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https://clphs.health.mo.gov/lphs/diseaseprevention/moacts/

Welcome

Welcome to the Missouri’s Advanced Contact Tracing System (MO ACTS) powered by
MO ACTS! This new platform will help you in your role as a Contact Tracer to gather
information about the transmission of COVID-19, help the people that have been
exposed, and ultimately contain this deadly disease. This platform will help to organize
the efforts of hundreds of folks who are working hard to trace and contain, just like you!

To help you make the most of the new platform, we built this guide to show you how to
complete many common tasks in MO ACTS. You can reference the table of contents to
find the different topics in this guide. Please keep this guide close to you and
reference it when you run into a question.

Thank you again for stepping up to be part of the solution.

We couldn’t do this without you!

Missouri Department of Health and Senior Services
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Checklist for initial actions users
complete before logging In:

v Ensure you are using Chrome as your browser

v, Confirm you have Chrome set to allow pop ups

» Bookmark the link to access the system:
https://moct.my.salesforce.com/

v Open job aids for reference if needed. Training materials
are located on the MO ACTS webpage

< Organize your workspace to allow you a quiet and
uninterrupted place to train and work

¥ Contact the MO ACTS Helpdesk with questions:
Telephone: (573) 526-9533
Email: MOACTS@health.mo.gov
Hours: 8:00 am — 8:00 pm, Monday - Friday
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Job Aid

How to Log In to MO ACTS and Amazon Connect
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How to Log In to MO ACTS and Amazon
Connect

MO ACTS REQUIREMENTS

Make sure the below system requirements are met by your computer:
* Operating System
* Windows 7 or MacOS EIl Capitan or newer
» Strong Internet Connection
* Google Chrome or Mozilla Firefox as your web browser

LOG IN

Follow the steps in the MO ACTS Log In guide to access your account.
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The Basics of Contact Tracing in MO ACTS
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The Basics of Contact Tracing in MO ACTS

UNDERSTANDING COVID-19 AND THE SYMPTOMS

Coronaviruses are a large family of viruses that are known to cause illness ranging
from the common cold to more severe diseases such as Middle East Respiratory
Syndrome (MERS) and Severe Acute Respiratory Syndrome (SARS).

The infection we now face is a viral respiratory illness caused by SARS-CoV-2.

COVID-19 Characteristics:
* It causes mild to severe symptoms

* Older adults and persons with underlying medical conditions may be at higher
risk for severe disease

* There is no widely available treatment to date

+ Although vaccine development is underway, there is no approved vaccine to
prevent transmission

Missouri Department of Health and Senior Services




The typical symptoms associated with COVID-19 are fever, cough, shortness of breath,
and difficulty breathing. Additional symptoms that COVID-19 patients sometimes
experience are fatigue, muscle or body aches, headache, new loss of taste or smell,
sore throat, congestion or runny nose, nausea, vomiting, and diarrhea have all been
reported. Some complications that can arise from COVID-19 are pneumonia, multi-
organ failure, and death.

In the absence of a more likely diagnosis, the clinical criteria you can use to assess
whether someone is suspected to be a Contact to COVID-19 case includes:

Shortness of Breath
Difficulty breathing

New olfactory
disorder

New taster disorder

+ Cough Fever

Chills

Rigors

Myalgia

Headache

Sore throat
Nausea or vomiting
Diarrhea

Fatigue

Congestion or runny
nose

Clinical or
radiographic
evidence of
pneumonia

Acute respiratory
distress syndrome
(ARDS)

If a Contact to a COVID-19 Case that you are speaking with meets the clinical criteria,
we consider them as having a suspected case of COVID-19. Their information should
be documented in MO ACTS so a Case Investigator can reach out to them for further
assessment.



The Basics of Contact Tracing in MO ACTS

UNDERSTANDING THE MO ACTS LIST VIEWS AND
QUEUES

As a Contact Tracer, a set of pre-set list views and queues exist for your use. Included
below is a table with the existing views available to you and their corresponding
description based on jurisdictions you have access to:

» Top Views for Contact Tracers
» Additional Views Displayed for Contact Tracers

Note: Contact Tracers will be able to view their primary jurisdiction as well as
A additional jurisdictions they’re assigned to (data sharing agreement) in separate list
views pre-pended with ‘Cross Jurisdiction’.

Top Views for Contact Tracers

Queue / List view Description

Contacts Awaiting Displays all contact cases in MO ACTS, owned by the

Outreach Contacts Awaiting Outreach queue (not yet owned by a
Contact Tracer), and that are set to Awaiting Outreach
status.

Contacts Monitoring  Displays all contact cases in MO ACTS that are set to

& Support Monitoring & Support status.

My Contacts Displays all contact cases owned by you, which require

monitoring outreach. Contact Outreach Cases will appear in
this view if the status is set to Monitoring & Outreach.

Additional Views Displayed for Contact Tracers

Queue / List view Description

Recently Viewed Displays all recently viewed (by you) contact cases.

All Open Contacts  Displays all contact cases in all stages (Awaiting Outreach,
in my Jurisdiction  Outreach Underway, Monitoring and Support) in your
Jurisdiction and owned by anyone.

Contacts Outreach Displays all contact cases in MO ACTS that are set to the
Underway Outreach Underway status.

Contacts Closed Displays all contact cases in MO ACTS that have completed
gquarantine or which status is closed for some other reason.

Missouri Department of Health and Senior Services



Search for a Contact to a COVID-19 Case

Getting Started

1. Onthe Homepage, locate the search bar at the top of the page

DG W Q Sech EE R W)

i3 ContactTracing  Home ~

leView | New  Change Owner Today's Tasks

Cases
All Open Contacts in My Jurisdiction

Q Search thislist... - ¢ 7

7+ items - Sorted by Case Number - Filtered by Al cases - s My Team, Closed, Case Record Type - Updated a few ssconds ago

Case... t v ContactName  LastExpo.. v | Cou.. v Status v CaseOwn.. v ContactM.. v H.. v W.. v 0. v
1 00007418 James ButtTest 8/10/2020 ADAIR Awalting Outrea... ADAIRC... BO08776881 -
2 00007419 Josephine Dara. 8/10/2020 ADAIR Awaiting Outrea... ADAIRC.. 8008776881 - Nothing due today. Be a go-getter, and check back soon.
3 00007420 Art VenereTest 8/10/2020 ADAIR Awaiting Outrea... ADAIRC.. BOOBT76881 - View All
4 00007421 Lenna PaprockiT. 8/10/2020 ADAIR Awaiting Outrea. ADAIRC... 8008776881 -

2. Click on the drop-down next to All and select Cases (you can also use the Contacts
option).

+ O—1©
Suggested For You -

B v A |
Accounts bl

m, C'I Cases I_"g'_e

Chatter

edel Tasks el
bhbe! All Searchable Items tre]
rse AC CTI Adapters trel
FIfic, hisovan momss s mmeme st daqisicn g atre]

3. Type the name of the Contact name or the Case number into the search bar, and MO
ACTS will begin providing suggestions. Click on the correct case to open it or enter to
search if no suggestions appear.

Cases w . abel e

Q, “abel"in Cases

AT Z
00001805 -
Abel Maclead ¥

Closed, Case Record O Comects £l Lt o ~ & .
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Job Aid

Completing an Initial Call to a Contact to a COVID-19
Case
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Completing an Initial Call to a Contact to a
COVID-19 Case

Getting Started

1. Onthe Homepage, find and click on the drop-down arrow next to the Home tab.

2. Click on the Cases option.

=::  Contact Tracing Home 1

Cases Home

All Open Contacts in N

I Cases I—e
7+ items » Sorted by Case Number - Filter Clo

P2 Tasks
Case... 1T v‘ Contacl = 10...
)
| 1 00007418 James E & Edit 120
2 00007419 Josephil . .)20
3 00007420 Art VenereTest 8/10/2020

3. Open the Contacts Awaiting Outreach queue to view cases that are awaiting outreach.
If not already displayed, clicking on the drop-down arrow next to the queue name option

>x‘ Al w Q. Searc

it Contact Tracing Cases ~

Cases

Recently Viewed D_A_e

5 items| LIST VIEWS

All Open Contacts in My Jurisdiction

1 Contacts Awaiting Outreach

Contacts Closed

Contacts Monitoring and Support
5 Contacts Outreach Underway

My Contacts

v Recently Viewed (Pinned list)

Recently Viewed Cases

Missouri Department of Health and Senior Services



Completing an Initial Call to a Contact to a
COVID-19 Case

Preparing to Call

1. You will now see the Contacts Awaiting Outreach queue; this is the list of Contacts to
COVID-19 Case requiring outreach. Other Contact Tracers will also select from this list.

2. Click on any Case Number to open the Contact to a COVID-19 Case.

>x‘ Al v Search Cases and more... *[~ 2054
.ee . |
:2:  Contact Tracing Cases v
E Printable V N Change O
ontact Tracing Outreach Queue ¥ b—o rintable view o hange Owner
o X .| =, e
2items - Sorted by Case Numbsr - Filtered by Contact Outreach Queus - Is My Team, Owner Name - Updated a minute ago Q, Search this list &- ®- C £ €Y
Case Num... 1w | Contact Name v | LastEx... v | Co... W ‘ Status ~ | Case O... v | Contact... v| Ho... v ‘ Wo... v ‘ Oth... v |
1 00001688 James ButtTest 8/10/2020 ADAIR  Awaiting Outreach ~ ADAIRCOQ 8008776881 -
2 00001805 A e DarakjyTest ~ 8/10/2020  ADAIR  Awaiting Outreach  ADAIRCOQ 8008776881

3. Find and click on the Accept button in the upper right corner of the window. This will give
you ownership of the Contact.

YOU MUST ACCEPT THE CASE BEFORE BEGINNING WORK ON IT.

Note: If someone else’s name shows as the Case Owner, someone else has already
accepted the Case and you need to pick another one.

Awaiting Outreach Outreach Underway Monitoring and Sup... Closed
- Status: Awaiting Outreach v Mark Status as Complete H

Case
Possible Contact: + Follow Change Owner Edit

(Unknown Dat

Status Case Record Type Case Owner Enterpise Id
Awaiting Outreach Contact Qutreach DADE COQ ¢
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Completing an Initial Call to a Contact to a
COVID-19 Case

4. Click the Mark Status as Complete button to move the case to the Outreach Underway
status.

Awaiting Outreach Outreach Underway Monitoring and Sup... Closed
1 Status: Awaiting Outreach o +/ Mark Status as Complete |
’ |

5. On the left panel of the page, click the Add button.

6. From the pop out, click the Guided Script — Contact Tracing button. This will open the call
flow script that you will follow.

