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1. Introduction and Purpose 

The City of Greater Sudbury’s Coordinated Access System includes representatives 

from community organizations who provide supports and/or housing to individuals or 

families experiencing and at risk of experiencing homelessness. It is designed to 

organize community-level responses to homelessness. Individuals and families who are 

experiencing homelessness are directed to community access points where trained staff 

will use a common assessment tool to evaluate the individual or family’s need (acuity), 

prioritize them for housing and/or support services, and match them to available 

housing that meets their needs. Having an effective community level response to 

homelessness streamlines access to housing and supports for individuals and families 

experiencing homelessness.  

 

Coordinated Access is not a program; it is an integrated process that streamlines 

access to resources for people at risk of or experiencing homelessness. This process 
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aims to remove barriers individuals experiencing homelessness face when trying to 

navigate among services and programs run by different organizations. Without 

Coordinated Access, a client must tell their story repeatedly through multiple intakes, 

applications, and interviews without necessarily landing at the right program or set of 

resources to meet their needs. The silos, gaps, and duplication in an uncoordinated 

system contribute to traumatic experiences and prolonged homelessness as well as 

greater reliance on emergency supports. Coordinated Access does not immediately 

create more housing opportunities; however, it enables us to align processes and 

resources as a community to ensure the most effective, efficient, and equitable use of 

limited resources. 

Benefits of Coordinated Access 

Participants Service Providers Funders 

Every door is the right one 
to connect clients to a 
whole community of 
potential resources 
 
Simplifies and speeds up 
the process of locating and 
accessing housing 
services 
 
Appropriate referrals lead 
to less frustration and 
better service 
 
Avoid repeated stress and 
trauma by only having to 
explain needs and 
circumstances once 
 
Meet eligibility 
requirements of programs 
being referred to 

Confidence that programs 
are reaching the right 
people who can benefit 
most 
 
Avoid duplication of 
services 
 
Avoid spending time 
screening clients or 
managing waitlists 
 
Save time and resources 
by allowing staff to focus 
on agency programs 
 
Build trust and 
collaboration that eases 
caseloads, strengthens the 
social service network and 
moves clients towards self-
sufficiency  
 
 

Receive more complete 
and current data 
 
Identify needs, gaps, and 
strengths across systems 
 
Reduces system 
inefficiencies 
 
Compliance with local, 
provincial, and federal 
mandates 
 
Fosters collaboration 
amongst providers 
 
Maximizes existing funding 
 
Reduces overall use of 
emergency services; 
streamlines services; 
improves service delivery 
and client outcomes; 
reduces recidivism 

The purpose of the Coordinated Access System Process Guide is to clarify and 

document the processes of coordinated access to community resources dedicated to 

homelessness. The guide will be updated on an annual basis as the community grows 

in its work to better address and end homelessness. 

Goals of the Coordinated Access System Process Guide: 
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1. Produce standards for the operation of the Coordinated Access System 
2. Establish and inform community expectations and processes for homelessness 

response 
3. Make local priorities transparent to the community and to people who access 

homelessness support services in Greater Sudbury 
4. Establish processes to regularly review priorities in the homelessness system 

through verifiable data and community expertise.  

2. Guiding Principles 

In 2017, the City of Greater Sudbury Housing First Steering Committee was formed to 

provide governance and leadership to the housing and homelessness system. The 

committee has adopted a common set of values: 

• Housing is a basic human right 

• Recovery is possible 

• All people deserve to be treated with dignity and respect 

• All people deserve to make choices about their life 

• We are committed to working in partnership to drive change 

In addition to the principles listed above, this Process Guide is based on Housing First 

Principles. Housing First is a recovery-oriented approach to ending homelessness that 

centers on quickly moving people experiencing homelessness into independent and 

permanent housing and providing additional supports and services as needed1. 

The five (5) core principles of Housing First are2: 

1. Immediate access to permanent housing with no housing readiness 

requirements; 

2. Client choice and self-determination; 

3. Recovery oriented approach; 

4. Individualized and client-driven supports; and 

5. Social and community integration. 

We are also committed to building a Coordinated Access System that advances Truth 

and Reconciliation. Deep collaboration with Indigenous leadership grounds our 

community’s response to Indigenous homelessness in a way that respects, honours, 

and promotes the strength and resilience of Indigenous Peoples. This includes 

commitment to embedding principles and practices that support Indigenous data 

stewardship into our Coordinated Access System. 

