IHM SVdP Case Intake Process and Procedures
Case Intake is the process used to take calls for assistance from our neighbors in need from the helpline and convert them into cases in CMS (the SVdP client management system) so they can be worked by caseworkers.  
Process Overview
· On a weekly basis on about Tuesday of the week, the assigned Intake Person reviews the requests for assistance from neighbors in need that come into the helpline Outlook email box.  Some requests are digital audio files in emails and some are online forms.  IHM has separate helplines in English and Spanish; therefore, we have an English and Spanish speaking Intake Person assigned for each week.
· Based on guidelines in place at the time, the Intake persons select the designated number of calls from the helpline requests and input the information about the selected neighbors in need into CMS so that they can be assigned to a caseworker.
· The designated Case Manager for the week (usually rotates monthly) then assigns the cases to caseworkers.
Basics:
· Check helpline requests no later than Wednesday evening & enter cases into CMS
· Tuesday preferred
· If not done by Wednesday evening, contact the Case Manager to let them know it’s not done yet
· Requests can be checked throughout the week, or done all at one time (whichever fits the Intake persons schedule better is fine)

· Process:
· English requests are sent to ihm@svdpgeorgia.org
· Spanish requests are sent to ihm-es@svdpgeorgia.org
· DO NOT change password as there is more than one person doing intake.
· Listen to new requests
· For each week, determine the following counts for conference stats:
· Number of unique requests
· Number from each zip code
· Number out of area
· Review information from requests for potential input into CMS
· Name, phone #, address (make sure phone number is recorded as the one given by the caller as it may be different than the number on the email).
· Note any special circumstances mentioned in the message
· Must have address, phone, specific need stated, and be in IHM zip codes (30033, 30329, 30345).  The Spanish help line only requires name, phone, zip code and need.
· If a request appears to be a possible case for intake, you can either set an email flag or you can flag it in your notes.  
· Each Intake Person can develop their own method for prioritizing calls.
· See the appendix for key considerations for selecting requests for intake into CMS for casework.
· Enter cases into CMS
· Select the number of cases approved for the week (usually 5-10 split between English and Spanish helplines).
· See below for specifics on the CMS process
· As info from helpline is entered into CMS, prior help provided to the neighbor will be identified.  Make sure the neighbor has not been helped in the prior 12 months and is not red flagged.
· For Food Only requests, all of them can be input into CMS per:
· The Intake Person completes intake on the food only request.
· BUT, when completing intake, the intake person completes the assignment to the caseworker and case manager by selecting the Food Specialist (currently Karina for Spanish and Kathleen for English) as the Caseworker and Mike (currently) as the case manager and clicking Assign.
· Once assigned this food only case, the Caseworker (Karina or Kathleen) calls the neighbor and completes a telephone case with them.  If they ask for financial assistance, the Caseworker will tell them to call back again to request financial assistance.
· The neighbor is provided resources for food (e.g. the Food Resource list from CMS, the link to the Atlanta Community Food Bank food finder at https://www.acfb.org/get-help/), information about getting food at the SVdP Chamblee Food Pantry during the week and/or a Saturday appointment at the Chamblee Food Pantry.
· For cases entered into CMS, move the email to the subfolder “CMS-Entered Cases”
· For cases not entered into CMS, compile a list of phone numbers for callers who left complete information and forward it to the Return All Calls coordinator so a response can be sent to these neighbors in need.
· When done, for cases not entered, they can be deleted prior to beginning to review requests for the next week.
· Best to wait to delete old requests until beginning the new week in case more requests for help can be addressed later in the week
· This makes process easier for next week / next intake person if you are alternating
Using CMS for Case Intake
· Log in
· Main Menu
· Case Intake
· SCREEN 1:
· Enter name
· Enter phone # (the one they leave)
· Enter street address
· Enter city and zip
· Enter county (Dekalb county can be pulled up by pressing “D” 4 times)
· Hit NEXT
· SCREEN 2:
· If match comes up, click on match
· Click on “Past Assistance” to see when last assistance was
· If greater than a year ago, can add to system
· If still marked active, notify case coordinator why client has been added
· If less than a year ago, don’t add to system unless you deem it necessary
· If added to system, notify Case Manager
· SCREEN 3 and 4:
· Similar match screens to screen 2 – follow same procedure
· For any of screens 2, 3, or 4,  hit CANCEL if client is not to be entered into system (upper left of entry portion of screen under the “client inquiry” border).
· SCREEN 5: Open Case Review
· Indicates if any open cases
· If none, click “next”
· SCREEN 6: Household
· Enter any household members if known (not usually by case intake as that level of detail not usually left in the voice mail message)
· Click “Next” to proceed
· SCREEN 7:  Request details
· Click on request details such as rent/mortgage, utilities, etc.
· Can specify information in comment fields (amount, type of utility, etc.)
· List any circumstances left in message by neighbor
· PLEASE note the case number assigned to the person
· Format:  YYYY-XXXXX where YYYY is the current year and XXXXX is the number case assigned for the year.
· Click “Next” to proceed
· SCREEN 8:  Other Agencies
· If other agencies applied to, otherwise, click next
· SCREEN 9:  Submitted
· Select OK to submit but NOT to assign.
· EXCEPTION:  per above, if a neighbor has been entered for Food only, assign Kathleen Prudhomme or Karina Parajuli as the Caseworker and Mike Gross as the Case Manager and select Assign.
· From Main Menu, “Unassigned Cases” can be clicked to verify cases entered by names and case numbers.

