ServicPoint NEW ServicePoint 4.0 (s

REGIONAL TASK FORCE
ON THE HOMELESS

Connecting your community. Fl‘equenﬂy ASked QueStlonS SANDIEGO
Updated 3/2006

When in doubt, call the RTFH help desk:

Monday b Friday 9am £bpm (approx)

Phone: 858-636-4111

E-mail: jamie.intervalo@rtfhsd.org; bobby.jagiello@rtfhsd.org; nancy.vega@rtfhsd.org;

Website:

Q. What website address do | use to access the REAL ServicePoint ™

A. https://sandiego.servicept.com (make sure that you have entered the @0n @ttpsO- the Glstands
for GecureCand must be included!) 1t® also helpful if you mark the site with a bookmark/favorite on
your web browser.

Passwords/ Confidentiality:

Q. What do | do if | forget my password?
A. Call the RTFH help desk (see nhumbers above)

Q. What do | do if my password has expired?

A. Every 45 days your password will automatically expire as a security precaution. When this
happens, a notice will appear when you try to login to ServicePoint stating that your password has
expired and asking you to enter a new password. Simply select a new password (containing at
least 8 charters and 2 numbers) and type it into the two boxes on your screen. The system should
then let you enter ServicePoint as usual.

Q. Do you have requirements for maintaining the confidentiality of my ServicePoint password?

A. YOU are responsible for maintaining the confidentiality of your password b ServicePoint contains
a lot of private client information and at a minimum you should take the following precautions:

* DO NOT SETINTERNET EXPLORER TO REMEMBER PASSWORDS!

* DO NOT WRITE YOUR PASSWORD ANYWHERE THAT SOMEONE ELSE COULD SEEIT!

DO NOT LOGIN TO SERVICEROINT FROM A PUBLIC LOCATION!

Client Point: I nterface

Q. Add Client - Where is the Add Client Option?

A. ServicePoint 4.0 has combined the Add/Find Client Option. Enter the name of the client you want
to add or find. ServicePoint will check it® database, and if it finds a match, it will be listed at the top
of the screen. If not, click on G\dd Client With This InformationO

Q. Follow-up List - What is a Followup list?

A. The bottom left section of the Service Point home page displays the Followup List. This list allows
users to view follow up reminders they have set for their clients under Service Transactions,
Goals Set, and Action Steps Set.

Q. Spelling Client Names - What happens if | miss-spell the client® last name?
A. The Search engine will search for names phonetically. It will show names that are similar to the

one you typed in. However, try to spell the client® name correctly.

Q. Infoto Enter in Add/ Find Option - Do | need to enter all the information spaces in the
Add/Find Client Option?
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A. No, you do not need to put in all the information (ex. SSN Data of Quality Date of Birth, Gender,
etc.). The only really important information is first and last name, or Social Security # depending on
how you want to search.

Q. Deleting Client Records - | notice | have 2 clients listed with the same name and social

security number. May | delete one of them?

A. NEVER DELETE AN ENTIRE CLIENT RECORD! Call the RTFH Help Desk to complete this task. You
may have the trashcan icon/ability to delete entire client records, however, you do not have the
ability to see the client® records from other agencies in previous years. Taking it upon yourself
to delete an entire record may result in the removal of several yearsQwvorth of data entry.

Profile I nterface: Data Entry

Q. What do the green bars next to each field represent? I
A. These bars indicate the age of an answer. Green is 0-90 days; Green and Orange is 91-360 days;
Orange is more than 360 days.

Q. What do the ®Oand GaOstand for that is next to the assessments?

A. Both of those letters are actually links. GHOstands for HistoryOand if you click on it, everyone
who has made changes to this assessment will be listed, along with the date the change was
made.

@eOstands for GBoalsOand if you click on this option, you will be able to add a new goal for your
client for that specific field.

Where are the Medical, Residential, Employment Skills field tabs?

Medical, Case Management, Children, Client Budget, Education, Employment, Legal, Mental
Health, Military, Personal Strength, Progress Notes, Rescue Mission, Residential, Substance
Abuse, Community Fields and Catholic Charities have all been placed under one tab
(\ssessmentsOwhich is in the top left corner of the page, below (Client PointOand to the right of
the @Profile.O

>0

Q. Why are some of the options like GChronically HomelessOin red bold letters?
A. The HUD required fields are now listed in RED so they are easier for you to identify as you are
doing data entry.

Q. Isthere a way to obtain more information on a field, if I@ not sure how to fill in some questions?
A. The name of every fields is now a link and some of the fields which actually have definitions and
explanation information if you click on the field name. For example, if you were confused as to what
Grhronically HomelessOis, you could clarify that by clicking on the word @hronic HomelssCand it will
bring up the definition.

Q. | entered a client® Medical/ Employment/Military/ Legal record/Worksheet twice by mistake and |
need to delete the duplicate, what do | do?

A. Click on the trashcan icon to delete the record, (if you have agency admin. access) or call or e-

mail the RTFH help desk and they will delete the duplicate for you.

