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Please turn your cameras on (if possible). 
We want to make sure everyone is present 

for this discussion



All questions/comments are welcome and 
encouraged. Please raise your hand and 
your question/concern will be addressed. 



Meet The Team

 Ismael Colon- Chief Operating Officer 

 Candra Quetant- Accounting Specialist/RRH Coordinator

 Maria Diaz- Rapid Rehousing Assistant

 Lakiesha Leonard- Rapid Rehousing Assistant

 Shamia Cannon- Rapid Rehousing Assistant



PROCESSING TIMELINE

1. Case Manager submits a rental request to 
https://advancingcttogetherinc.freshservice.com/support/home

2. ACT team member assigns RRH ticket to a processor for review

3. Processing timeline begins (Requests can be placed in an assigned, 
approved, pending, or rejected status)

4. Updates are given via fresh service portal to update Case Manager on 
the current status

5. Once the rental request is approved a check is uploaded to the client’s 
file in HMIS, the ticket is marked as check cut, and via the portal an 
email notification is sent to the Case Manager.

6. Submission is closed and the FSR is released. The status of the FSR will be 
changed from Pending Approval to Approved (in HMIS)

https://advancingcttogetherinc.freshservice.com/support/home


“
”

New Ticket System Platform



Create Fresh Service Account

• Navigate to this website: https://advancingcttogetherinc.freshservice.com
• Click on Sign up to create a fresh service account

• Enter First Name, Last Name and email address and click register. 

• Once you click on register you will receive an email, follow the instructions to create a 
password for your account. 



Create Fresh Service Account



The Activation Email 



Create a 
Password



Home Page/ Ticket Creation  



Ticket Creation 

• The Requester line is your email and it will automatically appear 

• The subject- HMIS # Month, year and type of service



Ticket Creation Email



Ticket Submission Subject line 

**Submit only ONE ticket submission per rental request**

1. Subject Line = HMIS ID Month & Year - type of Application (Initial, 
Ongoing, Recert, UTL) - (e.g.) HMIS I.D 12345 Jan 2024 Rent

2. Utility requests should be submitted separately on their own 
ticket. Any ticket with both UTL and rent will not be accepted. If 
there are multiple UTL’s please note that in the subject line. 
Example: HMIS ID 12345 Jan 2024 Utility Eversource

3. Any tickets created through the old system will be rejected. 



Application Statuses

Approved and submitted to finance for payment processing (no errors):
 When your submission has been reviewed and approved, you will receive an update that your submission has 

been forwarded to our finance department.

If pending (errors/missing information):
 If your submission is pending you will receive an email detailing the information needed to complete the 

application. (e.g. for example, TIN mismatch, Missing paperwork, additional clarification, HMIS ROI release, 
etc.)

 Case managers are responsible for uploading documents to HMIS, and notifying ACT staff when a pending 
issue has been resolved.

Rejected Applications:
 If a team member identifies an incorrect subject line (no HMIS ID/month/year/type of                       

application), your ticket will be rejected and a new ticket will need to be submitted.
 If a duplicate ticket is created it will be rejected. Do not respond to rejected tickets. 



Status of Tickets



Email Confirmation: Created Ticket



Email updates 



Email Confirmation : Check Cut



Locating Ticket History

Click on the Hamburger Menu Click on Tickets 



My Ticket History 



Rapid Rehousing 
Fund Request 
Form 

• Everyone should be using the 
most updated document.

• Upload the completed 
document in your client’s HMIS 
profile (files and documents 
section)

• This document should indicate 
if the rental request is an initial, 
ongoing, recert, etc.

• If the payments go beyond 12 
months please provide the 
necessary documents (i.e. 
exception form, Inspection 
form, and recertification)



Rapid Rehousing 
Fund Request 
Form Continued.

• The funding source and 
the type of request needs 
to be selected and the 
amount requested needs 
to be listed.



RRH Checklist

-Initial request

-Ongoing request

-Recertification Request

If you are not sure what 
documents to use, please use the 
link below to make sure you are 
using the most updated 
document. 

https://www.ctbos.org/resources/

https://www.ctbos.org/resources/


Rapid Rehousing
Fund Request 
Form

Fund Request Signatures

Must be signed by both the 
Case Manager and Supervisor

If the Supervisor submits the 
request, only their signature is 
required



Poll:



Financial Service Requests (FSRs)

• FSRs need to be completed before submitting a rental request via 
the ticketing system.

• Property owner information, mailing address, etc. needs to match 
the information you submit on a rental request application. 

• Enrollment, account name and provider must always match. 



Common Errors (FSRs)

 The reference line needs to mention the month, year, and type of request 
(security deposit, ongoing, utility).

 If/When the property is under new management, a new W-9, VAWA, 
Rental Agreement, and FSR need to be submitted to HMIS.

 Please be sure the account name and provider match on the FSRs. If they 
do not match, please ensure the client is enrolled in the correct program 
and you are working under the correct HMIS role. 



Identifying Common FSR 
Errors



A B



Poll:



FSR Completed 
Correctly



W-9
• The Name/Business Name 

and address on the W-9 
must exactly match the 
information listed on the FSR.

• Only one tax identifier can 
be listed.

• Use either an individual’s 
SSN(Social Security Number) 
or a business’s EIN (Employer 
Identification Number)- not 
both-when submitting a 
rental payment.

• If there is a change in 
property ownership or 
address, a new W-9 must be 
summitted. 

• The new form must include 
the updated property 
owner’s information and 
needed documents. 



UTILITIES 

When submitting a utility request be sure to include:
 The Utility Funds Request 
 Utility Calculation Sheet 
 Invoice of the utility bill with the account number clearly listed
 Payment address and FSR address need to match each other and the UTL bill
 On the reference line indicate Month, Utility, and year(e.g. Utility May 2025) 
 CoC/YHDP Utility Participant Agreement 
 If the client opts out of RRH paying the utility company - they would need to 

provide a W9 to be paid directly. The client will receive a 1099 if they receive 
funds over $599.00

 Please note: Utility requests must be submitted separately on their own ticket. 
Any ticket that includes both utilities (UTL) and rent will not be accepted.



Utilities Examples:



Utility Example: 

A

B



ACT Funds

If there are any questions regarding a request after the ticket has been closed please 
email funds@act-ct.org. The community resource email is only for the submission of 

rental requests.

Examples:
“I need to cancel a ticket submission” 
“I am requesting status on a check” 
“The check needs to be picked up in person” 
“Stop payment on a check”

Note: Please wait 3 weeks after the check cut date before requesting a reissue



Support Contact Information

For help or support feel free to contact a member of our team:

Phone: (860) 247-2437  

Department Email Addresses: funds@act-ct.org

Department Homepage: RRH Website

mailto:funds@act-ct.org
https://act-ct.org/rrh.html


Questions?
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