 
1 Housing First. (2018). Retrieved May 14, 2020, from Canadian Observatory on Homelessness: 

https://www.homelesshub.ca/solutions/housing-accommodation-and-supports/housing-first 
2 Stephen Gaetz, Fiona Scott, & Tanya Gulliver (Eds.). (2018). Housing First in Canada: Supporting 

Communities to End Homelessess. Toronto: Canadian Homelessness Research Network Press. 

https://www.homelesshub.ca/solutions/housing-accommodation-and-supports/housing-first
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3. Background  

In 2013, the Greater Sudbury developed a 10-Year Housing and Homelessness Plan 

(HHP) which identified priorities for addressing homelessness and housing across the 

housing continuum. Priorities included: 

• The need to strengthen approaches to prevent homelessness, increase the 
diversity of emergency shelter options, and support individuals with multiple 
barriers in obtaining and maintaining their housing. 

• The need to improve co-ordination, collaboration, and partnerships among a 
broad range of stakeholders. 

In 2019, an Emergency Shelter Review conducted in Greater Sudbury recommended 

the development of a Coordinated Access System to support those experiencing 

homelessness to access the right level of housing with supports. 

In 2022, the City of Greater Sudbury entered into a funding agreement through the 

Federal Reaching Home program which required the development of a Coordinated 

Access System. There has been continuous improvement to the Coordinated Access 

System, supported by the Canadian Alliance to End Homelessness (CAEH). The CAEH 

facilitated a workshop in January 2025; bringing the community together to evaluate the 

priorities set within the Coordinated Access System. Further requirements, updated 

throughout the 2024 Reaching Home funding agreement timeframe, established that the 

Coordinated Access System was to be administered through the Homeless Individuals 

and Families Information System (HIFIS) by March 2026. A full transition to using HIFIS 

for the Coordinated Access System happened in October 2025. 

In May 2024, The City of Greater Sudbury City Council approved The Roadmap to End 

Homelessness. The Roadmap to End Homelessness supports local system planning 

efforts through the development of a strategy to achieve functional zero by 2030. 

Continuous improvements to the Coordinated Access system support the Roadmap to 

End Homelessness by increasing successful exits from the homelessness system. 

4. Governance 

The Housing First Steering Committee oversees the implementation of Coordinated 

Access and HIFIS through quarterly meetings as well as through two working groups: 

HIFIS Working Group and Partners in Action Towards Housing (PATH). The Housing 

First Steering Committee reports to the Community Advisory Board (CAB). See 

Appendix A below for full governance structure. 

HIFIS Working Group 

The HIFIS Working Group collaborates to ensure data quality and integrity. Updates are 

shared, and barriers are discussed for improvement opportunities. Meetings are held 

monthly. 
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Partners in Action Towards Housing 

After implementing Coordinated Access locally, the Partners in Action Towards Housing 

(PATH) was created. It is a group of agencies who work together to support people 

experiencing homelessness to find and maintain permanent housing. If individuals are 

experiencing homelessness and are interested in housing and supports, they can be 

connected to an agency to be added to the Sudbury Priority List and prioritized for 

housing and support resources. Meetings are held weekly. 

5. Definitions 

Homelessness3 

The situation of an individual or family who does not have a permanent address or 

residence, and does not have the immediate prospect, means, and ability of acquiring it. 

In general, homelessness includes people staying in unsheltered locations, in shelters 

or somewhere temporarily because they do not have the resources to secure their own 

permanent housing. People experiencing homelessness often transition between 

locations, as most people who sleep outside are likely to access shelter at some point. 

More specifically, homeless episodes can include time spent: 

• In emergency shelters (permanent or overflow beds); 

• In unsheltered locations or places not intended for human habitation (e.g., parks); 

• Staying temporarily with others (e.g., family or friends) without guarantee of 

continued residency (“couch surfing”); or, 

• In short-term rentals with no security of tenure (e.g., paying for motels with 

income or savings). 

Chronic homelessness4  

Refers to persistent or long-term homelessness where people have: 

• Been homeless for at least 180 days at some point over the course of a year (not 

necessarily consecutive days); and/or, 

• Recurrent episodes of homelessness over three years that total at least 18 

months.  

