ACCESS UNIT SCENARIOS


I have listed four scenarios with the resolutions that we go through in the Access Unit Call Center:

Call Center

1. Client calls that is not in myAvatar or been assigned a p#. (maybe calling for a referral)
a. Search forms: Initial Contact Log Bundle
b. Search client by name, dob, ss#, gender to see if they have an P# or an MR#
c. If no matches, assign P#
d. Call Intake form-complete red areas to log call
e. Initial Contact Log form-complete form-Under Contact Result: Open Call or Completed
f. If further information is needed list as Open Call and transfer to Clinical to talk to client and complete notes
g. If clerk took care of call list as Completed and close form

2. Client calls that is already in the myAvatar and been assigned an P# or MR#: (maybe wants to change FFS Provider)
a. Search forms: Initial Contact Log Bundle
b. Search client by name, dob, ss#, gender to see if they have an P# or an MR#
c. If P# or MR# is found highlight and select that name
d. Open Initial Contact Log form-ask questions following script to complete red areas and other information needed in log call
e. Under Contact Result: Open Call or Completed
f. If further information is needed list as Open Call and transfer to Clinical to talk to client and complete notes
g. If clerk took care of call list as Completed and close form

3. Family member calls for adult client telling us he wants to change his MD (Mother states she is calling for her son who wants to change his MD).
1. Ask the family member how old is this person she is calling for (she stated Adult) and let her know that we would need his permission to speak to her on his behalf
1. If she states that he is not available, let her know that she will need to call us back when he is able to give permission for us to speak with her his behalf
1. If available, Search forms: Initial Contact Log Bundle
1. If P# or MR# is found highlight and select that name
1. Open Initial Contact Log form- ask questions following script to complete red areas and other information needed in log call
1. Under Contact Result: Open Call or Completed
1. If further information is needed list as Open Call and transfer to Clinical to talk to client and complete notes
1. If clerk took care of call list as Completed and close form





4. Client calls who is in crisis:
1. Client is crying, not wanting to give information, clerical staff will ask for name and ph#. Clerical staff will then stop all routine questions and ask if they are have an urgent condition at this moment.
1. If yes, they will immediately transfer the call to a Clinician.
1. If Clinical not available, transfer to CCRT or call 911 if needed
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