9/29/2010






ServicePoint 5.0
CallPoint Manual v1


TABLE OF CONTENTS
Introduction	3
Using CallPoint	4
Section 1.1 – Getting Started	4
Section 1.2 – Call Record	5
Subsection 1.2.a – CallPoint Client Area	5
Subsection 1.2.b – CallPoint Call Record Information	8
Subsection 1.2.c – CallPoint Caller Information	12
      Subsection 1.2.d. – CallPoint Service Transactions ...............................................................18


 Using CallPoint 
This section details the workflow for the CallPoint module of ServicePoint 5.
Section 1.1 - Getting Started
1.   Click the CallPoint tab in the left hand menu to move into CallPoint. (1) (See Figure 1-1) 
	

	
	


 





Note:      An important distinction in ServicePoint 5 is that the navigation system will only display tabs which the user has permission to access. Therefore if the user does not see the CallPoint tab in the left side menu, the user may conclude that their User ID was not set up to access this area of ServicePoint.
2.   The Call Record Search screen will display. From this screen, the user may locate existing call records or start a new call. (See Figure 1-2) 
	

	
	



 
a:   Click Start New Call to add a new call to the database. (1)
b:   Enter keywords in the Search, (2), field and click Search to list existing call records. (3) Click Clear to reset the Search field. (4)
c:   Click Show Advanced Search to expand the call record search options. (5)
d:   Check the Show My Calls Only checkbox to limit the search results to call records entered by the user. (6)

Section 1.2 - Call Record
The CallPoint call record screen has several areas: the Client area, the Call Record Information area, the Caller Information area, and the Service Transactions area.
Subsection 1.2.a. - CallPoint Client Area
Once you access a call record, you can view the client information. Access the Call Record in one of two ways: 
a:   Click Start New Call on the search screen to access an empty Call Record.
b:   Click the Edit icon  in the search results to view/change Call Record details of an existing Call Record. (See Figure 1-5)
 
	

	
	



1.   The Client area, (1), of the Call Record is displayed at the top of the screen. Click the Green Plus icon  to associate a client record from ServicePoint with the call. (2) This will cause the Client Search screen to display. (See Figure 1-6) 
Note:      The Red Lock icon  is a reference to the Call Record's visibility settings. (3) Visibility is fully explained in the Visibility tab section of the Help File. 
 
2.   Enter a keyword (client name) in the Search, (1), field and click Search to generate a list of clients. Client Results will display. (2) (See Figure 1-7)
	

	
	


 
	

	
	




3.   Click the Green Plus icon , (1), or Client ID, First Name or Last Name to associate the client with the Call Record. (2) This action will return the user to the Call Record. (See Figure 1-8) 
	

	
	


4.   The Client area is now populated with the client name and ID. (1) Click the Edit icon  to navigate to the client record. Calls may be entered without a client attached to the record. (See Figure 1-9)
 
	

	
	



5.   If a client record is NOT associated with a call, complete the Caller Name field to retain the caller name. (1) The Call Type, Caller Type and Call Status are required fields; select the appropriate value for each from the drop down menu. (2) Click Save to retain the entered data, (3), click Save & End Call to retain the data and end the call, (4), click Cancel Call to end the call and remove it from the database. (5) 
Note:      When a call is "ended," an error check will be performed. Errors are listed to the left of each field. A Warning icon  will display. Hover over the icon to view the error message.
Subsection 1.2.b. - CallPoint Call Record Information
1.   Below the Client area of the Call Record are a series of tabs. (See Figure 1-10) 
	

	
	


2.   Call Record Information, (1), and Current Call Record, (2), are active by default. Call Record Information also includes an Other Call Records tab. (3) (See Figure 1-11)
	

	
	


 
3.   The primary area of the Current Call Record, (1), includes the following fields which can be entered or modified (if they were previously populated):
a:   Caller Alias – The caller's nickname or handle.
b:   Phone Number – The caller's phone number.
c:   Caller Zip – The caller's Zip Code. Click Apply Zip Code Information to auto populate the City, County, and State fields. (2) 
d:   Caller City – The caller's city. Click Push to Caller Assessment to move the entered address information to the Caller Assessment. (3) 
e:   Caller County – The caller's county.
f:    Caller State – The caller's state.