The measure of chronicity only includes sheltered, unsheltered, and hidden 

homelessness. More specifically, it only includes time spent in the following living 

situations: 

• Emergency shelters (permanent or overflow beds, including those for people 

experiencing domestic violence); 

 
3“Homelessness Glossary for Communities,” Housing, Infrastructure and Communities Canada, last 

modified July 2024, https://homelessnesslearninghub.ca/wp-content/uploads/2024/04/HPD-

HomelessnessGlossaryForCommunities-July2024-EN.pdf  
4 Ibid. 

https://homelessnesslearninghub.ca/wp-content/uploads/2024/04/HPD-HomelessnessGlossaryForCommunities-July2024-EN.pdf
https://homelessnesslearninghub.ca/wp-content/uploads/2024/04/HPD-HomelessnessGlossaryForCommunities-July2024-EN.pdf
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• Unsheltered locations or places not intended for human habitation (e.g., 

parks); 

• Staying temporarily with others (e.g., family or friends) without guarantee of 

continued residency (“couch surfing”); and, 

• Short-term rentals with no security of tenure (e.g., paying for motels with 

income or savings).  

It does not include time spent in transitional housing or public institutions (e.g., hospital 

or corrections), although people who are discharged into homelessness from these 

living situations can be considered chronically homeless if they were experiencing 

chronic homelessness upon entry to transitional housing or a public institution. 

Indigenous Homelessness5 

For the purposes of Reaching Home, and subject to revision based on ongoing 

engagement and consultation with Indigenous peoples, Indigenous homelessness 

refers to: “Indigenous peoples who are in the state of having no home due to 

colonization, trauma and/or whose social, cultural, economic, and political conditions 

place them in poverty. Having no home includes: those who alternate between shelter 

and unsheltered, living on the street, couch surfing, using emergency shelters, living in 

unaffordable, inadequate, substandard and unsafe accommodations or living without 

the security of tenure; anyone regardless of age, released from facilities (such as 

hospitals, mental health and addiction treatment centers, prisons, transition houses), 

fleeing unsafe homes as a result of abuse in all its definitions, and any youth 

transitioning from all forms of care”. 

Youth Homelessness 

As per the Reaching Home Outcomes guidelines, youth are defined as being between 

the ages of 13 and 24. Unaccompanied youth are those not currently connected to 

family supports. 

Older Adult and Seniors Homelessness 

Individuals experiencing homelessness are considered older adults between the ages of 

50-64 years old. Seniors are 65+ years old. 

Veteran Homelessness6 

Eligible participants for the Veteran’s Homelessness Program who are experiencing 

homelessness are former members of the Canadian Armed Forces (CAF) (including 

Rangers and reservists) or the Royal Canadian Mounted Police (RCMP). 

 
5 Ibid. 
6 Housing, Infrastructure and Communities Canada, “Veteran Homelessness Program: Directives,” last 

updated October 22, 2025, https://housing-infrastructure.canada.ca/homelessness-sans-

abri/veterans/directives-eng.html  

https://housing-infrastructure.canada.ca/homelessness-sans-abri/veterans/directives-eng.html
https://housing-infrastructure.canada.ca/homelessness-sans-abri/veterans/directives-eng.html
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Unsheltered Homelessness7 

People experiencing homelessness that are staying in unsheltered locations or places 

not intended for human habitation; for example, streets, alleys, parks and other public 

locations, transit stations, abandoned buildings, vehicles, ravines and other outdoor 

locations. 

Supportive Housing8 

Supportive housing is permanent housing (no time limit) with rental assistance and 

individualized, flexible support services for people with greater depth of need related to 

physical or mental health, developmental disabilities and/or substance use. Within the 

homeless-serving system, supportive housing tenants were either homeless prior to 

intake and/or remain at risk of homelessness. Supportive housing provides a physical 

environment that is designed to be safe, secure, and home-like. Support services aim to 

maximize independence, privacy, and dignity.  

Transitional Housing9 

Transitional housing is temporary, time-limited housing with support that is appropriate 

for a target population group (e.g., youth, newcomers or Indigenous peoples). Stays are 

typically longer than shelter, with guidelines that range from three months to three 

years. 

Rapid Rehousing10 

Shorter-term support that helps people transition from homelessness to housing as 

quickly as possible. 

Homeless Individuals and Families Information System (HIFIS)11 

Developed by the Government of Canada, and in collaboration with communities across 

Canada, HIFIS is a Homelessness Management Information System (HMIS) that is 

provided to communities free of charge and designed to support Coordinated Access, 

the Outcomes-Based Approach and day-to-day operational activities of service 

providers in the homeless-serving sector. As a comprehensive data collection and case 

management system, HIFIS enables participating service providers within the same 

community to collect, access and share local homelessness data and ensure that 

individuals and families are referred to appropriate services as efficiently as possible. 

Individuals or families may only be entered into HIFIS by authorized agencies within the 

Coordinated Access System. To become authorized, an agency must have a signed 

data sharing agreement with the City of Greater Sudbury. The City of Greater Sudbury 

has been designated as the HIFIS lead. 

