modified. Full 
implementation and operation of the CE Program includes: 

• Secure Email 

• Timely meetings 

• Timely referrals to the CE system 

• Recipient Facilitator will: 

o Enter client data in google doc spreadsheet/HMIS System 

o Track client activity 

o Share report data at regular CE meetings 

• Sub-recipient will: 

o Contact CoC agencies 

Points North CoC is responsible for coordinating and implementing a system to meet the needs of 
individuals and families experiencing homelessness within the CoC. The primary goals for coordinated 
entry processes are that assistance be allocated as effectively as possible and that it be easily accessible 
no matter where or how people present. The coordinated entry process is designed to facilitate prioritizing 
assistance based on vulnerability and severity of service needs to ensure that people who need assistance 
the most, can receive it in a timely manner. In addition, the coordinated entry process provides information 
about service needs and gaps which in turn provides a path to plan to identify and address needed 
resources. 
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Addressing waiting times through coordinated entry: 
Often there is a discrepancy between the number of people in need of housing and the lack of available 
beds. When there is a waiting list due to a lack of available beds, other community resources will be 
accessed, such as rapid re-housing dollars. Although PSH is almost always the most effective resource for 
people with high levels of vulnerability and high service needs, including those experiencing chronic 
homelessness, the lack of available PSH should not result in people remaining in motel rooms or on the 
streets without further assistance. 

Homeless assistance organizations: 
All homeless assistance organizations should be involved in the coordinated entry process by helping 
people access the system and receiving referrals. Emergency shelter, transitional housing, rapid re- 
housing, and permanent supportive housing programs should receive referrals through the coordinated 
entry process. 

 

 
Mainstream housing and services: 
Affordable housing and mainstream services are crucial tools for ending homelessness and should be 
involved in the coordinated entry process. For instance, sources of referrals could include mental health 
service providers, substance abuse service providers, Department of Veterans Affairs (VA) Medical 
Centers, jails, or emergency rooms. 

Prevention Services: 

• Referral to Prevention Services Provider is made through the Coordinated Entry system. 

• Prevention services within the CoC are available through the following agencies: 

▪ Watertown Urban Mission 

▪ Lewis County DSS 

▪ Transitional Living Services of NNY 
▪ Massena Independent Living Center 
▪ Jefferson County DSS 
▪ St. Lawrence County DSS 

▪ Soldier On 
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 Safety Planning 

The coordinated entry process ensures the safety of the individuals seeking assistance. This ensures that 
people fleeing domestic violence have safe and confidential access to the coordinated entry process and 
domestic violence services, and that any data collection adheres to the Violence Against Women Act 
(VAWA). The CoC coordinates with victim/ non-victim providers to ensure DV survivors are provided 
housing services that uphold safety by prioritizing programs that collaborate to offer victims a wide range of 
options. Households presenting at non-victim providers are linked with DV services via a phone 
assessment. Households are given options including VAWA and CoC services to guard personally 
identifiable information. If a client is eligible and elects DV services the provider will end intake, void 
electronic record and connect victim with DV service provider. If client elects for non DV services, the 
Client is referred to a nonvictim provider to fulfill CoC CE process. VAWA compliant informed consent is 
required to provide information to other providers. If a client chooses not to utilize one of the CE 
participating DV agencies, the CE POE agency will reach out to DV program for assistance in developing 
an anonymous safety plan for the client 

 

The Coordinated Entry Policy and Procedures will: 

• Assist with the coordination of service delivery across the CoC and will be the foundation of the 
coordinated entry system; 

• Assist in assessing individuals and families consistently to determine program eligibility; 

• Assist in administering programs fairly and methodically; 

• Establish common performance measurements for all CoC components; and 

 
The Policy and Procedures have been established to ensure that persons experiencing homelessness who 
enter programs throughout the CoC will be given similar information and support to access and maintain 
permanent housing. All programs that receive ESG or CoC funding are required to abide by the Policy and 
Procedure guidelines. Agency program procedure should reflect the policy and procedures described in 
this document. The CoC strongly encourages the collaboration with programs that do not receive either of 
these sources of funds to provide comprehensive services to the community’s homeless population. 

