Housing Stability Counseling Program
Reporting Guide

The guide below has been created to assist you in completing and addressing issues with the
continuous and quarterly surveys in the Online Reporting System (ORS) for the Housing Stability
Counseling Program (HSCP) grant.

o Ifyou need additional guidance on HSCP requirements, please visit
https://www.stablecommunities.org/HSCP for resources and program information.

e Ifyou have programmatic questions, please reach out to counseling@nw.org for assistance.

Only grantees will have access to the ORS and should be reporting to NeighborWorks. Sub-grantees
should provide reportable data to their grantee, who is responsible for reporting that data to
NeighborWorks.

Click on the report section and/or topic below to navigate to that section of the guide. You can use the
“Back to top” link at the bottom of each page to navigate back to this table of contents.
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ORS Grid Tips and Reminders

Below are tips and reminders to reference when working in the HSCP Continuous Survey’s client
record grid, or when uploading records to the grid/survey.

Number of Records Per Page
ORS defaults to show 25 records per page. However, you can change the number of records in the
view using the drop-down at the bottom of the grid. Your selection will stay for the remainder of

your session.

Filter to Flagged Records to Easily Resolve Flags

If you have uploaded records and have flags that need to be addressed, you can filter the grid to
only show flagged rows (i.e., those with red/blue/yellow flags and incomplete items) by using the
“Flagged Rows” filter at the top of the grid. To remove the filter, simply click the “Flagged Rows”
filter to clear it.

+ ADD [ O FLAGGED ROWS EXPORT DELETE ~

This client

record is

Does the client ~ Primary complete and
Sub- Client Unique Counseling rent or own Counseling Level Completion  ready for
grantee/CCEID  Identifier Level Reported  theirresidence? Outcome Date review/payment.

Search by Client ID
If you need to locate a particular client record, use the “Search” field at the top of the grid to search
by Client ID.

Search by Client 1D — [}

This client
record is
Does the client ~ Primary complete and

Sub- Client Unique Counseling rent or own Counseling Level Completion  ready for
grantee/CCEID  Identifier Level Reported  their residence? Outcome Date review/payment.
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Filter by Upload Date
New feature - July 2022

The dropdown filter at the top of the grid will allow you to filter records by the date they were
uploaded.

Note that any uploads completed before this new feature was integrated (July 2022 ) will not show in
the dropdown menu but will be included in the “Show All” selection.

Filter by date uploaded
"‘ﬁ Show all

. |

e 07/06/2022 03:22:17.580 PM
e Ll Counseling  or own B 07/06/2022 03:23:55.923 PM
grantee/CCI  Unique Level their

D \dentifier Reported residence? 07/06/2022 03:36:28.657 PM

07/06/2022 03:37:41.103 PM
07/06/2022 03:38:18.903 PM
07/06/2022 03:39:06.783 PM
07/06/2022 03:39:51.553 PM

Uploading Large Excel Files

If you are uploading an Excel file in ORS, ensure that you are only uploading 500 records at a time. If
you have more than 500 records to upload, it is best to break those down into smaller files so only
500 are uploaded at a time. Uploading files with more records may result in system timeouts or
other upload issues.

ORS Excel Template - Responses of “Other”

If you are using the ORS Excel template to track and/or report HSCP client records and need to
select “Other” for one of the dropdown responses because the response you need is not listed, you
will need to include the detailed information (the response itself) as well.

In the cell, manually enter “Other (Example)”, replacing the “Example” with the client’s response
that was not listed in the dropdown menu. Upon upload, ORS will select “Other” from the drop-
down menu and will enter the custom text in the parentheses in the custom text field. If you only
select “Other” in the Excel file and do not provide the detailed response, ORS will not upload the
“Other” response and will require the information after upload (will show as incomplete data point).

Back to top



9 HSCP 1.13 Client's Primary Language Spoken
°

Other v
L M Other: ||apanese

llish Proficiency  Client's Primary Language Spoken
Client Basic Info O Household

9 HSCP 1.13 Client's Primary Language Spoken

nghah Profcwency Other (Japanese)

Other P

(
Select a response v

Remember that this is the only time you should enter a custom response in a dropdown menu in
the Excel template. Entering custom responses in any dropdown menus (aside from that described

above) will not be read into ORS at upload and will result in an incomplete data point that will need
to be updated manually.

Validate Page

After uploading an Excel file, be sure to click the “Validate Page” button at the top or bottom of the
page. If you are uploading multiple Excel files, it is recommended that you validate the page after
each upload, to ensure you can easily identify and address issues as you upload records.

Some validation checks are not completed during the upload process and are instead run from the
page level. If you do not run the “Validate Page” function after upload and instead log out, the
system will run the validation the next time you log into the system, showing any new flags/issues
from the most recent upload(s).

For more information about validation flags, please see the Validation Errors (Flags) section below.

Client Counseling Data SAVE MARK PAGE COMPLETE

HSCP 1 Client Counseling Records

Click "Validate Page" after each upload and

address issues as appropriate.

Re-Validate Page
New feature - July 2022

If you need to go into a record to make corrections, you can now re-validate the survey using the
“Validate Page” button within the client record. This will run the same validations as the “Validate
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Page” button on the page-level but saves you a bit of time so you can re-validate and navigate to
another issue without closing out of the client record and clicking “Validate Page” on the page level.