 
7 "Homelessness Glossary for Communities” 
8 Ibid. 
9 Ibid. 
10 Ibid. 
11 Ibid. 
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By-Name Data and Priority Lists  

By-Name Data is a dataset that includes everyone currently experiencing homelessness 

that has interacted with the system and has consented to be served through 

Coordinated Access. The dataset can be filtered and sorted to generate a Priority List 

for matching people to vacancies that become available. 

The Sudbury Priority List (hereafter the SPL) is a dataset that only includes people who 

are interested and eligible for a resource that has become available. People are 

prioritized for an offer and could accept it immediately (sometimes referred to as being 

“offer-ready” or “document-ready”). When a vacancy becomes available, the custom 

HIFIS priority report is filtered and/or sorted to identify who is a good match, based on 

individual needs and preferences, eligibility criteria and prioritization criteria.  

The SPL will be managed by City of Greater Sudbury staff who will: 

• Compile the SPL on a regular basis 

• Monitor for data quality  

• Facilitate frequent updates by following up with agencies  

• Advise the filling of vacancies in dedicated housing and support programs 

• Ensure adherence to privacy legislation and data management best practices 

• Process requests for information 

Case Conferencing 

Case conferencing within a Coordinated Access system is a structured, collaborative, 

specialized form of problem solving. It is a collaborative process designed to support 

individuals experiencing homelessness who face complex challenges and barriers, by 

coordinating services and resources across multiple agencies. It provides communities 

with a better sense of who is receiving more intensive support to exit homelessness. 

 

The purpose of Case Conferencing is to: 

• Remove service barriers so individuals can exit homelessness more quickly. 

• Coordinate service plans that target specific goals (e.g., housing stability, health, 

income). 

• Ensure transparency and equity in service delivery. 

• Facilitate prioritization for housing and supports based on assessed needs. 

6. Processes 

By-Name Data is a real-time, up to date list of all individuals known to be experiencing 

homelessness. It is necessary to collect information for this list to: 

• Prioritize and match to provide supports and/or housing to individuals or families 

experiencing homelessness 
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• Progress towards housing people systematically through making optimal 

resource allocations and continuous system improvements 

• Coordinate information for reporting to funders, community partners, and others 

• Monitor the City of Greater Sudbury’s progress towards ending homelessness. 

Staff within the Coordinated Access System Agencies must be trained to use the Needs 

Assessment Tool (NAT) to refer an individual or family to the SPL. 

Community Agencies which are not part of the Authorized Agencies may have qualified 

clients entered to the SPL by referring the individual or family to one of the Coordinated 

Access System Agencies. Guidelines to have a qualified individual or family entered to 

the SPL via HIFIS are outlined below. The City of Greater Sudbury has been appointed 

as the HIFIS and Coordinated Access lead and may assist with questions regarding the 

process of adding an individual or family to the SPL. The HIFIS coordinator is Margaret 

Beighton and can be reached at margaret.beighton@greatersudbury.ca.    

Consent and Addition 

Access Points 

Individuals or families may only be entered into HIFIS by authorized agencies within the 

Coordinated Access System. To become part of the Coordinated Access System, an 

agency must have a signed data sharing agreement with the City of Greater Sudbury 

and be approved as a partner by the Housing First Steering Committee. Coordinated 

Access System agency staff must be trained in administering a NAT and the process to 

add an individual or family to HIFIS. Training will be offered through the City of Greater 

Sudbury, who will maintain a list of staff who have been trained on HIFIS. These staff 

can be contacted via outreach or in reach activities. There are some agencies that have 

chosen not to engage with HIFIS who have access to a paper intake form which can be 

submitted to the HIFIS administrator for entry. For a full list of Coordinated Access 

System agencies, visit the City of Greater Sudbury website. There is also information 

distributed throughout the community on available access points and services. See 

Appendices B and C. To provide easy access points for individuals and families who are 

living unsheltered, the City of Greater Sudbury developed an Encampment Response 

Plan in 2024. 

Community agencies who are not a Coordinated Access System agency may have 

qualified individuals and families entered into the SPL by referring the individual or 

family to one of the Coordinated Access System agencies. There is continuous 

engagement to add more agencies both to the Coordinated Access System and to 

increase the number of HIFIS participants. 

The HIFIS Administrator may assist with questions regarding the process of adding an 

individual or family to HIFIS and the SPL.  