APPENDIX

Casework Intake – Selection & Triage Guide
There are really no absolutes in selecting neighbors for cases.  It is a subjective process and these are guidelines to help the intake person with the selection.  
1.  Is the Case Eligible to Be Considered?
GENERALLY, do not take the case if:
· No clear name
· No address or no usable location info
· Out of zip / service area
· Received assistance within the past 12 months (from IHM or other conferences)
· No specific need stated
· No message or no way to follow up

2. Identify the Housing Status
It is a high priority to prevent eviction.
A. Homeless (Housed at Time of Call, but At Risk)
· Apartment
· Extended stay hotel; may be
· Acute crisis (short-term emergency), or
· Chronic cases (long-term extended hotel stays)
· With family/friends
· Rented room in someone else’s apartment
· Other unstable arrangement
B. Homeless (Unhoused at Time of Call)
· On the street
· In a car
· In a parking lot
· Other outdoor/unstable location
Housing and Eviction Prevention are high priorities.  Currently, we are taking only 1 unhoused case (category 2B) per week.

3. Core Case Selection Priorities
When choosing between cases, consider:
· Seriousness and urgency of the issue
· Age of the call (older requests within the week are higher priority than recent ones)
· Repeat calls from previous weeks that were not selected move up in priority
· Program fit (e.g. rent, utilities, prescriptions via SVdP pharmacy, etc.)
· Current guidelines (e.g., limits on homeless cases, rent vs utilities split, etc.)
· Prioritize those whom we have not served before over those we have.  And, for those we have served, higher priority for the longer time since last service.

4. Personal & Household Priority Factors
Give higher priority when callers are (GENERALLY listed in priority order):
· Parishioners
· Single parent with kids in home
· Seniors
· Domestic violence
· Families with children
· Special needs (e.g. autism, intellectual disabilities)
· Disabled adults or children
· Health issues
· Recent hospitalization or surgery
· Serious or acute illness (e.g., cancer, major injuries)
· Women
· Employment situation
· Recently lost job vs long-term unemployed
· Other complicating factors, e.g.:
· Loss of car insurance
· Unemployment or workers’ comp issues
· Student housing issues
· Government shutdown impacts

5. Type of Request: How to Evaluate
A. Rent (Apartment, Room, Extended Hotel)
Common situations:
· Many ask for rent with no explanation → lower priority
· Priority usually goes to those who explain the crisis
· Some request:
· Back rent + eviction fees, then call again for new rent/utilities—typically, the 12-month assistance window will disqualify the new call.
· Move-in costs for an approved new apartment—we can pay these
· Help after rent increases they can no longer afford—it will probably require a visit by the caseworker to really understand this.
· Many now owe thousands of dollars
· Compare:
· High rent + eviction pending
· vs. smaller/partial amount with faster recovery potential
This is a difficult comparison—we want to prevent evictions and are better suited to do so when the past due amount is reasonable (e.g. 1 month rent), but sometimes the seemingly “hopeless” case can be one where our presence, prayers and caring visit bring more than the financial aid.
B. Utilities
· Disconnected already—higher priority
· Pending disconnect notice—higher priority than no disconnect notice
· Requests with no explanation → lower priority without context
· For “an easy” case for inexperienced or overloaded caseworkers
Generally, utilities requests are lower priority than housing, BUT, they can become higher priority when combined with high priority Personal & Household Priority Factors.
C. Other Requests
May include:
· Car accident deductibles
· Car insurance premiums
· Car repairs or car payments
· Daycare
· Transportation fees
· Clothes
· Furniture
· Food
· “Financial aid” or “overdue bills” with no specifics
· Callers who ask for “everything”
Generally, these needs are lower priority and do not, alone, warrant selection for a case, but can be complicating factors in a situation that put housing or utility connection at risk.
1