>x< Al w Q  Search...

s Contact Tracing Cases v @@ 00001805 v X

E Actions & Recommendations

Actions  History

Statue: Outraach Lindarnaay

FLOWS -
Guided Script - Contact Tracing
I_MTH- F
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Completing an Initial Call to a Contact to a
COVID-19 Case

Contact Tracing Guided Script

1. Scroll down on the left side of the window until you find the Contact Details. Look at the
Person is a Minor checkbox. If this is checked, look at the Contact to a COVID-19 Case’s
age.

a. If the Contact to a COVID-19 Case is 12 years old or younger, ask to speak to their
parent or guardian and complete the interview with them.

b. If the Contact to a COVID-19 Case is 13 to 17 years old, ask to speak to the parent or
guardian to either complete the interview with them or gain their permission prior to
completing the interview with the Contact to a COVID-19 Case.

2. You are now ready to call the Contact to a COVID-19 Case. Click the blue phone icon next
to the phone number to launch the call from Amazon Connect.

You don't have any actions yet. Add an action to get started.

Contact Details
e . ©O

» Abel MacleadTest I testl2@test.com I
Home Phone Birth Date
October 21, 2000
Mobile Age
L, (800) 877-6881 19 Years
Phone Language
English

Mailing Address Person is a Minor
37275StRt17Tm M

Kirksville, Missouri 63501

United States

. Amazon Connect

a . Amazon Connect _d _ . u

+1 800-877-6881
@© 00:14 Connected call

+1 800-877-6881

I Hold

Y Mute

5§5 Number pad

B Quick connects

2 Endcall
+ End call

. Amazon Connect T A

Missouri Department of Health and Senior Services



Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Beginning the Call
1. Read the script and click the Yes radio button.
2. Click the Next button.

Guided Script - Contact Tracing

Hello, am I speaking with Abel Maclead? -
If no, ask to speak to that person
My name is Patty Marra and [ am calling from DADE .

1 was calling today to let you know that you have been exposed to Coronavirus (COVID-19).

* Do you have a few minutes we could discuss what this might mean for you?

NO

3. Read the script — if yes, enter who notified them of their exposure, if no, skip to the second
script.

4. Click the Next button.

Coronavirus Information
Were you aware that you were exposed to Coronavirus?

If yes:

Who notified xou of ‘eur exgosure? E

If na:

When people test positive for Coronavirus in Missouri, they are interviewed to determine who may have been
exposed to the infection. Through this process, you were identified as someone who may have been exposed to
Coronavirus and needed tobe notified so that you can take steps to prevent transmitting the infection to others.
The information about who tested positive is confidential according to law just like anything we discuss toda

on the call.

Previous
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Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Personal Details
1. Read the Call Objectives script and click the Next button.

Call Objectives
There are 2 key things I'd like to discuss with you today:
First, I would like to ask you about any symptoms of coronavirus you have.

Second, we will make a plan together to help you make sure that in case you did get the coronavirus, that your family and friends
will not be put at risk.

Previous Next _a

2. Confirm the personal details of the Contact to a COVID-19 Case. Any pre-populated
information has been provided by the positive case through EpiTrax.

Confirm Personal Details = e

Before we start, let's make sure we have your correct contact information.

This information will be kept confidential according to the law and will not be made available to the public.

Address
Address

372755t Rt17mM

City State/Province
De Soto Missouri

Zip/Postal Code Country
63020

Previous Next
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Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Personal Details

ﬁ NOTE: When confirming these details, If you want to change the county but NOT
the jurisdiction select the Do Not Change Jurisdiction checkbox. If you do not use
this checkbox, the jurisdiction will change and therefore:

* Permissions for this case will change as well, preventing you from accessing
this record after saving. The case will also disappear from the current queue
once it is closed (e.g. once the call ends).

+ If the jurisdiction that the case is assigned to does not have any users in the
MO ACTS platform, the case will be directed to the Administration queue.

* If a contact tracer learns that the contact is not in their designated
jurisdiction, follow the below guidance on the effect this has on the outreach
call:

+ If a contact tracer learns that the Contact to a COVID-19 case is
outside their jurisdiction, they should change the county and end the
call, explaining that a contact tracer from the contact’s jurisdiction or
surge support will reach out from their respective jurisdiction

 If the contact tracer is DHSS staff/surge support, they may be serving
multiple jurisdictions and would not need to end the call. However, if
only supporting a particular region and the Contact to a COVID-19
case is outside of their purview, then they should end the call.

3. Be sure to scroll down to the bottom of the page to confirm all details and click

Next.
[ -~
County WARNING!Permissions for this case will change after
you finish the call and you will no longer be able to
ADAIR v

access this record!

Do Not Change Jurisdiction @

WARNING:
Changing jurisdiction will change after you finish the call and you will no longer be able to access this
record! Check the above box if you do not want to change the jurisdiction.

Mobile Phone Number

Work Phone M
Previous Next
Missouri Department of Health and Senior Services
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Completing an Initial Call to a Contact to a
COVID-19 Case

4. Fill in the appropriate Personal Details with as much detail as possible.

[ confirm Personal Detals Continued

Race

White v —o

are you of Hlspanlc Ethnlclty
® Hizpanlc or Latino
Mot Hispanlc or Latino
Refused to Answer

" Gender

Female -

Are you a healthcare worker
1= thls a household member of the original contact?

Occupation
othar Occupation
Employer Name
Empioyer Addrass
Empiloyer Clty
Empioyer State

Empioyer Fhone

5. Click Next.

Employer Phone

Previous

Missouri Department of Health and Senior Services



Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Symptom Check

1. You will now be on the Symptom Check page where you will read the script and confirm

any symptoms that the Contact to a COVID-19 Case is experiencing.

Symptom Check " patient has symptoms
Now let's talk about the symptoms you may be experiencing. Since COVID-19 is a new coronavirus, medical e

experts are still learning mare about the symptoms it can cause. The following list are some of the COVID-19
symptoms that can be mild to moderate for most people, but some people can experience more severe R
symptoms that require hospitalization. Please note that I am only asking for your symptoms and 1 cannot Have you Nad a fever (>=100.4)7
provide you with medical advice. This is to check what you may be experiencing and then I can refer you to a
medical provider, if needed, 1o discuss any further medical testing or treatment you may require. Again any
information you provide today on the call is confidential according to federal and state laws.

Yes

Fever Degrees
Are you experiencing, or have you experienced, any of the following symptoms? e

If yes to any - indicate what date the symptoms started. Note in @ section below you will be referring them to a
provider for a test. Also, responses to illnesses is mandatory.

" Bl Feverlsn (subjective Fever)?

yes

" Have you experlenced chlls?

ves

" Have you experienced Rigors {severe shivering with crillis)?

Yes

" HEVE YOU Nag MUSCIE acnes ana palns?

es

2. If the person is experiencing symptoms, fill in the Symptom Start Date. Include a
Symptom Stop Date if they had symptoms but are no longer experiencing them.

Are you stlll having symptoms? If no Indicate when symptoms stopped.

Symptoms Start Date

o
o

Symptoms Stop Date

3. Click the Next button.

Employer Phone

Previous
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Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Clinical Information & Referral
1. Next, ask the contact if they have any underlying health conditions and select Yes or No

2. Select any underlying health conditions the person has in the list provided. Enter any
additional conditions into the Unlisted Conditions field.

3. Click Next.

Clinlcal Informatlon

MNow I would like to ask if you have any of the following health conditions.

" Do wou have any underlying condltlons?
I es -

Underlylng Condltlons
abetes
N F
High Blood Pressure {Hypertension)
Severs Obeslty [ »=40)
Cnronlc Liver Dlsease
(Chronlc Lung Disease (asthma/emphysema/ COPD)

'mm

-
o

1 1
o

_e
_e

4. Read the Referral section script and capture if the contact has a healthcare provider and
their testing status.

5. Based on the details provided, select Yes or No to indicate if this contact meets probably
or confirmed case definition for your jurisdiction

6. Read the script at the bottom if test results are pending, or the contact plans to get
tested. Then click the Next button.

Previous

a Referrals

Do you have a healthcare provider?
| Yes v I_o
Provider Name I

Mow that you have been informed about your exposure to COVID-19, what is your plan for getting tested for COVID-19?

Testing Plan
Already tested - pending results -

[Based on symptoms and testing does this contact meet probable or confirmed case definition for your jurisdiction?]

Probable or Confirmed Case?

Yes - I—e
[If test results pending or plan to get tested]:
Please note that if you are tested and your test shows you have coronavirus, someone from the health department will contact you again to I——e

discuss the next steps
-

Previous Next —o A
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Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Quarantine Overview & Specific Instructions

1. Read the Quarantine Overview script and click Next.

g Quarantine Qverview -
Thank you for taking the time to answer those questions. Mext, let’s talk about what quarantine means.
[For essential workers, refer to jurisdictional guidance]
[For non-essential workers] Since people exposed to COVID-19 can take up to 14 days to develop
symptoms of the infection, it is important for you to stay home and quarantine for 14 days (August 19,
2020).

il

Previous Next —a

2. Read the Specific Quarantine Instructions script and click Next.

Specific Quarantine Instructions

Let’s talk about what quarantine means. Don't worry about writing all these down. I can send this information to
your email address you provided earlier or can mail you this information. These are things you can do to reduce
the risk that you transmit the virus to others in your household or family:

Do not leave your home except for medical care. That means you cannot go to work, school, or any
public areas. You also cannot use public transportation or taxis/ride shares. Do you have someone who
can pick up any necessities like food and medications during this time?

Do not have any visitors in your home. If you have someone pick up anything for you, have them leave it
outside your door and don't have face to face contact with them or allow them to come inside your _°
home. If you need to have a visitor at your house, please get permission from the health department

first.

If you need to seek medical attention during this time, make sure to call the provider before you go and

tell them you have been exposed to COVID-19. If it is an emergency, please tell the 9-1-1 dispatcher you

have been exposed to COVID-19.

Avoid touching your eyes, nose, and mouth as much as possible especially with unwashed hands

Limit contact with others in your household as much as possible staying at least six feet away at all times.

If possible, you will need to sleep alone in a room and use a separate bathroom

+ Avoid sharing household items including dishes, drinking glasses. cups, eating utensils, towels. beddin, -

Previous Next _°
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Completing an Initial Call to a Contact to a
COVID-19 Case

Guided Script | Home Assessment

1. Read the Home Assessment script, making note of any needs that would require referral
to a Resource Coordinator, such as:

* Food

» Support for Chronic Medical Conditions
* Lack of Mobility or Support for ADLs

* Specific Household items

» Social Network Connection

* Housing
¢ Medication
¢ Other

m Home Assessment

Mext, we'd like to talk about helping you stay safe during your quarantine at home. We have some questions about your
home and we can also talk about what quarantine means.