Before running “Validate Page” in the counseling record, be sure that you save any updates you
made in that counseling record by either clicking the tab at the top to save/refresh the active tab at
the top of the page or clicking “Save and Continue” at the bottom of the page.

x
@ Prepare O @ Validate

Sub-grantee/CCE ID: No
Counseling Mode: F
Level Completion Date: 5 Counseling Level Reported: Level 1

Client Unique Identifier: 54354984
Does the client rent or own their residence?: Rent

This client record is complete and ready for review/payment.: Yes -

Client Basic Info ' ' Household Residence Credit & Finances Mortgage Default

© HscP 1.10 Echnicity Save changes by using one of these
O Hispanic @ Not Hispanic O Chose not to respond @ two buttons before Cthlng
: "Validate Page."

© HsCP 111 Race

Black or African American e

9 HSCP 1.12 Limited English Proficiency

® Not Limited English Proficiency O Limited English Proficiency O Chose not to respond

9 HSCP 1.13 Client's Primary Language Spoken

English v

b

+— BACK @‘ VALIDATE PAGE '| CLOSE‘ SAVE & CONTINUE '
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HSCP Continuous Survey (Client Records)

Reporting HSCP Client Counseling Records
When to Report

Client counseling records should be included in the continuous report only once the counseling
level has been completed. Please keep in mind that a client must have a Level 1 entry before their
Level 2 or Follow-up counseling records can be uploaded/entered.

How to Report
Client counseling records can be added to ORS in one of the following ways:

e Upload Excel export file from CounselorMax or other client management system (CMS) that
allows for export of the appropriate file in an uploadable format. See instructions below.

e Upload completed Excel template with client counseling records. See instructions below.

e Manually enter client counseling records into ORS. See instructions below.

Support Resources in ORS
Help text is available for most items - to expand (or re-collapse) the help text, simply click the
question mark symbol to the left of the item.

scp 1.1 Sub-grantee/CCE ID

[ Not Applicable

There is also a short training video available that can be accessed by clicking the video camera
icon next to the grid title. This video shows more detailed step-by-step instructions for completing

the fields in each tab.
HSCP 1 Client Counseling Records
he HSCP requests that you submit all required informa
program.

Please make a point to report the most complete data p

[JNo Response

Additional support and guidance can be found in the Document Library at the bottom of the
Support page in ORS.
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> Annual Survey Document Library

> Quarterly Production Report Document Library

Update your ORS Password  [Last Modified: 1/8/21, 10:40 AM]
ORS User Access Guide for Respondent Managers (admin users) [Last Madified: 1/14/21, 9:46 AM]

ORS Respondent User Guide [Last Modified: 7/27/21, 5:52 PM]

» ] Announcements and Training

m FY21 Annual_FY22 Quarterly Updates for Network [Last Medified: 9/23/21, 2:58 PM]

( Housing Stability Counseling Program (HSCP) )

Preparing Excel Files for Import

If your organization uses CounselorMax or another client management system (CMS) that allows
for export of the appropriate customers in an uploadable format (Excel), you can upload the
exported Excel files rather than completing manual data entry.

Guidance below provides information on how to prepare your Excel files for upload. See “Importing
Excel Files in ORS” for step-by-step instructions on how to upload the completed Excel files.

If using a data system other than CounselorMax, an Excel template and Data Dictionary are available
within the HSCP continuous survey to assist you in building a custom export file that will be accepted
by ORS.

Option 1: Exporting from CounselorMax
If using CounselorMax, all required fields must be complete for the customer to appear in the export

file.

1. Loginto CounselorMax and navigate to the “Reporting” tab.

2. Select “HSCP Report” as the report type. Select the “Downloads” radio button and select the
export dates for your report.

HUD-9902, NFMC, NW Quarterly, and Other Reports

Select One:
(0 2302 Reporting O NFMC Report ® HscP Report o
O muw Quarterly Report O Horp Report O other Reports

Choose One: @
O all case Statuses ® pownloads:

Start Month Year End Month VEar
@

3. Click OK.
4. Open the export file and File > Save As.

5. Save the file with file type of “xlsx” and save. Follow the instructions below to import your

CounselorMax file into ORS.
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1> [ Downloads
hscp

CSV (Comma delimited) (*.csv) P save

‘ Excel Workbook (*xlsx)
el Macro-Enabled Workbook (*xlzm)

Excel Binary Workbook (*xlsb)

Option 2: Custom Export from other CMS

If your organization uses another client management system (not CounselorMax) that allows
custom data exports, you (or the CMS manager/designer) may be able to create a custom-built
export to upload into ORS. If you already have this functionality, follow the steps below to upload
your exported Excel files into ORS.

If building a custom report for this purpose, the Data Dictionary (available in ORS) contains
information that would be needed, including item formatting.

NeighborWorks Compass does not currently include a standard export template for HSCP.

Option 3: ORS Excel Template
If your organization would like to use an Excel templates to upload completed HSCP counseling
records, rather than completing manual entry, you can download the Excel template from ORS.

Keep in mind that not all fields are required for all counseling levels (e.g., demographic data). When
completing manual data entry, ORS will automatically skip data points that are not needed. While
Excel cannot identify these data points for you, upon import, ORS will identify whether any necessary
information is missing, and will not upload data that is not necessary for the counseling record.

