Asthma CALL Center

User Guide 

Introduction
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Child Asthma Link Line  (Asthma CALL Center) – Operational Summary
The Child Asthma Link Line, or CALL Center, is a service sponsored by Healthier Babies, Healthier Futures, Inc., a nonprofit organization working to improve the health of children.  The CALL Center is designed to coordinate the medical appointments, asthma education, and other services that parents may need in order to help their children with asthma; the Center can also help uninsured families obtain health insurance.  Parent’s who children have asthma, are invited to take advantage of the CALL Center and the services it offers.  The CALL Center is a voluntary program and its participants do not have to give up existing services to utilize the services provided by the CALL Center.

(
Child Asthma Link Line  (Asthma CALL Center) – Technical Summary
The Child Asthma Link Line Center database is a client-server application utilizing Microsoft SQL server 7.0 as the back-end, and Microsoft Access 97 as the front-end user interface. (See Technical Support Section for details.)  When working with the Child Asthma Link Line Application (hereafter referred to as CALL Center), users are authorized to view care recipient, call, and caller information.

This manual serves as a guide for the users of the CALL Center database.  Updates to this manual will be distributed as needed.  Explanations for icons and special text used throughout the manual are provided below:

Please note the following when using this manual:
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Used to call attention to important information.

Bold Text


Represents text fields, text box and dialog box names.

(



Used to call attention to helpful tips and hints.

Extremely important to note text also appears in red.
BRACKETS [ ]

Represents application and keyboard buttons.

Double Underlined text
Represents database screen names.

Single Underlined text
Represents menu items

· When logging into the database, after typing the username and password, the User can click on [OK] OR press the [ENTER] key TWICE.  Note: If the password is typed incorrectly three times, the system will “lockout” the user.  If this occurs, contact the Data Manager.
· When accessing any of the menus or screens, the User can use the mouse to execute an action OR by holding down the [ALT] Key, while simultaneously typing the under scored letter on a button or menu item.  EXAMPLE:  The [Save] button.  To save a record, the user could click on Save or press the [ALT] key plus the [S] key.

· When entering client’s and caregiver’s last name and first name, note that the system stores the entry in uppercase.  This does not mean that the user has to have CAPS LOCK on to enter the information.  The system will automatically convert it.

· When entering address information for clients, caregivers and providers, every effort to enter data consistently is desired.  Therefore use the following guide when entering the following:

“Street”
= 
Spell the word street out

“Road”

=
“Road.”

“Court”
=
“Court”

“Boulevard”
=
“Blvd”

“Lane”

=
“Lane”

“Parkway”
=
“PKWY”

“Highway”
=
“HWY”



“Center”
=
“Ctr”



“Drive”
=
“Drive”

Adding An Initial Call Record to the Database:


To add a client to the CALL Center, the User must add a call. (Click on CALL ADD on the Main Menu of the application.

At the CALL ADD Screen (Grey) User enters information received from the Consent Form.  (See Figure 1) 

Figure 1
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1. User initiates a client record by entering client/call information at the CALL ADD screen.  
(To save keystrokes and minimize errors, check the “Same as Client” box to copy information to the Caregiver record.

2. When the entire record is complete, click the [Save] button (OR press the [ALT] key and the [“S”] key simultaneously) to save the record.   
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When adding a client for the first time, the application creates three records: one for the call, one for the client, and one for the caregiver.   When adding additional call records for an existing client, User should use the [COPY CALL] button on the CALL screen (blue).  (See page 4 for information on using COPY CALL.) 
Adding “incomplete referrals”

1. If a referral is incomplete (See Figure 2 for list of possible reasons) the User may add all known information, then check the box marked: “incomplete referral.”   (Items in Figure 2 are also represented in the look up for Contact Notes—See page 3.)
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IMPORTANT PROTOCOL NOTE:  When a client’s status changes from  “incomplete referral” to “complete”, the User should use [COPY CALL] and create a new call record for this client.  Do not use the call record that holds the incomplete referral status.  To eliminate undesired reporting outcomes, calls designated as “incomplete referral”, are not part of the export that Research uses to prepare reports.   