Q. Where is the Service Records link?
A. The Service Records are now accessible at a tab to the right of GCase PlansOunder Cservice
TransactionO If you want to see all the services for this client, click on Q/iew Past Needs/ Services.O

Q. Where do | put the information regarding the client® children or spouse?

A. There is a ®Blousehold RelationshipsCsection at the bottom of the Profile screen. You must put in
the related client® name, birth date, and the relationship between the client and the child or spouse,
then continue to save the information.

Q. Is there an easier way to input information into dropdown boxes?

A. Yes, there is! When there is a drop down list you can just type the first letter of anyone of the
listed words and ServicePoint will finish the word for you.
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Q. Should | save after every change | make?
A. Yes, to guarantee that no information is lost it is always a good idea to save your information
frequently.

HUD 40118 Data Entry:

Q. How do | get to the Worksheets Page, there is no tab?!
A. The worksheets tab is now the little orange tab with the door at the top right of the screen labeled

CEntry/ Exit. OEN%ﬂ

Q. Why are there so many pencils in the Worksheets page?

A. Each of the pencils that are listed in the worksheets page are time specific to that particular entry
or exit date. Notice that there is a pencil next to each entry or exit date. Each pencil is a historical
snapshot of that particular profile at that time of entry or exit. This serves as a history of the client,
and was fashioned this way to be able to access information about a client at a particular time with
more ease and less confusion.

Q. Why doesn® my selection for Prior Living Situation show up on my HUD report?

A. The choices for Prior Living Situation are NOT identical to those listed in the HUD APR. There are
additional fields in the question dropdown menu but the canned report translates all items from the
picklist into the appropriate item in the HUD APR. (see HUD APR TechNote for more details)

Q. Can household members still be considered family if they don®share an entry date?

A. No, household members are not considered family members in the HUD-401018 APR unless they
share the same Entry date. If they differ in entry dates, each person with a different entry date will
be considered single  in the HUD APR. In order to make sure a household shares an entry date,
make sure to check the box next to the name of each household member at the top of the Entry/Exit
screen.

Q. Age bhow does the HUD report calculate the AGE of clients?
A. The age listed in the HUD APR is the clients age at the start of the reporting period.

Q. Can household members be considered a family if they don®share an EXT date?

A. No, if multiple household members enter together and later all but one family member exits, the
remaining person will be counted as a single. Similarly, if only one household member exits prior to
the other household members, that individual will be counted as a single in the HUD Report.

Q. If I am inputting information on a client who came in the day before, what date do | use?

A. Always input the actual date the client came into your agency. By default ServicePoint will put in
today® date in the date fields so you will need to manually change the date in the screens to reflect
the date when the client was initially seen.

Q. What date do | put in for my client, if their disability start date is unknown?

A. If the actual start date is unknown, a date that is prior to the entry date should be entered. This
will allow the user to determine that the disability did not begin while the client was receiving services
from the provider.

Q. When | click on the @dd New Record®or Pencil Icon nothing happens B what® wrong?

A. One of two things is probably causing this - either the screen has been minimized to your task
bar Por if that® not the case Dif you have a popup blocker installed. Pop-up blockers will also keep
sub-screens from appearing, so you will need to disable/remove your popup blocker. You should go
to the add/remove programs section of your control panel to remove the popup blocker program.
Also check with your IT staff if you®e not sure whether or not you have pop-up blocking software
installed.
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Q. Does the start date of the entry/exit income have to be within the same range as the entry/exit
date?
A. Yes, the start date of the monthly income must be on or before the entry date, and the start date
of the

monthly income at exit must be on or before the exit date.

Reports:

Q. Where are the calendar icons?
A. There are no more calendar icons! You can input the dates manually.

Q. What does the (8how Null DataOoption do?
A. Null data are clients with missing information. This option allows you to choose from the pool of
clients with specific information. (Ex. Null clients that Qeft During: Entry IncomeQ

Q. Why doesn®the ate of BirthOfield show from the ClientsOtable?
A. To select date of birth, you have to also select Q\dditional Profile InformationOfrom the
Assessments table.

Q. Why doesn® MilitaryOinformation show up with the HUD-40118 table?
A. Military, Medical, and Residential are all now specifically selected from the Assessments table,
they are no longer included in the HUD-40118 table.

Q. What is this GCountingOtab do?

A. The Counting tab is a fast way to preview how many clients will come up in the report, without
actually taking the time to preview the report, which does take a while. Also notice that, total number
of unduplicated clients is listed here, to avoid duplicated clients in your report.

Q. How do | save my Query?
A. To save a Query, select the @ptionsOtab and provide a name and description of your specific

Query.

Q. How do | preview my report?
A. To see a Preview of your report, click on the GPreviewOtab at the top left hand side of the page.

Q. Do | have to download my Report In Excel to make changes?
A. No, you can no longer download the report into Excel to make changes ®

Q. How do I clear out all my data without exiting from the Reports menu?
A. Simply select the Gstart OverOtab at the top right of the page. You would select GExitOif you
wanted to exit the Reports menu.