Important things to keep in mind when using the ORS Excel Template:

e [fadata pointis not applicable (e.g., you would select the “Not applicable” opt-out button
for the data point), leave the cell blank in the Excel file. ORS will read this as “Not
applicable.”

o Ifyou leave required cells blank that do not have a “Not applicable” response option, there
will be missing data at upload that will need to be updated. You will receive flags for these
incomplete data points.

o Ifthe “Other” response option in a drop-down menu is appropriate for the client, select
“Other” and write the custom text response in parentheses after the word “Other.” This is
the only instance where you should enter custom text into a drop-down menu.

o Ifyou upload a response of “Other” with no custom text entered, it will resultin a

missing response at upload, and you will need to resolve the incomplete response.
M
Client's Primary Language Spoken
Other o
Other (Japanese) &

Do not do the following, as they will result in errors at upload:
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e Do not change the formatting of any cells.

e Do notinsert, remove, or change the order of any columns.

e Do not enter custom responses for data points with drop-down menus (with the exception of
“Other” responses described above).

e Do not save the file in another format; ORS will only upload “.xIs” and “.xIsx” files.

Once you've logged into ORS, there are two ways to obtain the Excel template:

1. Option 1: Download the templates from the Support library.
a. Click the “Support” tab at the top of the screen.
b. Scroll to the bottom to locate the Document Library.
c. Expand/open the “Housing Stability Counseling Program (HSCP)” folder.
d. Click the “Upload Template - HSCP Continuous Survey” template to download.

2. Option 2: Download the templates from the Housing Stability Counseling Program survey.
a. Navigate to the continuous and click “Begin” or “Continue” to go into the survey.
b. Select the Client Counseling Data section of the survey.
c. Click “Add” at the top of the grid.
d. Click the hyperlinked “Client Counseling Records” file to download the linked Excel
template.

Import Responses

Client Counseling Records EXgel file to enter data

Ready to upload? Select file to upload and click the
Begin Import button

Select Client Counseling Records File Drop fil...

BEGIN IMPORT

3. Complete the Excel template as appropriate for the clients that are ready to be reported and
save the completed files to your computer/server.

a. For an outline of conditional data points (i.e., data points that are not required based
on certain criteria), see the “Conditional Guide for Upload Template - HSCP
Continuous Report” in the HSCP Support Library within ORS.

4. Follow the instructions below to upload the Excel files to ORS.

Importing Excel Files in ORS

If your organization has an Excel file with client data to import into ORS (i.e., will not be entering
data manually), follow the steps below to import your completed Excel file into ORS. Note that some
updates may be necessary after upload to address missing data, validation flags, etc.

1. Navigate to the continuous survey and click “Begin” or “Continue” to go into the survey.

10
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2. Select the Client Counseling Data section of the survey.

Click “Add” at the top of the grid.

4. Inthe Import Responses section, click the “Select Client Counseling Records File” button.

Locate your completed Excel template and click OK.

a.

5. Click “Begin Import.” It may take several seconds for the upload to complete.

a.

6. Upon import, ORS will automatically look for data points that may need attention and will
notify you of those data points when confirming the file uploaded successfully (sample
screenshot below). Click “Continue” to close out of the pop-up. If issues were identified, you

Alternatively, you can drag your Excel file over and drop it on top of this button.

Import Responses

Download a formatted blank
One-on-One Counseling Clients Excel file to enter
data to upload

Ready to upload? Select file to upload and click the
Begin Import button

(Select One-on-0One Counseling Clients File).‘

BEGIN IMPORT

Import Responses

Download a formatted blank
Client Counseling Records Excel file to enter data
to upload

Ready to upload? Select file to upload and dlick the
Begin Import button

Select Client Counseling Records File Drop fil...

' BEGIN IMPORT D

If your organization already has data entered, you will see a notification that
requires you to select what you would like to do - click “Append” to add this new
data to your existing data. “Replace” is intentionally deactivated so you do not replace
data that has already been uploaded and/or approved.

Existing records found

There are records already present in the question. Do you wish to append to the grid or

delete ALL records (including any child records if present) and upload?

can address those directly in the data grid.

Back to top
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Please read the messages below and either complete the upload process by clicking "Continue” or stop the process by clicking "Cancel"

Upload Summary

Number of records processed: 2
Number of records with errors/warnings: 1
Number of data fields that are missing/invalid: 0

Number of fields with Red flag errors: 0
Number of fields with Yellow flag warm‘n@

Warnings A~

1 - Record: 5, Column: Al : You indicated that this client's housing costs are not more than 30% of their income. However, based on the monthly
gross income provided and monthly housing costs entered (rent without utilities), it appears this client's housing costs are more than 30% of their
monthly gross income. Please review this information to ensure all selections are correct.

(—— ——

7. If your organization has multiple files to import/upload, repeat these steps to upload all
applicable Excel templates.

8. Once all applicable counseling records have been imported, click “Validate Page” to run a
final validation on all reported records. If any issues are identified, address the issues, and
re-validate the page until ORS notifies you that all responses are valid.

VALIDATE PAGE MARK PAGE COMPLETE

—

a. To more easily address records that have active flags and/or incomplete items, you
can use the “Flagged Rows” button in the grid header to filter the grid to only show
rows that have active issues. You can click this button again to un-filter the rows.

SAVE

[J No Response

+ ADD O FLAGGED ROWS EXPORT DELETE | =

Sub- Client Un|
grantee/CCEID  |dentifier|

9. If desired, you can use the “Export” button to export the records that have been reported to
date; the export file will be in Excel format.