CallPoint Current Call Record Tab 
The Current Call Record continues with an assessment. (See Figure 1-12) 
	

	
	









1.   In this example, the assessment is named CallPoint Profile. (1) The assessment is provider specific and may be assigned in the Client Assessment Display area of Provider Administration; this assessment position is labeled Show on Current Call Record. The user may enter data or alter the previously completed answers.
2.   The Current Call Record area ends with standard call fields. (See Figure 1-13)  


3.   Complete the following fields: 
a:   Projected Follow Up Date – The date the caller will be called back. Use the icon to pick a date from a calendar, clear the field, or insert the current date.
b:   Follow Up User – Assign a user to execute the call back. Users may be located by first searching for a provider.
c:   Follow Up Status – Select the follow up status.
d:   Note Area – A free form text area to enter notes regarding the call.
e:   Click Save to retain the changes made in the Current Call Record. (2) Click Exit to return to the Call Record Search screen. (3) 
4.   The Attachment area permits the user to attach documents to a call. Click Add New File Attachment to open the attachment window. (1) (See Figure 1-14)
	

	
	



 
5.   Click Browse on the Upload Attachment window to locate a file on the user's PC. (1) Enter a comment in the Description field. (2) Click Upload to add the file to the call record. (3) Click Cancel to return to the previous screen without uploading a file. (4) The uploaded file will display in Attachments. (See Figure 1-15)
 
	

	
	




6.   Click the Red X icon  to delete a file. Click the Magnifying Glass icon  to open a file.
CallPoint Previous Call Records Tab 
	

	
	




1.   Within the Call Record Information tab (Figure 1-16), click Other Call Records to move into this area. (1) (See Figure 1-17) 
	

	
	



2.   In Other Call Records a list of calls will appear if the client called previously and the call was associated with the client record. If calls are not associated with client records, this area will be empty. The following fields are available:
a:   Red X icon  – Click to delete the call from the database. A confirmation screen will display.
b:   Edit icon  – Click to edit the call record.
c:   Start Date – The call date.
d:   Call ID – The call record database ID.
e:   Call Time – The duration of the call.
f:    Call Type – A call categorization assigned during the call.
g:   Call Status – A call status assigned during the call.
h:   Follow Up Needed – Yes or No indicating if the caller will be called back.
i:    Call Notes – An indicator that call notes were added during the call. Hover over the icon to display the notes.
Note:      When a previous call is edited, it becomes the current call. If the user is actively working a live call, making a previous call the current call may be confusing. If this occurs, the user may click the browser back button to return to the active call. If the user cannot get back to the active call because numerous previous calls were reviewed, the user can exit to the Call Record Search screen to locate the active call that will be listed as "In Progress."
Subsection 1.2.c. - CallPoint Caller Information
1.   Below the Client area of the Call Record are a series of tabs. (See Figure 1-18) 
	

	
	



2.   Click Caller Information to move into this area. (1) There are two sets of sub tabs within Caller Information. If a client is not associated with a call three tabs are available: Caller Profile, Assessments, and Follow Up. (2) If a client is associated with a call four additional tabs become available: Households, ROI, Entry/Exit and Case Managers. (3) 
 CallPoint Caller Profile Tab
1.   Select the Caller Information tab. (See Figure 1-19) 
	

	
	


 
2.   The Caller Profile tab is active by default in Caller Information. (1) Caller Profile displays an assessment. (See Figure 1-20)
 

 
3.   In this example, the assessment is named Call Survey. (1) The assessment is provider specific and may be assigned in the Client Assessment Display area of Provider Administration; this assessment position is labeled "Show on CallPoint Profile." 
4.   The user may enter data or alter the previously completed answers. Click Save to retain the assessment changes. (2) Click Cancel to return to the Call Record Search screen without retaining the assessment changes. (3)
  CallPoint Households Tab
1.   The Households tab is available under the Client Information tab. (See Figure 1-21) 
	

	
	


2.   Click Households to move into this area of Caller Information. (1) 
Note:      Households is only available if a client is associated with the call.
3.   Click Red X icon  to remove the household from the client. (2) Click the Edit icon  to alter the household or the member record. (3) Click Search to Add this Client to an Existing Household to search for a household record for the client. (4) Click Start New Household to add a new household record. (5) 
Related Information: Households functionality is fully explained in the ClientPoint area of the help file.
CallPoint ROI – Release of Information Tab
1.   The ROI tab is available under the Caller Information tab on the Call Record screen. (See Figure 1-22) 
	

	
	