Figure 2

· No signature in consent form

· Consent form incomplete

· Contact info incomplete

· Consent and contact info missing

Entering and Editing Call Information:
After Call is added, the CALL screen (blue) is displayed.  (See Figure 3.)

Figure 3

[image: image7.png]Provider





Whatever happens during a call, for the most part, it can be documented on the call record by using the [Contact Note] field and the [Comment] field.  These two fields should be used together to document a call as completely as possible.

To Use the Contact Note and Comment field:

1.
Click the drop down arrow and select the note that best describes what took place during the call.  (See Figure 4 for the list of contact notes).
Figure 4

	code
	description

	1
	No Answer(Home)

	2
	No Answer (Alternate)

	3
	Left Message (Home)

	4
	Left Message (Alternate)

	5
	Phone Busy

	6
	Phone Disconnected

	7
	Wrong Number

	8
	Returning Caregiver's Call

	9
	Caregiver Requested Call Back

	10
	Call Disconnected

	11
	Caregiver Refused Services

	12
	Caregiver Uncooperative

	13
	No Consent Form

	14
	Consent Form Incomplete

	15
	No Parent/Guardian Signature on Consent Form

	17
	Not Target Population -- Make Referral(s)

	18
	No Insurance -- Make Referral(s)

	19
	Private Insurance – Make Referral(s)

	20
	Spoke with Caregiver

	21
	Spoke with Other

	22
	Spoke with Care Recipient

	23
	Successful Call - Assessment completed

	24
	Initial Call

	25
	Follow Up Call

	26
	Final Call Attempt

	27
	Incomplete Referral Reason Unknown

	28
	No signature on consent form

	29
	Consent form incomplete

	30
	Contact info incomplete

	31
	Consent and contact info missing

	99
	Other


· While call events can overlap, only one contact note can be selected.  Therefore, the User should be sure to select the note that provides the most information about what occurred.  For illustration, let’s exam the following Sample Case:  

SAMPLE CASE 1 -- User calls Client A.  During this call the User, spoke directly to the client who informed her that his mother was not home. Both notes “1” and “22” are applicable; however, the User should select “1”and then document in the Comment field “Spoke to_______, mother not home.”  

“22” could be used when a User makes contact with a Client who might be a teenager, (and therefore not part of the target population) but who might have initiated the call to get information, etc.

2. After selecting a contact note, the User may type in a comment up to 100 characters.  ( As much as possible, concise and consistent abbreviations should be used when recording comments.  For example, “info” for information “msg” for “message”  “w/” for “with” “&” for “and”. 
Adding Additional Calls for Clients:
1. The [COPY CALL] button is used to copy the last call created for a client.  All client and caregiver information is copied over, as well as existing demographic information.   NOTE:  The Contact Note and Comments ARE NOT COPIED. 
2. When the call is copied the User MUST change the call date to the date that she is making the call.  

3. The User should change any demographic information that might have changed since the last call.

4. The User should use the Contact Note and Comments to record what happened during the call and move to the CALL Problems or Assessments if applicable.

Adding Comments to Client Records:
To access a client’s record, select CLIENTS from the Main Menu There are data that is particular to each client and that never changes, i.e. ethnicity, date of birth.  There are also elements that might be unique to a client, and therefore this information should be documented in the Client File Comment.  (See Figure 5.) 

Figure 5
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This field should not be used to document referral elements that might change for a client from call to call.  To record information relative to the referral, the User must use the comment section on the CALL Screen.  

The Client file Comment is a “Memo” field, and as such, the User can record information up to 255 characters. 