(O No Response

Sub- Client Un
grantee/CCEID  Identifier

12
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Guided (Manual) Data Entry for HSCP Records

The guidance provided below is intended for users who are entering client counseling records into
ORS manually, but may also be helpful for organizations/grantees that are using the upload
template from ORS.

1. In Client Counseling Records, click “Add” to add your first client counseling record.

2. Click “Begin Guided Entry” in the new window. This will open the screen to enter the required
fields to report the client’s counseling record.

Guided Entry

Populate your responses with help along the way

( BEGIN GUIDED ENTRY )

3. Itisimportant to complete the data points in the order they are presented in ORS. ORS has
logic built in to automatically identify fields that are not necessary based on your selected
responses, and to identify potential inconsistencies or incorrect data throughout the entry.

Basic Info Demographics Household Residence Credit & Finances Mortgage Default Rent Outcome

4. Client - enter the sub-grantee ID (if applicable), client ID, counseling level, and counseling
method.

a. Remember that a client’s Level 2 and Follow-up counseling records cannot be entered
before their Level 1 record.

5. Click “Save and Continue” (at the bottom right) or click the “Basic Info” tab to save your
entries and move on to the next tab.

CLOSE ' SAVE & CONTINUE '

6. Basic Info - complete this tab with the appropriate information for this customer’s

services. Expand the help text if you need more information on any of these data points.

a. Intake Date - Remember that the intake date cannot be before the program start
date (9/8/2021).

b. Does the client rent or own their residence - Identify whether the client rented or
owned their residence as of their program intake date.

i. This information will drive other data points within the survey.

7. Demographics - enter the customer’s demographic information. These fields and response
options align with HUD reporting.

a. Most information on this tab is only collected at Level 1, with the exception of
language used for the counseling session.

13
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8. Household - enter the household’s gross annual income, household type, reason(s) for
housing instability, etc.

9. Residence - enter the customer’s address.

a. This information allows us to geocode entries to determine whether households
assisted are within the areas outlined in the program agreement.

10. Credit & Finances - as applicable, report the client’s credit score and/or report
information and whether they were referred to financial resources to address their housing
instability.

11. Mortgage Default - this tab will only activate for clients who were identified as a
homeowner in HSCP 1.5 (Does the client rent or own their residence?). Complete the data
points as applicable for the homeowner.

12. Rent - this tab will only activate for clients who were identified as a renter in HSCP 1.5
(Does the client rent or own their residence?). Complete the data points as applicable for
the renter.

13. Outcome - select the primary (and secondary, if applicable) outcome(s) that the customer
achieved upon completion of this level of counseling. See help text for more details about
each outcome type.

a. Outcomes will filter based rent/own status. There is also an “Outcome not achieved”
response option available in case the client did not achieve a measurable outcome
for the reported level of counseling.

b. Level Completion Date - Enter the date the client completed this level of counseling.

c. This client record is complete and ready for review/payment - A response of “Yes”
indicates that this client counseling record is complete and ready for review. A
response of “No” will indicate to the HSCP team that the counseling record is not yet
complete and will not be reviewed for accuracy and/or payment until it is marked
as “Yes.”

14. Click “Save and Validate.” If the system identifies any missing items or invalid responses,
address the issues before moving on.

Come
Vs Qutcome n

Validating Client Counseling Data

red
zency
Active Issues & Warnings

ance
“ All your answers are valid.
] ime n
rd

CLOSE hieve

jage
it (w/

15. Once all applicable counseling client records have been entered, click “Validate Page” to run
a final validation on all reported records. If any issues are identified, address the issues and
re-validate the page until ORS notifies you that all responses are valid.

14
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/’

VALIDATE PAGE MARK PAGE COMPLETE

a. To more easily address records that have active flags and/or incomplete items, you
can use the “Flagged Rows” button in the grid header to filter the grid to only show
rows that have active issues. You can click this button again to un-filter the rows.

[J No Response

Sub- Client Un|
grantee/CCEID  |dentifier|

16. If desired, you can use the “Export” button to export the records that have been reported to
date; the export file will be in Excel format.

() No Response

Sub-
grantee/CCE ID

15
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Validation Errors (Flags)

There are four types of validation messages (flags) in the Online Reporting System. The validation
flags are integrated into the system to assist you with maintaining data integrity and offer
information about what “typical” responses may be.

In the HSCP Continuous Survey (Client Records), all flags and incomplete items must be
addressed in order for the client counseling record to be reviewed for payment.

Incomplete

This symbol indicates an incomplete item. This item must be completed
before the page/section can be marked “Completed.” Surveys cannot be
submitted with incomplete items.

Red Flag

This symbol indicates a red flag. The issue described in the validation
[* | message must be fixed before the page/section can be marked
“Completed.”

Blue Flag

This symbol indicates a blue flag. The items/issue described in the
validation message must be reviewed and either resolved (if responses
were incorrect) or a [required] explanation provided (if responses are
correct) describing why the data is correct as-is.

Yellow Flag

This symbol indicates a yellow flag. Similar to a blue flag, the items/issue
described in the validation message must be reviewed and either resolved
(if responses were incorrect) or an [optional] explanation provided (If
responses are correct) describing why the data is correct as-is. While
surveys can be submitted with unaddressed yellow flags, it is strongly
encouraged that sites address these flags, as the Data Collection team may
contact you with questions during the quarterly analysis if an explanation
was not provided.