 
2.   Click ROI (Figure 1-22) to move into this area of Caller Information. (1)
Note:      ROI is only available if a client is associated with the call.
3.   Click the Red X icon  to delete an ROI from the database. (2) Click the Edit icon  to alter an ROI. (3) Click Add Release of Information to create a new ROI. (4) ROI functionality is fully explained in the ClientPoint area of the help file.
CallPoint Assessments Tab
1.   The Assessments tab is available under the Caller Information tab on the Call Record screen. (See Figure 1-23) 
	

	
	


2.   Click Assessments to move into this area of Caller Information. (1)
3.   Assessments presents all available call specific assessments assigned to the provider. Use the Drop Down field to change the assessment displayed on the screen. (2)
4.   The user may enter data or alter the previously completed answers. Click Import Client Data to bring forth answers to questions that were previously populated in a different assessment. (3) Click Save to retain the assessment changes. (4) Click Cancel to return to the Call Record Search screen without retaining the assessment changes. (5)
CallPoint Follow Up Tab
1.   The Follow Up tab is available under the Caller Information tab on the Call Record screen. (See Figure 1-24) 
	

	
	




2.   Click Follow Up to move into this area of Caller Information. (1)
3.   Follow Up is split into two areas. The top consists of fields initially populated in the Current Call Record. Changing Follow Up Made from No to Yes will cause Follow Up Needed on Call Record Search to change from Yes to No. (2) The Completed Follow Up Date is a new field. (3)
4.   Follow Up also includes an Assessment. In this example (Figure 1-24), the assessment is named CallPoint Profile. (4) The assessment is provider specific and may be assigned in the Client Assessment Display area of Provider Administration; this assessment position is labeled "Show on CallPoint Follow Up." The user may enter data or alter the previously completed answers. Click Save to retain the assessment changes. (5) Click Cancel to return to the Call Record Search screen without retaining the assessment changes. (6) 


CallPoint Entry/Exit Tab
1.   The Entry/Exit tab is available under the Caller Information tab on the Call Record screen. (See Figure 1-25) 
	

	
	


 
2.   Click Entry/Exit to move into this area of Caller Information. (1)
Note:      The Entry/Exit tab is only available if a client is associated with the call.
3.   Click the Red X icon  to delete the Entry/Exit from the database. (2) Click the Edit icon to alter the Entry Date or the Exit Date. (3) Click Add Entry/Exit to create a new Entry/Exit. Entry/Exit functionality is fully explained in the ClientPoint area of the help file. (4)
 CallPoint Case Managers Tab
1.   The Case Managers tab is available under the Caller Information tab on the Call Record screen. (See Figure 1-26) 
	

	
	


 
2.   Click Case Managers to move into this area of Caller Information. (1)
Note:      The Case Managers tab is only available if a client is associated with the call.
3.   Click the Edit icon to alter the Case Manager record. (2) Click the Red X icon  to delete the Case Manager record from the database. (3) Click Add Case Manager to create a new Case Manager record. (4) Case Manager functionality is fully explained in the ClientPoint area of the help file.
Subsection 1.2.d. - CallPoint Service Transactions Tab
The CallPoint Service Transactions tab is subdivided into three tabs: Needs, Referrals and Entire Service History. 
CallPoint Service Transaction—Needs Tab
1.   Below the Client area of the Call Record are a series of tabs. (See Figure 1-27)
	

	
	




 2.   Click Service Transactions (1) to move into this area. There are three sets of sub tabs within Service Transactions: Needs, Referrals and Entire Service History. The Needs tab is active by default. (See Figure 1-28) 


3.   The following functionality is available on the Needs tab: (1)
a:   Use the Select Dates, Start Date and End Date fields, (2), to reorder the Needs displayed in Previous Needs. (3) Click Search to initiate the search. (4)
b:   Click the Red X icon  to delete a need from the database. (5) A confirmation screen will display.
c:   Click the Edit icon  to alter a need. (6)
d:   Click the Add Service icon  to add a service. (7) 
e:   Click the Add Referral icon  to add a referral. (8) 
f:    Click Add Need to create new need and referral records for the caller. (9)
g:   Click Exit to return to the Call Record Results screen. (10)
 Add Needs
The user may add needs from the Needs tab. (See Figure 1-29) 
	

	
	



1.   Click Add Need. (1) The Add Needs screen will appear. (See Figure 1-30) From this screen the user will assign household members affected by the call, select the caller's needs, search providers to locate those that may fulfill the caller's needs, and refer the caller to the appropriate providers.
	