‘What type of home do you live In?:

« Apartment
= Single family house
« Condominlum

= Shelter/homeless

» Assisted Iiving

= Mursing home

Ower the next 2-3 weeks, do you have rellable access to:

» Food (Rellable access to food: famlly, friend, nelghbor able to dellver food while you remaln In Isolation or other food dellvery service (local
grocery store dellvery, meals on wheels)

Medications

Heat

Water

Electricity

Phone service

Means of communication In the event of an emergency

Infection pr lon and control supplles- scap, water, disinfectant
Identified network of family, friends, and other soclal networks
Way to connect with soclal networks while In home Isclation

+ Do you have a separate room for sleeping and dally activitles where you can stay away from others In your household?
Do you have a separate bathroom that you can use? If no, do you or someone you live with have the abllity to clean bathroom after each use?
Ability to have separate food preparation space or someone who s able to prepare and bring food to your lsolation area

» Are you Independent with your dally activitles such as bathing, moving around your house to do your activitles or do you have appropriate

-

.

» Appropriate caregiver avallable at home who can help meet dally needs

« If no careglver avallable, Is person able to meet thelr dally needs while In Isclatlon or quarantine such as preparing meals, cleaning,
taking medications, with a plan to call for help If needed

Careglver has access to mask If needs to be within & feet (2 meters) of patient to assist with activities of dally living
« Patlent/contact themselves or caregiver able to manage medlcations
Are you normally the primary caregiver for anyone else In your home or elsewhere?

+ Ifyes, Is that person also Il with coronavirus?

1f that persan Is not already ll, ks there someone else who can fill this role for you while you are Il and Isolating?
Mo need to leave home (or can make adjustments not to need to leave home) for other routine needs, such as taking out trash.

.

Do you Ilve with anyone who:

+ Is more than 85 years old

s Has chronlc condltions such as: dlabetes, chronic kidney disease, chronlc lung disease, liver disease, or cardlovascular disease
» IsiImmunocompromised (e.g Cancer path Iving ch oy, P on Im 1t drugs)

« Has extreme obesity?

« [s on dlalysis?

.

Has recelved a transplant?
1s pregnant Aﬂ

Missouri Department of Health and Senior Services



Completing an Initial Call to a Contact to a
COVID-19 Case

2. Check the Referred to Resource Coordinator and select Social Network Connection in the
Referred to Resource Coordinator Reason field.

NOTE: if more than onge reason needs to be selected, hold control and then select the appropriate
reasons and click the right arrow to move it into selected needs.

3. Click Next.
Referred to Resource Coordinator

Referred to Resource Coordinator Reason

Available Nesds Selected Needs
Food - m -
support for Chronic Medical Cond...
Lack of Moblllty or Suppaort for ADLs < hd o
Specific Household Items
Soclal Network Connectlon g -

Previous Next _e

Additional Referred to Resource Coordinator Reasons — =

* Food
« Support for Chronic Medical Conditions
» Lack of Mobility or Support for ADLs

4. Read the Closing Stage script and click Finish.

Closing Stage

What questions do you have regarding quarantine and your responsibilities? Thank you for taking the time to
answer all of my questions. What other questions do you have for me?

Previous

Note: We recommend asking the contact during the outreach process whether or
not they would like to receive a SMS message to monitor their symptoms. To
learn more about Automated Monitoring please refer to the Go Live Action Guide on the

MO ACTS Intranet Site.
1)

Missouri Department of Health and Senior Services
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Completing an Initial Call to a Contact to a
COVID-19 Case

Logging the Call

MO ACTS will automatically create a task for every outbound call after the call is
disconnected. You can then update the task with the call intention and additional details.

1. After disconnecting an outbound call, a new Task tab will automatically open.

2. You will find the Contact’s name and Case number on top of the new window.

>x‘ Al w  Q Search. o |¥F ?2 5 A QI

::E Contact Tracing Cases ~ @ 00001805 v X

oy Task
Call + Follow ~ Mark Complete Edit Comments Change Status Change Priority -

Name Related To
Abel Maclead 00001805

Details Related Chatter

~ Phone Call

Call Direction OutBound
Call Intention

Call Outcome

Due Date/Time

Phone

Comments

v Related To

Phone Call

Call Direction

3. Complete the Phone Call Details

by selecting the pencil icon to edit. Outbound v
Call Intention
Call Direction: It will be auto-populated ~None-- M = 2
as Outbound. ol Outeome
Call Intention: Outbound Outreach Call o -
Call Outcome: Person was Reached _e
Due Date / Time: when placed your call Due Date/Time
Date Time
& O]

g @

Missouri Department of Health and Senior Services



Completing an Initial Call to a Contact to a
COVID-19 Case

4. Scroll past the Related to section to the Task Information section.

5. Click in the Subject field and select Call: Person was Reached.

6. Change the Status field to Completed.

7. Click Save.
¥ Al Y O Search.. (%[~ 24 A @
Sii ContactTracing  Cases v 800001805 v % Y= Call v x

~ Task Information

* Subject I Call: Person was reached Q I_e

Due Date

* Assigned To
“ [} Contact Tracer x

hal * Prigrity Normal

* Status I Completed - I—e

~ System Information

Created By Contact Tracer ,9/10/2020, 10:58 AM Last Modified By Contact Tracer |, 9/10/2020, 10:58 AM

o m

8. Your call is logged and shows in the Activity History section under the contact's Details
section.

Activity History (1) View All

Create Date

Subject
Call: Person was Reached 7/31/2020,1:17 PM - _e

View All

Note: You must remember to press Save when in edit mode or else your
changes will not be committed.
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Completing an Initial Call to a Contact to a
COVID-19 Case

Marking Case Outreach Complete

1. Inthe Details pane, click the pencil icon in the Outreach Outcome row.

Details Other Actions

Does contact Speaking with L

know about Household

their expasura? Member

Last Exposure Status Qutreach Underway
Date

Is Healthcare Closed Reason

Waorker?

Connected to Closed Reason:

Congregate If Other, Please

Setting? © Spacify

Congregate Date/Time 71272020, 12:37 AM
Setting Type @ Opened

Congregate Date/Time

Setting Location Closed

Congregate Date of Death

Setting Other

Details €

Qutreach Letter [

Outcome R d?

2. Select Completed in the Outreach Outcome.

3. Click Save.
9 Employer
Letter
Qutreach Completed v I—éested?
Outcome
Note:

o You must remember to press Save when in edit mode or else your changes
will not be committed.

o If you do not fill out the Outreach Outcome an error will appear when trying
to manually move the case to “Monitoring and Support.”

4. Notice at the top of the right side of the window, the status is now automatically set to
Monitoring and Support.

Status: Monitoring and Support ~ Mark Status as Complete

Missouri Department of Health and Senior Services



Job Aid

Leaving a Voicemail & Setting a Reminder to Call
Back
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Leaving a Voicemail & Setting a Reminder to
Call Back

Getting Started

1. Onthe Homepage, find and click on the drop-down arrow next to the Home tab.

2. Click on the Cases option.

s==  Contact Tracing Home 1

Cases Home

All Open Contacts in N

7+ items » Sorted by Case Number - Filter

= Tasks
Case ... Tv‘ Contaci = 10...
)
| 1 00007418 James E & Edit )20
2 00007419 Josephi. .20
3 00007420 Art VenereTest 8/10/2020

3. Open the Contacts Awaiting Outreach queue to view cases that are awaiting outreach.
If not already displayed, clicking on the drop-down arrow next to the queue name option

>x‘ Al w Q. Searc

it Contact Tracing Cases ~

Cases

Recently Viewed D_A_e

5 items| LIST VIEWS

All Open Contacts in My Jurisdiction

1 Contacts Awaiting Outreach

Contacts Closed

Contacts Monitoring and Support
5 Contacts Outreach Underway

My Contacts

v Recently Viewed (Pinned list)

Recently Viewed Cases
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Leaving a Voicemail & Setting a Reminder to

Call Back

Preparing to Call

1. You will now see the Contacts Awaiting Outreach queue; this is the list of Contact to a
COVID-19 Cases requiring outreach. Other Contact Tracers will also select from this list.

2. Click on any Case Number to open the Contact to a COVID-19 Case.

231 Contact Tracing Cases v

l Contacts Awaiting Outreach v #

@ iterns « Sorted by Case Numbser « Filteced by my cases - Status, s My Team, Case Record Type « Updated a few seconds ago

Case Number w | Contact Mame 1 » | Last Exp... v
1 00004905 Abel MacleadTest 8/10/2020
2 na NaboursTest 8/10/2020
] o0 mell LipkinTest 8/10/2020
A 00004652 Anmed AngalichTest 8/10/2020
00004548 Aja GehrettTest 8/10/2020

County
ADAIR
ADAIR
ADAIR
ADAIR

ADAIR

W | Status
Awaiting Outreach
Awaiting Outreach
Awaiting Outreach
Awaiting Outreach

Awaiting Qutreach

Printable View

o -

New

Change Cwmer

¢ s eT

~ | Case Owner Alias v | Contact... v | HomeP... ~ | Work Ph... ™ | OtherP..

ADAIR COQ
ADAIR COQ
ADAIR COQ
ADAIR COQ

ADAIR COO

B00B776881
BOOBT76881
8008776881
8008776881

8008776881

4 4 4 4 4

3. Find and click on the Accept button in the upper right corner of the window. This will give
you ownership of the Contact to a COVID-19 Case.

YOU MUST ACCEPT THE CASE BEFORE BEGINNING WORK ON IT.

Note: If someone else’s name shows as the Case Owner, someone else has already
accepted the Case and you need to pick another one.

Awaiting Outreach Outreach Underway Monitoring and Sup...
v Mark Status as Complete |

. Status: Awaiting Outreach

Case
Possible Contact: + Follow

(Unknown Dat

Status Case Record Type
Awaiting Outreach Contact Outreach

Change Owner

Case Owner

DADE COQ £

Missouri Department of Health and Senior Services
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Leaving a Voicemail & Setting a Reminder to
Call Back

4. Click the Mark Status as Complete button to move the case to the Outreach Underway
status.

Awaiting Outreach Outreach Underway Monitoring and Sup... Closed
1 Status: Awaiting Outreach o +/ Mark Status as Complete |
’ |

5. On the left panel of the page, click the Add button.

6. From the pop out, click the Guided Script — Contact Tracing button. This will open the call
flow script that you will follow.

>x< Al w Q  Search...

s Contact Tracing Cases v @@ 00001805 v X

E Actions & Recommendations

Actions  History

Statue: Outraach Lindarnaay

FLOWS -
Guided Script - Contact Tracing
I_MHFWA F
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Leaving a Voicemail & Setting a Reminder to
Call Back

Contact Tracing Guided Script

1. Scroll down on the left side of the window until you find the Contact Details. Look at the
Person is a Minor checkbox. If this is checked, look at the Contact to a COVID-19 Case’s
age.

a. If the Contact to a COVID-19 Case is 12 years old or younger, ask to speak to their
parent or guardian and complete the interview with them.

b. If the Contact to a COVID-19 Case is 13 to 17 years old, ask to speak to the parent or
guardian to either complete the interview with them or gain their permission prior to
completing the interview with the Contact to a COVID-19 Case.

