
San Diego CES: Office Hours 
Webinar #2

• CES Workflow Overview: Enrollments, CQ, 
Assessments

• CES and RTFH’s Role 
• Referrals – Accepting, Denying, Next Steps



CES Workflow Overview



CES W ork f low  Overview  

C E S  E n rollm e n ts  – W h e n  sh ou ld  th e y  oc c u r?

Is  e n rollm e n t in to C E S  m a n d a tory?

W h a t R ole  d oe s  th e  C lie n t P la y?



R       CE En rollm en t s k ey concep t s

C E  e n rollm e n ts  sh ou ld  on ly oc c u r w h e n  h ou s in g  is  id e n tifie d  a s  a  n e e d  a n d  a ll 
oth e r d ive rs ion  op tion s  h a ve  b e e n  d isc u sse d  

E n rollm e n t in to C E S  is  N O T a  p re c u rsory  s te p  to th e  C E  w ork flow  it  sh ou ld  on ly 
oc c u r A F TE R  d ive rs ion  c on ve rsa tion s  h a ve  b e e n  e xh a u ste d  a n d  h ou s in g  
p la c e m e n t is  d e te rm in e d  to b e  a  n e e d .

C lie n ts  sh ou ld  b e  a c tive  p a rtic ip a n ts  in  th e  d e c is ion  to e n roll in  C E S . 



R       Com m un it y Queue Referrals

W h e n  d o I c h e c k  in  m y c lie n ts  re fe rra l to th e  C om m u n ity Q u e u e ?  
W h y?

W h e n  sh ou ld  I s top  c h e c k in g  in  m y c lie n ts  C Q  re fe rra l?

C a n  m y c lie n ts  C Q  re fe rra l e xp ire ?  S h ou ld  I le t it?



R       Com m un it y Queue Referrals

If you  a re  a c tive ly e n g a g in g  w ith  you r c lie n t a n d  h ou s in g  is  s till a  n e e d , you  
sh ou ld  b e  c h e c k in g  in  you r c lie n ts  C Q  re fe rra l a t le a st e ve ry 90  d a ys . 

If you  a re  n o lon g e r e n g a g in g  w ith  you r c lie n t, c a n n ot loc a te  th e m , th e y’ve  le ft  
th e  a re a , or se lf re solve d , you  d o n ot n e e d  to c h e c k  in  th e ir  C Q  re fe rra l

If you  a re  n o lon g e r e n g a g in g  w ith  you r c lie n t for a n y of th e  re a son s  a b ove , you  
c a n  e xit  th e m  from  C E  a n d  th e ir C Q  re fe rra l w ill e xp ire  a fte r 90  d a ys  



R       Updat ing  Assessm en t s 

W h e n  sh ou ld  I b e  u p d a tin g  c lie n t a sse ssm e n ts?

W h a t c ou ld  se rve  a s  a  trig g e r for u p d a tin g ?

W h y is  it  im p orta n t?



Updat ing  Tr iag e Tools: W hen  and  w hy?

● Tria g e  Tools  a re  a  sn a p sh ot in to th e  c lie n t e xp e rie n c e
● U p  to d a te  in form a tion  is  k e y to d e te rm in in g  a c c u ra te  e lig ib ility 

c om p on e n ts  w h ic h  c a n  im p a c t re fe rra l via b ility
● C a n  c a p tu re  e ve n ts  th a t in c re a se  vu ln e ra b ility th e se  c a n  

in c lu d e  b u t a re  n ot lim ite d  to: c h a n g e s  d isa b ility s ta tu s , 
in c om e , h ou se h old  c om p osition , e tc . 

● S h ou ld  b e  u p d a te d  w h e n  c h a n g e s  a re  k n ow n  to h a ve  oc c u rre d
● S h ou ld  b e  u p d a te d  a t le a st a n n u a lly a t m in im u m . 



CE w ork f low  Best  Pract ices

● E n rollm e n t in  C E S  a fte r 
d ive rs ion  c on ve rsa tion s  h a ve  
b e e n  e xh a u ste d

● E n g a g in g  w ith  you r c lie n t a n d  
c h e c k in g  th e  C Q  re fe rra l in  
e ve ry 90  d a ys

● K e e p in g  Tria g e  tools  u p d a te d  
w h e n  c h a n g e s  oc c u r

● E n rollm e n t in  C E  a t firs t  
e n g a g e m e n t

● C h e c k in g  C Q  re fe rra ls  in  w ith ou t 
e n g a g e m e n t 

● W a itin g  ove r a  ye a r to u p d a te  
tr ia g e  tool in form a tion



CES and RTFH’s Role



W hat  you  can  expect  VS m anag ing  expect at ions

● Is  th e re  su c h  a  th in g  a s  a  “b a d  m a tc h ”?
● W h a t role  d oe s  e lig ib ility a n d  d a ta  c olle c tion  p la y?
● U n d e rsta n d in g  a  w a itlis t  V S  a  p riorit ize d  c om m u n ity q u e u e
● M isc on c e p tion s  a b ou t t im e lin e s : w h a t R TF H  d oe s  V S  w h a t it  

d oe s  n ot
● W h a t c a n  b e  e xp e c te d  of C E S /R TF H ?



W hat  you  can  expect  VS m anag ing  expect at ions

● A  “b a d  m a tc h ” c a n  a lm ost e xc lu s ive ly b e  lin k e d  to in a c c u ra te  or 
ou td a te d  in form a tion , ou r g oa l is  to su p p ort a c c u ra te  d a ta .