Selecting or Adding Providers to Client Records:

Adding Providers to Client Records has changed from previous versions of the application.  Provider information can be selected from an existing list found in the Provider 1, Provider 2, Agency 1, and Agency 2* fields on the Client Screen.   (See Figure 6.)

THE PROVIDER FUNCTION IS STILL UNDER CONSTRUCTION, HOWEVER WITH THE NEWEST RELEASE, USERS ARE ABLE TO UTILIZE THE FEATURE.  LOOK FOR A BETTER PROVIDER FUNCTION IN THE NEAR FUTURE.

* “Agency” represents a hospital, clinic, or health center where a provider might practice.  When contact is established with a caregiver, the Coordinator should make every effort to get as much information as possible regarding a provider, including agency association if possible.  

Figure 6.
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1. When selecting a provider for a client’s record, The User should first make an attempt to retrieve a provider from the database.  The User can do this by clicking the drop down arrow OR typing in the LAST NAME of the Provider in the Provider 1 field.  NOTE:  The user has the choice of adding an additional provider in referral cases where the client might see a specialist in addition to a primary care physician.
2. If the provider can not be retrieved from the existing list, then the User can go to the Provider Other field and type in the provider’s name, by typing the last Name followed by a comma (,) and then the first name.  

IMPORTANT :  The Provider Other field will be checked daily by the QA Mgr. to determine if a match can be found in the existing provider database If a match is not found, QA will add the provider name to the Provider database.   

To Add a Provider:
If the Coordinator has information on a provider that needs to be added to the database, by accessing  Provider through the Maintenance menu, information on existing providers can be retrieved, as well as adding new providers to the database. 

1. At the Main Menu, click Maintenance.
2.  Select Provider ; then Select [Add] (See Figure 7)  This screen can also be used to retrieve providers to view provider information like address, phone number.

3. After selecting [Add], the grey Add Provider box is displayed.  The User can enter the appropriate information and [Save] the record.  (See Figure 8.)
4. After saving the provider name, phone number and type, the User will be taken to the Provider information screen (Blue) where she can enter additional information about the provider, i.e. address, etc.

To Add an Agency:  

1. At the Main Menu, click Maintenance.
2. Select Agency; then Select [Add].  Perform the same actions as noted in Provider. 


Figure 8

Figure 7

Adding Caregivers (Callers) to the Database

As mentioned previously, a Caregiver record is created when an initial call is created.  Once a caregiver record is created, it does not need to be created again,  even if a caregiver has more than one child.

It is important to note that if a caregiver has more than one child, when adding a call to create the initial record for the client, the User should retrieve the initial caregiver record to use for the next child’s record.

Example: Caregiver, Samantha Jones, has two children, John Jones and Myra Jones who are the clients.  The Caregiver record (#123) was created when the call was initiated for John. Jones.  When the User adds the call to create the Myra Jones client record, she should use the caregiver record #123 AND NOT permit the application to create a new caller record.

INFORMATION WILL BE PLACED HERE

Technical Support

Technical Support is available between the hours of 8:00 am to 5:00 pm, Monday through Friday (excluding holidays) by calling the Information Systems Data Manager at 215-985-6895.

Troubleshooting  

· If you find that a screen/report (when using the application) is not performing, in other words, you have an hourglass for a very long time, press the following keys simultaneously [CTRL] + [BREAK].  In most instances this will stop the query/report that is running behind the scenes.

· If pressing [CTR] + [BREAK] does not resolve the problem, try pressing [CTRL] + [ALT] + [DELETE] once, to exit the application.

· As a final step after the above two, close out of all applications and restart Windows. 

· After trying all three of the above referenced steps and the system does not respond, please contact the Information Systems Data Manager.

User Support and Feedback

We want to hear from you concerning your experiences with the application and this user guide.  If something is unclear, not working properly, or you’d like to see something that isn’t currently available, please call the Information Systems Data Manager at 215-985-6895.  You may also send comments via E-mail to Melanie@PHMC.org.
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