2. You are now ready to call the Contact to a COVID-19 Case. Click the blue phone icon next
to the phone number to launch the call from Amazon Connect.

You don't have any actions yet. Add an action to get started.

Contact Details
Name a Email a

»  Abel MacleadTest I test12@test.com I
Home Phone Birth Date
October 21, 2000
Mobile Age
%, (800) 877-6881 19 Years
Phone Language
English
Mailing Address Person is a Minor

37275StRt1TmM
Kirksville, Missouri 63501
United States

L. Amazon Connect

+1 800-877-6881
® 00:14 Connected call

+1 800-877-6881

11 Hold

Y Mute

525 Number pad

B Quick connects

% Endcall

+ Endcall

% Amazon Connect AI

Missouri Department of Health and Senior Services



Leaving a Voicemail & Setting a Reminder to
Call Back

3. If the contact does not pick up - leave your voicemail (following any local guidance) and
disconnect the call.

| 5% Endcall |—o

In the Guided Script, click on the No option.
Click on the Next button.

a Contact Tracing -
Hello, is this Abel MacleadTest?
If no, ask to speak to that person
My name is and I am calling from the Missouri Department of Health and Senior Services.
Twas calling today to let you know that you have been exposed to caronavirus (COVID-19).
* Do you have time to discuss what this might mean for you? e
) N 4
-
6. Enter a Callback Time by selecting a date Call Back -
and time in the neXt 24 hours- When is a better time to call in the next 24 hours? |

Click the Next button.  Callback Time
[ | 5]

The guided script closes. é é oo

Note: If you return to the home page, you will now see this callback task listed under
“Today’s Tasks”

N M v O Search [+ 24 A Q
I3 ContactTracing  Home ~ W OD00SESE v x
Cases i Today's Tasks -
All Open Contacts in My Jurisdiction Printsbie View | New  Change Osmer =T
Q. Search this list. v T
7 iterms » Sorted by Case Number » Filtersd by il cases « s My Team, Closed, Case Record Type - Updated a few seconds ago N &- ¢ F "e“"”';uc“" Eack foday
Case Nu... 4w Contact Name W | LastExpo.. v Cou.. T Status v | Case Owne... v ContactMo... v | Ho. v Wo.. v View All
1 00007915 Jeanice ClauchertyTest 8/5/2020 ADAIR Awaiting Outreach pmart 8008776881 "
2 D0aaTS1A Decil LapogeTest Ei5i2008 SCAR Aol it — A ‘ Resentliems
3 00007913 Shonda GreenbushTest 8/5/2020 ADAIR Awa
Today's Tasks -
4 00007912 Annmarie CastrosTest 8/5/2020 ADAIR Aweai — ¥
5 00007905 Dick WenzingerTest 8/5/2020 ADAIR Avai
3 00007904 Clorinda HeimannTest 8/5/2020 ADAIR Awi Requested Call Back Today
7 00007903 Lusa JurneyTest 8/5/2020 ADAIR A 00005656
View All
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Leaving a Voicemail & Setting a Reminder to
Call Back

Logging your Call

1. First, fill in the Phone Call section with details about the call you placed by clicking on the

pencil icons:
Phone Call
Call Direction: It is auto-populated as T
Outbound
Call Intention: Outbound Outreach Call OutBound v
Call Outcome: Voicemail Call Intention
Due Date / Time: When you placed the call | Outbound: Outreach Call vl_o

Call Outcome

I Voicemail v l_o

Due Date/Time

Date Time

ol

Scroll past the Related to section to the Task Information section.
2. Click in the Subject field and select Call: Voicemail.
3. Change the Status to Completed.
4. Click Save.

~ Task Information

*Subject l Call: Vioicemail Q, I—o

* Assigned To

Due Date

I} contact Tracer x

ha) * Pricrity Narmal -

* Status I Completed - }—o

~ System Information

Created By Contact Tracer ,9/10/2020, 10:58 AM Last Modified By Contact Tracer |, 9/10/2020, 10:58 AM

o Ee

Note: You must remember to press Save when in edit mode or else your changes

will not be committed. /ﬂ\
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Job Aid

Completing a Call When the Contact to a COVID-19
Case is Not Available

D

MO ACTS

Missouri's Advanced Contact Traci



Completing a Call when the Contact to a
COVID-19 Case is Unavailable

Getting Started

1. Onthe Homepage, find and click on the drop-down arrow next to the Home tab.

2. Click on the Cases option.

==z Contact Tracing Home 1

Cases Home

All Open Contacts in N

I Cases I—e
7+ items » Sorted by Case Mumber - Filter Clo

= Tasks
Case... 1 v‘ Contacl = 10...
)
| 1 00007418 James E & Edit 120
2 00007419 Josephil . .)20
3 00007420 Art VenereTest 8/10/2020

3. Open the Contacts Awaiting Outreach queue to view cases that are awaiting outreach.
If not already displayed, clicking on the drop-down arrow next to the queue name option

>x‘ Al w Q. Searc

it Contact Tracing Cases ~

Cases

Recently Viewed D_A_e

5 items| LIST VIEWS

All Open Contacts in My Jurisdiction

1 Contacts Awaiting Outreach

Contacts Closed

Contacts Monitoring and Support
5 Contacts Outreach Underway

My Contacts

v Recently Viewed (Pinned list)

Recently Viewed Cases
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Completing a Call when the Contact to a
COVID-19 Case is Unavailable

Preparing to Call

1. You will now see the Contacts Awaiting Outreach queue; this is the list of Contact to a
COVID-19 Cases requiring outreach. Other Contact Tracers will also select from this list.

2. Click on any Case Number to open the Contact to a COVID-19 Case.

231 Contact Tracing Cases v
I Contacts Awaiting Outreach v # |_o Printable View  MNew | Change Owner
0 items - Sorted by Case Number « Filtered by my cases - Status. Is My Team, Case Record Type - Updated a few seconds ago A Search this list... #2- fi- ¢ £ €Y
Case Number w | Contact Mame 1 w | Last Exp... v ‘ County v | Status w | Case Owner Alias v | Contact... v | Home P... “  Work Ph... ~ | Other P..
1 00004905 Abel MacleadTest 8/10/2020  ADAIR Awaiting Outreach ADAIR COQ 8008776881 v -
2 elina NaboursTest 8/10/2020  ADAIR Awaiting Outreach ADAIR COQ 8008776881 -
3 Adell LipkinTest 8/10/2020 ADAIR Awaiting Outreach ADAIR COQ 8008776881 b
4 00004652 Anmed AngalichTest 8/10/2020  ADAIR Awaiting Outreach ADAIR COQ 8008776881 hd
5 DODASAG Aja Goheet{Tost 8/10/2020  ADAIR Awaiting Outreach ADAIR COO 8006776881 b

3. Find and click on the Accept button in the upper right corner of the window. This will give
you ownership of the Contact to a COVID-19 Case.

YOU MUST ACCEPT THE CASE BEFORE BEGINNING WORK ON IT.

Note: If someone else’s name shows as the Case Owner, someone else has already
accepted the Case and you need to pick another one.

Awaiting Outreach Outreach Underway Monitoring and Sup... Closed
- Status: Awaiting Outreach v Mark Status as Complete H

Case
Possible Contact: + Follow Change Owner Edit
(Unknown Dat

Status Case Record Type Case Owner Enterpise Id
Awaiting Outreach Contact Qutreach DADE COQ ¢

Missouri Department of Health and Senior Services



Completing a Call when the Contact to a
COVID-19 Case is Unavailable

4. Click the Mark Status as Complete button to move the case to the Outreach Underway
status.

Awaiting Outreach Outreach Underway Monitoring and Sup... Closed
| Status: Awaiting Outreach o +/ Mark Status as Complete |
'

— ———

5. On the left panel of the page, click the Add button.

6. From the pop out, click the Guided Script — Contact Tracing button. This will open the call
flow script that you will follow.

>x< Al w Q  Search...

s Contact Tracing Cases v @@ 00001805 v X

E Actions & Recommendations

Actions  History

Statue: Outraach Lindarnaay

FLOWS | |
Guided Script - Contact Tracing
I_MHFWA F

Missouri Department of Health and Senior Services



Completing a Call when the Contact to a
COVID-19 Case is Unavailable

Contact Tracing Guided Script

1. Scroll down on the left side of the window until you find the Contact Details. Look at the
Person is a Minor checkbox. If this is checked, look at the Contact to a COVID-19 Case’s
age.

a. If the Contact to a COVID-19 Case is 12 years old or younger, ask to speak to their
parent or guardian and complete the interview with them.

b. If the Contact to a COVID-19 Case is 13 to 17 years old, ask to speak to the parent or
guardian to either complete the interview with them or gain their permission prior to
completing the interview with the Contact to a COVID-19 Case.

2. You are now ready to call the Contact to a COVID-19 Case. Click the blue phone icon next
to the phone number to launch the call from Amazon Connect.

You don't have any actions yet. Add an action to get started.

Contact Details
Name 9 Email a

»  Abel MacleadTest I test12@test.com I
Home Phone Birth Date
October 21, 2000
Mobile Age
L, (800) 877-6881 19 Years
Phone Language
English

Mailing Address Person is a Minor
372755tRt17/mM

Kirksville, Missouri 63501

United States

. Amazon Connect

Connected call

+1 800-877-6881

11 Hold

Y Mute

i Number pad

B  Quick connects

% Endcall
& Endcall

&, Amazon Connec t AH
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Completing a Call when the Contact to a
COVID-19 Case is Unavailable

Guided Script | Beginning the Call
1. Read the script and click the No radio button.
2. Click the Next button.

m Contact Tracing
Hello, is this Abel Maclead?

If no, ask to speak to that person.

My name is Clair Marcus and I am calling from the Missouri Department of Health and Senior Services.

Iwas calling today to let you know that you have been exposed to coronavirus (COVID-19).

* Do you have time to discuss what this might mean for you?

® No 1

3. Work with the person to identify a good time to call in the next 24 hours and capture it in
the Callback Time fields.

4. Click Next.

Call Back

When is a better time to call in the next 24 hours?

* Callback Time
[ O 0o

-
Previous

5. The call back shows in the Open Activities section

Open Activities (1) New Task New Event

Subject Create Date Due Date Assigned To
IRequested Call Back 8/4/2020, 6:27 PM 8/4/2020 Patty Marra v —e

View All

Missouri Department of Health and Senior Services



Completing a Call when the Contact to a
COVID-19 Case is Unavailable

Logging the Call
1. After disconnecting an outbound call, a new Task tab will automatically open.
2. You will find the Contact’s name and Case number on top of the new window.

