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Icons used in the Guide

Icon Description

Tip
Tips provide general recommendations on how to make it easier or more productive to use
WellSky.

Caution

The Caution icon highlights areas of note or concern, where failure to use the system properly
may cause or exacerbate problems.

Note

Notes provide additional information of general interest about a specific function or process of
WellSky.

Example

Q| D=

Examples are provided to help you develop a better understanding of the subject area and how
WellSky may be used in a specific scenario of relevance.
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Helpline Training Guide Overview & Objectives

WellSky Human Services application/eCIRTS will maintain the helpline, intake/screening and eligibility process

throughout the state of Florida, previously completed in REFER and CIRTS.

Introduction This training introduces you to the workflows completed by the Helpline staff
in eCIRTS.
Importance Your confidence in using eCIRTS for adding contact records for clients,

searching for and providing community resource information and creating
screening referrals will increase as you develop proficiency in the software.

Overview To help develop the necessary skills and understanding to effectively use

eCIRTS to perform the Helpline workflows.

Objectives e Following the steps in the guide to:

Create new client records.

Update existing client records.

Add contact records for clients.

Add contact records for anonymous callers.

Search for community resource information for callers.
Create screening referrals.

Complete screening referral follow ups

11300 Switzer Road Overland Park, KS 66210



Receive an Inquiry
The process begins with the helpline receiving an inquiry in one of several ways. Regardless of the method, the
same processes will be completed in eCIRTS. Inquiries will be added as Contact records in eCIRTS. Although
phone call is the most common, Helpline inquiries can be received in any of the following ways:

e Phone call

e Voicemail

e Mail

e Email

o Fax

e Walkln

e Website chat
e Text

e Referral from ADRC

For each inquiry, the worker will first search for an existing client record.

If one doesn’t already exist, it will be created and then a contact record is added.

The only exception is anonymous and incomplete calls. Contact records will be created for those, but they will
not be tied to a client record.

Workers will view past contact information for the client and record information about the current contact.
The current contact may involve searching for and providing community resources.

It may involve a screening referral.

Some contacts also require follow-up, like the 14-day screening referral follow up.

Search for Existing Client Record

Every inquiry, except for Anonymous inquiries, must be associated to a client record in eCIRTS.

The first step for almost every action in eCIRTS is to search for an existing client record. If one doesn’t exist, a
new client record will be added.

Role: IR Specialist

1. Click on the Clients Chapter.
2. From the File menu, select Add New Client — Search for Existing.

3. The search page opens. Update the following fields:

a. Last Name: enter the full or partial last name. This is a required search filter.
First Name: enter the full or partial first name. This is a required search filter.
PSA: enter the PSA if desired. Otherwise leave the %.
Best Contact Phone: enter the phone if desired. Otherwise leave the %.
SSN: enter the SSN if desired. Otherwise leave the %.
DOB: enter the DOB if desired. Otherwise, REMOVE the filter by clicking the red

~0 a0 o
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Filters

Last Name Contains ~ AND ~
First Name * Contains ~ AND ~
PSA v Contains ~ % AND x
Best Contact Phone v Contains v Y AND w x
SSN v Ends With v Y AND ~ x
Date of Birth ~ Equal To v AND ~ x
Client ID v +

Search Reset

NOTE
G Each search filter contains four parts:

1. Filter Field: the data point to search on

2. Operator: the relationship between the filter field and the value described further in the
table below.

3. Value: the filter field answer to search on. The % character is a wildcard and will return
records that include anything in this field. These are the default values for most of the
search filters. You do not have to enter a value if one is not known, just leave it as %.

4. Connector: the relationship between this filter and other filters in the search. AND
tightens your search: only returns records that meets ALL filter criteria. OR broadens
your search: returns records that meet ANY of the filter criteria.

Operator Definition

Equal To Returns records that match the entered criteria. For example, if <Last Name> is
entered as “equal to” a specific person’s name, the client records assigned to
that worker will be returned.

Begins With | Returns records that begin with the entered criteria. For example, if <Last Name>
is entered as “begins with” ‘T’ the system will return records assigned to the
worker having last names that start with ‘T’, such as Tester and Thomas.

Ends With Returns records that end with the entered criteria. For example, if you search on
<Last Name> “ends with” ‘r’, you can retrieve records where a client’s name ends
in ‘r’, such as Tester.

Not Equal To | Returns records that do not match the entered criteria. For example, if a name is
entered for <Last Name>, the system will return a list of records except those
records for the name provided in the search criteria.

Greater Than | Returns records that are dated later than the entered criteria. For example, if
<DOB> is entered as “greater than” ‘03/01/2015’, the system will return all
records whose dates of birth are after March 1, 2015.

Less Than Returns records that are dated earlier than the entered criteria. For example, if
<DOB> is entered as “less than” ‘03/31/2015’, the system will return data for all
records with a birth date before March 31, 2015.
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Operator Definition

Contains Returns records that contain the entered criteria. For example, if <Last Name> is
entered as “contains” specific values in the person’s name, the client record(s)
assigned to that worker with those values would be returned.

Blank A record is returned where the selected field does not have a value in the field.

Non-Blank Returns records where the selected field does have a value in the field.

4. Click Search. Results are returned below.

5. If a match is NOT found, proceed to the Add a New Client Record section.

6. If a match IS found, use the flyout menu to the right of the list and select Add Contact. Proceed to Add
Contact Record.

ELDER AFFAIRS ‘

File

~ -Filters

Last Name *

First Name *
PSA -
Best Contact Phone v

SSN v

eCIRTS Client 1D

Contains

Contains

Contains

Contains

Ends With v

+

Apple AND v
Michelle AND v
% AND v
% AND v
% AND v

Search Reset Add New

2 Clients Client - Search For Existing record(s) returned - now viewing 1 through 2-

Wwelcome, Jennifer Buck Client - Search For Existing
5/14/2024 9:26 AM &

eCIRTS Client ID | Last Name | First Name PSA | Home Phone | Best Contact Phone SSN Date of Birth | Pseudo SSN Street Street 2 City State | Zip Code | County Email | Gendel‘
1760817 Apple Michelle |2 pevevaiit] 32058 | Madison [Female |v
1412768 Apple Michelle 2B (555)264-9103 XXX-XX-8949 | 04/24/1974 123 Test St Tallahassee [FL | 32304 Leon mreed@emai M@
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Add a New Client Record

If a search for an existing client record has already been completed and no matches exists, a new client record will
be created in eCIRTS.

Role: IR Specialist

1. The search results from the previous step will already be displayed. There is not a match. Select Add New.

ELDER AFFAIRS Welcome, Jennifer Buck Client - _Se_arch
‘ 10/26/2023 4:22 PM W For EXisting
File
Filters
Last Name * Contains ~ Match AND v X
First Name * Contains v No OR v X}
Client ID v +

Search Reset Add New

0 record(s) returned

2. The Demographics page opens. Proceed to the Demographics section.

3. Ifthisis an information only call and a screening referral is not needed, a full client record doesn’t need to
be created. Instead, a pre-client record can be created to capture very limited information about the
client, knowing additional demographic information will be captured later if the client becomes interested
in pursuing services. Proceed to the Add a Pre-Client Record section.
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Add a Pre-Client Re

Pre-client records will be created in eCIRTS for information only calls or instances where documentation for a

cord

client is received before the client contacts the agency. (i.e. 3008 Medical Certification forms from nursing homes)

The steps to complete a pre-client record are the same as creating a new client record, it’s just that less
information is gathered. Later in the workflow if the client pursues the screening process, additional information

will be added to the pre-client record making it a full client record.

Role: IR Specialist

1. Complete the Add a

New Client Record section first.

2. When the Demographics page opens, complete the following required fields at minimum:

a. First Name
b. Last Name

c. Date of Birth

NOTE
G Date of birth is a required field. When it is not known, select the DOB Unknown
checkbox. The DOB field is hidden and no longer required.

s

Basic Demographics

EMS Release Date

Former CIRTS ID

First Name * Michele
Last Name * Keck
Middle Initial

AKA Name

Title

DOB Unknown

d. Gender
e. Race

f.  Ethnicity
g. County
h. PSA

i.

j

11300 Switzer Road Overland Park,

Age
Date of Death 3

Address Type: defaults to Physical.
Address Category: select the type of physical address.

KS 66210
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jéasic Demographics
EMS Release Date =)
Former CIRTS ID

First Name * I Michele

Last Name * Keck

Middle Initial
AKA Name

Title

T

Date of Birth * 01/30/M1

(i)
=]
oo

(] |

DOB Unknown
Age 541

Date of Death BC)
SSN

Pseudo SSN

Medicaid Number

Gender * Female

Marital Status

Number in Household
Head of Home
Disabled

Are you a veteran?

] OO
I I
<

Veteran Status s |

3. If any additional information is known, such as address, phone number, marital status, veteran status,
complete those fields on this page at this time. For additional details on the other fields on the
Demographics page, see the Demographics section. If the information is not known, leave the field blank.

4. At minimum, the required fields must be answered before the page can be saved. From the File menu,
select Save and Close Demographics.

5. For new clients, the Open/Close page will open. Proceed to the Add Open/Close Record section.

Demographics

The Demographic page is the first to display when a new client record is added. From the Add a New Client
Record and Add a Pre-Client Record sections you learned a user must first search for an existing record before
eCIRTS will allow them to create a new record. This section details all the data elements on the Demographics
page, not just the ones required to create a client record. Users may complete this information with the client
on the phone or come back to it later to complete.

You can edit Demographics from this same page. For existing clients, the Demographics summary page shows

first and displays the most frequently referenced Demographic fields. There are more Demographics data
elements to view but the user must select Edit Demographics from the File menu to view/edit them.

Role: IR Specialist

11
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Demographics

EMS Release Date 02/01/2021
eCIRTS Client ID 10005
Former CIRTS ID

First Name Ellen
Last Name White
Middle Initial M

AKA Name

Date of Birth 1/1/1940
Date of Death 1112021
Contact Information

Address Type Mailing

Address Category Assisted Living Facility

Street 123 Home St

Street 2

City TALLAHASSEE

State FL

Zip Code 32305

County LEON

Rank 5

Priority Score 50
Assessment Date 06/01/2021
Interpreter Services Used Yes

1. To edit or add demographic information or see additional Demographic information not displayed on
the Demographic Summary page, select Edit Demographics from the Edit menu. The Demographic

Details page displays.

File Edit Toels Reports Ticklers View Contacts
I Edit Demographics I
Clients
O Participating
MY WORK CONTACTS CLIENTS
SSN 236-57-8788
DoB 17119840

Rank 5
White, Ellen M (10005)

Caregiver/Care Recipient

Case Relations | Authorizations | Activities

Referral

SSN 236-57-8788
Pseudo SSN

Gender Female

Age 81

Race Asian, White
Ethnicity Non Hispanic or Latino
Primary Language English

Other Language

PsA 2

Agency_- populated by 2B

places list?

Best Contact (259) 7448878
Home Phone

Work Phone (850) 235-9774
Mobile Phone (850) 3337777
Email

Ellen white
Last Updated by System
at 5/11/2021 10:14:19 AM

Word Merge
~ Last Name ~ @
CLIENT GROUPS AGENCIES PROVIDERS
Priority Score 50
Assessment Date
EMS Release Date 02/01/2021

Medications

Start/Stop | Demographics reening

18 | Programs | Forms | Services | WaitList | Notes

RESOURCES

Role
DOEA Main

ADVANCED SEARCH

REPORTS

Appointments

2. The Demographic Details page is also the landing page when adding a new Client record. (Adding a New

Client Record. Step 2.)

3. The Demographic Details page has several sections. The eCIRTS user may need to revisit this page
several times to collect all the data from the client. The only required fields that must be completed
before the Demographics page can be saved are First Name, Last Name, Date of Birth, Gender, Race,

Ethnicity, County and PSA.
Basic Demographics:

a. EMS Release Date: AHCA provides the EMS Release Date for a set number of clients.

b. Former CIRTS ID: the ID number for the client in the legacy CIRTS system

11300 Switzer Road Overland Park, KS 66210
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First Name™: client’s first name

Last Name*: client’s last name

Middle Initial: client’s middle initial

AKA Name: alias name for the client if applicable

Title: the client’s title

Date of Birth*: client’s birthday

DOB Unknown: use this field when the DOB is not known, and the DOB field will be hidden and
no longer required.

j.  Age: client’s age

k. Date of Death: client’s date of death, if applicable

I.  SSN: client’s social security number. The SSN in this field will populate in other places of the
application like 701S and 701B assessments.

@ e a0

NOTE

G In March 2022, DOEA approved the change to mask SSN in eCIRTS to comply with
requirements.
Only users with the eCIRTS SSN Manager role can see a full SSN. All other users can
only see the last 4 digits.
Users can still search by full SSN in the Quick Search or use the Advanced Search to
search by the last 4 digits.