	
	



2.   The Add Needs area includes Household Members, Need Assignment, and Need Dates. (1) Click the Arrow icon to close or open this area. (2) Closing the area reduces the number of sections visible on the screen.
3.   Household Members is the first section in the Add Needs area. (3) Check the household members affected by the call. Click the Check Box, (4), or the Name, (5), of the household member to populate the checkboxes. Click Check All Household Members to fill all check boxes. (6) Click Clear All clear all checkboxes. (7) Continue to the next section. (See Figure 1-31)
 
	

	
	


 
4.   Need(s) Assignment is the next section in the Add Needs area. (1) Select the caller's needs from the Service Code Quicklist. (2) 
5.   In Service Code Quicklist highlight the service codes that apply to the caller by clicking the code (use Ctrl and click to select multiple codes). (3) Up to five codes may be selected.
6.   Click Service Code Lookup to select service codes using the standard ServicePoint Service Code Search routine. (4)
 
Related Information: Lookup is fully explained in the ClientPoint area of the help file
 
7.   Click Add Terms to move the terms to the Selected Needs area of the screen. (5) Continue to the next section. (See Figure 1-32)
 
	

	
	


 
8.   Need Data is the final section in the Add Needs area. (1) Date of Need is a required field. (2) It is initially populated with the current date/time. The user may alter the date/time as required.
9.   The needs selected in Need(s) Assignment are displayed in Selected Need(s) area of the panel. (3)
10. Click the Red Minus icon  to remove a need from the call. (4) Click the Edit icon  to add details to the need. (5) Enter an Amount if Financial for each of the needs. (6) Click the Notes icon  to add or alter notes regarding the need. (7) Click Remove All Needs to clear the needs from the call. (8) 
CallPoint Edit Need
The user may edit a need from within the Add Needs area. (See Figure 1-33) 
	

	
	



1.   Click the Edit icon.  The Edit Need screen will display. (See Figure 1-34) 
	

	
	




 2.   Complete the fields and click Save to retain the changes. (1) Click Exit to close the window without retaining the changes. (2)
CallPoint Edit Need Notes
The user may edit the need notes from within the Add Needs area. (See Figure 1-35) 
	

	
	



1.   Click the Notes icon  to display the Need Notes window. (1) (See Figure 1-36)
	

	
	



 
2.   Complete the Notes field, (1) and click Save to retain the changes. (2) Click Close to close the window without retaining the changes. (3)
 CallPoint Search for Providers
This expandable section includes two sub sections: Refine Search with Service Terms or Target Populations and Refine Provider Search Criteria. Use these sections to search providers for Need referrals. (See Figure 1-37) 
CallPoint Refine Search with Service Terms or Target Populations

	

	
	


 
1.   Click the Arrow icon (2) to expand or collapse this area. Collapsing the area reduces the number of sections visible on the screen.
2.   Selected Service Terms reiterates the terms that were previously selected in Need(s) Assignment. (3) This area of the screen may also be collapsed by clicking the Arrow icon. (2) The Selected Service Terms are used to search provider records for providers that are indexed with the services. Search Results are immediately populated (explained further in the following paragraphs.) The Selected Service Terms are repeated here so that the provider search may be altered while the Needs remain unchanged.
3.   The following functionality is available:
a:   Click the Red Minus icon  to remove a Selected Service Term from the search. (4)
b:   Click the Green Plus icon  to add a target population using the standard ServicePoint Service Code Search routine that is fully explained in the ClientPoint area of the help file. (5) In some databases target populations are used to modify the service provided.
c:   After a target population is assigned click Add to ALL Terms to add the target population to all the Selected Service Terms. (6)
d:   Click Remove All Terms to remove the Selected Service Terms from the provide search. (7)
e:   Add New Term will only add the term to the search criteria. The term will not be added as a Need.
f:    Click Add New Term to include an additional service code in the provider search. The standard ServicePoint Service Code Search routine will display. (8)
g:   Click Reset Terms to repopulate the Selected Service Terms from the assigned needs. (9)
CallPoint Refine Provider Search Criteria 
	

	
	


 
1.   Refine Provider Search Criteria (1) (Figure 1-38) allows the user to limit the provider Search Results. Click the Arrow icon (2) to close and/or open this area. Closing the area reduces the number of sections visible on the screen 
2.   Enter a keyword in the Search field (3) and click Search (4) to refine the provider Search Results. Click Clear All (5) to reset the search fields. Click Show Advanced Search Options (6) to expose additional search fields that may be used to narrow the search. 
	