H My O Searh. 6 (*[+) r2ma @

Contact Tracing Cases v i 00001805 v ox

) Task
.:’: Call + Follow ~ Mark Complete Edit Comments Change Status Change Priority -

Related To

Name

|| Abel Maclead 00001805
Details Related Chatter
~ Phone Call
Call Direction QOutBound
Call Intention
Call Outcome
Due Date/Time
Phone
Comments
v Related To

3. Complete the Phone Call Details by selecting the pencil icon to edit.

Call Direction: It will be auto-populated Phone Call
as Outbound.

Call Intention: Outbound Outreach Call

Call Outcome: Person was Reached Outbound

Due Date / Time: when placed your call Call Intention

[ 1o

Call Qutcome

I --None-- % I—°

Due Date/Time

Call Direction

Date Time

l &) | o |

o ©
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Completing a Call when the Contact to a
COVID-19 Case is Unavailable

4. Scroll past the Related to section to the Task Information section.

5. Click in the Subject field and select Call: Person was Reached.

6. Change the Status field to Completed.

7. Click Save.
K My Qs A @258 @
i3I ContactTracing  Cases v 00001805 v x  “f=Call 5

~ Task Information

* Subject I Call: Person was reached Q I_e

* Assigned T Due Dat P
sHgmecia [} Contact Tracer * e e ]
ha * Priority Normal v
* Status I Completed - I—e
~ System Information
Created By Contact Tracer ,9/10/2020, 10:58 AM Last Modified By Contact Tracer |, 9/10/2020, 10:58 AM
o m

8. Your call is logged and shows in the Activity History section under the contact's Details

section.
Activity History (1) View All
Subject Create Date
Call: Person was Reached 7/21/2020, 117 PM v
View All

Note: You must remember to press Save when in edit mode or else your
changes will not be committed.
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Job Aid

Reassigning a Contact to a COVID-19 Case to a New
Owner

Missouri ) (

Department of Health
and Senior Services

MO ACTS

Missou dvanced Contact Tracing System



Reassigning a Contact to a COVID-19 Case to a
New Owner

Understanding When a Contact to a COVID-19 Case
Needs to be Reassigned

As you continue your work as a Contact Tracer, you may encounter a contact case that
needs to be escalated or reassigned to someone else. Reasons for this may include:

* The Contact to a COVID-19 Case has not answered your calls after several attempts

* You were able to reach the Contact to a COVID-19 Case and start the monitoring
process with them, but now the Contact to a COVID-19 Case is unreachable

* The Contact to a COVID-19 Case has asked for more information about their
guarantine instructions, the positive case, etc., which are beyond your scope of work
as a Contact Tracer

» A Contact Tracer will be out and needs someone else to take ownership of their
cases

» A supervisor is assigning Contact Cases to Contact Tracers or specific queues

Missouri Department of Health and Senior Services
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Reassigning a Contact to a COVID-19 Case to a
New Owner — Option 1

How to Reassign a Case to a New Owner
1. Open the contact case in MO ACTS.

2. In the Case section on the right side of the screen, click the Change Owner button.

Case

Helen O Powers + Follow Change Owner —Eco Printable View
Status Case Record Type Case Owner Enterprise Id
Awaiting Qutreach Contact Qutreach B Name Iy

3. In the popup, select the person icon to reassign the case to another colleague, or
the queue icon to assign it to a queue.

4. Begin typing the name of the person or queue to whom you are reassigning the
Contact to a COVID-19 Case and click on their name when it appears.

5. Click Submit.

o Change Case Owner

S@a rch People... Q °

Send notification email

The new owner will also become the owner of these records related to 00001805 that are
owned by you.

o Naotes and attachments

¢ Open activities

Cancel Submit —e

6. The case details show the new Case Owner.

Case

Helen O Powers <+ Follow Change Owner Edit Printable View
Status Case Record Type Case Owner Enterprise Id
Monitoring and Support Contact Outreach p4Name o

Missouri Department of Health and Senior Services
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Reassigning a Contact to a COVID-19 Case to a
New Owner — Option 2

How to Reassign a Case to a County or Jurisdiction
1. To change the county, click on the drop-down field and select the correct County.

=
>x< Al v | Q Search E] 240 A (@
331 ContactTracing  Cases v @ 00001911 v x

[~
E Actions & Recommendations ‘ @ 00001911 Z GuidedS... v x

Actions  History

City

Zip/Postal Code

Guided Script - Contact Tracing v

.., Guided Script - Contact Tracing v ”
(In Progress) PLEASE ENTER A COUNTY*

& Introduction * County d

|
©  Next Best Time to Call ~None-
|

) Coronavirus Information Mobile Phone Number

Call Object .
6 = yCHR Previous

|
© Confirm Personal Details

ATCHISON

AUDRAIN
BARRY

- BARTON
BATES
BENTON
BOLLINGER

BOONE
BUCHANAN

BUTLER r
CALDWELL

CALLAWAY

CAMDEN

CAPE GIRARDEAU

CARROLL

CARTER

CASS v

--None-- v

Mobile Phone Number

Missouri Department of Health and Senior Services
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Reassigning a Contact to a COVID-19 Case to a
New Owner — Option 2
How to Reassign a Case to a County or Jurisdiction

2. If you want to change the county but NOT the jurisdiction select the Do Not
Change Jurisdiction checkbox.

) County

ADAIR

o—-— IDo Not Change Jurisdiction €@

WARNING:
Changing jurisdiction will change after you finish the call and you will no longer be able to access this
record! Check the above box if you do not want to change the jurisdiction.

Mobile Phone Number

Work Phone

Previous Next

ﬁ Note: If you do not use this checkbox, the jurisdiction will change and therefore:

Permissions for this case will change as well, preventing you from accessing this
record after saving. The case will also disappear from the current queue once it is
closed (e.g. once the call ends).

If the jurisdiction that the case is assigned to does not have any users in the MO
ACTS platform, the case will be directed to the Administration queue.

Missouri Department of Health and Senior Services
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Job Aid

Completing Monitoring for a Contact to a COVID-19
Case
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Completing Monitoring for a Contact to a
COVID-19 Case

Open New Monitoring Activity

1. Open the case you wish to monitor by going to the Contacts Monitoring and Support queue
and clicking on the Case Number.

Case Num... T v Contact Name | Subject “ | Status v  Priority ~ | Date/Time Opened v  Case Ow... v
1 Abel Maclead Possible Contact: (Unknown Date) Monitoring and Support Medium 7127/2020, 12:37 AM pmarr -
1

2. Scroll down to the Monitoring section in the Detail pane on the right side of the screen
and click the New button.

Case Comments (0) New
Hospitalizations (0) New

Monitoring (0) New e

Open Activities (0) New Task New Event

3. Fillin the Information section with details New Monitoring

about the monitoring outreach, including: o
hd Outcome Monltoring Mumber
* Assessment Date I
* Assessment Time Search Cases.. ~Mane- v
4. Fi” in the Monitoring Status Section’ Assessment Date — .Jra:nlstcC:rts:‘.:DleaseS:e-:l‘-,«
confirming details for: R = R
. R ssessment Time Other: Please Speclfy
* Seen your Provider since —None— .
we spoke?
e or isolati ==10
* |s quarantine or isolation
- Seen your provider since we spoke? Is quarantine or lsolation end 15::\:;;.‘?
ending today? — . — .
b Requlre aSSIStance tO Require asslstance to remaln lsolated?
remain isolated? r— .
5. Fillin the Quarantine Tracking section, e
Conﬁ rm: Had a test slnce we spoke?
~Mone— -

* Had a test since we spoke?
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Completing Monitoring for a Contact to a
COVID-19 Case

6. Fill in the Symptoms section to reflect contact’s current symptoms.

7. Click Save.

:

New Symptoms? Fever

--None-- v —-None-- v
Chills Measured temperature

--None-- v
Abdominal Pain Unit

Cancel Save & New E—o

Note: You must remember to press Save when in edit mode or else your changes
will not be committed.
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Completing Monitoring for a Contact to a
COVID-19 Case

Logging the Call

1. After disconnecting an outbound call, a new Task tab will automatically open.

2. You will find the Contact’s name and Case number on top of the new window.

H M v Q search. 6 (*[+) r2ma @

Contact Tracing Cases v i 00001805 v ox

+ Follow ~ Mark Complete Edit Comments Change Status Change Priority v

Related To
¥ Abel Maclead 00001805

Details Related Chatter
~ Phone Call
Call Direction QOutBound

Call Intention
Call Outcome
Due Date/Time
Phone

Comments

v Related To

3. Complete the Phone Call Details by selecting the pencil icon to edit.

Call Direction: It will be auto-populated
as Outbound.
Call Intention: Outbound: Quarantine Follow Up
Call Outcome: Person was Reached
Due Date / Time: when placed your call

Phone Call

Call Direction
OutBound v

Call Intention

I Outbound: Qutreach Call v I_e

Call Outcome

I Voicemail v

Due Date/Time

g Date Time

Missouri Department of Health and Senior Services



Completing Monitoring for a Contact to a
COVID-19 Case

4. Scroll past the Related to section to the Task Information section.

5. Click in the Subject field and select Call: Isolation/ Quarantine Follow up.

6. Change the Status field to Completed.

7. Click Save.
D S Al Q searh. x|~ 208 ®
i1 ContactTracing  Cases v i 00001805 v % Y= Cal v x

~ Task Information

* Subject Call Isclation | Quarantine Q —e

* Assigned Tc Dwue Dat
signedio A Contact Tracer » ue e

ar

o] * Priarity Normal -
o 10

~ System Information

Created By Contact Tracer ,9/10/2020, 10:58 AM Last Modified By Contact Tracer |, 9/10/2020, 10:58 AM

— Eo

8. Your call is logged and shows in the Activity History section under the contact's Details
section.

Note: You must remember to press Save when in edit mode or else your
changes will not be committed.
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Completing Monitoring for a Contact to a
COVID-19 Case

SMS Messages Functionality

MO ACTS will automatically generate SMS messages to actively monitor contacts by linking to a form to
collect symptoms every day for the duration of quarantine (14 days since the last exposure date). This
will occur as long as the case meets the following criteria, which is used when the contact validates their
identify when self-logging symptoms:

* The phone number field on the case record is populated

+ The email field on the case record is populated

» The birth date field on the case record is populated

The data entered by the Contact each day will generate a monitor record in MO ACTS as depicted below
which the Contact Tracer can view in the Contact to a COVID-19 Case record.

Fa Lucas Moura @ 00002717 v X
@ Monitoring
UI-00000131

Details

Monitoring Number UI-00000131

Case 00002717 Outcome

Assessment Date 9/10/2020 Unable to Contact: Please

Specify

Assessment Time Other: Pleasa Specify

Status Closed - Unanswered rd Record Type Contact Qutreach
Automated Manitor Record v
~ Monitoring Status

Seen your provider since we Is quarantine or isolation

spoke? ending today?

