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Introduction 
 
To better serve our clients, the SMIS Service Demand enhancement allows for: 
 

 Better tracking and monitoring of client service demands by measuring: 

 Client wait times (from service program intake to referral, or bed program intake to bed hold) 

 Held bed times (from bed hold to admission/expiry) 

 Client travel times (referral to accept at destination program) 
 

 Insight into client no shows and bed utilization 
 

 
With this enhancement, three SMIS screens are being modified: 
 

1. Service Queue screen with a new context-sensitive Action dropdown based upon the client service demand 
status 
 

2. Refer To Bed screen with new "Decline" and "Refer" Action buttons 
 

3. Queue History screen showing the last 24 hours of resolved service demands  
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Also included is a color-coded queue system to assist staff with determining priorities: 
 

 Red - alerts staff to clients whose wait times for referrals is greater than 2 hours 
 

 Yellow - cautions staff about clients whose wait times for referrals is between 1-2 hours  
 

 White - indicates to staff the clients whose wait times for referrals are less than 1 hour 
 

 Green - indicates to staff any potential available bed vacancies in appropriate sectors 
 

 
All SMIS users will benefit from this enhancement. 
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Service Demand Workflow 
 
The new Service Demand workflow (see Diagram 1 on next page) has the following Steps: 
[All figures refer to after each workflow are in the Sample Screen and Walkthrough section] 
 

1. Client Intake  [see Figure 1 below] 
 

2. Client Requests Bed (waiting for Referral)  [see Figures 1 & 2 below] 
 

3. Offered and Declined  [see Figure 3 below ] 
 or 
Client Referral  [see Figure 4-6 below ] 

or 
Local Admission (if Bed Program)  [see Figures 19-21 below ] 

or 
Client Withdrawn  [see Figures 16 & 17 below ] 

or 
No Bed Offered (to Overflow or Staff Closeout)  [see Figures 16 & 18 below ] 
 

4. Hold Bed  [see Figures 7 & 8 below ] 
 

5. Accept (Intake at destination Program)  [see Figures 9-13 below ] 
or 

Rejected  [see Figure 14 & 15 below ] 
 

      or 
 

6. Client No Show 
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Diagram 1: Service Demand Workflow 
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Sample Screens and Walkthrough 
 
Following are sample screenshots of a singles client referral from a (source) program to a (destination) bed program.   

If the source program is a service program, then there will be a  button on a new intake screen.  This button is 
clicked when the Client is requesting a room/bed.  However, if the source program is a bed program, then by default a bed 
request is automatically generated when an intake is created.   
 
(Refer also to the Service Demand Workflow section above to see where the Figures below would appear within the 
workflow.) 
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Figure 1:   The staff initiating a referral from a service program (e.g. SHARC, Central Intake, Drop-Ins) will create a new 

Intake, then click the  button if a bed is being requested.  For bed programs, the bed request is generated 

when an intake is created and no  button is visible. 
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Figure 2:  The new Service Queue screen of the source program is shown.  Beds are available for the 4th client in the 
Co-ed and Mens sectors, highlighted in green, and available Actions include "Refer to Bed" and "Closeout".  The top 3 
clients have exceeded the 2 hours wait time for a referral and are highlighted in red. 

 
 
 
 
 
 

 
 

 

 
 

 
In the Beds Available column above, Client Sectors are shown with green background when they have vacancies.  The Sectors are: 
 

1. Y  = Youth 
2. C  = Co-ed 
3. M = Men 
4. W = Women 
5. F   = Family 
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Figure 3:  After selecting the "Refer to Bed" Action, the new Refer To Bed screen will appear. All declined offers should 
be recorded and will be counted in the Decline column.   
 
Note that you can decline the same program multiple times, and refer to a previously declined program. 
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Step 4:  When the client accepts a bed offer for a referral, the Referral detail screen will appear and the referral record is 
completed and saved.  Remember to enter the contacted staff name of the destination program into the Notes field. 
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Figure 5:  After a successfully saved referral, the client now appears in the service queue of the destination program, 
awaiting a bed hold and the client's arrival.  Available destination Actions include Hold Bed, Reject, and Intake/Accept. 
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Figure 6:  Below is the source program's Service Queue with reminders in the Action column for the source program 
staff to call the destination bed program to hold the bed/room.  
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Figure 7:  The destination program should hold a room/bed for the referred client.  Here, the bed is being held at the 
destination program, awaiting the client's arrival.   
 