NOTE

@ Several roles can add SSN but only the eCIRTS SSN Manager role can unmask and
edit the SSN. Only certain users will be given the eCIRTS SSN Manager role. The
SSN can also be added/updated from the 701S Assessment. The SSN saved on that
assessment will also update the SSN on the Demographics page.

m. Pseudo SSN: Pseudo SSN for the client when a real SSN is not known. The Pseudo SSN does not
populate on the 701B assessment.

n. Medicaid Number: Medicaid number of the client if applicable

0. Gender*: Client’s gender

p. Marital Status: The marital status of the client

g. Head of Home: Check if Yes. Leave blank if No.

r. Annual Income: leave blank

s. Disabled: NAPIS/OAAPS required field that pulls from the Assessment

t. Areyoua Veteran?: Yes or No

u. Veteran Status: If Are you a Veteran is Yes, then answer this question.

v. Do you have Adult Cystic Fibrosis?: Yes or No

w. Primary Race*: Client’s race.

x. Additional Race: Multi select field to record additional race.

y. Ethnicity*: Client’s ethnicity

z. Primary Language: The primary language of the client

aa. Other Language: Use this field to record other languages for the client.

bb. Other Communication Method: Other communication method used by the client.

cc. Interpreter Service Used?: Check this box if services were used. This will be tracked for
invoicing purposes.

dd. Client has limited ability reading, writing, speaking or understanding English: Yes or No

13
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ELDER AFFAIRS \

File  Tools Reports

| Demographics | Basic Demographics
Client Addresses £ BlizEEs The

Former CIRTS ID

Client Phones
First Name *

Last Name *

Middle Initial

AKA Name

Title

Date of Birth *
DOB Unknown
Age

Date of Death

55N

Pseudo 55N
Medicaid Number
Gender *

Marital Status
Head of Home
Annual Income
Disabled

Are you a veteran?
Veteran Status

Do you have Adult Cystic Fibrosis?

Primary Race *

Additional Race

Ethnicity *

Primary Language

Other Language

Other Communication Method

Interpreter Services Used?

Client has limited ability reading,
writing, speaking, or understanding
English

Contact Information:

a. Homeless?: Yes or No

3/1/2023
3332649103
Michelle

Apple

042411044 |8

-

XA-XX-9103

1112649103

] - -
! I

[White

vl

Michelle Apple
Last Updated by jbuck
at 11/21/2023 12:53:52 PM

American Indian/Alaska Native
Asgian
Black/African American

Other

Unknown =
White

[

>
Native Hawaiian/Pacific Islandl
[«

Mon Hispanic or Latino v
English e
Spanish

-

Demographics

b. Address Type: Defaults to Physical. The physical address should the primary address. Home

and Mailing address can be added under the Client Address subpage.
Address Category*: When Address Type is Physical, this field is visible and required.
Facility Name: Enter the facility name when applicable.

Street: Enter the street address
Street 2: Enter the street address.
City: Enter the city

S oo

State: The places list presents a list of values based on the city selected.
Zip Code: The places list presents a list of values based on the city, state selected.

j.  County*: The places list presents a list of values based on the city, state, zip selected.

11300 Switzer Road Overland Park, KS 66210
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3

# v S0TD OS>

Note

Several reports use the client’s county to display results so be sure to enter this field.

PSA*: The places list presents a list of values based on the city, state, zip, county selected.

Note
G Several reports use the client’s PSA to display results so be sure to enter this field.

Agency: This field is populated by the places list with the Agency name.

Note

Several reports and behind the scenes automations use the full Agency Name in this
field. Be sure to enter this field.

Best Contact: The best number to reach the Client. This could be the Home, Work or Mobile
phone number.

Phone Note: description of the Best Contact number (i.e. sister, caregiver)

Home Phone: The home phone number of the Client.

Work Phone: The work phone number of the Client.

Work Extension: The work phone number extension of the Client.

Mobile Phone: The mobile or cell phone number of the Client.

Email: The email address of the Client.

Address Note: This field is used for notes about the address. It was added so users would
record real USPS address information in the street fields instead of notes.

11300 Switzer Road Overland Park, KS 66210
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Contact Information

Homeless?

Address Type

Address Category * | Private Rasidence hd
Facility Name

Street 123 Test St

Street 2

City Tallahassee -
State FL -
Zip Code 32304 -
County * Leon -
Client PSA * 2 -
Agency Name -
Best Contact (555)264-9103

Phone Note this is the sister's phone number
Home Phone X000 00eX00K

Work Phone (7T7)264-9103

Work Extension
Maobile Phone (888)264-9103

Email mreed@email. com

Address Note

4. When finished, from the File menu, select Save and Close Demographics.

Clear

Clear

Clear

Clear

Clear

Clear

a. For new clients, the Open/Close page will display. Proceed to the Add Open/Close Record section.
b. For existing clients, the Demographics Summary page will be displayed. The updates are

complete. Proceed to the Add Contact Record section.

Note

@ SSN, DOB, Rank, Priority Score, Assessment Date and EMS Release Date from the
Demographics page are also visible in the header that remains visible on any tab of the Client
record. As data for these fields changes on Demographics, it will also change in the header.

MY WORK | CONTACTS | CLIENTS ] CLIENT GROUPS ‘ AGENCIES | PROVIDERS ‘ RESOURCES | REPORTS
SSN 236-57-8788 Priority Score 50
DOB 1111940 Assessment Date
Rank 5 EMS Release Date 02/01/2021

White, Ellen M (10005)

Caregiver/Care Recipient

Case Relations | Authorizations | Activities | Medications

Start/Stop | Demographics = Screening | Referrals/Notifications | Programs

Forms

Wait List | Notes | Appointments

5. A workflow wizard triggers a tickler when street is added or edited on the Demographics page. The
tickler is to add a second address, either Mailing or Home. The tickler lands the user on the Client
Address details page. Proceed to step 6 of the Client Address section.

11300 Switzer Road Overland Park, KS 66210
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Workflow Wizard

Add the Mailing_ or Home
Address. Cancel this
tickler if yvou received it 3
after editing a street
address.

6. If you are editing the address and already have a second address, the tickler can be cancelled. From the
tickler flyout menu, select Cancel.

ELDER AFFAIRS ‘

File

Workflow Wizard Address Details

Add the Mailing or Home Primary
Address Open
View Clients Record -

Client Address

The Demographics page houses many data elements including one primary address. If a client has multiple
addresses, they are recorded on the Client Address subpage. Only the primary address is visible on the
Demographics page.

Role: IR Specialist, eCIRTS Worker

1. Navigate to the client’s record and select the Demographics tab.
2. From the File menu, select Edit Demographics.

3. The Demographics detail page displays. The Client Addresses and Client Phone subpages are listed on
the left.

4. Select the Client Address subpage. The address visible on the demographics detail page, the primary
active address, will also be visible on this subpage.

5. To add an additional address, from the File menu, select Add Client Address.

6. The Address Details page displays. Update the following fields:
a. Address Type: Defaults to Physical. The physical address should the primary address. Home and
Mailing address can be added under the Client Address subpage.
Address Category: When Address Type is Physical, this field is visible and required.
Facility Name: Enter the facility name when applicable.
Street: Enter the street address
Street 2: Enter the street address.

®oogo
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City: Enter the city

State: The places list presents a list of values based on the city selected.

Zip Code: The places list presents a list of values based on the city, state selected.
County*: The places list presents a list of values based on the city, state, zip selected.

o

j. PSA*: The places list presents a list of values based on the city, state, zip, county selected.

o

k. Agency: This field is populated by the places list with the Agency name.

> -

Note
Several reports use the client’s county to display results so be sure to enter this field.

Note
Several reports use the client’s PSA to display results so be sure to enter this field.

ELDER AI-‘I-‘.-\II(!\'\ Michelle Apple Client
| 11/22/2023 2:43 PM Addresses
File
| . Filters
Demographics
-— Search Reset
| Client Addresses |
7 Client Addresses record(s) returned - now viewing 1 through 7
Client Phones
Addess Type Street City State Zip code Active Primary
Physical 12 Hawaii Blvd Spring Grove FL 60081 No Mo
Home 12 Hawaii Blvd Spring Grove FL 60081 Ves Mo
Physical 12 Hawaii Blvd Spring Grove FL 60081 Yes Mo
Phy _ e - e . L
[ FL eCIRTS Sandbox (Copy of PROD 10/6/22 Microsoft Edge = [m] x
Hor
Mal [ httpsy//hssflecrstage.wellsky.com/stage-humanservices/Pages/Harmony.aspx?ChapterlD=204&ViewType... €, m
Phy
FLDER A,.-mm;‘ Michelle Apple Address
11/22/2022 3:42 PM
| File
Address Details
Primary O
Active
Address Type *
Facility Name
Street
Street 2
City *  Clear
State »  Clear
Zip Code * Clear
County * =  Clear
Client PSA ¥ * Clear
Agency Name w  Clear
Start Date 11222023 |
Descriptive Address
4
Contact Type
Contact Name, 1D, Prefix P
7. From the File menu, select Save and Close Address.

11300 Switzer Road Overland Park, KS 66210
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Client Phone

The Demographics page houses many data elements including phone numbers. Phone numbers can also be
added on Client Phones subpage. The phone numbers visible on the demographics detail page are also visible
on this subpage.

Note

@ Because best contact, home and work phone numbers are captured on the
Demographics page, it is not likely you will use this page to add phone numbers, but

it is available.
Best Contact (555)264-9103
Phone Mote this is the sister's phone number
Home Phone X 00 o000
Work Phone (777)264-9103

Work Extension
Mobile Phone (866)264-9103

If you want to track the effective dates of a phone number you would want to add
them from the Client Phones subpage instead of Demographics.

Role: IR Specialist, eCIRTS Worker

1. Navigate to the client’s record and select the Demographics tab.
2. From the File menu, select Edit Demographics.

3. The Demographics detail page displays. The Client Addresses and Client Phone subpages are listed on
the left.

4. Select the Client Phones. The phone numbers that are visible on the demographics detail page and will
also be visible on this subpage.

5. To add an additional phone number, from the File menu, select Add Client Phone.

6. The Phone Details page displays. Update the following fields:
a. Phone Type: Select the type of phone number.
Phone Category: Select Current, Previous, Unknown or Other
Phone Number: enter the phone number in (H###)###-H#i# format.
Extension: enter if applicable
Active: check this box if this phone number currently in use. The phone number must be active to
display on Demographics.
Primary: check this box if you want this phone number to display on Demographics.
g. Contact Type: Will default to Consumer and is read only.

®oogo
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ELDER :‘-\I"I-‘.-\II!N\

File

Michelle Apple Client Phones
11/22/2023 3:45 PM

~)-Filters

Demographics
Client Addresses

Client Phones

Search Reset

9 Client Phones record(s) retumned - now viewing 1 through %

Phone Type Phone Category Phone Extension Active Primary
Current Physical Location False Falze
Home False False
Current Physical Location True Falze
Home False True
plome FL eCIRTS Sandbox (Copy of PROD 2Z2) - Pe I Edge = o >
Best Contact -
Home1 31  https://hssflecrstage.wellsky.com/stage-humanservices/Pages/Harmony.aspx?ChapterlD=204... & A}
Work .
ELDER AI"l".-\ll!N‘ Michelle Apple Client Phone
Cell 11/22/2023 3:45 PM
File

Phone

Prone Type *

Phone Category

Phone Number *

Extension

Active O

Primary O

Contact Type

7. From the File menu, select Save and Close Client Phone.

Add Open/Close

Record

An Open/Close record serves as the ‘parent’ record in eCIRTS, and one will be created for every client, whether
they require a 701S or not. The Open/Close record is only created once... when the client record is first created.
The Open/Close record will remain open until the client’s record is archived.

Role: IR Specialist, eCIRTS Worker

1. For new client and pre-client records, the Open/Close Details page will be the landing page once the
Demographics page is saved for the first time.

2. The Open/Close
a. Division

details page displays. Complete the following fields:
: All clients will be associated with the AG division

b. Status: Defaults to Pending. Change to Open.

Pending

This is the default value for all Open/Close records and should be
changed. If you do not change it, the Division field on several pages
in the client record like forms, programs, referrals, etc. will be blank
and you will not be able to save the record.

Open

The client record is open so programs, assessments, notes, contacts,
billable units, etc. can be added.

20
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Closed The Client record is closed to all programs. This is only done as part
of the client archive process.

c. Status Date: This field is used to record the date for the status. It will update each time the
Status value is changed.

d. Created By: is assigned when the client record is first created and is listed as the person who
created the record. It does not need to be changed. It will be read only after saving the record
the first time.