Adding Names to HIFIS 

mailto:margaret.beighton@greatersudbury.ca
https://www.greatersudbury.ca/live/homelessness-initiatives/homelessness-programs-and-services/
https://www.greatersudbury.ca/live/homelessness-initiatives/homelessness-programs-and-services/encampment-response-strategy/encampment-response-2425/
https://www.greatersudbury.ca/live/homelessness-initiatives/homelessness-programs-and-services/encampment-response-strategy/encampment-response-2425/
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To be added to HIFIS, an individual or family (“Client”) must: 

• be unable to resolve their own homelessness, and 

• consent to have their name added to HIFIS 

The intake agency must determine these qualifications before beginning the process to 

add the Client to HIFIS. 

When supporting a Client who qualifies for entry onto the SPL, the role of the 

Coordinated Access System agencies will include the following: 

1. Determine if the Client has an active Consent for Collection and Sharing of 
Personal Information in place, to authorize the sharing of information. See 
Appendix D. A Consent is ‘active’ if the Consent form: 

i. has been signed by the Client within the last 12 months;  
ii. and has not been withdrawn by the person who signed it. 

Contact the HIFIS Administrator if you are not sure if the Client has an active  
 consent.  

2. Explain the role and purpose of the Consent Form and the consequences of 
completing or not completing the form. Be sure to communicate to Clients that 
they are clients of the whole Coordinated Access System and therefore their 
information will be visible to all participating agencies. Relevant personal 
information is collected as it relates to supporting clients to get and stay housed, 
reporting de-identified outcomes to funders, and to inform policy and systems 
improvement. Where appropriate, assist the Client to complete the Consent 
Form.  

3. Determine if the Client is willing to be entered into HIFIS. Be sure to explain to 
the Client that:  

a. unwillingness to sign the Consent Form will not prevent access to services 
b. being added to HIFIS does not automatically register the Client for the 

SPL  
c. See section below on “Refusal to Consent to add to HIFIS” below.  

4. Work with the Client to fill all the required HIFIS fields (see HIFIS User Guide for 
further clarification). 

a. If applicable, complete the paper NAT to determine the unique needs of 
the Client. See Appendix E. Forward to the HIFIS Administrator for 
addition to HIFIS. 

 
Documents can be forwarded to the HIFIS Administrator by fax at (705-673-0813), 

delivered in person in a sealed envelope or uploaded to the Agency’s secure Fileway 

Folder. The HIFIS Administrator is responsible for confirming receipt of the 

documentation to the Agency which submitted the forms and advise on any deficiencies 

in the documentation provided. Once the Client has been added to HIFIS, the HIFIS 

Administrator will be responsible for notifying the Agency which submitted forms for the 

addition. Forms that contain personal or confidential information about an individual are 

not to be emailed between agencies or to the HIFIS Administrator. If emailing the HIFIS 

Administrator about a Client, please refer to the Client’s HIFIS ID to identify them. 
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The HIFIS Administrator is authorized to add a Client to HIFIS only if the documents for 

a Client are fully complete and have been received at least 24 hours prior to the 

scheduled matching.  

Once Added to HIFIS 

Clients who are successfully added to HIFIS are not guaranteed any specific support, 

program or service. Clients should be encouraged to participate in finding solutions to 

their own homelessness when intensive supports are not readily available. Addition to 

HIFIS does not exclude Clients from continuing to access and benefit from other 

community support services.  

Once an individual has been added to HIFIS, the intake agency will support individuals 
and families throughout the SPL process until they are matched with appropriate 
supports and services and/or provided a warm hand off to a more appropriate agency. 
The intake agency will support clients by: 

1. Continuing to engage with the Client and serve them within their agencies 
mandate; and  

2. Providing relevant updates to HIFIS, HIFIS Administrator, and Coordinated 
Access System tables as applicable. See Appendix F on how to keep a client 
active in HIFIS. 

a. Updates could include housing history (including shelter admissions), case 
management sessions, goods and services, consent 

 
Refusal of Consent to be added to HIFIS 

A Client may refuse to provide consent for their information to be added to HIFIS. The 

decision to decline does not prevent access to services. In the case of refusal, the 

intake Agency will continue to actively engage the client to obtain consent and complete 

the addition to HIFIS, as their choice and/or status may change over time. The intake 

agency can still send the Client to community services and continue to engage until 

such time they provide consent - regardless of how the Client presents at that moment. 

Agencies within the Coordinated Access System will coordinate and strategize outreach 

and safety plans with people who are homeless but have not provided consent.  

Addition to the SPL 

Once added to HIFIS, a client completes a self-report assessment. Once the 

assessment and required fields in HIFIS have been completed, the Client is added to 

the SPL. Required HIFIS modules include: 

• Client Details 

• Consent 

• Housing History 

• Various Factors – Contributing Factors 

• Family 
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Assessment  

The Needs Assessment Tool (NAT) is used by the Coordinated Access System to 

identify who should be recommended for each housing or support vacancy, moving the 

discussion from who is eligible for a vacancy to who is eligible and in the greatest need 

of that vacancy.  