Require assistance to

remain isolated?

v Quarantine Tracking

Had a test since we spoke?

W Symptomns

New Symptoms? Fever

Chills Yes Measured temperature

Abdominal Pain Unit

Cough Yes Headache Yes
Diarrhea Muscle Aches/Pains

(Myalgia)

Difficulty Breathing Sore Throat

Loss of appetite Vomiting

Loss of Smell and for Taste Other Symptoms

Created By £ Automated Process, 9/8/2020, 1:32 AM Last Modified By 3 Joe Pieczynski, $/10/2020, 2:23 PM
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Completing Monitoring for a Contact to a
COVID-19 Case

NOTE: The MO ACTS system will attempt to send a message if there are one or
more phone number(s) pre-populated to the case record, even if the phone is a
landline. At this time, we cannot track if a message was received,

We recommend asking the contact during the outreach process whether or not they
would like to receive a SMS message to monitor their symptoms.

If not, the contact tracer can bypass auto case monitoring for the contact by using the
checkbox pictured below within the Case Details under the Symptoms section and can follow
the standard case monitoring procedures in place.

v Symptoms

Symptom Onset Headache Yes
Date
Symptom Fatigue Yes
Resolution Date
Fever Yes Cough Yes
Fever Temperature Wheezing Yes
Feverish Yes Shortness of Breath Yes
Chills Yes Difficulty Breathing @) Yes
Rigors Yes Chest Pain
Muscle Aches & D Yes Vomiting Yes
Pains
Runny Nose Yes Abdominal Pain Yes
Sore Throat Yes Diarrhea Yes
Loss of Smell QOther Symptoms
and/or Taste

Automated

Monitoring Bypass
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Completing Monitoring for a Contact to a
COVID-19 Case

For awareness, this is what the Contact to a COVID-19 Case will see and the steps they will take
once they receive the text to provide and track their symptoms, starting with signing in for the
first time.

1. The contact will receive the SMS message at 9 AM CST every day during the quarantine
period.

2. The contact will click the link, and then will need to select Sign Up for their first-time logging
in. If not, they will receive an error message.

3. Once signed up and authenticated, they will enter their information (First Name, Last Name,
and Birthdate) as was given to the contact tracer and select Next.

You are currently enrolled in
a daily symptom check. This
will help the health department

know how you are feeling.
Pleace |Ina vour symntoms

here: https://moctuat-moct
.cs33.force.com/monitoring

MOCTQA employee? Log Ir

@
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Completing Monitoring for a Contact to a
COVID-19 Case

4. Then, they will be able to track their symptoms which will then be collected in the monitor
record automatically.

D

0260.079@moctmonitoring.com Log Out

Lucas, in the last 24 hours have you experienced any of the
following symptoms

s ieost (D)
No
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Completing End of Quarantine for a Contact to a
COVID-19 Case
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Completing End of Quarantine for a Contact to
a COVID-19 Case

Closing a Case After Final Monitoring

1. While completing your monitoring call, if you identify that your Contact to a COVID-19
Case meets the criteria for ending quarantine, you will say, “Your quarantine has
ended.” and select Yes in the “Is quarantine or isolation ending today?” field.

2. Click Save.

Monitoring Status

Seen your provider since we spoke? Is quarantine or isolation ending today?

No v [ -None-- v ]

Require assistance to remain isclated?

« —-None--
No v I . l_o
Quarantine Tracking No
Had a test since we spoke? Unknown

No v

Cancel Save & New ﬁ—e

Note: You must remember to press Save when in edit mode or else your changes
will not be committed.

3. Click on the Case number tab to open the record. _==* ~ | 0000405 M |-9

4. Scroll to the top of the Details section and locate the Closed Reason field. Click the
pencil to edit it.

Details Other Actions

Does contact know Speaking with
about their exposure? Household Member
Last Exposure Date 8/5/2020 Status Monitoring and Support

Is Healthcare Worker? Clesed Reason D. o
Connected to Closed Reason: If

Other, Please Specify

Date/Time Opened 8/20/2020, 4:25 PM

Congregate Setting?
Congregate Setting
Type

Congregate Setting Date/Time Closed
Location

e © o ©

Congregate Setting Date of Death

Other Details
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Completing End of Quarantine for a Contact to
a COVID-19 Case

Closing a Case After Final Monitoring
5. Select Quarantine Completed as the Closed Reason and click the Save button.

Member

‘Status Monitoring and Support v

Note: You must remember to press Save
Closedresson [ —None- - when in edit mode or else your changes
will not be committed.

+ --None--

Closed Reason: If .
owerPiesse I Guaraine complered |_° If you do not fill out the Closed Reason
e O an error will appear when trying to move
pore/Tine _ the case to “Closed"” status.

ene Referred to other provider
Date/Time Was never reached
Closed

Lost to follow up

Declined
Date of Death

T PETHENVIY A itk

Cancel Save & New E—

6. Click on Mark Status as Complete.
A Close this Case window opens. Select Closed as the Status and Save.

8. The status now shows as Closed.

@ 00001805 @ UI-00000... v x
Monitoring and Support Closed

[
~/ Mark Status as Complete ‘ 6
L

|
- Status: Monitoring and Support
|

Close This Case

* Status

Select a closed stage...

Closed

conest ﬂ

@ 00001805 @ U-00000... v X

Awaiting Outreach Outreach Underway 8

|
- Status: Closed Change Closed Status [ A
| | ‘1)
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Completing End of Quarantine for a Contact to
a COVID-19 Case

Logging the Call

1. After disconnecting an outbound call, a new Task tab will automatically open.

2. You will find the Contact’s name and Case number on top of the new window.

H My O Searh. 6 (*[+) r2ma @

Contact Tracing Cases v i 00001805 v ox

) Task
.:’: Call + Follow ~ Mark Complete Edit Comments Change Status Change Priority -

Name Related To

|| Abel Maclead 00001805
Details Related Chatter
~ Phone Call
Call Direction QOutBound

Call Intention
Call Outcome
Due Date/Time
Phone

Comments

v Related To

3. Complete the Phone Call Details by selecting the pencil icon to edit.

Call Direction: It will be auto-populated

as Outbound. Phone Cell
Call Intention: Outbound: Quarantine Follow Up el pirection
Call Outcome: Person was Reached OutBound v
Due Date / Time: when placed your call Call Intention

Call Outcome

I Voicemail v

I Outbound: Qutreach Call v I_e

Due Date/Time

g Date

Time

Missouri Department of Health and Senior Services



Completing End of Quarantine for a Contact to
a COVID-19 Case

4. Scroll past the Related to section to the Task Information section.

5. Click in the Subject field and select Call: Person was Reached.

6. Change the Status field to Completed.

7. Click Save.
¥ Al Y O Search.. (%[~ 24 A @
Sii ContactTracing  Cases v 800001805 v % Y= Call v x

~ Task Information

* Subject I Call: Person was reached Q I_e

Due Date

* Assigned To
“ [} Contact Tracer x

hal * Prigrity Normal

* Status I Completed - I—e

~ System Information

Created By Contact Tracer ,9/10/2020, 10:58 AM Last Modified By Contact Tracer |, 9/10/2020, 10:58 AM

o m

8. Your call is logged and shows in the Activity History section under the contact's Details
section.

Activity History (1) View All

Subject Create Date

Call: Person was Reached 7/31/2020,1:17 PM - _e

View All

Note: You must remember to press Save when in edit mode or else your
changes will not be committed.
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Reopening a Case

1. Findthe Closed Reason field, and click the pencil to edit it.

Details Other Actions

Does contact Speaking with -

know about their Household

exposure? Member

Last Exposure Status Closed

Date

Is Healthcare I Closed Reason Quarantine completed I —°
Worker?

Connecied to Closed Reason: If

2. Change the reason to None.
3. Change the Status to the appropriate one and click Save.

I -None-- IA_é
ner
o .
ty Mar... £ + Quarantine completed
—
Referred to LBoH
Referred to other provider
Speaking with Was never reached
Household
Member Lost to follow up
“Status Declined
x
bt A et e Status Monitoring and Support v
Closed Reason Quarantine completed A None
Closed Reason
Awaiting Outreach

Closed Reason: If Outreach Underway
Other, Please

Specify v/ Monitoring and Support
Date/Time 712712020, 12:37 AM

Cancel Save & New ﬁ——e

A Note: You must remember to press Save when in edit mode or else your changes
will not be committed.
If you do not change the Close Reason to "None" an error will appear when
trying to manually move the case to “Monitoring and Support.”

()
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Reopening a Case

4.  The Status bar at the top reflects the new status, and the Closed reason is now empty.

i 00001805

. Status: Monitoring and Support + Mark Status as Complete

Case

@ UI-00000... ~v X

Possible Contact: (Unknown + Follow Change Owner Edit Printable View
Date)
Status Case Record Type Case Owner Enterprise Id
Monitoring and Support Contact Outreach 3 Patty Mar... £

Details Other Actions

Does contact Speaking with

know about their Household

exposure? Member

Last Exposure Status Monitoring and Support
Date

Is Healthcare °_I Closed Reason I
Worker?

Missouri Department of Health and Senior Services



Job Aid

Additional Tips

Missouri ) (

Department of Health
and Senior Services

MO ACTS

Missouri's Advanced Contact Tracing System




Contact to a COVID-19 Cases are able to call back through the MO ACTS number and
Tracers will receive these inbound calls and Contacts can leave voicemails if their call is
unanswered. A voicemail will trigger the creation of a missed call task and a notification will be
sent to the assigned Contact Tracer. In this section you will learn how the voicemail
functionality works in a few key scenarios and how it affects the routing logic for receiving
inbound calls.

The Contact to a COVID-19 Case will be calling the existing AWS number for both inbound
calling and for SMS call backs (314-696-69920).

When a Contact to a COVID-19 Case calls, the call will follow routing logic based first on the
case being associated to a phone number or next through the associated jurisdiction/county.
Resulting from this, a missed call task will be created automatically.

There are three potential scenarios:

» Scenario A - Phone Number is Associated to a Case and Assigned to a Contact
Tracer: The call will route to the Contact Tracer assigned to the Contact to COVID-19
case and if they are unavailable, a missed call task along with a voicemail will be
created automatically and appended to that case. A missed call notification will appear
for the Contact Tracer on the notification bell.

* Scenario B - Phone Number is Associated with a Jurisdiction: The call will route
to the associated LPHA queue. The contact will then hear hold music for 30 seconds
and if no Contact Tracer within the LPHA queue is available to answer, the contact can
leave a voicemail and a missed call task will be created automatically and appended to
that case. A missed call notification will appear for the Account owner on the
notification bell.

» Scenario C - Phone Number has No Associated Jurisdiction: The Call will route to
the Administration queue. The contact will then hear hold music for 30 seconds and if
no Contact Tracer within the Administration queue (DHSS) is available to answer, the
contact can leave a voicemail and a missed call task will be created automatically and
appended to that case. A missed call notification will appear for the Account owner on
the notification bell.