 

Geographic Area: Jefferson, St. Lawrence, and Lewis Counties 

Target Population: 

• Chronically Homeless 

• Homeless 

• Veterans 

• Domestic Violence 

• Substance Abuse 

• Mental Illness 
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• Youth 

• Physically Disabled 

• Families 

• Human Trafficking 

• Re-Entry 

 
Marketing and Non-Discriminatory Access 
CoC’s and recipients of HUD CoC Program and ESG Program funding are required to affirmatively market 
their housing and supportive services projects to eligible persons who are least likely to apply in the 
absence of special outreach. This is regardless of race, color, national origin, religion, sex, age, familial 
status, marital status, handicap, actual or perceived sexual orientation, or gender identity. To ensure the 
coordinated entry process assists CoC Program and ESG Program recipients in meeting this requirement, 
a marketing strategy was developed. 
 
Evaluation/Oversight: 
Successful implementation and operation of coordinated entry require policy oversight and day-to-day 

system-level management. The PNHC Coordinated Entry project has designated the following entities to 

oversee the policy, management and evaluation of their Coordinated Entry process.  

o The Evaluation Entity- The PNHC CoC Board will assume the responsibility of Planning an annual CE 

evaluation, collecting data, evaluating the CE implementation process for effectiveness and efficiency 

and identifying policy and process improvements. 

o The Policy Oversight Entity- The Coordinated Entry Committee will assume the responsibility of 

establishing participation expectations, determining local data collection and data quality 

expectations, defining data sharing protocols and selecting a Data System for CE.  

o The Management Entity- The CE lead will assume the responsibility of establishing day-to-day 

management structures, establishing a clear, accessible 

 
 
Grievance/Appeal process:  
There will be formal grievance and appeals process managed by the coordinated entry committee. Consumer 
choice is central to coordinated entry and the appeals process will embrace that same person centered and 
easily navigable model. If a participant feels they did not receive fair treatment, they were denied resources 
or given an inappropriate referral, the participant may appeal these decisions or actions. 

 
Evaluation process: 
The CoC Board is named as the Evaluation Entity for the PNHC Coordinated Entry Project. The Evaluation 
Entity will be tasked with conducting an annual evaluation of the Coordinated Entry Project. The Operations 
Committee will evaluate the CoC’s Coordinated Entry project using the methods detailed below. To ensure that 
each CoC is competitive in the annual CoC competition CARES as the Collaborative Applicant will support the 
CoC’s to facilitate the implementation of this process. CARES will work with the Coordinated Entry lead 
agencies to draft the survey tools, pull together evaluation entity members for each CoC and assist with 
facilitating the evaluation process.  
  
Desired outcomes of the Evaluation are to: 
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o Identify opportunities for improvement of the CE project 

o Demonstrate to CoC leadership a way to evaluate the CE project in a collaborative, transparent, 

improvement-focused manner 

o This Evaluation will not: 

o Evaluate the Lead Agency individually 

o Evaluate individual agencies within the CE project  

Multiple methods to gather data and elicit comprehensive feedback on the Coordinated Entry Project include: 
o A comprehensive review of the CE policies and Procedures including geographic coverage, 

assessment methods and prioritization and referral processes. 

o Phone Surveys gathering information from formerly homeless individuals housed through the CE 

project and those currently on the priority list receiving services through the CE project.  

o An online Survey collecting information from CE participating providers within the CoC to gather 

feedback on the structure of the CE project as well as strengths and barriers. 

o Review of CE data to ensure CE compliance 

 
 
 

All components of the Coordinated Entry System will be reviewed and assessed by the CE Committee and 
the CoC Collaborative Applicant. Recommendations for policy change will be presented to  the  PNHC Board. 
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Agency Agreement 

 
I have received the Policy and Procedures Manual for the PNHC Coordinated Entry System 

and I understand that it is my responsibility to read and comply with the policies contained in 

this Manual and any revisions made to it. 

 

 
Name of Participating Agency: 

 

 
 

 

Name of Designated Agency Representative authorized to sign: 

  _ 

 

 
Title:    

 
 

 

Signature of Designated Agency Representative: 
 

 
 

 

Date:  

Please return this page to: 

Anne Kalamas  
Jefferson County Department of Social Services  
P: 315-785-3008 E: anne.kalamas@dfa.state.ny.us 