FLDER ,\]vp:\lﬁ‘ Michelle Apple Open /Close
11/22/2023 4:53 PM
File
Divison *
Created By * Buck, Jennifer . Clear Details
Staus *
Status Date 11/22/2023

3. From the File menu, select Save and Close Open/Close.

Add Contact Record

The contact record houses the details of a call. A contact record can be added directly from a shortcut on the
client search, a shortcut on the client > Demographic page or it can be added directly from the Contacts
chapter. Only Anonymous and incomplete contacts will be added directly from the Contacts chapter meaning
they are not associated to a client record. An Incomplete call is one where the caller didn’t leave enough
information to accurately match with an existing client record. If this is an anonymous contact, skip to
Anonymous Contacts.

Role: IR Specialist

1. The user will first search for an existing client record or add a new client record if one doesn’t already
exist.

2. From the existing client search results, select the flyout menu to the right of the client’s name in the
search results. Select Add Contacts. The Contact Details page displays.
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FiDER ,\I"l',v\l?.s‘ Welcome, Jennifer Buck = Client - Search
10/26/2023 12:41 PM V' For Existing

File

Filters
Last Name » Contains . Apple AND v X
First Name *  Contains v Michelle OR v ¥

eCIRTS ClientID v +
Search Reset Add New

fi_Client - Search For Existing record(s) returned - now viewing 1 through 1

eCIRTS ClientID Last Name First Name PSA Best Contact Phone Date of Birth SSN Pseudo SSN Street  Street2 City State Zip Code County Email Gender
1412768 Apple Michelle 2 (555)555-5555 04/24/1944 XXX-XX-9103 123 Test St Tallahassee | FL 32304 Leon mreed@email.com | Female o
Add Contacts

First Previous Records perpage 15 = Next Last

3. Or, with the client record already open, select the Demographics tab. From the File menu, select Add
Contact. The Contact Details page displays.
El I)ER»\FI'.\I.:{.S‘ Michelle Apple

Last Updated by jbuck
at 8/10/2023 10:40:21 AM

File Edit Tools Ticklers View Contacts Word Merge

Add New Client - Search For Existing
103

Priority Score 52
Print

Assessment Date 0472512023
EEalEna s EMS Release Date 3112023

Caregiver/Care Recipient

People i s
Programs |~ Services | Authorizations = Activities
Demographics = Open/Close | Referrals To Providers | Forms  Notes | Eligibility

Demographics

EMS Release Date 3Mi2023 SSN XXX-XX-8103
eCIRTS Client ID 1412768 Pseudo SSN
Former CIRTS ID 3332649103 Gender Female

For I&R Specialists, the ‘clock starts’ to record the duration of the call when the Contact
Record is opened. The ‘clock stops’ the last time the contact record is saved on the same day
by the same user. Durations and Reason for Contact are used to I&R units.

4. The Contact details page displays. Proceed to one of the following scenarios:
a. Unsuccessful Contact
b. Leave Voice Mail
c. Contact Successful

NOTE
It is recommended to View Past Contacts.

View Past Contacts

In eCIRTS, all callers, except anonymous ones, will have a client record. Contact records will then be added to
the client record. This workflow allows users to view past contact information in several ways in eCIRTS.
1. The View Contacts list is an easily accessible list of the client’s past contacts because knowing the
details of previous contacts may assist with the current contact.
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2. The Contacts Queue is a full list of all contacts that can be filtered down so users can manage their
workloads and supervisors can oversee work.
3. Inaddition to the queue, there is also a report that displays all past contacts for a client. The report can
be run from any open contact record and will automatically display information on all past contacts for

the client record you are on, without having to add any report filters.

Role: IR Specialist

1. There are several ways to view previous contacts for a client. From the Clients chapter, from any tab on

the client’s record, select View Contacts from the top menu bar.

File Edit Tools

SSN
DOB
Rank

White, Ellen M (10005)

L

236-57-8788
1/1/1940
5

Quick Search

Clients.

[ Participating

MY WORK CONTACTS CLIENTS CLIENT GROUPS

Caregiver/Care Recipient

Associaled People Wait List | Appointments

Programs

START-STOP TIMER | Demographics = Screening

Services | Authorizations | Activiies

<

AGENCIES PROVIDERS RESOURCES ‘

Priority Score
Assessment Date

EMS Release Date

Medications

Referrals To Providers | Forms | Notes

2. Alimited summary view of the client’s past contacts displays. This list does NOT display the Short
Summary field from the contact record.

ELDER AFFAIRS ‘ Michelle Apple Contacts
C 10/26/2023 3:46 PM
File
Filters
Contact Date v Greater Than v 02/01/2023 JJ AND v x
Contact Date ~ +
Search Reset
35 Contacts record(s) returned - now viewing 1 through 15
Contact Date o Entry Point Contact Method Contact Type Reason for Contact Status
02/06/2023 1&R Phone Call Referral Contact Attempt 2 Complete
02/06/2023 I&R Phone Call Referral Food/Meals Follow Up
02/06/2023 1&R Phone Call Referral Food/Meals Complete
02/07/2023 1&R Phone Call Screening 7018 Complete
02/16/2023 1&R Phone Call Referral Food/Meals Follow Up
02/16/2023 Intake Phone Call SMMC LTCP Contact Attempt 1 Complete
02/20/2023 Intake Phone Call SMMC LTCP 7018 Complete Complete
02/21/2023 Eligibility Phone Call SMMC LTCP Waitlist Release Complete

3. Select a record for more information. The Contact record will open. If it is in complete status, all of the
fields will be read only, but the information is still visible.

4. When finished, the user can close the Contact record and close the Past Contacts window.
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5. A more detailed list of previous contact information is available by selecting the Contacts chapter. A full
list of previous contacts for all clients is available but too long to look through. The filters are essential
to making this list managable and useful.

MY WORK CONTACTS CLENTS | CLENTGROUPS | RESOURCES REPORTS
Filters
Save FIIET | crauner - sanniter ~  Search Fiter SaveAsDefaul  SaveAs Delete
Screener v [ewao v | Buck, Jennter cesr  [anDv x
" +
6CIRTS Cient 1D
Contact Date Search  Resat
Cllent First Name - Atding Contact to Client
g:::m ‘D‘SENE'"E low viewing 1 through 15
Call Bacx Fhone
Caller if Cther Than Client ite « | Client First Name - Adding Contact to Client | Client Last Name  Client DOB. | Call Back Phone | Caller if Other Than Client Contact son for Contact Referral Type | 701S Appointment Date | Follow Up Date | Screening Referral Cre

Saran Avgle 01011940 SMMC LTCP oded - Clien! Decined 0672812023
Referral Type — : 0101184 a0
Tote romemment Date Sara Aople 011011840 062012023
Follow Up Date Saran Aople Michael Anple 067282023
Screening Referral Created Data — -
Primary Language Sersl Aopia
Ctner Language Saran Appie
Shoet Summary R :
Assigned To Sarah Apple
1 el Sarah Apole
IVIEE: Saran Aople
£z [mso Sarah Appie
IV 1412768
£z [ M
Jeremy
Johr
14127 Test
1412768 M

Save filters that you’d like to reuse to save you time next time you use the Contact queue. Filters are
specific to the user and role. If you have access to multiple roles, you will only see filters associated
with your current role.

To save a filter, you must first complete Filter section and execute the search by clicking Search.

One the results are returned, select Save As at the top of the page.

MY WORK. ‘ CONTACTS | CLIENTS ‘ CLIENT GROUPS ‘ RESOURCES REPORTS
Filters l
Save Filter | sereener - sennifer v Search Filler Savehs Defaul  SaveAs  Delele
Sereener v |EqulTe ~ Buck, Jennifer Detais Clear  ANDv %
PSA v |EqulTe v 2 ANV x
Contact Status ~  |EqualTo v Assigned v AND v x
PSA ~ |+
Search Reset
4Advanced Search record(s) retumed - now viewing 1 through 4
PSA | eCIRTS Client ID | Contact Date v Client First Name - Adding Contact to Client | Client Last Name Client DOB | Call Back Phone  Caller if Other Than Client Contact Type Reason for Contact| Referral Type | 701S Appointment Date Follow Up Date | Screening Referral Created Date
2 [ 1750746 0710612023 | Sarah Apple 0110111940 SMMC LTCP - Screening | Contact Attempt 1 | Resereening
[j 2 1750746 07/06/2023 Sarah Apple 01/0111940 SMMC LTCP - Screening | Contact Attempt 1 Initial
Zj 2 1750746 07/06/2023 Sarah Apple 01/0111940 SMMC LTCP - Screening | Contact Attempt 1 APS - Intermediate
2 |17s0m46 0710612023 | Sarah Apple 0110111340 SMMC LTCP - Screening | Contact Atiempt 1 | Aging Out

<<First =Previous Retiieve| 15 |Recordsatatime Mext>  Last=>

9. Update the following fields:

a. Filter Name: Enter a name for the saved filter.

b. If Filter Name Exists, Overwrite it: If you want this filter to replace an existing one with the
same name, check this box. If not, keep it unchecked and a new filter will be created.
Save as Default: If this should be the filter that displays by default each time you open the
Activity Roster, check this box.
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Save Search Filter Option As... x
Filter Name Jennifer PSA2 Assigned

If Filter Name Exists,
I L
Overwrite it .

Save As Default O

Save Cancel

10. Select Save.

11. The next time you use the Contact queue, you can select your saved Filter from the list and click Search
Filter. This will populate the search filters, saving you time from looking them up again.

TIP

, Saved filters are key. Be sure to take the time to create several saved filters specific to

your day-to-day workload.

12. Finally, if you have a contact record open, select Previous Contact Report from the Reports menu.

13. The report displays all previous contact information for the client record you have opened.

Unsuccessful Contact

An unsuccessful contact is when a contact attempt is made, and the worker is unable to leave a message. For
example, worker is returning a voice mail, and the caller doesn’t have voicemail. The worker will make 2 -3
contact attempts, and they will all be documented in the same eCIRTS Contact record, NOT one contact record
per contact attempt.

Role: IR Specialist

1. With the contact details page open, update the following fields:

3~ AT TSm0 Q0 T

Division: Required. Defaults to AG as is read only.

Contact Date: Required. defaults to today and is editable if needed.
Contact Time: Required. defaults to now and is editable if needed.
Received By: Required. defaults to the user adding the contact record.
PSA: Required. Select your PSA from the list or populated by Stored Procedure
Current Task: Select I&R

Contact Method: Required. defines how the contact was received.
Anonymous: Leave blank

eCIRTS ID: populates automatically and is read only.

Client First Name: populates automatically.

Client Last Name: populates automatically.

Call Back Phone: populates automatically — update if needed.

. Caller if other than Client: search field. If the Caller already exists on the client's Associated

People tab, their name will be listed, and the user can pick it from the list to populate the field.

25
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Client First Name
Client Last Name
Call Back Phone
Caller if other than Client

Relationship

Randy
Slaton

{555)572-0865

[ v

*
Contact Type DialogRelationDataLookups L

[ reciD |

Name | sonship | Phon | Da=ofgirnh |

.
| 363755 | voncile Golgsmien | Aunt | issojassviol |

Short Summary

If not, the user can close the search window by clicking the X at the top right and just type the
name into the "Caller if other than client" box on the contact screen.

Client First Name
Client Last Name
Call Back Phone
Caller if other than Client

Relationship

Randy

Slaton

(555)572-0865

John Smith =

[Brother v

a. REMINDER!: ADD ASSOCIATED PEOPLE RECORD FOR CALLER. This message displays when a
value is added to the Caller if Other than Client field. This is a reminder to the I&R specialist to
add the caller information to the Associated People tab on the client record.

Caller if other than Client
Relationship

REMINDER!

John Smith [

[ v

ADD ASSOCIATED PEOPLE RECORD FOR CALLER

n. Relationship: enter the relationship of the caller to the client
Contact Type: select Edit Record — Not Being Billed I&R. The values differ based on the Current
Task selected. This is an eCIRTS required field so the user must enter a value at the beginning of
the call but can update it at the end of the call.

Contact Type Description ‘
Edit Record — Not Being Billed | To update or correct a record, record satisfaction surveys, or note
I&R that a call was returned with no answer.

Information One-to-one interaction with an inquirer providing appropriate
information in response to a direct request for such information,
resources may be provided.

Referral One-to -one interaction with an inquirer, 1&R specialist assist in

determining the need of the inquirer, identifies and makes
referrals to appropriate organizations capable of meeting the
inquirer's needs. Follow-up is conducted.

Referral/Crisis

Assess and meet the immediate, short-term needs of inquirers
who are experiencing a crisis and contact the Helpline for
assistance. Follow-up is conducted unless staff directly connected
the person to law enforcement or emergency services.

Referral/Advocacy

Intervene, when necessary, on behalf of individuals to help them
obtain needed services. When warranted, the I&R service makes
one or more calls or takes other actions on the inquirer’s behalf
and uses an appropriate agency mechanism to ensure inquirers
get the information and/or help they need. Follow-up

is conducted.