How to Address a Flag

e Incomplete

e}

If you have an incomplete item, the system will pop up with an error like the one in
the sample screenshot below. To navigate to the incomplete item, simply click the
hyperlinked message or you can manually navigate to the item using the item

number.

Response required
You are missing responses for the following question(s). You may click the flag to go directly to the question.

Question Q 1.11: Was this service provided in direct response to a public health crisis or a natural disaster?

C" Row 1 - This question is reg _.i-'-':::D

e RedFlag

Back to top
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If you have a red flag, the system will pop up with an error like the one in the sample

screenshot below. You will need to fix the issue and can do so by clicking the

hyperlinked validation message.

Data issues
There are one or more issues with your data. Please examine the following.
Question Q 1.25: Intake Date

[* Row 1 - Intake Date should be within the range of 03/01/2007 and 12/31/2020

Your response: 1980-01-01;

e Blue Flag

O

If you have a blue flag, the system will pop up with an error like the one in the
sample screenshot below. You will need to either fix the data (if it is incorrect) or
enter an explanation (if the information is correct) describing why the information

is correct as-is. You can click on the blue hyperlinked validation message to navigat

e

to the questions if you'd like to review further. If the issue is not resolved, a comment

is required.

= Ifyou enter a comment in the validation pop-up window, be sure to click

“Close” at the bottom of the window once you have completed your

comments. Do not close using the “X” at the top of the window. Closing the

window using the “X” will not save your comments.

Dataissues

There are one or more issues with your data. Please examine the following.
Question Q 1.15: Age

[™ Row 1 - Is it correct that this client is 100 years old?

Your response: 100;

Add Comment:

e Yellow Flag

Back to top
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If you have a yellow flag, the system will pop up with an error like the one in the
sample screenshot below. You will need to either fix the data (if it is incorrect) or

enter an explanation (if the information is correct) describing why the information

is correct as-is. You can click on the blue hyperlinked validation message to navigate

to the questions if you'd like to review further. If the issue is not resolved, a comment

is strongly recommended.
= Ifyou enter a comment in the validation pop-up window, be sure to click

“Close” at the bottom of the window once you have completed your

17




comments. Do not close using the “X” at the top of the window. Closing the

window using the “X” will not save your comments.

Data issues

There are one or more issues with your data. Please examine the following.
Question Q 1.39: Primary Cost

[ Row 1 — The Primary Cost is usually under $100,000 when the Foreclosure Counseling Outcome/Resolution is Brought mortgage current,
Please verify that $2,000,000 is the correct Primary Cost. (Do not report client's existing mortgages, only new funds can be reported.)

Your response: 2000000; Foreclosure Mitigation Counseling; Brought mortgage current;

Add Comment:

18
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Quality Control (QC) Review Process

What is the Quality Control (QC) Review Process?

The NeighborWorks HSCP team will review submitted /uploaded data to ensure the data is
consistent, accurate, and complete. If any potential errors or outlier data is identified, the HSCP
team will reach out to address the issue with you.

It is important that you respond quickly to these requests, as the turnaround time for correcting
data is often short, particularly for the quarterly report. If any issues in the quarterly report are left
unaddressed when the data is finalized, those issues will not be able to be fixed down the road.
Once data is committed to the database it is no longer subject to change. Therefore, it is important
to respond in a timely manner to ensure all necessary corrections can be completed before the data
is finalized.

Potential issues can vary greatly - the HSCP team may reach out to you because there is a definite
issue that requires a response to be modified (e.g., duplicate client counseling records, incorrect
percentages reported for PRS funds spent in the quarter). However, some may be inquiries to
ensure we better understand an activity/data point and can confirm it is reported correctly.

Any potential corrections will need to be completed within the deadline provided by the HSCP team
to ensure all appropriate corrections are complete while the data can still be edited.

Continuous Survey - Quality Control Review Process

Some examples of issues that may be identified during the quality control process for the HSCP
Continuous Survey and cause a row to be identified for corrections may be:

e Missing data

e Potential data entry errors (e.g., entered $20,000 instead of $2,000 or $80 instead of $800)
e Validation flag not addressed/not adequately addressed

e Duplicate counseling level records for a client between organizations

e Incomplete address

Status Icons for Reviewed Records

Status icons will indicate whether a record has been reviewed and whether it is available for
editing. You may see any of the icons in the table below for your organization’s records in the HSCP
Continuous survey. If a record is no longer editable, you can still review the data (in read-only
mode) by clicking on the icon next to the counseling record. Records that are not editable (have been
approved) cannot be deleted.
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O FLAGGED ROWS EXPORT

Status icons will

show here. [ona ]
This client
Does the record is
Sub- Counseling client rentor  Primary Level complete and
grantee/CCE  Client Unique  Level own their Counseling ~ Completion ready for
D Identifier Reported residence? Outcome Date review/paymer
u Currently in
1 Level 1 Own negotiation 2021-11-02 Yes
i with servicer
Icon Description Can record be
P edited or deleted?
@ Reviewed - Record has been reviewed (not yet paid/unpaid). N
.. o}
Black check mark in circle.
Rejected - Record has been rejected for corrections. Look at the
o top of the page for notes in yellow explaining why the record was v
es

rejected.
Red circle with white exclamation point.

Reviewed and paid - Record has been reviewed, approved, and

$ paid. No
Green dollar sign.

Reviewed but not paid - Record has been reviewed and
$ approved, but not yet paid. No
Red dollar sign.