The tool allows the Coordinated Access System to efficiently prioritize Clients and to 

respond based on their need. Standardized assessment tools are an important 

component of the Coordinated Access System because they allow for standardized 

data collection and prioritization. Training on the use of this tool will be ongoing to 

ensure the tools are used appropriately by Coordinated Access System Agencies.  

Updating an Assessment 

If contact is lost with a Client or they return to homelessness after a period of housing, a 

new assessment may need to be completed. Reassessment is only necessary if the 

client has experienced significant life changes since the last completion or has been 

“Inactive” for six months or more. Any change in score should be documented in HIFIS. 

If the agency updating the assessment is not using HIFIS, a new paper NAT should be 

submitted to communicate the change to the HIFIS administrator. 

Prioritization  

Each housing support or service maintains their own eligibility criteria. These criteria are 

shared with the Coordinated Access System on an annual basis so that the prioritization 

process remains fair and transparent. 

A prioritization matrix is a tool used to determine which individuals on the Sudbury 

Priority List should be offered housing resources first, based on locally defined criteria. It 

helps communities ensure transparent, equitable, and needs-based decision-making. 

The City of Greater Sudbury’s matrix is regularly reviewed to reflect system goals, 

resource types, and evolving community priorities. See Appendix G. Individuals or 

families who identify as Indigenous will be prioritized for every third available resource 

vacancy. 

From the SPL, individuals are assigned priority levels based on several factors, 

including whether they are an individual adult, youth, or family. The Client must be: 

• Active in HIFIS 

• Have a known homeless status. See Appendix H for the housing continuum 

diagram. 

The prioritization matrix is applied to guide housing offers and match individuals to 

available resources. Service providers review clients’ placement on the matrix alongside 

current vacancies, ensuring decisions are aligned with community priorities and 

individual needs. This process supports fair, coordinated, and data-informed matching 

across the system. 
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Matching and Referral  

Once a Client has been prioritized, the Client will be matched to housing and supports 

that best meet their needs. All City of Greater Sudbury funded homelessness programs 

in the mainstream system are required to take 100% of their referrals through 

Coordinated Access. This means that staff at access points do not provide direct 

referrals to these programs. Rather, they support clients by adding up-to-date 

information to HIFIS to ensure individuals are added and assessed through the SPL. 

Filling of Vacancies  

Each dedicated housing or support resource has their own eligibility requirements. For 

example, a program eligibility requirement may be that the program is best suited for 

women and gender-diverse individuals who are experiencing chronic homelessness. 

These documented eligibility criteria are updated by each agency as needed. The 

eligibility requirements are communicated to the Coordinated Access System via the 

HIFIS administrator. When a dedicated housing or support resource becomes available 

and the Client meets the eligibility criteria, the following steps will be taken to match a 

Client to an available resource: 

1. The HIFIS Administrator will be notified of the vacancy by the resource provider. 
2. The HIFIS Administrator will filter the SPL to only include those who are eligible 

for each resource. 
3. Clients with the highest priority score, as determined by the NAT, will be matched 

to the vacancies they are eligible for. 
4. The top five prioritized individuals will be presented to the resource provider for 

consideration. 
5. The resource provider will advise the HIFIS Administrator of the match(es) they 

wish to pursue. 
6. Individuals on the SPL who are not matched to a housing or support resource will 

continue to be supported by the intake agency.   
 
Notification of Program Match 

All new program matches will be recorded as a bulletin in HIFIS. Once a program match 

has been identified, the agency to first contact the Client will conduct a warm transfer to 

the agency offering the housing and/or support within two business days to arrange the 

initial meeting. This meeting creates an opportunity to further discuss the program with 

the Client, explain what services/supports are provided, gauge their interest in the 

program, and determine the next steps. If a Client cannot be found within two weeks to 

offer supports and services, the next Client who matches the support/housing will be 

contacted. To receive supports and services, the Client must agree to complete the 

intake and adhere to program requirements of the accepting agency. This process may 

take up to a month, after which time, the next Client who matches with the 

support/housing will be contacted. 
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All attempts the agency makes to notify the person of their offer will be recorded by the 

agency offering support. If the person on the SPL declines an offer, they will remain on 

the SPL, and the agency offering support will notify the HIFIS Administrator of the 

declined offer. The number of service provisions a person is offered and receives will 

also be documented in HIFIS. Referring agencies and the Coordinated Access System 

will continue to attempt to engage the Client. If the individual cannot be located within 

90 days, the individual will automatically be moved to “Inactive” in HIFIS.  