Specific Program Use I&R

Used by programs other than Helpline , i.e. SMMC LTC, EHEAP,
etc.

p. Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.

11300 Switzer Road Overland Park, KS 66210
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CC.

dd.

ee.

Notes: This field is unlimited and does not display on the Contact queue. This field is optional
and only needed if additional details are needed beyond the Short Summary.

Reason for Contact: select Contact Attempt 1,2 or 3

Referral Type: select if known. Otherwise leave it blank. Referral types help workers manage
their caseloads easier in the Contacts queue.

701S Appointment Date: leave blank.

Unmet Needs Reason: leave blank.

Contact Marker: Select Message Returned....

. SNAP Submittal Date: leave blank.

Assigned To: search for and select your name if not already assigned.
Screener: leave blank
Contact Status: Incomplete. If this is the last contact attempt. Select Complete as the status.

. Duration: will automatically populate after the record is saved.
bb.

Client Primary Language: Will remain blank until later in the workflow when/if a screening
referral is created.

Other Language: Will remain blank until later in the workflow when/if a screening referral is
created.

Follow Up Date: enter the next day you intend to follow up. If this is the last contact attempt,
leave it blank.

Screening Referral Created Date: Will remain blank until later in the workflow when/if a
screening referral is created.

Assigned To (I&R and Eligibility) Buck, Jennifer .. Clear Details
Screener e Clean
Contact Status * [Follow Up v

Duration

Client Primary Language

Other Language

Follow Up Date 120052023 |
Screening Referral Created Date E

2. From the File menu, select Save and Close Contact.

3. If this was the final contact attempt, the process ends. If not, the next day, the worker will select the
Contacts tab and use filters to display the contacts that need a second or third contact attempt.

4. Update the following fields to display a list of contact records assigned to the worker for a second/third

contact attempt. Use this filter for the incomplete contact attempts:

a.
b.
C.

Assigned To equal to = Self
Contact Status = Incomplete
Reason for Contact =

e Contact Attempt 1 (clients who only had 1 contact attempt and need the second attempt)

e Contact Attempt 2 (clients who had 2 contact attempts and need a third)
Follow Up Date = Greater than mm/dd/yyyy but less than mm/dd/yyyy

11300 Switzer Road Overland Park, KS 66210
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Note

G Recommend creating a user saved filter to list all incomplete contacts that require a second/third
attempt in the current week.

Filters

Save Filter ~ Search Filter Save As Default SaveAs  Delete

Follow Up Date v Greater Than w 12/03/2023 -_‘] AND v x
Follow Up Date v Greater Than ~ 12/08/2023 l] AND v *
Contact Status v Equal To v Incomplete v AND ~ x
Reason for Contact v Equal To v Contact Attempt 1 v AND ~ x
Assigned To v Equal To v Buck, Jennifer Detaile Lookup  Clear AND v x
Contact ID v +

Search Reset

5. Matching results are displayed. Select the column headers to sort the results ascending vs. descending.
Note the Reason for Contact. That tells you the last contact attempt that was made.

MYVWORK | CONTACTS CLIENTS CLIENTGROUPS | RESOURCES REFORTS
Filters
Save Filter | conrace 1 Fu - Week v|  Searcn Filter SaveAsDefaul  SaveAs  Delete
Fallow Up Dats v |Greater Than v 1203203 v [x
Fallow Up Date v LessThan v 12ms003 | anov|x
Contact Stalus v EqualTo v Incomplete v anpv| %
Assigned To v EquaTo v Buck Jennfer Detais Clear v [x
PSA vl [+
Search  Resst
1 Advanced Search record(s) retumed - now viewing 1 through 1 l
PSA| eCIRTS Client ID | Contact Date « | Client First Name - Adding Contact to Client | Client Last Name | Client DOB | Call Back Phone | Caller if Other Than Client Contact Type Reason for Contact | Referral Type | 7015 Appointment Date | Follow Up Date
£z [1sor 12042023 | llian smith 1200111948 Edit Record - Not Being Billed ISR | Centact Atiempt 1 1210512023
<<First  «Previous Retrieve 15 Recordsatafime Next>  Last>>

6. Select arecord to open the contact details page. Follow one of the scenarios:
a. Unsuccessful Contact
b. Leave Voice Malil
c. Contact Successful

Leave Voice Mail

This workflow should be used when a contact attempt is made, and the worker is able to leave a message. For
example, the worker is making a contact attempt and is able to leave a voice mail.

Role: IR Specialist

1. With the contact details page open, update the following fields:
a. Division: Required. Defaults to AG as is read only.
Contact Date: Required. defaults to today and is editable if needed.
Contact Time: Required. defaults to now and is editable if needed.
Received By: Required. defaults to the user adding the contact record.
PSA: Required. Select your PSA from the list or populated by Stored Procedure
Current Task: Select I&R
Contact Method: Required. defines how the contact was received.

@m0 oo
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Anonymous: Leave blank

_.T.h b

3

eCIRTS ID: populates automatically and is read only.

Client First Name: populates automatically.

Client Last Name: populates automatically.

Call Back Phone: populates automatically — update if needed.

Caller if other than Client: search field. If the Caller already exists on the client's Associated

People tab, their name will be listed, and the user can pick it from the list to populate the field.

Client First Name
Client Last Name
Call Back Phone
Caller if other than Client

Relationship

Randy
Slaton

{555)572-0865

[ v

*
Contact Type DialogRelationDataLookups L

Name | Phane | DateofBirth |

RECID | ja i |
363759 | Voncile Goldsmitn | Aunt | iesgjase7iol |

Short Summary

If not, the user can close the search window by clicking the X at the top right and just type the
name into the "Caller if other than client" box on the contact screen.

Client First Name
Client Last Name
Call Back Phone
Caller if other than Client

Relationship

Randy

Slaton

(555)572-0865

John Smith ]

[Brother v

b. REMINDER!: ADD ASSOCIATED PEOPLE RECORD FOR CALLER. This message displays when a
value is added to the Caller if Other than Client field.

Caller if other than Client
Relationship

REMINDER!

John Smith [
[ v

ADD ASSOCIATED PEOPLE RECORD FOR CALLER

n. Relationship: enter the relationship of the caller to the client
Contact Type: select Edit Record — Not Being Billed I&R. The values differ based on the Current
Task selected. This is an eCIRTS required field so the user must enter a value at the beginning of
the call but can update it at the end of the call.

Contact Type Description ‘
Edit Record — Not Being Billed | To update or correct a record, record satisfaction surveys, or note
I&R that a call was returned with no answer.

Information One-to-one interaction with an inquirer providing appropriate
information in response to a direct request for such information,
resources may be provided.

Referral One-to -one interaction with an inquirer, I&R specialist assist in

determining the need of the inquirer, identifies and makes
referrals to appropriate organizations capable of meeting the
inquirer's needs. Follow-up is conducted.

Referral/Crisis

Assess and meet the immediate, short-term needs of inquirers
who are experiencing a crisis and contact the Helpline for
assistance. Follow-up is conducted unless staff directly connected
the person to law enforcement or emergency services.

Referral/Advocacy

Intervene, when necessary, on behalf of individuals to help them
obtain needed services. When warranted, the I&R service makes
one or more calls or takes other actions on the inquirer’s behalf
and uses an appropriate agency mechanism to ensure inquirers
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Contact Type ‘ Description

get the information and/or help they need. Follow-up
is conducted.

Specific Program Use I&R Used by programs other than Helpline , i.e. SMMC LTC, EHEAP,
etc.

d. Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.
p. Notes: This field is unlimited and does not display on the Contact queue. This field is optional
and only needed if additional details are needed beyond the Short Summary.
Contact Marker: Select Message Returned....
SNAP Submittal Date: leave blank.
Reason for Contact: select Contact Attempt 1, 2 or 3
Referral Type: select if known. Otherwise leave it blank. Referral types help workers manage
their caseloads easier in the Contacts queue.
701S Appointment Date: leave blank.
UnMet Needs Reason: leave blank.
. Assigned To: defaults to self. Can remove value or leave as is.
Screener: leave blank
Contact Status: Complete. If/when the caller calls back, he/she will be treated as a new
contact, documented on a new contact record.
Duration: will automatically populate after the record is saved.
aa. Client Primary Language: Will remain blank until later in the workflow when/if a screening
referral is created.
bb. Other Language: Will remain blank until later in the workflow when/if a screening referral is
created.
cc. Follow Up Date: leave blank.
dd. Screening Referral Created Date: Will remain blank until later in the workflow when/if a
screening referral is created.

& »w 5o

<xsg<c¢

N

2. From the File menu, select Save and Close Contact. The process ends.

Contact Successful
A contact is successful when someone is reached. You could have a successful contact when returning a voice
mail. You also have a successful contact each time you answer a phone call.

Role: IR Specialist

1. With the contact details page open, update the following fields:

a. Division: Required. Defaults to AG as is read only.

b. Contact Date: Required. defaults to today and is editable if needed.

c. Contact Time: Required. defaults to now and is editable if needed.

d. Received By: Required. defaults to the user adding the contact record.

e. PSA: Required. Select your PSA from the list or populated by Stored Procedure
f. Current Task: Select I&R

g. Contact Method: Required. defines how the contact was received.

h. Anonymous: Leave blank

i. eCIRTS ID: populates automatically and is read only.

j.  Client First Name: populates automatically.
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k. Client Last Name: populates automatically.

Call Back Phone: populates automatically — update if needed.

m. Caller if other than Client: search field. If the Caller already exists on the client's Associated
People tab, their name will be listed, and the user can pick it from the list to populate the field.

Client First Name
Client Last Name
Call Back Phone
Caller if other than Client

Relationship

Randy
Slaton

{555)572-0865

[ v

*
Contact Type DialogRelationDataLookups L

[ reciD |

Name | Relationship | Phone | Dateorgith |

| 363759 |

Vongile Goldsmith | Aunt | issgjass7iol |

Short Summary

If not, the user can close the search window by clicking the X at the top right and just type the
name into the "Caller if other than client" box on the contact screen.

Client First Name
Client Last Name
Call Back Phone
Caller if other than Client

Relationship

Randy

Slaton

(555)572-0865

John Smith =

[Brother v

n. REMINDER!: ADD ASSOCIATED PEOPLE RECORD FOR CALLER. This message displays when a
value is added to the Caller if Other than Client field.

Caller if other than Client
Relationship

REMINDER!

John Smith [

l v

ADD ASSOCIATED PEOPLE RECORD FOR CALLER

0. Relationship: enter the relationship of the caller to the client

p. Contact Type: select Information or Referral. The values differ based on the Current Task
selected. This is an eCIRTS required field so the user must enter a value at the beginning of the
call but can update it at the end of the call.

Contact Type ‘ Description ‘
Edit Record — Not Being Billed | To update or correct a record, record satisfaction surveys, or note
I&R that a call was returned with no answer.

Information One-to-one interaction with an inquirer providing appropriate
information in response to a direct request for such information,
resources may be provided.

Referral One-to -one interaction with an inquirer, I&R specialist assist in

determining the need of the inquirer, identifies and makes
referrals to appropriate organizations capable of meeting the
inquirer's needs. Follow-up is conducted.

Referral/Crisis

Assess and meet the immediate, short-term needs of inquirers
who are experiencing a crisis and contact the Helpline for
assistance. Follow-up is conducted unless staff directly connected
the person to law enforcement or emergency services.

Referral/Advocacy

Intervene, when necessary, on behalf of individuals to help them
obtain needed services. When warranted, the I&R service makes
one or more calls or takes other actions on the inquirer’s behalf
and uses an appropriate agency mechanism to ensure inquirers
get the information and/or help they need. Follow-up

is conducted.
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Contact Type Description

aa.
bb.

CC.

dd.

ee.

Specific Program Use I&R Used by programs other than Helpline , i.e. SMMC LTC, EHEAP,
etc.

Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.
Notes: This field is unlimited and does not display on the Contact queue. This field is optional
and only needed if additional details are needed beyond the Short Summary.

Contact Marker: no changes needed.

SNAP Submittal Date: leave blank.

Reason for Contact: leave blank for now. Will be completed in the Community Resources
Needed or Screening Referral Needed section.

Referral Type: select the applicable Referral Type. Referral types help workers manage their
caseloads easier in the Contacts queue.

701S Appointment Date: if the 701S is scheduled during this contact, enter the date of the
appointment.

UnMet Needs Reason: leave blank. May be completed in the Community Resources Needed
section if applicable.

Assigned To: search for and select your name if not already selected.

Screener: leave blank

Contact Status: Will be completed in the Community Resources Needed or Screening Referral
Needed section.

Duration: will automatically populate after the record is saved.

Client Primary Language: Will remain blank until later in the workflow when/if a screening
referral is created.

Other Language: Will remain blank until later in the workflow when/if a screening referral is
created.