	
	


3.   Advance Search Options (Figure 1-39) include: City, County/Parish, State, Zip Code and Type (the provider level). Complete the fields and click Search (1) to refine the provider Search Results. Check the ServicePoint Users ONLY (2) check box to limit the provider Search Results to providers that use ServicePoint. Click Hide Advance Search Options (3) to hide the advanced search fields.
Search Results
This section displays the results of your search. If no search has been made it will display no matches. (See Figure 1-40) 

1.   Search Results displays the providers that match the criteria selected in previous steps. (1) The following functions are available:
a:   Click the Green Plus icon  to select the provider for a referral. (2) The provider will be listed in the Selected Providers section of the screen.
b:   The ServicePoint icon  indicates that the provider uses ServicePoint. (3) Hover over the Provider Name to display a summary version of the Provider Profile. (4) (See Figure 1-41)


c:   Click the Provider Name to display a full version of the Provider Profile. (4) (See Figure 1-42)  

d:   In either the summary version of the profile or the full profile, click Add Referral to add a referral. (1) Close the Provider Profile screen with the Red X icon  or click Exit to return to the search results. The screen will return to the Search Results. (See Figure 1-43) 
	

	
	



e:   Hover over the Matched Needs icon  (5) to display a Matched Needs window that lists the needs satisfied by the provider. (See Figure 1-44)
	

	
	




f:    Use First, Previous, Next, Last (6) to navigate through the Search Results.
 Selected Providers
Selected Providers is a list of the providers selected for referrals. (See Figure 1-45) 


1.   Click the Red Minus icon  to remove a provider from the selection. The ServicePoint icon  indicates that the provider uses ServicePoint.
Submit Referrals
Submit Referrals is the final section of the Add Needs area. (See Figure 1-46) 

1.   In the Referral Data section, (2), the Needs Referral Date is a required field that is initially populated with the current date. (3) Select a date from the calendar to issue the referrals with a different date. If follow up of a referral is required, set the Projected Follow Up Date. (4) Set a follow up user if required by the provider. (5) The Check to Notify ServicePoint Providers by E-mail checkbox, when checked, will cause ServicePoint to issue an email notification concerning the referral to the referred-to-provider. (6)
2.   Referral(s) lists the referred-to-providers and the needs associated with each. (7) The user may alter the checkboxes to change the need associated with the referral. (8)
3.   Click Save Needs ONLY to associate only the needs with the call. Click Save ALL to associate the needs and the referrals with the call. Click Clear ALL to clear the needs and referrals and remain on the screen to begin again. Click Cancel to exit Add Needs without retaining needs or referrals. (9) 
CallPoint Service Transactions – Referrals Tab
The Referrals tab allows the user to review referrals from within CallPoint. See (Figure 1-48) 
	

	
	


 
1.   In Referrals the following functionality is available:
a:   Use the Select Dates, Start Date and End Date fields to reorder the Referrals displayed in Previous Referrals. (1) Click Search to initiate the search. (2) 
a:   Click Add Referral to create new need and referral records for the caller. (3)
Note:      Add Referral has the same functionality described in the Service Transaction – Needs section of the help file.
b:   Click the Red X icon  to delete a referral from the database. A confirmation screen will display. (4)
c:   Click the Edit icon  to alter a referral. (5)
d:   Click Exit to return to the Call Record Results screen. (6)
CallPoint Service Transactions – Referrals Tab
The Entire Services History tab allows the user to review all services from within CallPoint. See (Figure 1-49) 

 
1.   In Entire Service History the following functionality is available:
a:   Use the Select Dates, Start Date and End Date fields, (1), to reorder the transactions displayed in All Service Transactions. (2) Click Search to initiate the search. (3)
b:   Click the Red X icon  to delete a transaction from the database. (4) A confirmation screen will display.
c:   Click the Edit icon  to alter a transaction. (5)
d:   Click the Add Service icon  to add a service. (6) 
e:   Click the Add Referral icon  to add a referral. (7) 
f:    Use First, Previous, Next, and Last to navigate through the search results. (8)
g:   Click Exit to return to the Call Record R
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