Shelter Point:

Q. How do | know what floor, and bed my client is in?
A. When you choose O/iew BedlistOfor your specific provider, Shelter Point will list the Floor, Room
and Bed each client is in.

Q. | was updating my Shelter Bedlist, then suddenly some of my clients information is gone? What
happened?

A. One of the tricky options with Shelter Point is the QJpdate Confirmation ListOversus (rransmit
Today® Checkout ListOoption. Be aware that, any changes that you want to be saved should use the
QJpdate Conformation ListObutton, and Ofransmit Today® Checkout ListOa checkout list is
to check people out of the shelter. In this option, only choose the names of the people that you want
to check out, everyone else will stay in the system as still in the shelter.

Security I ssues:
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Q. When | open a client® record which is already in the system, | can only see information in the
profile and Community
Custom modules/tabs Dthe rest are restricted Dis that the way that it is supposed to be and
how can | get
access to the rest of the modules.
A. Yes, clients who were not originally entered by your agency will be restricted so that you can only
see the
Profile and Community modules. If you want to access the rest of the clients information, you
could have the
client sign a release of information, and call the previous agency and ask them to open their
information to
you.

Q. What does the green lock represent? a
A. An open green lock means that this record is open to view by all users. A closed lock means this
information
is closed to everyone but your agency or program. Finally, a lock with an exclamation point near it
means
that this record is open to all except the designated agencies.

Computer Settings/ _Error Messages:

Q. Is it necessary to shut down my computer on a regular basis?
A. YES We have been finding that people who do not shut their computer completely off on a
regular basis have more problems with saving information in ServicePoint.

Q. My system seems really slow, what should | do?

A. If you click on a link and it@ taking a long time to load the new page (i.e. over 30 seconds), click
STOP button on your browser and then try the link again. You should also try to access other
websites D if other websites are also slow to appear, the problem is with your network or cable
provider. You may call the RTFH help desk to see whether there is a problem with the
ServicePoint servers. Otherwise, you may need to check with your DSL/Cable provider or IT
person to make sure your cable connections are working properly.

What are the recommended workstation requirements?
Recommended

300Mhz+ Pentium processor

9GB hard drive

64MB RAM

Microsoft Internet Explorer 4.0+ browser

128 Bit Encryption (Cipher Strength)

Broadband Internet connection (DSL, | SDN)

>0

Minimum Requirements

486 or higher PC or Macintosh System 8.0 or higher

16MB RAM

Microsoft Internet Explorer/ Netscape Navigator 4.0 browser
128 Bit Encryption (Cipher Strength)

Internet Connectivity (56K Modem)

VGA monitor with 800x600+ resolution

Q. 1@ trying to access ServicePoint and | get the error message @Page cannot be displayedO

A

#1 Check the version of your Internet browser; you must be using at least Netscape Navigator or
Internet Explorer Version 4.0.

#2 Make sure that your computer has at least a 128-bit encryption. Go to Internet Explorer® HELP
menu then to G\bout Internet ExplorerC®it will list the @ipher Strength@® which is the encryption
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level. If your browser lists a Cipher Strength other than 128 bit, you will need to click the
@pdate InformationQink and download the higher level of encryption.
# 3 Check your Internet Browser settings:
From Internet Explorer V 5.0:
Go to the @ool® menu
Then to Onternet OptionsO
Then under the @onnectionsGtab go to @an SettingsO
Make sure that the box under ®roxy ServerCb @se a Proxy Server(s NOT checked!

Q. What do | do if I am trying to access a Service Point web page and an error occurs, (ie. Page
cannot be displayed)?
A. There are several things to try.

1. Click the refresh button.

2. Tryto access another Internet site (i.e. Yahoo.com) To verify that you still have an Internet

connection.

3. Check your Internet settings to make sure you are still logged on.

4. Log off of the Internet and then log back on.

5. Restart your computer.

If these tips do not help call the RTFH help desk, or your Internet provider.

Q. When | input information into ServicePt. it seems to disappear what do | do?
A. You need to make sure that you®e made the following changes to your Internet browser:

From Internet Explorer V 5.0:

Go to the @oolsGmenu (older versions it could be the @ewOmenu)
then to Mnternet OptionsO

then under the @eneralGtab go to @emporary Internet Files b SettingsO
then check the radial button next to @very visit to a page®

From Netscape Navigator v 4.7:

Go to the @&ditGmenu

Then to ®referencesO

Then under the @dvancedGab go to @ached

Check the radial button next to ®@ocument in cache is compared to document on network® ®leverO

Q. ServicePoint not allowing me to login although | know | have the correct ID and password
A. Check your Internet Explorer Security Settings:

From Internet Explorer V 5.0:

Go to the @oolsGmenu (older versions it could be the @ewOmenu)
Then to Onternet OptionsO

Then under the GecurityQab, go to @efault LevelO

Make sure the slider is at Medium or Low, not High.
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