Follow Up Date: leave blank. Will be updated in the Screening Referral Needed section if
applicable.

Screening Referral Created Date: Will remain blank until later in the workflow when/if a
screening referral is created.

2. From the File menu, select Save Contact.

CAUTION
Select Save Contact, NOT Save and Close Contact to expose the subpages.

3. With the contact record still open, the worker should confirm the client’s Demographics and update as
needed. Since this workflow started on the client record, the worker can easily view the client’s
demographic information on the Client subpage.
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ELDER AI-'I-'.-\II!!\\ Contact ID = 74624  Client
9/15/20232 11:59 AM

File  Add Participant
Contact Filters

First Name +
Resources Provided

Search Reset

Ciient {
., 1 Client record(s) returned - mow viewing 1 through 1
00D Resources
First Name | Last Name | Type [ Home Phone I Work Phone [ Email | Age [ DOB
Michelle Apple Prospective Consumer (555)555-5555 (777)264-9103 mreed@email.com | T9.4 | 04/24711944

First = Previous Recordsperpage 15 Mext  Last

4. Click on the record to view additional demographic data. You can see the data; you cannot edit it
from this page. To open the client record where the Demographics can be updated, from the Tools
menu, select "View Clients." See the Demographics section for details on editing this page. Once
complete, return to the open Contact record.

~‘ Contact ID = 74624 Client
ELDER AFFAIRS Last Updated Buck

at 9/15/2023 11:59:02 AM

File  Tools
Search For Person

! View Clients
ooy 1412768

First Name Michelie

Middle Initial

Last Name Apple

Address Type | Physicalw|

Street 15 Changing Address Way

Street 2 Apt 2

City Fleming Island »  Clear
State FL » Clear
Zip Code 32003 » Clear
County Duval »  Clear
Home Phone (555)555-5555

Work Phone 777)264-9103

Once there has been successful contact, the worker will determine the needs of the client. Proceed to
one of the following scenarios:

a. Community Resources Needed

b. Screening Referral Needed

Anonymous and Incomplete Contacts

Only Anonymous and incomplete contacts will be added directly from the Contacts chapter and not linked to a
client record. An Anonymous contact is one where the caller asked to remain anonymous and didn’t provide
any contact information. An Incomplete contact is one where the caller didn’t leave enough information to
accurately match with an existing client record, but some contact information was collected (i.e. number but
not name.)

1.

2.

Role: IR Specialist

Select the Contacts chapter.

From the File menu, select Add Contact.
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File

welcome, worker Test Advanced - o
7/30/2021 8:52 M Search ! OCEA Man v

€

"Spell Check
Print

Search

Apply Filter in Search K 3

3. The Contact Details page displays. Update the following fields:

b

—FT TSm0 Q00T

o>

S

<xsg<c¢

Division: Required. Defaults to AG as is read only.

Contact Date: Required. defaults to today and is editable if needed.

Contact Time: Required. defaults to now and is editable if needed.

Received By: Required. defaults to the user adding the contact record.

PSA: Required. Select your PSA from the list or populated by Stored Procedure
Current Task: Select I&R

Contact Method: Required. defines how the contact was received.

Anonymous?: Check this box if the caller asked to remain anonymous.
Anonymous - City: search for and select the city of the anonymous caller if known.
Anonymous - Zip: search for and select the city of the anonymous caller if known.
Anonymous - Over 60 years old: Answer Yes or No if known.

Call Back Phone: enter the phone number of the caller if known.

Current Task *

Contact Method *

Anonymous? &

Anonymous - Zip Code - Clear
Anonymous - City - Clear
Anonymous - Over 60 years old

eCIRTS ID

Call Back Phone (555)264-9103

Contact Type * [Information vf

Contact Type: select Information. Anonymous calls cannot be referred for a screening.

Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.
Notes: This field is unlimited and does not display on the Contact queue. This field is optional
and only needed if additional details are needed beyond the Short Summary.

Contact Marker: no changes needed.

SNAP Submittal Date: leave blank.

Reason for Contact: leave blank for now. Will be completed in the Community Resources
Needed

Referral Type: leave blank.

701S Appointment Date: leave blank.

UnMet Needs Reason: leave blank. May be completed in the Community Resources Needed
section if applicable.

Assigned To: search for and select your name if not already selected.

Screener: leave blank

Contact Status: Will be completed in the Community Resources Needed section.

Duration: will automatically populate after the record is saved.

Client Primary Language: Will remain blank until later in the workflow when/if a screening
referral is created.
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z. Other Language: Will remain blank until later in the workflow when/if a screening referral is
created.

aa. Follow Up Date: leave blank.

bb. Screening Referral Created Date: Will remain blank until later in the workflow when/if a
screening referral is created.

4. From the File menu, select Save Contact.

CAUTION
Select Save Contact, NOT Save and Close Contact to expose the subpages.

5. The page refreshes and additional subpages are displayed. Proceed to the Community Resources
Needed section.

Link Incomplete Contacts to a Client

An Incomplete contact is one where the caller didn’t leave enough information to confidently match with an
existing client record, but some contact information was collected (i.e. number but not name.) That same caller
may call back again, this time providing enough information to create a client record. PSAs periodically review
incomplete calls in attempt to match them with a newly added client record. Incomplete contacts can be found
by searching the Contacts chapter because the eCIRTS ID will be blank.

Role: IR Specialist

1. Select the Contacts chapter.

2. Use the filters to display all contact records that are not associated to a client. Update the following
filters:
a. Filter: eCIRTS Client ID
b. Operator: Blank.

MY WORK CONTACTS CLIENTS
Filters
Save Filter v Search Filter Save As Default SaveAs  Delete
eCIRTS Client ID v Blank v AND » x
PSA v+
Search Reset

3. Click Search. Results are returned.
4. Add/remove additional filters to identify matches with an existing client record.

5. Once the match is located, select the contact record. The Contact Details page displays, but it is read

only because the status is complete.
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6. To reverse the status of the Contact records so it can be updated, from the File menu, select Reverse
Disposition.

ELDER AFFAIRS ‘

File Tools Reports

¢ History
| ‘mation
| Spell Check

|' Reverse Disposition |

Print

Close Contact

7. The page refreshes and the Contact Details page displays and is in Pending status. Select the Client
subpage.

8. No records will display on this page until the contact is linked to a client. From the Add Participant
toolbar, select Client Participant.

ELDER -\l-!“-\\llh‘ Contact ID = 10471

10/1/2021 6:38 PM

File Add Participant

Client Participant

Contac]

[TFirstName  ~ +
Resources Provided

Client — —
A 0 record(s) returned
Track Status

9. The fields on the page are read only. The I&R Specialist must complete a “People Search” first before
these fields will be editable. eCIRTS is looking for an existing client record before letting you add a
new/possible duplicate one.

Contact
Relationship
First Name
Last Name
Middle Initial

Address Type

Street

Street 2

City &) Clear |
State &) Clear |
Zip Code a ) Clear |

Home Phone
Work Phone
Work Extension
Mobile Phone

Email

10. From the Tools menu, select Search for Person.
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ELDER

File

Chient

AFF \Ik\\

Tools
Search For Person

v Clien

First Name

Middle Initial

| ast Name

11. The People Search filters display.

TIP
| eCIRTS has been configured with frequently used People Search filters. Because the
People Search is required, these frequently used filters don’t display when the page

opens. Select the Reset button to display them.

12. The search page opens. Update the following fields:

a.

©oo o

Last Name: enter the full or partial last name. This is a required search filter.
First Name: enter the full or partial first name. This is a required search filter.
Best Contact Phone: enter the phone if desired. Otherwise leave the %.

SSN: enter the SSN if desired. Otherwise leave the %.

DOB: enter the DOB if desired. Otherwise, REMOVE the filter by clicking the red

Filter
Last Name * Contains v Apple AND w
First Name * Contains - Michelle AND v
Bast Contact Phone w Contains w % AND x
55N v Ends With w % AND x
DOB v Equal To v MM/DDMYYYY @ AND v x

eCIRTS ClientID || +

Search Reset

13. Click on Search to display potential matches.

14. If nor

esults for potential matches are returned, then continue by closing the Search tab/window. On

the File menu, click Close People Search.
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FIDER 4,_““!'5" Contact ID = 74774 People Search
5/14/2024 9:58 AM

File

Filter
Last Name * Contains ~ Apple AND v
First Name * Contains ~ Michelle AND
Best Contact Phone v Contains v % AND v x
SS5N v Ends With v % AND v x
DCOB v Equal To w 01/01/1940 __I AND v x
eCIRTS ClientID  ~ | +

Search Reset
Search Results for Harmony People
eCIRTS Client ID Last Name First Name Middle Initial SSN DOB Gender Person Type
No records to display.

File

Print

Close People Search
TIP

eCIRTS has been configured to require a People Search before adding new Participants. When
on the People Search window, you MUST close using the File menu option, otherwise the
system will not record that the people search was done and the fields on the Contact form will
continue to be greyed out.

15. If a result is returned, then click on the ‘+’ to expand the details about the potential match.

ELDER A]Jl‘AlllS\ Contact ID = 74774 People Search
5/14/2024 9:58 AM
File
Filter-
Last Name * Contains - Apple AND~
First Name *  Contains ~  Michelle ANDw
Best Contact Phone v Contains v % AND v x
SSN ~  EndsWith v % AND v x
DOB v EqualTo v MM/DDIYYYY AND v x
eCIRTS ClientID v | +
Search  Reset
Search Results for Harmeny People
eCIRTS Client ID Last Name First Name Middle Initial SSN DOB Gender Person Type
1412768 Apple Michelle XHX-XX-8949 412411974 Female Consumer
B | 1760817 Apple Michelle XK1 Female Consumer

16. Review and verify if the result returned is a match based on Last Name, First Name, DOB and/or
Gender. To select, click on Participant’s row.

17. Select Overwrite Participant Data because you want the demographic data already in the system for
the client to overwrite anything you may have keyed in when you opened the Client details page. This is
because the Client details page was read only when you opened it, so you were not able to add any
data on that page, so there is no risk in overwriting it.
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record.

Link to Participant: Empty fields on the Add Mew Prospective Participant
Information record will be populated with data from the selected people
record and then will be appended to the selected people record.

How would you like to proceed?

I (®) Overwrite Participant Data I

—,
(]

[ %]

_"Link to Participant

() Cancel and Return to People Search Grid

Owverwrite Participant Data: Data on the Add New Prospective Participant
Information record will be replaced with data from the selected people

18. After a People Search is performed, the Client data is displayed on the page.

ELDER AFTAIRS ‘
File Tools

| Client ‘ Client

| Clienti
First Name
Middle Initial
Last Name
Address Type
Street
Street 2
City
State
Zip Code
County
Home Phone
Work Phone
Work Extension
Mobile Phone
Email
Gender
DOB
Age

1412768
Michelle

Apple

12 Hawaii Blvd
Apt2
Tallahassee

FL

32304

Leon
(555)555-5555
(777)264-9103

(888)264-9103

*  Clear
+*  Clear
»  Clear
v  Clear

mreed@email.com

Female w

04/24/1944
796

=

19. From the File menu, select Save and Close Client.

20. This once incomplete contact record has now been linked to a client and will be listed in the View

Contacts list on the Client’s record.

ELDER AFFAIRS ‘

File Add Participant

*) Filters
Contact

First Name +
Resources Provided

_— Sea foes
Client J el el

1 Client record(s) returned - now viewing 1 through 1

Track Status

Contact ID = 74627

Last Updated by jbuck

at 11/3/2023 12:29:44 PM

Client

Contact ID = 10471 | Client
10/1/2021 6:50 PM

‘ | First Name ‘ Last Name ‘ Type: ‘ Home Phone ‘ Work Phone ‘ Email ‘ Age | DOB |
[Nelson | Prospecive Consumer | E5)744-0845 | (356)987-4897 ‘ le17 otoinaso | I
First  Previous Recordsperpage| 15 | Next Last [
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21. Don’t forget to re-close the contact record. Select the Contact subpage. The Contact details page
displays. Update the following fields:

a.

b. Status: Complete

22. From the File menu, select Save and Close Contact.

Reports
Division *
Contact Date *
Contact Time *
Received By *
Psa®
Current Task *
Contact Method *
Anonymous?
eCIRTS ID
Client First Name
Client Last Name
Call Back Phone
Caller if other than Client
Relationship

Contact Type *
Short Summary

Notes

Reason for Contact
Referral Type

7015 Appointment Date

UnMet Needs Reason

Contact Marker

SNAP Submittal Date

Resolution Date *Dont’ use

Assigned To (I&R and Eligibility)

Screener

Contact Status *

Role: IR Specialist

11300 Switzer Road Overland Park, KS 66210

AG
09212023 |
Buck, Jennifer

3

1&R ~[

Phone Call v

O

Apple
Michelle

Note: add a note of the update you are making

Contact ID = 74625 - Michelle apple | Contact
Last Updated by jbuck
at 9/21/2023 2:40:49 PM

Clear Details

Clear

[Information

discussed health care services

P

added client to this previous incomplete contact record s

v

=

Caregiver Related
Complaint

COVID19 Food Assessment Tool
COVID19 Testing/Information

COVID1Y Vaccine
Disability Related Contact
Nizaster Related

A

E=IelRe

1200412023 |7

Clear

Clear

| Complete

Community Resources Needed
The eCIRTS worker can search the Resource Directory to look up provider and service information for the caller
on the Resources Provided tab. The information provided to the caller will be documented in the eCIRTS record
as a Resource Provided record.
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From within the open contact record, select the Resources Provided subpage.