Note that the Duration of the bed hold can be extended up to 2.5 hours beyond the initial hold time. 
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Figure 8:  Once a bed has been held by the destination program for the client, the source program's referral record has 
moved from the Service Queue to the Queue History and shows a Client Status of "En Route (Bed held)[x]"  where x is 
the number of declined offers if they exist. 
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Figure 9:  When the client arrives at the destination program, the "Intake/Accept" Action is selected from the dropdown. 
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Figure 10:  And an intake is successfully created and processed from the queue by the destination program. 
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Figure 11:  After an intake is completed at the destination program, in the source program's Queue History, the client is 
shown with a final Client Status of "Referral Accepted [x]" where x is the number of declined offers if they exist. 
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Figure 12:  The destination program's service queue now has the following Action options available: "Refer to Bed" (to 
refer to another bed program), "Hold Bed" (to change the currently held bed), "Admit Local" (to perform a local admission), 
and "Closeout" (to process a client withdraw or staff closeout action). 
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Figure 13:  The destination Queue History has a record of the referral with a Client Status of "Referral Accepted [x]" 
where x is the number of declined offers if they exist. 
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Figure 14:  If the client arrives and needs to be rejected, then "Reject" is chosen from the Action dropdown in the 
destination program's Service Queue. 
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Figure 15:  The rejection details are then completed and saved in the Referral Rejection screen. 
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Figure 16:  The "Closeout" Action is to be chosen if the client has withdrawn their shelter request or if the destination 
program is unable to admit the client even after an Intake has already been done.  The Staff Closeout option should only 
be selected as a final option to assist with queue maintenance.  Every effort should be made to find the client a bed. 
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Note:  Bed Request Closeout Reason: 

 Client Withdraw (when a client decided to withdraw their request for a room/bed) 

 Staff Closeout (only select as a final option to assist with queue maintenance) 
 
 
Figure 17:  For a client withdraw, once the "Closeout" Action is selected, in the Bed Request Closeout screen, withdraw 
details are completed and saved. 
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Note:  Bed Request Closeout Reason: 

 Client Withdraw (when a client decided to withdraw their request for a room/bed) 

 Staff Closeout (only select as a final option to assist with queue maintenance) 
 
 
Figure 18:  For a staff closeout, once the "Closeout" Action is selected, in the Bed Request Closeout screen, staff 
closeout details are completed and saved. 
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Figure 19:  In a bed program, once the intake has been created, it is possible to perform an admission by choosing the 
"Admit (local)" option in the Action dropdown.   
 

Note that an admission can still be done from the Intake screen using the  button. 
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Figure 20:  The admission is then completed and saved.   
 
Note that staff can still make changes to the Room/Bed assignments at this point. 
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Figure 21:  Once a client has been admitted, their referral history is captured and displayed in the Queue History screen of 
the destination program. 
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Family Referrals 
 
For families, the Service Demand workflow is the same as described for singles.  The only differences are as follows: 
 

 Family clients are referred to Rooms, not Beds     

  
 

 

 Rooms are held for families instead of Beds 

 
 
 

 Family Accommodations are by Rooms, not Beds 
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 For families, availability is in terms of Rooms, not Beds 

 
 

 For families, occcupancy is measured in terms of Rooms occupied instead of occupied beds 

 
 

 For families, vacancy is determined in terms of Rooms not occupied instead of unoccupied beds 
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 Family intakes include all members of the family and there is a family size [counter] after the Name of the head of 
the family in the Queues.  Only the head of a family appears in the Queues. 

 
 

 The Request Bed (Room) button is only available in some Service Programs (e.g. SHARC, Central Intake), for the 
head of the family (i.e. one room request per family intake).  For bed programs, the Room request is generated 

when an intake is created and no  button is visible. 
 