Declined offers by the Client  

A Client may accept or reject the match based on their preferences. If the Client rejects 

the match, the Coordinated Access System will meet for a Case Conference session to 

discuss an alternative match based on the Client’s eligibility criteria and vacancies. The 

Client will remain on the SPL without penalty and will be offered the next available 

vacancy they are eligible for.  

Rejection by Partner Agencies 

Both the individual and accepting agency have the ability to accept or reject a match. 

The Client may be inadmissible to the accepting agency due to prior occurrences or 

disagreements with others within the support/housing. If the agency cannot admit the 

Client to their agency, the agency must advise the Coordinated Access System via the 

HIFIS Administrator. The decision will be documented in HIFIS. To ensure that a Client 

is not excluded from selection, the maximum number of times a Client can be put 

forward to a housing/support destination for selection is three (3). After being put 

forward three times without selection, the Client will be brought forward to Coordinated 

Access Case Conferencing for the development of a specialized housing plan.  

Accepted Matches 

All accepted matches will be tracked in HIFIS, ensuring knowledge of real-time capacity 

of programs. Transitional housing programs will be noted in the Housing History module 

and Housing First Case Management will be noted in the Case Management module. 

Accepted matches coming to a conclusion will also be noted in HIFIS, along with 

whether the intervention was considered successful or unsuccessful. Clients will be re-

instated to the SPL if the match is considered to be unsuccessful upon closing.   

 

Inactive Policy  

All Clients in HIFIS will be assigned a status that is dependent on the updates provided 

by the Agencies. The status definitions are as follows: 

1. Active: Indicates Clients who are actively homeless in the community, including 

those who: 

a. are experiencing ongoing homelessness 

b. are newly identified 
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c. have returned from housing 

d. have returned from Inactive status 

2. Inactive: Indicates Clients who are not actively accessing community services, 

including those who: 

a. have been stably housed (90+ days) 

b. have moved away from the community 

c. have lost contact (90+ days) 

d. are deceased 

e. have withdrawn consent 

HIFIS Agencies will make attempts to locate the whereabouts of the Client and will 

record the interactions. The following are the most frequently used examples of what 

will keep Clients active in HIFIS: 

• Updating Housing History 

o NOTE: HIFIS uses Housing History records to calculate whether a Client 

is chronically homeless. It also impacts the prioritization score. As a result, 

it is important to ensure that the Clients’ Housing History records are 

accurate and up to date. 

• Booking a Client into a Shelter 

• Creating a new record in Goods and Services 

• Creating a new record in Calls and Visits 

• Creating a new record in Case Management 

o Creating a new record in the Sessions tab 

For full details see Appendix F. For more details on these processes, refer to the HIFIS 

User Guide. 

Re-Addition to the SPL 

If a Client has their status changed to “Inactive” and then re-connects with the 

Coordinated Access System within six months, their name will be moved back to the 

‘Active’ list without the need to collect additional information. Otherwise, a NAT should 

be completed to reflect any changes in the household’s circumstances since last 

holding ‘Active’ status.   

Removing Names from the SPL 

A Client may request to have their name removed from the SPL at any time. They may 

do so by making this request through any Coordinated Access System Agency, where 

the request will be forwarded to the HIFIS Administrator.  

If an individual becomes deceased or requests their name to be removed from the list, 

their status will change in HIFIS. In the case of withdrawal of consent or request to have 

information removed from the SPL, the City of Greater Sudbury will cease collecting and 

updating information about the Client. Their consent status will be updated in HIFIS. 
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Should the Client wish to re-engage with the Coordinated Access System, a new 

Consent form and NAT will need to be completed. 

Identity Protection Protocol 

Any Client fleeing violence or who has concerns about their information being seen by 

anyone in the Coordinated Access System will be given the option to be a ‘hidden client’ 

in HIFIS. The ‘hidden status’ will prevent anyone else in the system from seeing or 

updating their information, other than the HIFIS Administrator and the intake agency. 

Should an update be needed, the intake agency will be required to contact the HIFIS 

Administrator with the updated information. HIFIS will not release information to anyone 

except the client and/or intake agency for any reason. In the event of an opportunity for 

housing or support placement, the HIFIS Administrator will work with the intake agency 

to ensure that the ‘hidden’ client has equitable access to the available supports.  