Additional Tips

Inbound Calling & Voicemail Functionality

Upon the contact tracer receiving an inbound call, the Contact Tracer's Amazon Connect
softphone will automatically pop-up and show a screen similar to the one below if their status
is set to available.

=
)x‘ Al w Q. Search Cases and more. *|v| ?2 G A I‘~Q“‘
HH Contact Tracing Casese v 00001911 v X

% Phone _la
P = 5
Status: Monitoring and Support ~ Mark Status as Complete 7

Incoming call

+(631) 335-3444

Case
hd Possible Contact: + Follow Change Owner Edit Printable View
(Unknown Date)
v Status Case Record Type Case Owner
Monitoring and Support Contact Qutreach Contact Tracer »
i record, 8 PP e e A
Details Other Actions
M Epitrax C Speaki
pitrax Case peaking
Household
Member
Contact Status Meonitoring and Support
Type
il | - L — A4

L. Phone

A NOTE:

* The phone number of the Contact to a COVID-19 Case of the incoming call will be
displayed on top of the Amazon Connect screen.

* You will also find buttons to Accept or Decline the incoming call.
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Additional Tips

Inbound Calling & Voicemail Functionality

Contact Tracer: Receiving a Missed Call Notification and Listening to the Voicemail

Below are the steps recognizing when you have missed a call and how to access the missed
call task and associated voicemail.

1. From any screen on MO ACTS, a Contact Tracer will be able to see that they have a
missed call notification through the Notification Bell at the top right of the MO ACTS
screen. You can also check the Today’s Tasks section from the Home Screen.

2. When you click the bell, a drop down will appear, showing you that you have a missed call.
This notification will be titled Call: Inbound Call Received. Click the notification.

Gr @2 aa @

- Notifications Mark allasread X

— ) | Call: Inbound Call Received
. i 10/2/2020
Call: Inbound Call Received & o_
10/2/2020 2 minutes ago ®
| E Call: Inbound Call Received
10/2/2020
2 hours ago

"8 Call: Inbound Call Received
9/30/2020

Sep 29, 2020, 11:27PM »

@ call: Inbound Call Received

3. Click on the notification. From here, a new window will open showing you the Details tab of
the missed call task. Next, click the Related tab. Here you will be able to see the caller’s
voicemail message if one was left.

Task
& Call: Inbound Call Received + Follow | v MarkCompiete | EditComments | ChangeStatus  Change Priordty | w

Name Related To
00001161

InBound

A, +16785458420

<

Related To

Related To 00001161 Name fnalmnal Inal

~ Task Information

Subject Call: Inbound Call Recelved

Assigned To #3% Vy Nguyen Due Date 10/2/2020
Open Priority Normal
~ System Information
Croated By #% AWS Integration User, 10/2/2020, 11:42 AM Last Modified By #§ AWS Integration User, 10/2/2020, 11:42 AM
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4. Click Attachments to find the link to the voicemail recording. When you click the voicemail,
it will open a new window in your internet browser so that you can listen to it.

[

Call: Inbound Call Received + Fotl

Details Related

Attachments (1)

Files (0)

» 0:00/0:22

When a Contact to a COVID-19 case calls from a phone number that is not yet associated with
a Contact Tracer, their call will be routed to either the appropriate queue (jurisdiction or Admin)
and if the call goes unanswered, a missed call task will be created and the queue Account
owner (jurisdiction or Admin) will receive a notification. The Account Owner can then either act
on the missed call or choose to reassign the case to another Contact Tracer. For an Account
owner to view the notification and listen to a voicemail, please replicate the steps above. If
reassigning the case to a Contact Tracer, please follow the steps below:



Additional Tips

Inbound Calling & Voicemail Functionality

Account Owner of an LPHA or Administration Queue: Receiving a Missed Call Notification,
Listening to the Voicemail, and Reassigning the Case

1. Click Attachments to find the link to the voicemail recording. When you click the voicemail,
it will open a new window in your internet browser so that you can listen to it.

. Task
6;". Inbound Call Recaived + Follow v Mark Complete EditComments  Change Status Change Priority
Nam Related To
fnalmnal Inal 00001161

Details Related Chatter

w Phone Call

Call Direction InBound

Call Intention

Call Outcame

Due Date/Time

Phone A, +16785L58420

Comments
w Related To

Related To 00001161 MName fnal mnal Inal

v Task Information

Subjoct Call: Inbound Call Received
Assigned To #3 Ryan Weidinger Due Date 10/2/2020
Status Open Priarity Normal

~ System Information

Created By #5 AWS Integration User, 10/2/2020, 11:42 AM Last Modified By 8 AWS Integration User, 10/2/2020, 11:42 AM

2. Click on the pencil icon to edit the Assigned To field and search the name of the contact
tracer you want to assign the case to.

~ Task Information v Task Information

“Subjoct Call: Inbound Call Recelved Q
*Subject Call Inbound Call Received Q

) * Assigned To 3 vy Neuyen X
zigrad T Y+ bearcn recple. a ] e ‘
Status B3 vhguyen *Status Open M

Y sumiGeswami
~ Systorn Infor

Ryan Weidinger
Created By B~ =

E Sowjanya Kamingla

B Sunny Joon !

3. Click Save. The case will now be assigned to a Contact Tracer and they will receive a
notification stating the Account Owner assigned a case to them.

~ Task Information

Call: Inbound Call Received Y
* Asigned To B v heugen " DueDate 10/2/2020 &
*Status Completed M * Priortey Hormal T
v System Information
Created By B A4S Innsgration Usar. 10/2/2020, 1142 AM Last Madified By B9 AW Intagration user, 10/2/2020, 11:42 AM
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Additional Tips

Email Functionality

Users can send an email to a contact after a call has successfully been completed when the
Contact to a COVID-19 Case is in the Outreach Underway or Monitoring and Support
statuses.

1. Navigate to the selected Case tab. On the Details section, click the Other Actions tab.

2. The Email tab will open. Click on the Compose button.

e : =
::: Contact Tracing Cases v iR 00001911 v x

B Actions & Recommendations

Actions  History

Status: Monitoring and Support

- — = - e e ===

Case

Guided Script - Contact Tracing v Possible Contact: + Follow Change Owner Edit Printable View
(Unknown Date)

[ Account Details 0/ Status Case Record Type Case Owner

Monitoring and Support Contact Outreach

Link a related record

Search accounts, 2
Details Other Actions

Related Cases (0) 2 Epitrax Case Speaking
CMR with

Household
Member

Details Other Actions

Email Post Extra Household ...

Write an email... -o

3. The Email window displays. You will see your email address defaulted in the From field.
Also, the Contact to a COVID-19 Case’s email address (if provided) will be pre-populated
in the To field. These fields are editable, if necessary.

Details Other Actions

Email Post  Extra Household ...
From Test User <youremailaddress.moct> v
0
To Contact Outreach Case <contactoutreachcaseemailaddress> X Cc
Subject Your Subject

L A-B- B I US @<« = [

1
1]
lih
il
il
L]
T

Font - Size - Format - 9
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Additional Tips

4. Before composing your message, scroll down and click on the Insert, create, or update

template button.
5. Click on Insert a template.

Insert, create, or update template

Insert a template...

_o

& 11 B

6. A new window opens. On the left, select Classic Email Templates category from the

drop-down.

7. Select MO ACTS Citizen Follow Up Email template. This will render an email header and
footer based on the Case Owner’s jurisdiction.

o

Templates l
I Classic Email Templates v I
Name i v

Insert Email Template

Select a template for: E Contacts ﬂ Leads Cases
Folder
All
Description v

Search

A Search templates...

Folder v

MO ACTS Citizen Follow Up Email Template

MOCT-R1.1-US#14

Unfiled Public Classic Email Templates

Feeling_Unwell_Template

Default Template

Qutreach

Tasks: New assignment notification
Positive and Contact Outreach_Custom
LBOH_Custom

Emplover Letter Reauested Custom

Internal notification to task owner when new task is assi...
External email for positive and exposed contacts
External email for Local Board of Health to review a posi...

External email to contacts when an emplover letter is re...

Unfiled Public Classic Email Templates
ACN_CommunitiesEmail
ACN_CommunitiesEmail

Task Email Templates

CTC Email Templates

CTC Email Templates

CTC Email Templates

Cancel

A NOTE:

* Templates vary among jurisdictions so no
pre-set body message will display.

* After selecting a template once, it will
become available as a Recently Used
Template. You will find it for later use when
clicking on the Insert, create or update

template icon.

Insert, create,

Insert a template...

RECENTLY USED TEMPLATES

MO ACTS Citizen Follow Up Email Template
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Additional Tips

8. Fill in the desired content - either by typing a message, or copy-pastin%l one into the
window. You can use the tools bar on top to change its format or the fools bar at the

bottom to perform different actions:
a) Attach file
b) Preview email
c) Clear email and revert
d) Pop out to docked view

9. Once you are satisfied with your message, click Send.

o
1]
i
L]
i
~n
Wi
i
"

I, A-D- B I US W<« = o

Font - Size - Format il =]

Coronavirus Disease 2019 (COVID-19) Patient Responsibilities Notification

gluy g | @ @

10. MO ACTS keeps a log of all your sent emails in the Details section of the Contact to a
COVID-19 Case, under the Email category. Any replies from the contact will be routed to

the sender’s inbox.

_g Emails (1)

Subject From Address To Address Message Date

8/20/2020, 10:51 AM v

Confidential: Follow ... youremailaddress.moct ~ ContactOutreachCase...
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Additional Tips

Correcting a Contact’s Case Information

1. Open the contact’s case in MO ACTS.

2. Click the drop-down arrow next to the Contact Details on the left side of the screen.

3. Click View.

Contact Details

CH-©

Name Email View
Tyler TRAINING Schneider tyler.schneider@test.com
Remove
Mailing Address Birth Date
9820 Cedar Place October 20, 1945
Nortonville, KS 67529
USA
Critical Infrastructure Employment Age
T4 Years
4. Click on a pencil icon next to any item
H H H Details
in the Details section.
Account Name Tyler TRAINING Schneider
Birthdate 10/20/1945
Age T4 Years
Email tylerschneider@test.com
County 4
Language English
Parent/Guardian/N
ext of Kin Name
5. Change the information that requires updating.
6. Click the Save button.
Details
*Account Name Salutation Mailing Address
~None- -
First Name
Tyler Mailing Street
Middle Name 9820 Cedar Place
TRAINING
*Last Name Mailing City Sh::ili‘?g
Schneider Nortonville Ks
Suffix Mailing Zip/Postal Code: Mailing
Suffix 67529 usA
Birthdate 10/20/1945 & Phone Type 1 Home
Age 74 Yoars Phane 1 755-555-5555
This field is calculated upon save
Email tylerschneider@test.com Extension 1
County [ -1 PhoneTvoe2 Nann

coneel E_e
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Additional Tips

Speaking with Multiple Household Members During
One Call

If you are calling someone from a household where multiple Contacts to a COVID-19 Case
live, you can log multiple calls in MO ACTS and move onto the next Contact to a COVID-19
Case without having to hang up the call by following the process below:

1. Once you are done speaking with the first contact to a COVID-19 case, log the call.
2. Click the Cases tab.
3. Inthe search bar, click the drop-down arrow next to All and select Contacts.