● C E S  m a tc h e s  to p rog ra m  e lig ib ility F IR S T re g a rd le ss  of 
vu ln e ra b ility . It  is  im p orta n t to k e e p  tria g e  in form a tion  u p  to 
d a te . 

● C E S  is  n ot a  w a itlis t . O u r lis t  is  d yn a m ic  a n d  c h a n g e s  e ve ry d a y 
th is  m a k e s  a ssoc ia tin g  tim e lin e s  w ith  re fe rra l m a tc h e s  
im p oss ib le . O u r g oa l is  to e n su re  th a t you r c lie n t h a s  th e  m ost 
a c c u ra te  d a ta  a n d  b e st c h a n c e  to b e  m a tc h e d  th rou g h  
w ork flow  m a ste ry

● W h a t c a n  b e  e xp e c te d  of C E S /R TF H ?  – N e xt s lid e



CES: W hat  you  can  expect

• Ack now ledg em en t  of  referral request s w it h in  3 business 
days 

• A m at ch  em ail t hat  con t ains all poin t s of  con t act , con t act  
in form at ion , and  next  st eps t o ensu re t he referral is a 
success 

• Assist ance w it h  com m un icat ion , CES w ork f low , HMIS relat ed  
CE quest ions, et c.





Accep t ing  Referrals

● P rog ra m s m u st u se  a  h ou s in g  firs t  orie n ta tion  – m in im a l 
b a rrie rs  to h ou s in g

● A c c e p t re fe rra ls  re g a rd le ss  of c h a lle n g e s  

● M a k e  th e  m in im u m  a m ou n t of a tte m p ts  to e n g a g e  w ith  th e  
re fe rre d  c lie n t (5 u n iq u e  a tte m p ts  w ith in  5 b u s in e ss  d a ys)

● U tilize  in form a tion  p rovid e d  in  th e  m a tc h  e m a il to c olla b ora te  
w ith  c a re  te a m  m e m b e rs , h ou s in g  p rovid e rs , ou tre a c h  w ork e rs , 
e tc . 



Denying  Referrals

● P rog ra m s m a y d e n y a  h ou se h old  re fe rre d  b y C E S  if th e y a re  
in e lig ib le  to p a rtic ip a te  in  th e  p rog ra m  or p ose  a  sa fe ty c on c e rn

● D e n ia ls  m u st b e  c om m u n ic a te d  ve rb a lly a n d  in  w rit in g  w ith  
th e  c lie n t a n d  a b id e  b y you r a g e n c y’s  a p p e a l p olic y. C lie n ts  
h a ve  th e  rig h t to c h a lle n g e  a  d e n ie d  re fe rra l.

● H ou se h old s  a lw a ys  h a ve  th e  op tion  to d e c lin e  th e  h ou sin g  
re sou rc e  th e y’ve  b e e n  m a tc h e d  to. 

● D e n ia l re a son s  a re  in c re d ib ly im p orta n t for fu tu re  re sou rc e  
c on n e c tion , p le a se  b e  a s  d e ta ile d  a s  p oss ib le . 



Denying  Referrals: Im port an t  not es

● If th e re  is  a  d e n ia l d u e  to in e lig ib ility i.e . d isa b lin g  c on d ition  w a s  
n ot u p d a te d , p rovid e rs  a re  re q u ire d  to u p d a te  th a t d isa b lin g  
c on d ition  in  H M IS . Th is  c a n  b e  u p d a te d  in  th e  C E S  e n rollm e n t. 

● If in form a tion  c a u se s  a  c lie n t b e  in e lig ib le  for a  re sou rc e  su c h  
a s  h ou se h old  c om p osition , d isa b lin g  c on d ition , d isc h a rg e  
sta tu s , in c om e , e tc . Th ose  e le m e n ts  m u st b e  u p d a te d  in  th e  
syste m . 

● It  g oe s  b a c k  to g ood  d a ta  in /g ood  d a ta  ou t. If th e  a b ove  
in form a tion  is  n ot u p d a te d , th e re  a re  n o “g u a rd  ra ils ” to 
p re ve n t th a t c lie n t from  c on tin u in g  to b e  d e n ie d  in  th e  fu tu re  
d u e  to in a c c u ra te  d a ta . 



Im port an t  Link s

Help Desk: support@rtfhsd.org 

CES P&P Doc: https://www.rtfhsd.org/wp-content/uploads/2025/03/RTFH-2023-Revised-CES-
Policies-and-Procedures-final.pdf

CES Workflow CES Enrollment and CLS: 
https://www.youtube.com/watch?v=fBZNdfPehfQ&list=PL5mWCtDUvVqYW0x53xHMlVt_LZ9MQYV
Nt&index=7&t=33s

CES Workflow Triage Tools & Community Queue: 
https://www.youtube.com/watch?v=IUFeoiiYqbQ&list=PL5mWCtDUvVqYW0x53xHMlVt_LZ9MQYV
Nt&index=8

CES Workflow Community Queue Check ins, CE events, Exits: 
https://www.youtube.com/watch?v=dspaF3s1Y4Y&list=PL5mWCtDUvVqYW0x53xHMlVt_LZ9MQYVNt&index=9



Quest ions?

support@rtfhsd.org 

www.rtfhsd.org
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