Pending - Record is being reviewed and is locked for the quality
@ control review process. No
Green clock face.

e Open - Record is open and editable, has not yet been reviewed.
Black pencil.

Yes

Resolving Quality Control Issues in ORS

Sometimes a potential issue is correct as-is and we just need some additional information from you
confirming the data. However, other times corrections will need to be made in the counseling
records in ORS. In these cases, we will re-open the applicable counseling record and provide
guidance as to what will need to be updated and why. Once the applicable corrections have been
completed, please contact counseling@nw.org to notify us that the updates are complete.

The process will generally look like this:

1. You will receive a notification, either through ORS or directly from the HSCP team.
2. Follow the guidance provided in the notification.
a. Ifyou receive a request for information to be changed, follow the next steps below.

b. Ifyou receive an inquiry (via email), respond to the inquiry as soon as possible to
help the HSCP team determine whether information is okay as-is or if a correction
needs to be made in ORS.

20
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i. Ifthe former (data okay as-is), the HSCP team will make note of your
comment/explanation and no further steps need to be taken once the
discussion is complete.

ii. Ifthe latter (corrections needed), follow the next steps below.
3. Loginto ORS and locate the HSCP Continuous survey.
4. Click “Continue” to enter the survey and make corrections.
5. Click the “Client Counseling Data” page to complete updates.

a. You may see a note icon on the Table of Contents page. If so, this means that there is a
note available explaining what needs to be changed. This will be visible once you go
into the Client Counseling Data page.

. . 1
Client Counseling Data 19 MARK AS COMPLETED

Client Management System & Contact Infermation In Progress MARK AS COMPLETED

6. Ifyou received notification via email, issues may not be identified by row/record as
demonstrated in the next step. In this case, it may be helpful to use the “Search” button at
the top of the grid to locate the appropriate client records (search by Client ID).

Search by Client ID =—3 [

This client
record is
Does the client  Primary complete and

Sub- Client Unique Counseling rent or own Counseling Level Completion  ready for
grantee/CCEID  Identifier Level Reported  their residence? Outcome Date review/payment.

7. Review the comment(s) at the top of the page and make the appropriate corrections.

a. The row(s) that need(s) to be addressed will show a red exclamation point symbol.
Approved rows will show a checkmark.

i. To easily find the row(s) that need(s) correction, click the “Flagged Rows”
button at the top of the grid. This will filter the grid to only show rows that
have a red exclamation point. To un-filter the grid, simply click the “Flagged
Rows” button again.

b. Click the red exclamation point to open the record that needs to be corrected, make
the appropriate corrections, and save and close the record.

c. Ifadditional records need to be updated, repeat this step.
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Client Counseling Data

| HSCP 1:Row 1 &

6.

This client's address in their Level 1 counseling record is incomplete. Please update their address appropriately.

""HSCP 1: Row 4 & These notes explain why the row was identified for potential corrections. I

6/2122

This client's monthly rent amount is entered as $30. Is this correct?

HSCP 1 Client Counseling Records
.

The HSCP requests that you submit all required information if it is known. The outcome data, mode of counseling, and credit score information is particularly crucial to the evaluation of this
program. Please make a point to report the most complete data possible.

Grantees are responsible for reporting sub-grantee data. Sub-grantees will not be given access to ORS.

When uploading your data for review/payment, ensure that all ﬂaﬁs have been re_su\ved by using the "Validate Page" button to the right. Data with unresolved validation issues will not be
reviewed for payment.

Use this button to filter the grid to only show rows that need to be addressed.
If you have questions about this progragg® 5 I

& FLAGGED ROWS EXPORT DELETE ~

This dient
Does the record is
Sub- Counseling clientrentor  Primary Level complete and
grantee/CCE  Client Unique  Level own their Counseling Completion ready for
D Identifier Reported residence? Qutcome Date review/paymer

ot Currently in
M 1 123456V Level1 own negotiation 2022-01-14 Yes
Applicable
with servicer
g Currently in
D | 4 5678901vf Level 1 Oown negotiation 2022-02-14 Yes
Applicable .
A with servicer

‘« 4 o » .5\ Click the exclamation point to review and/or revise the record. 1-2of2items

8. Once corrections are complete, validate the page to ensure no new validation flags were
created following the change.

a. Ifnew flags do come up, be sure to address those before notifying the HSCP team.

9. Notify the HSCP team (counseling@nw.org) that the corrections have been completed.

Quarterly Report - Quality Control Review Process

The HSCP Quarterly surveys are where your organization reports organization-level information
and program progress. After the deadline has passed, the HSCP team will review the quarterly
report data and contact you with any questions or concerns they may have identified.

Some examples of issues that may be identified during the quality control review process and cause
a data point or section to be identified for corrections may be:

e Program Related Support (PRS) Funds reported incorrectly

e Incomplete data

e Potential data entry errors (e.g., 99% instead of 9%)

e Validation flag not adequately addressed
22
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Resolving Quality Control Issues in ORS

Sometimes a potential issue is correct as-is and we just need some additional information from you
confirming the data. However, other times corrections will need to be made in ORS. In these cases,
we will re-open the applicable section/page and provide guidance as to what will need to be
updated and why. Once the applicable corrections have been completed, you will need to re-submit
the survey in ORS.