File

Reports

Contact ID = 74625 - Michelle Apple

12/4/2023 11:46 AM

Resources
Provided

(“)-Filters
Contact 2

Search Reset

0 record(s) returned

Client

1 Q0D Resources

File

Reports

From the File menu, select Search Resources Provided.

Contact ID = 10400
7/30/2021 5:54 AM

Resources
Provided

Search Resources Provided

L Close Resources Provided eturned

Track Status

3. The Resource Search is displayed. The Resource Search has user saved filters like the Contacts queue as
reviewed in the View Past Contacts section.

ELDER AFI-'-\IRS‘

Contact ID = 74706 -

Michelle Apple Resource Search

3/11/2024 4:37 PM

File
Search
@
[ Apply Filter in Search Search | Reset  Show Filter
(v)-Filters
SaveFilter . oorarion 3331733351 Search Fifter SaveAsDefauit  SaveAs  Delele
Agency/Site Name v Contains v % AND ¥ *®
Service Area ZipCode v Contains v 33317 AND v x
Service Area ZipCode v Contains v 33351 AND v x
Taxonomy Term v Contains v transportation AND v x
Agency/Site Name v +
‘Search Reset Hide Filter

28 Contacts Resource Search record(s) returned - now viewing 1 through 15

Agency/Site Name Address Phone Number Distance . Do NOT select this box_|
® | TRANSPORT FLORIDA, LLC 4828 Nw 241h Court Sute 428 Lauderdale Lakes FL 33313 13 8] o
BEST CARE NURSES REGISTRY, INC. - HOLLYWOOD 208 S_ 28th Avenue Hollywood FL 33020 (305) 652 3311 21 a -
FLORIDA SENIOR SAFETY RESOURCE CENTER- WEB RESOURCE SAFE
B | oRaITY FORLIFE (850) 410 5414 59 a v
B | RS aamoane | O SFORTATION - FOOTSOUTHFLORIOR 605 suwannes street Talanassse FL 32309 (850) 414 4100 75 [m] -
4. Select the filter(s) and enter the data. Click Search.
5. The resources are displayed in the list.
6. Click + to display the service information for the resource.
28 Contacts Resource Search record(s) returned - now viewing 1 through 15
T
AgencyiSite Name Address Phone Number Distance . Do NOT select this box_
® | TRANSPORT FLORIDA, LLC 4828 Nw 24th Court Suite 428 Lauderdale Lakes FL 33313 1.3 O -
BEST CARE NURSES REGISTRY, INC. - HOLLYWOOD 208 . 28th Avenue HollyWood FL 33020 (305) 652 3311 27 =] .
FLORIDA SENIOR SAFETY RESOURGE CENTER- WEE RESOURCE SAFE
|| MOBILITY FOR LIFE (850) 410 5414 = =] C
select Servicel | Taxonomy Term Sub Category Service Group Use Terms Program Name  Service Description Eligibility Intake Procedure
Accessible Transportation, ADA Paratransit ngrqms, Dial a
a- Disabiliy Related Transportation Taxonomy: Transportation | Transportation | RId@ Programs for People with Disabiities, Disabiily Related FIND A RIDE FLORIDA | Visit https: findarideflorida.org

Transportation, Disabled

Dial a Ride Programs, Handicapped Transportation, Paratrans,

Hours: Online 24 7 Description: Program...

Doctor Appeintment Rides, Doclor Appointments
dical

Medical
Rides, Medical portati

Medical Taxonomy.

Medical Escort, Medical Rides, Medical Transportation, NEMT,
i Non-

on- dical
Emergency Medical Transportation Programs

FIND A RIDE FLORIDA | Visit https: findaridefiorida org

Hours: Online 24 7 Description: Program...

11300 Switzer Road Overland Park, KS 66210
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NOTE

The large + will display the service information for all resources in the list. The small + will display
the service information for one resource at a time.

28 Contacts Resource Search record(s) returned - now viewing 1 through 15

‘*“‘_

Agency/Site Name Address Phone
[EliFFRrS=aRT FLORIDA, LLC 4828 Nw 24th Court Suite 428 Lauderdale Lakes FL 33313
E | BEST CARE NURSES REGISTRY, INC. - HOLLYWOOD 208 S. 28th Avenue Hollywood FL 33020 (305) 652 3.
Select Service | Taxonomy Term Sub Category Service Group Use Terms Program Name

Doctor Appointment Rides,
Doctor Appointments
Transportation, Medical
Appointment Transportation
Medical Appointments Rides,
Medical Appointments

O Non-Emergency Medical Transportation | Taxonomy: Transportation | Transportation | Transportation, Medical Escort, | 18 years and older Call for Details Call for Details
Medical Rides, Medical
Transportation, NEMT, Non-
Emergency Medical
Transportation Assistance, Non-
Emergency Medical
Transportation Programs

7. Review the search results and provide information to the caller.

TIP

The text search at the top of the page can be used to search letters or words that are contained in
any or all of these fields:

Program Name
Service

Service Group
Sub Category

The text search does NOT search the following fields:
Eligibility

Intake Procedure

Service Description,

Use Term
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TIP

f g It is best practice and faster to use Saved Filters. Be sure to take the time to create several saved
filters specific to your most frequent resource directory searches.

1. To save a filter, you must first complete Filter section and execute the search by clicking
Search.

2. One the results are returned, select Save As at the top of the page.

T | Contact ID = 74625 - Hichelle Apple Resource
127472023 11:84 AN Search
File

Search
&
Apoly Filter in Search Search  Resel  Show Fiter

Filters
Save Filter o000

Searcn Fiter SaveAsDefaut  SaveAs  Delete
Taxonomy Term v Contains v meak ANDw | | x%

Servics Area ZipCode v Contains v 32308 ANDw %

AreaZipCode ¥ Conlains v 32308 ANDw | | %

SteName v+
Search  Resel  Hide Filer
26 Resource Search record(s) returned - now viewing 1 through 15

Address Phone Number Da NOT select this bax
see FL 32301 5

3. Update the following fields:

a. Filter Name: Enter a name for the saved filter.

b. If Filter Name Exists, Overwrite it: If you want this filter to replace an existing one
with the same name, check this box. If not, keep it unchecked and a new filter will be
created.

c. Save as Default: If this should be the filter that displays by default each time you
open the Activity Roster, check this box.

Save Search Filter Option As... »®

Filter Mame Meals 32308-32309

If Filter Mame Exists,
- L4
Overwrite it .

Save As Default O

Save Cancel

4, Select Save.

5. The next time you use the Resource Search, you can select your saved Filter from the list
and click Search Filter. This will populate the search filters, saving you time from looking
them up again.

Filters E"/
w,.rﬂeals 32308-32309 ¥ Search Filt Save As Default Save As Delete

Taxonomy Term v Containg hd meals AND v x
Service Area ZipCode v Containg hd 32308 AND v x
Service Area ZipCode w Contains b 32309 AND w x

Agency/SiteMame v +

Search Reset Hide Filter
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8. If the information displayed on the screen is not enough, you can open the Resource record to view

additional details by selecting the flyout menu to the right of the Resource name. If you have the

information you need, skip to step 12.

File

Search

[ Apply Filter in Search

Filters
Resaurce Name A Caontains ~
Taxanomy Term/Service v Contains -
Taxonomy Code - need to add v Nan Blank -
Resource Name v +

1 Resource Search record(s) retumed - now viewing 1 through 1

(7]

| Search § Resel BRI

AND~ %
ANDv %
ANDv %
— — ——

Contact ID = 10006 - Ellen White
5/19/2021 1:26 PM

Resource
Search

-]

i

Resource Name ~ [

Address [

Street

| Pnone Number |

City Select Resourcel | ‘

[ | Motor Meals of Jacksanville

‘ 123 Maple Street Suite 403 Jacksonville Florida 32034

‘ 123 Maple Street Suite 403 |.[9u4\3397355.5

‘ State ‘ County ‘ Zip Code ‘
\ 0 -

| sacksanvite | Florida |

32034

‘ ‘ Select Servicel | ‘

Taxonomy TermiService ‘ Taxonomy Code

)
Accepts Males [ Accept] G0 ToResource |

L1 =

‘ Home Delivered Meals

| BD-5000 3500

<< First < Previous Refrieve 15 Records atatime Next> Last>>

9. The resource record opens. The user can either click through the tabs of the record to locate the

additional details or the user can run the Resource Fact Sheet report to display all data for the Resource

in a PDF report that they can scroll through.

Resource Name Motor Meals of Jacksonville

Contact Information

10. To run the report, from the Reports menu, select Resource Fact Sheet.

File Edit Reports
[ Resource Fact Sheet
Motor Meals of

Resources = OpenClose

Basic Information
Resource ID 10034
Resource Number
Active Yes
Exclude from Dropdown No

Resource Name Motor Meals of Jacksonville

File Edit Reports

Motor Meals of ille ( )
Resources  OpenClose | Workers | Services = Conditions | Linked Resources

Basic Information
Resource ID 10034 Other Names (AKA)
Resource Number Agency Type
Active Yes Tax ID Number
Exclude from Dropdown No Overview

Workers | Services | Conditions | Linked Resources

Other Names (AKA)

Agency Type

Tax ID Number

Overview

Moter Meals of Jacksonville [ Resources

Last Updated by jbuck
at 3/30/2021 9:20:46 AM

program description goes here and you can add whatever details you want.

Moter Meals of Jacksonville [_Resources

Last Updated by jbuck
at 3/30/2021 9:20:46 AM

program description goes here and you can add whatever details you want.

11. The report is displayed in a new window. Scroll through the report to find the additional information.

Close the window when finished and return to the Resource Search window.
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'iiLDER AFFAIRS \
Resource Fact Sheet
As of date: 08172021
Resource Name Gotham City Senior Center
Program Name vendors.category?
Agency Type Private, Non-profit
Facility Type Senior Center
Other Names (AKA)
Overview
Notes
Mission
Street Address 123 Main St.
City JACKSONVILLE
State Florida
Zip Code 00602
Phone 1 (555)222-4444/Work
Phone 2
Phone 3
Phone 4
Phone 5
Email GCSP@seniorcare.net
Website www.GCSP.com
Mailing Street 123 Main St.
Mailing City JACKSONVILLE
Mailing State Florida
Mailing Zip Code 00602

12.

by selecting the Service record(s) under each Resource. Use the Select Service checkboxes.

Return to the Resource Search window and record the information you shared in eCIRTS. This is done

[ -

AgencyiSite Name

Address

Phone Number Disti

=]

(SWFP)

THE CARL SHECHTER SOUTHWEST FOCAL POINT SENIOR CENTER CAMPUS

301 NW 103rd Avenue Pembroke Pines FL 33026

(954) 450 6838

Select Servicel |

Taxonomy Term

Sub Category

Service Group

Use Terms

Program Name

Service Description

Congregate Meals/Mutrition Sites

Taxonomy: Food/Meals

Congregate Mesals

Congregate Dining, Congregate
Meals, Food, Meals, Group
Meals, Hot Lunch Programs,
Hot Meals for Older Adults, Hot
Meals for People With
Disabilities, Lunch Programs for
People With Disabilities, Lunch
Programs for Seniors, Meal
Sites, Meals, Congregate,
Nutrition Sites, Older Adult Meal
Programs, Older Adult Meals,
Senior Dining Sites, Senior
Lunch Programs, Senior Meal
Programs, Senior Meal Sites
Senior Meals

Age 60 and over and registered
with MOW Donations graciously
accepted. Free Service

MEALS ON WHEELS SOUTH FLORIDA (MOW)

NOTE

Do not use the other check boxes on the right of the screen labeled, Do NOT select
this box. Once the service checkbox is selected in the step above, the application will
automatically check the required boxes in the Do NOT select this box field. The user

should not select or unselect any of the Do NOT select this box checkboxes.