All agencies involved with the Coordinated Access System will sign a Data Sharing 

Agreement with the City of Greater Sudbury that outlines minimum privacy expectations 

to ensure that personal information collection, storing and sharing standards are being 

met. The identity protection protocol for HIFIS is outlined as followed: 

1. Ask the Client if they have any concerns about any of the staff at agencies in the 

Coordinated Access System seeing their information.  

• If the Client answers “No”, proceed with the Consent Form as usual.  

• If the Client answers “Yes”, proceed with Step 2.  

2. Work with the Client to ensure they are comfortable providing consent and 

complete the Consent Form. 

3. When completing the HIFIS intake, indicate the Consent type is ‘Declined to 

Share’.  

• Inform the HIFIS Administrator so that they can ensure that any personal 

identifiers are hidden from other Coordinated Access System agencies. 

The HIFIS identifier will be used for the Client.  

If the HIFIS identifier is put forward for a matching process, the HIFIS Administrator will 

connect with the intake agency to ensure that the individual consents to personal 

identifying information being shared with the program or housing provider or that a 

solution where all parties involved can participate in the process is agreed upon.  

It is important for the individual to understand that even though efforts will be made to 

protect their anonymity: 

• If they have already provided consent to be added to HIFIS, their 
information may have been seen by agency staff. 

• If the individual provides their information to another Coordinated Access 
System agency without expressing concerns about privacy, their 
information may be seen by other agency staff.  
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Data Management 
All Client information is subject to The City of Greater Sudbury Data Sharing 
Agreement. Information shared across the homelessness-serving sector should only 
include information for the purposes of connecting Clients to permanent housing and 
supports as efficiently as possible. All staff are required to share information 
professionally, respectfully, and in line with confidentiality and data sharing protocols.  
 

Updating and maintaining HIFIS and the SPL are the responsibility of the City of Greater 
Sudbury, based on information obtained by Coordinated Access System agencies. 
Coordinated Access system agencies are able to view the SPL as a password protected 
document through a password protected file transfer site.  
 

All Clients on the SPL will be given a priority standing dependent on active status and 

updates provided by Coordinated Access System agencies. 

Evaluation  
The evaluation of the Coordinated Access System will provide key data to determine 

whether the process is working to help individuals and families reach the outcome of 

becoming permanently housed.  

Using the Community Outcomes Report (COR) found in HIFIS, the HIFIS Administrator 

will report monthly: 

• Number of Clients newly identified in the system 

• Number of Clients who moved from homelessness into housing  

o Both permanent and transitional 

• Number of Clients moved from Active to Inactive in HIFIS 

• Number of Clients who returned from housing to homelessness 

• Number of Clients who returned from Inactive to Active in HIFIS 

A final report will be compiled on these outcomes annually. 

Policies will be revisited periodically, with changes reviewed by the Housing First 

Steering Committee, to determine if current policies are effective.  
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Appendix A – Governance Structure 
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Appendix B – Supports and Services 
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Appendix C – Outreach Supports and Services 
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Appendix D – Consent for Collection and Sharing of Personal 

Information 
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Appendix E – Needs Assessment Tool 
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Appendix F – Keeping a Client Active in HIFIS12

 
12 ”User Guide: HIFIS Tool Kit,” Housing, Infrastructure and Communities Canada, last modified May 

2025, https://homelessnesslearninghub.ca/wp-content/uploads/2019/11/HIFIS-User-Guide-EN.pdf  

https://homelessnesslearninghub.ca/wp-content/uploads/2019/11/HIFIS-User-Guide-EN.pdf
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Appendix G – Sudbury Prioritization Matrix 

Sudbury Prioritization Matrix* 

 

* Proportional Allocation: 1 in 3 Resources to Indigenous Population 

Youth 

Priority Tri-Morbidity Unsheltered 
Aging Out of 

Care 
Chronic 

Pregnant 
or 

Parenting 
Total 

Score 4.5 (+1.5) 4 3 2 1 16 

Single Adults 

Priority Tri-Morbidity 
At Risk of 
Violence 

Unsheltered Chronic 
Senior 
(55+) 

Total 

Score 4.5 (+1.5) 4 3 2 1 16 

Families 

Priority 

Domestic 
Violence / 
Intimate 
Partner 

Violence 

Family 
Separation 

or Child 
Welfare 

Involvement 

Chronic (>1 
Member) 

Acute 
Mental 

Health (>1  
Member) 

Indigenous 
(>1 

Member) 
Total 

Score 5 4 3 2 (+1) 1 16 

Priority: Low (0-4), Mid (5-8), High (8+) 
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Appendix H – HIFIS Housing Continuum13 

 

 
13 "Homelessness Glossary for Communities” 
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