The quality control review process for the quarterly report will generally look like this:

1. You will receive notification, either through ORS or directly the HSCP team.
2. Follow the guidance provided in the notification.
a. Ifyou receive a request for information to be changed, follow the next steps below.

b. Ifyou receive an inquiry, respond to the inquiry as soon as possible to help the HSCP
team determine whether information is okay as-is or if a correction needs to be
made in ORS.

i. Ifthe former (data okay as-is), the HSCP team will make note of your
comment/explanation and no further steps need to be taken once the
discussion is complete.

ii. Ifthe latter (corrections needed), follow the next steps below.
3. Loginto ORS and locate the HSCP quarterly survey.

4. Ifasection has been re-opened for corrections, the survey status icon will show as a red
circle with a question mark.

HSCP - FY22 Q1 943 Days Overdue (Due: Apr 15, 2022)

HSCP Quarterly Survey PREVIEW QUESTIONS CONTINUE SUBMIT

5. Click “Continue” to enter the survey and make corrections.

6. The page(s) thatis/are re-opened will show a red “Rejected” button. Click the section title
or red button to enter the section and make updates.

a. Reviewed/approved pages will show a green “Reviewed” button.

b. There will be a note symbol on the Table of Contents page for rejected sections - this
note will be visible once you open the section/page.
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—-- SHOW INSTRUCTIONS -—

HSCP Production Data (9/8/2021 - 2/28/2022) Reviewed

Housing Counselor Capacity (9/8/2021 - 2/28/2022) Reviewed

Preferred Language Access (9/8/2021 - 2/28/2022) Reviewed

Program Activity Progress (2/28/2022) Reviewed

1 .
Program Related Support Funds (9/8/2021 - 2/28/2022) \ Rejected

. 2 :
Success Stories (9/8/2021 - 2/28/2022) - Rejected

Challenges and Recommendations (9/8/2021 - 2/28/2022) Reviewed

7. Review the note at the top of the page and make the appropriate corrections.
a. Grids/individual grid records

i. Inagrid, the row(s) that need(s) to be addressed will show a red
exclamation point symbol. Approved rows will show a checkmark.

ii. Click the red exclamation point to open the record that needs to be
corrected, make the appropriate corrections, and save and close the record.

iii. Ifadditional records need to be updated, repeat this step.
Success Stories (9/8/2021 - 2/28/2022)

HSCPQ 10: Row 1 &
6/2/22

This client's last name is entered as their Client ID: please update the record so their Client ID is in the appropriate field. and their full name is in the "Client First and Last
Name" field.

Notes explaining why the section/page was re-opened for corrections. I

HSCPQ 10:Row 2 &
6/2/22

This client's name is entered as their Client ID; please update the record so their Client ID is in the appropriate field, and their full name is in the "Client First and Last Name"
field.

HSCPQ 10 Please provide the name and contact information of two people who received services because of HSCP funds who are willing to be contacted
to discuss their situation and possibly be highlighted in future HSCP reports, with their approval.

Click "Add" to enter information for the first person. Once complete, enter a new row for the second person by clicking "Add" again.

No success stories due to limited clients served this quarter

m O FLAGGED ROWS EXPORT DELETE v
-

Click to revise.

Sub-grantee/CCE ID Client Unique Identifier Client First and Last Name
] (1] 1 N/A smith John
0 (-] 2 N/A January jones January Jones
“« 4 o LI 5 ¥ items per page 1-2of 2items
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b. Non-grid questions - review the comment/note at the top of the page (see image
above) and update the appropriate data point(s) on the page.

8. Once corrections are complete, validate the page to ensure no new validation flags were
created following the change.

9. Repeat steps 7 and 8 if there are multiple pages that need to be reviewed/revised.

10. Return to the survey’s Table of Contents or the Active Surveys screen in ORS and re-submit
the survey with changes.

a. Ifdesired, you can leave us a comment in the comment box before re-submitting,
letting us know what you changed, or any other information you feel may be helpful
for us to better understand the activities you've reported.
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Summary Reports

HSCP Continuous Survey - Summary Report (ORS)

The HSCP continuous survey includes a quick Excel report that summarizes the outcomes reported
to date, split out by sub-grantee (when applicable).

This report will update in real time as you enter counseling records into the survey. To access the
summary report, click on the document symbol to the right of the survey name on the “Active
Surveys” screen.

ACTIVE SURVEYS CLOSED SURVEYS RESPONDENT USERS ASSIGNMENT BY SURVEY SUPPORT

My Surveys
Summary Report

Active Surveys  Closad Surveys

Continuous

Housing Stability Counseling Program (HSC@ PREVIEW QUESTIONS CONTINUE SUBMIT

HSCP Dashboard

Ifyou do not have access to the HSCP dashboard and need access, please contact counseling@nw.org

for assistance.

The HSCP dashboard displays, by organization, the outputs of the Housing Stability Counseling
Program (HSCP). Organizations participating in the HSCP program can use this dashboard to keep
track of completed counseling records in various key dimensions.

This tool should be used to complete the HSCP quarterly survey, in accordance with the grant
agreement.

Within the dashboard you can:
e Use the dropdown menus at the top of the dashboard to filter by sub-grantee and reporting
period.
e Hover your mouse over the charts to get additional information on each data point.
e Switch pages using the navigation buttons at the top of the dashboard.
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FAQs

Programmatic, Situational, and Organization-Specific Questions
If your organization has program-related questions, questions about a particular client/counseling

situation, or other organization-specific or unique questions, please contact the HSCP team at

counseling@nw.org for assistance.