All

All Searchable Items
AC Contact Channel Analyti...
l AC Voicemail Drops | l
Accounts
Jr Applications

Case Comments

Cases

Chatter

l Contacts l—vQ

FUaIun g wruican |

4. Type the name of the next contact to a COVID-19 in the household that you would like to
speak with.

5. Click on the correct case to open it if shown, otherwise click enter to search.

Cases W I . abel °

Q, "abel"in Cases

00001805 e o
Abel Maclead
Closed, Case Record 0O Coeel phio it o N 2 .
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MO ACTS Multiple Exposures for One Contact

On the Person Account section of the Contact to COVID-19 case, contact tracers can see
multiple exposures to positive or probable COVID-19 cases listed out under the Cases
Section.

NOTE: The contact to COVID-19 case is de-duped when the information comes over from
EpiTrax into MO ACTS.

1. To see the multiple exposures, navigate to the Person Account by clicking on the
Contact Name from the List Queue or select View from the drop-down field under
Contact Details from the Case.

2. The list of Positive or Probable Cases for the Contact will displayed under Cases if
applicable.

Contact T(acing Canes 00001037 w % FL Sarene Herbert Wod . v x
H Actions & Recommendations = i 00001037
Actians  History Person Account
Allene Iturbi
8(206) 717-TT42
Guided Script - Contact Tracing b4
Guided Script - Contact Tracing - Detalis
Contact Detalls - Aseaunt Namg
B
adinng Adcieit
Name Person 10 View 1 "
Allene [turbide
Remow
Heene Phons Ernall
(879 098-THTE test@test.com
Mabily Biirth Date
% (206) TIT-TT42 September 5, 1997
Wi P Age
%(8TE) 543-2134 23 Years
Ext#ndion Language
1 English Erthste
Othues Bhane Type Parsan is o Minar = F
L. Phone
Jud
ﬁ Related Accounts (0) Add Relationship
Related Contacts (0) New
Cases (2) New
Case Contact Name Subject Priori ty
00007426 Sarene Herbert Wofenden Possible Contact: Oct 4th Medium v
00002717 Sarene Herbert Wofenden Possible Contact: Sep 6th Medium .
View All
B =
u Person Account History (2) é
Date Field User Original Value New Value
9/16/2020, 3:42 PM Mobile s 3158770254 1239000000 v
9/8/2020,12:31 AM Created, Aaron Fernandes v
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Additional Tips

Bulk Contact Case Actions

Closing Cases in Bulk

Contact Tracers now have the ability to close cases in bulk. This new functionality allows for
you to close up to 200 cases at a time. Below are the steps to close a case in bulk.

1. From the home screen, navigate to the Cases tab.

2. From the cases tab, click the drop-down arrow and select an appropriate queue (e.g.
Monitoring and Support).

,x( al

Cases
Recently Viewed v I : |—o
Q

7 items

RECENT LIST VIEWS o

1
All Open Contacts in My Jurisdiction
2

Contacts Awaiting Qutreach

3
o—l Contacts Monitoring and Support I

> Contacts Outreach Underway

~ Recently Viewed (Pinned list)

ALL OTHER LISTS
Contacts Closed
Cross Jurisdiction-All Open Contacts
Cross Jurisdiction-Awaiting Outreach
Cross Jurisdiction-Contacts Closed

Cross Jurisdiction-Monitoring & Support

3. Now, you will see all the cases you own that are in the monitoring phase. Select the cases
you wish to close by clicking to the left of the case number in the checkbox.

)x‘ Al w Q, Search Cases and more...

1i1 Contact Tracing Cases ~

Cases

Contacts Monitoring and Support v #

2 itemns selected

— Case Num... T | Contact Name “ | Last Exposur... v | County | Status | Clos... v ‘ Clos... v | (
1 00001035 Maryann Royster 9/22/2020 WASHINGTON Monitoring and Support t
« Q00001051 Kati Rulapaugh 9/15/2020 ADAIR Monitoring and Support
o- 00001077 Tawna Buvens ADAIR Monitoring and Support »
4 00001323 Ressie Auffrey ADAIR Monitoring and Support ¢
5 00001898 Monitoring and Support ]
6 00001930 Carlos Puyol 9/19/2020 GREENE Monitoring and Support
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4,

Next, under Status update a case to Closed from the dropdown, then click the checkbox

for Update selected items to mass update every selected case status to ‘Closed.’

Click Apply.
%

Al - Q Search Cases and more.
Contact Tracing Cases ~
Cases
Contacts Monitoring and Support v #
2 items selected
- Case Number T~ | Contact Name ~ | LastExposur... v | County v | Status w | Close... v | Close... v ‘ c
1 00001035 Maryann Royster 9/22/2020 WASHIN... Monitoring and Support ct
2 ~| 00001051 Kati Rulapaugh 9/15/2020 ADAIR Closed - I_o sr
3 »| 00001077 Tawna Buvens ADAIR A
pdate 2 selected items
4 00001323 Ressie Auffrey ADAIR ct
: e o= mo “
] 00001990 Carlos Puyol 9/19/2020 GREENE Monitoring and Support sr

Lastly, choose the Closed Reason. Contact Tracers have the option to choose individual

Closed Reasons or, similar to Step 4, you can select the checkbox to mass update the
selected items with the same Closed Reason. Click Apply.

*

it ContactTracing  Cases ~

Al v

Q. search Cases and more

Cases

Contacts Monitoring and Support v #

2 items selected

—  CaseNumber T v | Contact Name ~ | Last Exposur... v | County
1 00001035 Maryann Royster 9/22/2020 WASHIN...
2 »| 00001051 Kati Rulapaugh 9/15/2020 ADAIR
3 v 00001077 Tawna Buvens ADAIR
4 00001323 Ressie Auffrey ADAIR
5 00001898
5 00001990 Carlos Puyol 9/19/2020 GREENE
- Annn1003 Dnhartn Farine amainan a1
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v | status | Close... v | Close... v | Case Owner A... v | Cont:
Monitoring and Support ctest (518)
Closed Quarantine completed 6
Closed : 2)

LN pdate 2 selected items
Monitoring and Suppert 252
Monitoring and Support Cancel Apply 6
Monitoring and Support smart 3158
Manitaring and Sinnnrt cmart 218e
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7. Once all your changes are complete, click Save. Now, all the cases you just closed will be
in the Contacts Closed List View.

’x‘ Al w  Q  Search Casesand more E
#37  Contact Tracing - Cases v 00001454 v ox
Cases
P Change Ow
Contacts Monitoring and Support v # =
i ocred Q, Search this list...
items selec
- Case Number T + | Contact Name | Last Exposur... v | County v | Status v | Close... v ‘ Close... v | Car
1 00001035 Maryann Royster 9/22/2020 WASHIN. Monitoring and Support cte
2 »| 00001051 Kati Rulapaugh 9/15/2020 ADAIR Closed sm
3 »| 00001077 Tawna Buvens ADAIR Closed AD
4 00001323 Ressle Auffrey ADAIR Monitoring and Support ctre
5 00001898 Monitoring and Support KAl
6 00001930 Carlos Puyol 9/19/2020 GREENE Monitoring and Support sm
7 00001993 Roberto Carlos 9/23/2020 CALDW... Monitoring and Support sm
8 00002086 Carlos Puyol WASHIN Monitoring and Support cte
9 00002098 Geo M George 9/28/2020 TANEY Monitoring and Support cte
10 00002105 Roronoa Zoro ADAIR Monitoring and Support cte
4

o W
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Contact Tracers can now mass reassign Contact to COVID-19 cases. This will allow a contact
tracer to reassign their contact cases to someone else, a supervisor to assign contact cases to
individual contact tracers, or a contact tracer to reassign contact cases to a different
jurisdiction’s queue. This functionality allows you to reassign up to 200 cases at a time.

Note: If a user is actively in the Contact to COVID-19 Case record making updates and
their case is reassigned before they save their changes, they will no longer have access
to the case and they will get an error message when they try to save their changes.

Below are the steps to reassign a case in bulk.
1. From the home screen, navigate to the Cases tab.
2. From the Cases tab, click the drop-down arrow and select an appropriate list view (e.g.

Monitoring and Support).

>x‘ Al

Contact Trad |

Cases
Recently Viewed v I : |—-o
Q

7 items

RECENT LIST VIEWS

All Open Contacts in My Jurisdiction
2

5 Contacts Awaiting Qutreach

o—l Contacts Monitoring and Support I

> Contacts Outreach Underway

] 3
~ Recently Viewed (Pinned list)

7
ALL OTHER LISTS

Contacts Closed

Cross Jurisdiction-All Open Contacts
Cross Jurisdiction-Awaiting Outreach
Cross Jurisdiction-Contacts Closed

Cross Jurisdiction-Monitoring & Support
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3. Once the list view opens, select the cases you wish to reassign by clicking to the left of the

case number in the checkbox.

4. Click the Change Owner button.

)x‘ Al w | Q  Search Casesand more.

i3t Contact Tracing Cases v 00001454 v x

Cases
Contacts Monitoring and Support v #

2 items selected

— Case Number T+ | Contact Name v | LastExposur.. v/ | County | status

1 00001035 Maryann Royster 9/22/2020 WASHIN. Monitoring and Suppart

2 h0001051 Kati Rulapaugh 9/15/2020 ADAIR Monitoring and Support
o 3 po001077 Tawna Buvens ADAIR Menitoring and Support
4 50001323 Ressie Auffrey ADAIR Monitoring and Support

5. You can now either choose to select a Queue (jurisdiction) or a Person to reassign the

case to.

6. Click Submit.

You've selected 2 records.

FY | search fople.

bn email

I also become the owner of these records related to that are owned by the

current record owner.

© Notes and attachments

o Open activities
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ctest
smart
ADAIR COQ

ctrac

Change Owner

(518) 448-8982
7852197724
(212) 462-9157
3052874743

Q search this list...

e e o [y prmsses

_,(785) 463-7829

e 20 @®

¢ ' Change Owner [ Printable View  New 1
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Thanks!

Contact the MO ACTS Helpdesk with questions:

Telephone: (573) 526-9533
Email: MOACTS@health.mo.gov
Hours: 8:00 am — 8:00 pm, Monday - Friday

Missouri

Department of Health
and Senior Services

D

MO ACTS

Missouri's Advanced Contact Tracing System