3 Resource Search record(s) returned - now viewing 1 through 3

#
|

Agency/Program Name o

Address

Street

Phone Number

Do NOT select this box_|

[ | Gotham City Senior Center 123 Main St. JACKSONVILLE Flerida 00602 123 Main St. (5655)222-4444 D/ -
[ | League of Seniors 123 Justice St. MIAMI Florida 33150 123 Justice St. (B88)560-6789 v
[ | Motor Meals of Jacksonville 123 Maple Street Suite 403 Jacksonville Flonda 32034 123 Maple Street Suite 403 (904)939-8888 ] -
13. From the File menu, select Save and Close Resource Search if this is the only or last resource that is
needed. Otherwise, select Save. The page refreshes and a notification window displays noting the
referral records have been saved successfully.
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Itssbhtrl.mediware.com says
2 Referral record(s) have been saved successfully.

3 The term ‘referral’ in this window is an eCIRTS term and is not a screening or referral

to community resources. The message is telling the users the resources have been
tagged to the contact record.

14. If the caller needs additional community resources, repeat steps 2-13.

15. If the caller also needs a screening referral, proceed to the Screening Referral Needed section.

16. If the caller does NOT need a screening referral, return to the Contact details page. Update the

following fields:

o

@ o0 o

Contact Type: Information

Short Summary: short summary of the outcome

Note: summarize the call and referrals made. This field is optional and only needed if additional
details are needed beyond the Short Summary.

Reason for Contact: Arts, Education, etc.

Unmet Needs Reason: If the caller had any unmet needs, select the reason.

Assigned To: defaults to self. Can remove value or leave as is.

Contact Status: Complete

17. From the File menu, select Save and Close Contact.

18. OPTIONAL: Follow up is not required unless there is a screening referral, but the worker can create a
manual follow up whenever it’s needed. Instead of updating the contact record as described above,
update the following fields:

a.

b.
C.
d

Contact Type: Edit Record Not Being Billed I&R

Reason for Contact: N/A
Assigned To: self or the generic worker for your PSA as applicable.

Contact Status: Follow Up

19. OPTIONAL: Proceed to the Other Follow Up section.

As Needed: Remove a Resource
If a mistake was made and a resource needs to be un-tagged from a contact record, the user can do that from
the Resource record.

1. With the Contact record open, select the Resources Provided subpage. Select the Resource record that

needs to be removed from the list view.
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File Reports

Contact Filters

[ Reset |
g Resources Provided record(s) returned - now viewing 1 through

[+]

[ Resources Provided

Track Status

Resources
Provided

Contact ID = 10400
7/30/2021 1:54 PM

Date Resource Name . Worker Exclude From Report
713012021 1:54:31 PM Aging and Disability Resource Center of Broward County, Inc Test, Worker No -
713012021 1:54:32 PM Transportation s Fun Test, Worker No N
|Transportation Providers Inc [ Test, Worker ['No (S I

I [ [~ 71302021 15432 PM

First ~ Previous Recordsperpage| 15 | Next = Last

2. The Resources Provided record displays and the fields are read only. From the File menu, select Delete

Resources.

File
History
Spell Check

07/30/2021
Save Resources

Details

Transportation Providers Inc.

Delete Resources
I — Test, Worker

Save and Close Resources eport
Print

Close Resources

Contact [D = 10400 Resources

Last Updated by jbuck
at 7/30/2021 1:54:32 PM

3. Click OK at the confirmation message confirming you want to delete the record. Click Cancel if you do

not.

4. Clicking OK will display the deletion success message. The resource and all associated services have

been removed from the contact record.

As Needed: Remove a Resource Service

If a service needs to be removed, but the resource should remain (i.e. Remove Home Delivered Meals but keep
Congregate Meals for Meals R Us) you would not remove the Resource in the previous section. Instead, you will

just delete the service associated to that resource.

1. With the Contact record open, select the Resources Provided subpage. Select the Resource record that

needs to be removed from the list view.

File  Reports

Filters
— —

G Resources Provided record(s) returned - now viewing 1 through

&

Contact
[ Resources Provided

Track status

Resources
Provided

Contact ID = 10400
7/30/2021 1:54 PM

Date Resource Name a Worker Exclude From Report
7/30/2021 1:54:31 PM ‘Aging and Disability Resource Center of Broward County, Inc. Test, Worker No -
7/30/2021 154:32 P Transportation Is Fun Tost, Worker No .
[ Transportation Providers Inc [ Test. Worker [No =1 I

I[ I 17302021 1543271

First  Previous Recordsperpage 15 | Next = Last

2. The Resources Provided record displays and the fields are read only. Select the Services subpage.

11300 Switzer Road Overland Park, KS 66210

47



Contact ID = 10430 Resources

Last Updated by jbuck
at 9/17/2021 11:11:19 AM

ELDER AFFAIRS \

File

| Resources | Resource
; 09/17/2021

Resource Name * Motor Meals of Jacksonville Details

Worker * Buck, Jennifer

Exclude From Report

3. The Services are displays. Select the checkbox to the right of the service that needs to be removed.

From the Tools menu, select Delete Selected Items.
FDER ,.\1,.,“““ Contact ID = 10430 | Services
9/17/2021 11:12 AM
File Teols
Delete Selecied ltems
Resour
—_——
| Services |
§ | 2 Services record(s) returned - now viewing 1 through 2
Taxonomy Code Taxonomy Term/Service « (]
BD-5000.3500 Home Delivered Meals [
Meals Ready to Eat

BD-1800.5200-500

First Previcus Records perpage | 15 | Next Last

4. The service has been removed from the resource and the page can be closed.

As Needed: Resource List Report
To print or email a list of resources provided to the caller, the eCIRTS Resource List report can be used. This is a

WellSky standard report. In the future, DOEA may decide to create their own custom report to replace this one.

1. From the Resources Provided subpage, select Reports > Resource List.
Contact ID = 10400
7/30/2021 2:02 PM Provided

File __Reports

Resource List

Contad]
Search Reset
‘ Resources Provided
L 3 Resources Provided record(s) retumed - now viewing 1 through 3
Track Status
Date Resource Name . Worker Exclude From Report
7130/2021 2:02:20 PM Adults Day Center Test, Waorker Ne -
7130/2021 1:54:31 PM Aging and Disability Resource Center of Broward County, Inc Test, Warker Ne -
7130/2021 1:54:32 PM Transportation Is Fun Test, Waorker Ne -
First ~ Previous Recordsperpage| 15 | Next | Last

2. The report is displayed in a new window and includes all the selected Resources from the previous

page. Print or export the report to PDF and provide it to the caller.
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‘ WeIISky Resource List

[Motor Meals of Jacksonville Website:

Agency Type:
Agency AKA:

Contact Address Mailing Address Correspondence Address

123 Maple Street, Suite 403
Jacksonville, FL 32034

Email :

Phone Number

Fax (904)898-9999

Phone (904)939-8888

Services

Service Name: Home Delivered Meals

Service Description: Must be age 60 or older, homebound, and unable to obtain food or prepare a complete meal. A
spouse or disabled adult residing with an eligible person may receive an assessment to determine
eligibility for a home delivered meal. An unpaid caregiver 60 or older residing with an eligible person
may receive an assessment to determine eligibility for a home delivered meal. Must be a resident of
Jacksonville or surrounding area.

Eligibility: 2 meals available Monday through Friday: Hot lunch and cold bag meal which can be saved for
dinner.

Application Process:

Services:

Fees: Donation encouraged: $2.75/meal. Liquid meals also available: Price varies.

Service Contact Phone Number:

Service Email:

Services Website:

3. If there are resources you do not want to be included in the Resource List report, you can exclude them
before running the report.

4. To exclude a resource from the Resource List report, start on the Resources Provided subpage.

5. Select Exclude From Report from the flyout menu for the resource you want to exclude.
Contact 1D = 10400
7/30/2021 2:02 PM Provided
File  Reports

()-Filters

3 Resources Provided record(s) returned - now viewing 1 through 3

Contact
Resources Provided

Track Status

Date Resource Name . Worker Exclude From Report

713012021 2:02:20 PM Adults Day Center Test, Worker No

703012021 1:54:31 PM Aging and Disability Resource Center of Broward County, Inc. Test, Worker No

70302021 1:54:32 PM Transportation Is Fun Test, Worker No

Go To Resource.
First Previous Records per page | 15 Next Last
| Exclude From Report

Include In Report

B BE

6. The page refreshes and Exclude From Report changes from No to Yes.
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Contact ID = 10400 Resources
7/30/2021 2:08 PM Provided
File Reports
contact Filters.
[ “Search | Resat |

3 Resources Provided record(s) returned - now viewing 1 through 3

Resources Provided

Track Status —
8
Date Resource Name . Worker Exclude From Report
7/30/2021 2:02:20 PM Adults Day Center Test, Worker No

7/30/2021 1:54:31 PM Aging and Disability Resource Center of Broward County, Inc Test, Worker No

713072021 1:54:32 PM Transportation Is Fun Test, Worker | [Ves | L

First Previous Recordsperpage 15 | Next Last

7. Runthe Resource List report and this resource will not be listed.

As Needed: Out of Directory Resources

If resource information is provided to a caller that is NOT in the Resource Search, add a note to the contact
record. Periodically, these notes are reviewed by management to determine if additional resources need to be
added to the resource directory.

1. From the open contact record, select the OOD Resources subpage.

2. From the File menu, select Add OOD Resource.

ELDER AI—‘!-‘.-\[RS‘ Contact ID = 74534 ooD
10/26/2023 3:51 PM Resources

File Reports

Add OOD Resource

Print n

Close OOD Resources
R NN {
Client
0 record(s) returned
00D Resources

3. The OOD Resource details page displays. Update the following fields:

a. Added By: Defaults to self and is required. Does not need to be changed.

b. Date: Defaults to today. Does not need to be changed.

c. Type: Defaults to OOD Resource and is read only

d. Resource Name: enter the name of the resource provided to the caller.

e. Resource Address: enter the contact address of the resource provided to the caller.
f. Resource Number: enter the phone number of the resource provided to the caller.
g. Note: enter any additional notes about the out of directory resource if applicable

h. Status: defaults to Open and is read only

i. Date Completed: is blank and read only.

j.  Add Attachment: if applicable, can add attachments to this note.

k. Note Recipient: leave blank.
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1-i1,1)r:1<,-\1-‘|-‘.-\ms‘ Contact ID = 74524 | OOD Resource
AE SRS 10/26/2023 3:54 PM

File Tools
Notes Details
Added By * Buck, Jennifer ... Clear Details
Date * 10/26/2023 |9
Type * 00D Resource N

Resource Name New Resource

123 Resource Way

Resource Address Tallahassee, FL 33203
A
Resource Number (850)268-7487
Any notes about the new resource
Note 4
Status * Open

Date Completed

Attachments

Add Attachment

Document Description Category Action

There are no attachments to display

Notes Recipients

Add Mote Recipient: - Clear

4. From the File menu, select Save and Close OOD Resource.
5. Select the Contact subpage.

6. Inthe Short Summary field, be sure to add reference that an OOD resource note was added before
closing out the record. Update the Status if needed.

7. From the File menu, select Save and Close Contact.

Screening Referral Needed
If the caller is interested in receiving services a screening will need to be completed. Helpline staff will collect

adequate demographic information for the client, add a “SMMC LTC” resources provided record to this contact,
may schedule the screening, and will assign a screener or screening queue. eCIRTS will automatically create the

screening referral contact record the intake staff will use to manage their contact attempts.

Role: IR Specialist

Verify/Update Demographics

1. If a screeningis needed, adequate demographic details such as address, and phone need to be
captured. See the Demographics section for additional details.
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TIP
__ Shortcut to view the Demographics page from the Contact record:
1. Select the Client subpage.

I-ZI.III'I(.—\I'l‘.\i{'h‘ Contact ID = 74624  Client
5/15/2023 11:59 AM

File  Add Participant

Contact Filters

First Name +
Resources Provided

Search Resel
Client
1 Client record(s) returned - now viewing 1 through 1
00D Resources

[ First Name Last Name I Type Home Phone T Work Phone Email |Age DOB

Michelle Apple Prospective Consumer (555)555-5555 (777)264-9103 mreedi@email.com | 794 04/24/1944

First Previous Records per page 15 Next Last

2. Click on the record to view additional demographic data.
3. |If updates are needed, from the Tools menu, select View Clients. The client record
opens in a new window.

ELDER AFFAIRS \

File Tools

Search For Person

SMMC LTC Resource

Yiew Clorts S 1412768
First Name Michelle
Middle Initial
Last Name Apple
Address Type [Physical w|
Street 15 Changing Address Way
Street 2 Apt 2
City Fleming Island
State FL
Zip Code 32003
County Duval
Home Phone (555)555-5555
Work Phone 777)264-9103

1. If ascreeningis needed, a SMMC LTC resource will be added to this contact record. Select the

Resources Provided subpage.

2. Inthe search filter, add Agency/Site Name as a filter, equal to SMMC LTC. Remove any other default

filters. Select Search.