Excel Upload Issues (Continuous Survey)
e  When I upload my Excel file, [ receive an error message saying the columns do not match
up. What does this mean?

@)

This typically means that you are using a customized copy of the upload template
that has additional (or different) columns than the original upload template. Please
be sure you are using the upload template from ORS and are not making changes to
the template columns, formatting, etc.

o  When I upload my Excel file, some responses are not populating and show as incomplete
after upload, but they were populated in the Excel file.

@)

If a custom response was entered into a cell in the Excel file instead of using the pre-
set dropdown response options for that data point, ORS will not be able to read in
the response and will instead leave the data point blank. Ensure that you are using
the dropdown menu selections only (when available) and are not entering custom
responses. See exception below for responses of “Other.”

o [ entered “Other” for a data point in the upload template, but when I uploaded the file the
data point says it’s incomplete (did not populate “Other”).

O

“Other” responses are the only time that you should enter a custom response into
the Excel template. For a response of “Other,” the verbatim response (the “Other”
answer that didn’t fit into the existing dropdown menu response options) is
required; if that information is not included in the uploaded response, ORS will read
the item in as incomplete since the required piece of information is missing. If you
select “Other” for a dropdown response in the Excel template, you will need to
include the response in parentheses after the word “Other.” See above for more
detail.

e [am trying to upload counseling records (1,457 records), but the system keeps timing out.

Back to top

O

ORS has a timeout limit that cannot be adjusted; however, it performs best when a
maximum of 500 records are uploaded at a time. If you have more than 500 records
to upload at one time, it is recommended that you separate those out into separate
Excel files of 500 (or fewer) records and upload each file separately.
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Validation Messages
e [luploaded new counseling records and did not see any errors in the “Upload successful”
pop-up, so I logged out. However, [ just logged back in and now it shows that I have flagged
records. Why did these not show up before?

o This can happen if you do not run “Validate Page” after uploading records into the
continuous survey. While the system runs some validations at the time of upload,
other validations are run on the grid-level and must be done separately. Best
practice is to upload your new file, run “Validate Page,” and address any identified
issues. If you have multiple files to upload, it is best to do this after each file is
uploaded so you can address issues as you go.

Quality Control Review Process / Payment

e When are client counseling records reviewed?

o Client counseling records (that are marked “ready for review”) will be reviewed
when your organization reaches the designated disbursement thresholds of 35% (of
counseling award), 65%, and 100%.

o Please refer to Exhibit D from your organization’s startup documentation for threshold
information for your organization. If you have additional questions, please contact
counseling@nw.org.

e How do we let NeighborWorks know that we are ready to have our data reviewed? Is that
done by saying “Yes” for This client record is complete and ready for review/payment or is
there something else we need to do?

o Selecting “Yes” for this data point indicates to the HSCP team that the counseling
record is complete and ready for review. If “No” is selected for this data point, it
indicates to the HSCP team that the counseling record is still being updated and will
not be reviewed.

o For timing on when client counseling records will be reviewed, please see question
above.

o Will we be notified if another organization reported the same counseling level(s) for the
same client?

o Yes, this will be part of the quality control process. ORS can identify duplicate
records within your own data but checks across organizations are done during the
QC process; if any duplicate records are identified, the organizations will be notified.

o Ifwe need to delete clients or counseling records from ORS because we were told that they
are duplicates, how far back can we delete those?

o Any uploaded, unpaid record can be edited or deleted. Once a record has been
marked “Paid,” it cannot be edited or deleted.

e Where do you go to see why the client record has been rejected?
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o There will be a yellow note/comment at the top of the page describing any issues
that have been identified. The note/comment will indicate whether it is for the
entire survey or a particular record/data point. See Quality Control Review Process
(continuous or quarterly) above for more detailed information on addressing
identified issues in ORS.

How will we know the status of clients/counseling records in the continuous survey?

o Status icons in each record will indicate the review status and let you know if the
record can be edited/deleted. See information above for explanations of each status

icon.

Will “paid/not paid” show for all counseling records for a client or just the final counseling
level reported?

o Statuses will be updated for all counseling records in the grid and each counseling
record is reviewed /updated separately; therefore, each record will have its own
status. See information above for explanations of each status icon.

Targeted Areas / Program Progress

Are there reports available that show counts of counseling clients by location (e.g., county
they reside in)?

o Once the data starts coming in and the HSCP team reviews counseling records
(paid/not paid), we intend to adjust the dashboard to show number of clients
served per county so organizations can measure how close they are to their goals.

o Suggestion: Add a filter to the existing dashboard that is available.
[s there a dashboard that shows the progress of the entire HSCP cohort?

o We do have one that is internal-facing for analysis purposes, but do not currently
have one that is external-facing. It is helpful to know that organizations are
interested in seeing this information. Going forward, the HSCP team will reach out
with updates throughout the process, potentially through Basecamp.

ORS Changes / Updates

Currently if I navigate to a page in the grid (like page 5), open a client record and make
edits, and save and close the record, the main screen/grid will navigate back to page 1 and if
I need to continue on a later page, | need to navigate to that page again. Is there an update in
the works to have the system remain on the grid page after closing a record?

o This had been a previous fix but appears to have reverted back. We will talk to our
developers about fixing this. From 7/11/2022 HSCP network call.

Do updates to the Online Reporting System apply to all existing records, or only new
records?

o Any updates made to ORS will affect all current and future records.
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