3. The SMMC LTC resource record is displayed. Click the + to expose the Long-Term Home Health Care
Service. Check the box to Select Service. From the File menu, select Save and Close Resource Search.
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SGER ,\Fr.-\u'z‘é‘ Contact ID = 74625 - Michelle Apple Resource

12/4/2023 1:07 PM Search
File
Search
12

[ Apply Filter in Search Search Resst Show Filter

Filters
Save Filter v Search Filter Save As Default Save As Delete
Agency/SiteName v Equal To v SWMC LTC lf—— 8 x

Agency/SiteName v +
Search Reset Hide Filter

1 Resource Search record(s) returned - now viewing 1 through 1

=

Agency/SiteName « Address Phone Number Do NOT select this box_
5] SMWMC LTC O -
Select Servicel_| Taxonomy Term Service Description Program Name Eligibility Intake Procedure
[ ——E | Long Term Home Health Care MCO, SMMC
««First  <Previous Retrieve| 15 |Recordsatatime Next=  Last=»

4. The page refreshes. The SMMC LTC referral is displayed along with any other community resources that
may have also been provided to the caller.

SRR r\b‘l-‘.-\l.l;“ Contact ID = 74625 - Michelle Apple Resources
e 12/4/2023 1:13 PM Provided

File  Reports

Contact Filters

Search Reset
Resources Provided
2 Resources Provided record(s) returned - now viewing 1 through 2
Client —
2]
00D Resources

Date Resource Name . Worker Exclude From Report
12/4/2023 1:06:41 PM MEALS ON WHEELS OF CHARLOTTE COUNTY Buck, Jennifer No -
12/4/2023 1:13:37 PM SMMC LTC Buck, Jennifer No -

Schedule 701S Appointment
1. Insome PSAs, Helpline staff schedule the screening. Helpline will continue to use Time Tap, Outlook,

etc. to determine the scheduled appointment date outside of eCIRTS. Helpline with document the
scheduled appointment date on the contact record in eCIRTS while on with the caller. From the open
contact record, select the Contact subpage. Update the following fields:

a. 701S Appointment Date: enter the date of the scheduled appointment.

b. Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.

c. Note: This field is unlimited and does not display on the Contact queue. This field is optional

and only needed if additional details are needed beyond the Short Summary.
d. Screener: search for and select the name of the screener you’ve scheduled

2. From the File menu, select Save Contact. Proceed to the Flag for 14 Day Follow Up section.

3. In other PSAs, Helpline staff will send the screening referral to the ADRC for scheduling. From the open
contact record, select the Contact subpage. Update the following fields:
a. 701S Appointment Date: leave blank.
b. Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.
c. Note: This field is unlimited and does not display on the Contact queue
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d. Screener: search for and select the name of the screener if you know it. If not, select the

generic worker for your PSA. The person(s) making assignments will filter the incoming referrals

that need assignment by the generic worker for his/her PSA.

Search by: [LastName v| Search Text: |psa ~spmm——

14 record(s) returned

MEMBERID

21221

20139

25705

20140

25706

20141

22475

27055

20709

22476

ohe

DEFAULT-WORKER-PSA-01,
DEFAULT-WORKER-PSA-01
DEFAULT-WORKER-PSA-02,

DEFAUL RKER-FSA-02
DEFAUL RKER-PSA-03,
DEFAUL RKER-PSA-03
DEFAUL RKER-PSA-04,
DEFAUL RKER-PSA-04
DEFAUL RKER-PSA-05,
DEFAULT-WORKER-PSA-05

WORKER-F3A-06,
DEFAULT-WORKER-PSA-06
DEFAULT-WORKER-PSA-07,
DEFAULT-WORKER-PSA-07
DEFAULT-WORKER-PSA-08,
DEFAULT-WORKER-PSA-08
DEFAULT-WORKER-PSA-09,
DEFAULT-WORKER-PSA-09
DEFAULT-WORKER-PSA-10,
DEFAULT-WORKER-PSA-10

4. From the File menu, select Save Contact.

Search

Cancel

Title User ID Active
Mo

Mo
Mo
Mo
Mo
Mo
Mo
Mo
Mo

Mo

5. When a contact record is saved with a SMMC LTC resource and a screener assigned, eCIRTS will

automatically create a second contact record that includes the Primary and Other Language of the

client, from the Demographics page. This contact record will serve as the screening referral to the

Intake/Screening staff. The Intake/Screening staff will filter the Contacts queue to view and manage

incoming screening referrals. See the Intake/Screening Workflows Training Guide.

6. Proceed to the Flag for 14 Day Follow Up section.

Flag for 14 Day Follow Up
1. Update the contact record so it will serve as the 14 day follow up reminder to verify the 701S is

scheduled. From the Contact details page, update the following fields:

a.
b.

11300 Switzer Road Overland Park, KS 66210

Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.

Note: summarizing the call and follow up need if applicable. This field is optional and only

needed if additional details are needed beyond the Short Summary.

Screener:

e Screener not known = Default PSA Worker

e Screener known and screening scheduled = Screener

e Screener known but not scheduled = Screener

Assigned To: search for and select yourself or the generic Default PSA worker for your PSA

(whoever is responsible for the 14 day follow up in your PSA)
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Search by: [LastName v| Search Text: |psa -t

14 record(s) returned
[ MEMBERD
21221
20139
25705
20140
25706
20141
22475
27055
20709

22476

DEFAULT-WORKER-PSA-01,
DEFAULT-WORKER-PSA-01
DEFAULT-WORKER-PSA-02,
DEFAULT-WORKER-PSA-02
DEFAULT-WORKER-PSA-D3,
DEFAULT-WORKER-PSA-03
DEFAULT-WORKER-PSA-04,
DEFAULT-WORKER-PSA-04
DEFAULT-WORKER-PSA-05,
DEFAULT-WORKER-PSA-05
DEFAULT-WORKER-PSA-08,
DEFAULT-WORKER-PSA-06
DEFAULT-WORKER-PSA-07,
DEFAULT-WORKER-PSA-07
DEFAULT-WORKER-PSA-08,
DEFAULT-WORKER-PSA-08
DEFAULT-WORKER-PSA-D3,
DEFAULT-WORKER-PSA-09
DEFAULT-WORKER-PSA-10,
DEFAULT-WORKER-PSA-10

Search Cancel

Reason for Contact: Individual, Family and Community Support

Contact Type: Referral
Contact Marker: keep as is.

Status: Follow Up. Select Complete if PSA knows will be over 14 days.

2. From the File menu, select Save and Close Contact.

3. Proceed to the Screening Referral Follow Up section.

Follow Up

No

No

I&R Specialists can manage their day-to-day workload from the My Work page. Any contact records assigned to
the worker for follow up will be listed on the My Work > Contacts page. This includes screening referral 14 day
follow ups and contact attempts. However, it is recommended users view their assignments from the Contact
gueue. There are more data elements available in the queue for quick view of the record and filtering options.

Also, records are visible to all users, not just those the contact is assigned to like on My Work. (i.e. I&R

Specialists covering for each other, supervisors monitoring the work of their staff.)

Role: IR Specialist, eCIRTS Worker

1. Select the Contacts tab. To view a list of screening referral follow ups assigned to you, select the

following search filters:
Assigned To: search for and select your name or the generic Default PSA Worker for your PSA if
follow ups are assigned to a queue in your PSA.

a.

b.

Search by: Search Text: |psa

14 record(s) returned

2121

if—— Search

DEFAULT-WORKER-PSA-01

DEFAULT-WORKER-PSA-01

Cancel

20139
25705
20140
25706
20141
22475
27055
20709

22476

Contact Type: Referral
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DEFAULT-WORKER-P3A-02
DEFAULT-WORKER-PSA-02
DEFAULT-WORKER-PSA-03
DEFAULT-WORKER-PSA-03
DEFAULT-WORKER-PSA-04,
DEFAULT-WORKER-PSA-04
DEFAULT-WORKER-PSA-05
DEFAULT-WQRKER-PSA-05
DEFAULT-WORKER-PSA-06
DEFAULT-WORKER-PSA-06
DEFAULT-WORKER-PSA-07
DEFAULT-WORKER-PSA-OT
DEFAULT-WORKER-PSA-08
DEFAULT-WQRKER-PSA-08
DEFAULT-WORKER-PSA-09
DEFAULT-WORKER-F3A-09
DEFAULT-WORKER-PSA-10
DEFAULT-WORKER-PSA-10
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c. Contact Status: Follow Up
2. Select Search. Results are returned.

Note

G Recommend creating a user saved filter to list all screening referrals that require a 14 day follow
up. The next time you use the Contact queue, you can select your saved Filter from the list and
click Search Filter. This will populate the search filters, saving you time from looking them up

again.
Filters
Save Filter Jennifer - Incomplete hd Search Filter Save As Default Save As Delete
Assigned To v Equal To v Buck, Jennifer Details| -~ Clear AND w »
Contact Status hd Equal To b Follow Up hd AND w x
Contact Type hd Equal To hd Referral v AND w x
PSA v |+

Search Reset

“Screening Referral Created Date” is visible in the search results and can be used to sort
your follow ups by oldest date.

3. Select a record to open the contact details page. Skip to Step 6.

4. To view a list of other follow ups assigned to you, select the following search filters:
a. Assigned To: search for and select your name if not already selected
b. Contact Type: Edit Record — Not Being Billed I&R
c. Contact Status: Follow Up

5. Select Search. Results are returned. Select a record to open the contact details page.

6. Follow one of the scenarios:
a. Screening Referral Follow Up
b. Other Follow Up
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Screening Referral Follow Up
eCIRTS has several tools for Helpline, and in some PSAs Intake staff, to manage required follow-ups for screening
referrals.

1. Helpline must confirm contact has been made with the client within 14 days to schedule the screening.
One way to do this is using the 701S Appointment Date. If an appointment date exists and it’s less than
14 days from the Screening Referral Created Date, the Reason for Contact will remain “Referral.” The
701S Appointment Date and Screening Referral Created Dates are visible in the Contact queue search
results.

MY WORK CONTACTS CLIENTS CLIENT GROUPS | RESOURCES REPORTS

Filters
SaveFilter [, .

incomplese ~ | Search Filter S
Assigned To v | EqualTo ~v| | Buck Jennifer Detaiis Clear ANDY| [ x
Contact Status v EqualTo v

Gontact Type ¥ | EqualTo v

PSA v [+

anced Search record(s} returned - now viewing 1 through 3

ontact Referral Type | 701 Appointment Date Follow Up Date | Screening Referral Created Date | Primar

PSA | eCIRTS ClientID ContactDate~ Client First Name - Adding Contact to Client  Client Last Name Client DOB Call Back Phone  Caller if Other Than Client Contact Type Reason

2 |1750721 1200422023 | lillian smith 12/0111948 Referral individual, Family and Community Support 12/05/2023 12/06/2023 Engiist

2 |1412768 02116/2023 | Sarah Apple 041241044 Referral Food/Meals Englist

1412768 02/06:2023 | Michelle Aople 04/24/1944 Referral Food/Meals

2. Helpline can review contact/scheduling attempt notes completed by the Intake/Screening staff. Previous
contacts are visible on the clients record or the Contacts queue can be filtered by eCIRTS ID to view for
just one client. See View Past Contacts section for additional details.

3. If contact was made within 14 days, from the open contact record, update the following fields:
a. Contact Type: remains Referral.
Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.
Note: summarizing the call and follow up completion
Reason for Contact: remains Individual, Family and Community Support
Contact Status: Follow Up Complete — DOEA 14 Day

Assigned To: defaults to self. Can remove value or leave as is.

~roaoo T

4. |If contact was NOT made within 14 days, from the open contact record, update the following fields:
a. Contact Type: change from Referral to Information

b. Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.

¢. Note: summarizing the call and follow up completion. This field is optional and only needed if
additional details are needed beyond the Short Summary.

d. Reason for Contact: remains Individual, Family and Community Support

e. Contact Status: Follow Up Complete — DOEA 14 Day

f. Assigned To: defaults to self. Can remove value or leave as is.

5. When the updates are complete, from the File menu, select Save and Close Contact.

Other Follow Up

Sometimes additional follow-up not related to the screening referral follow up is needed for a contact before it
can be completed. Helpline staff can use the My Work page or the Contact queue to manage these follow-ups.
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1. To document follow up efforts, from the open contact record, update the following fields:

a.
b.

C.

Contact Type: remains Edit Record — Not Being Billed I1&R

Short Summary: Should be limited to 2-3 sentences. This field is visible on the Contact queue.

Note: summarizing the call and follow up completion. This field is optional and only needed if
additional details are needed beyond the Short Summary.

Reason for Contact: remains NA.

Contact Status: Follow Up Complete — HIPPA or Client Communication

Assigned To: defaults to self. Can remove value or leave as is.

2. From the File menu, select Save and Close Contact.
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