aDVAnNnce Version 6 Upgrade — VAN & OBAS CCF Guide

This guide is designed to assist VAN & OBAS staff understand the
changes to CCF and Tasks under the Caram Version 6 upgrade.

Daily Housekeeping:

It is recommended that each morning when VAN and OBAS staff
first access aDVAnce they spend one minute to set up their
Workspace to their advantage.

Note: Any Reserved Tasks will display in your My Tasks panel.
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Step 1 - On your Application Home screen click New Interaction.

The Call Type tab opens within your Workspace.

‘r.) ® aDVAnce - Train aDVAnce Welcome Derise Preferences Help Log out

Q ' Cascworker

[ Homs [EUTETIEN Ibox | Calendsr NG

Call Type  x
Call Type
Select Call Type? 2| &

An Existing Client?
A Pot | Client?
Mon-CliElE Spedific?

Click the An Existing Client? option.

Created by the aDVAnce Learning Management Team October 2012 Page 1



aDVAnNce Version 6 Upgrade - VAN & OBAS CCF Guide

The Person Search tab opens within your Workspace.

Your Workspace is set for the day - with the Call Type and Person
Search tabs open. These tabs should remain open and never closed.

.6»« aDVAnce - Train aDVAnce Welcome Derise Prefererices Hep Log out
Q -/ Casewarker .
Case Reference vl |
| Home | ‘Workspace [nboX aendal = -
b Cdl Type x Person ch x
Person Search 2 ACTIONS 4
Person Search I
Cn v
File Number l
OR
Alternate ID I
Last Name | First Name I
Date of Birth | Gender | v
Address Line 1 l ciy I
State | ™ Postcode I
Birth Last Name I
Search Reset
ch Results v
Alternate ID  Last Name First Name Address Line 1 State Postcode Date of Birth

To work with Tasks and Work Queues access your Inbox tab.

Any Reserved Tasks will display in your My Tasks panel.

®® & apvance - Train aDVAnce Welcome Derise Preferences Help Log out
QQ./ Caseworker

Case Reference vl |,

| Home | Workspace Inbex l
My Tasks
My Tasks 4 ACTIONS 4

My Open Tasks My Deferred Tacks

Open Tasks WS

Subject Priority Deadline Work Started Status

To access Work Queues click j the Shortcuts arrows icon.
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The Shortcuts panel opens and the Tasks menu is displayed.

&(O).. aDVAnce- Train aDVAnce ‘Welcome Curam Training14 Preferences Help Log out

NS/ Caseworker

= Case Reference v,

| Home  Workspace | Inbax

Shortcuts « My Tasks
‘Tasks | My Tasks 2 ACTIONS 4
My Tasks My Open Tasks My Deferred Tasks

Avaiabls Tasks Open Tasks % (&
My Task Queries

i Subject Priority  Deadline Work Started  Status

New Tak

Task Search

Get Next Task..
Task Preferences

Work Queues

N ations

Click L¥erkaueves | ot the bottom of the Shortcuts panel.

The Tasks menu closes and the Work Queues menu is displayed.

®® & aDvAnce - Train aDVAnce Welcorme Curam Training14 Preferences Help Log out
Q()./ Caseworker :
: ‘ Case Rafersnce vl
| .
BRI Inbox
Shortcuts « My Tasks
Tasks My Tasks L ACTIONS .
Work Queues | My Open Tasks My Deferred Tass
My Worg Queuss Open Tasks =
Get sk From Preferred Queue...
S il Subject Priority  Deadline Work Started ~ Status
Subscrifg to a Work Queue...
Notifications

Click My Work Queues in the Work Queues menu.
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The My Work Queues tab opens and your subscribed Work Queues
display.

® ® & apvance - Train abDVAnce Welcome Curam Training14 Preferences Help Log out
QC'L/ Caseworker
Case Reference v,
[ Hone wollepsce [N Coendy W
Shortcuts <« My Tasks My Work Queues x
Tasks My Work Queues
Work Queues | Uszr Subscribed Work Queues Other Subscribed Werk Gueues
Iy Work Queues My Work Queues: Curam Trainng14 @&
Get Mext Task From Preferred Queue.. TS
Gat Mext Task From Queue...
Subsaribe ko & Waork Queue...
Action Name Subscription Date
View | Unsubscribe... | Reserve Next Task... VANCONCESSIONLETTERS 16/10/2012 12:08
Viiw | Un-subscribe... | Reserve Mext Task.. VANUSERS 16/10f2012 12:09
Notifications

View the VANUSERS Work Queue.

.
é&--: aDY¥Ance - Train abDVAnce Welcome Curam Trainingl4 Preferences Help Log out
- Caszworker
¢ Case Rafersnce vl
[ rone wokzoxs [RVCHE .
Shortcuts | My Tasks My Work Queuss  «
Tasks My Work Queues
Work Queues | User Subscribed Work Queues Cther Subscribed YWork Queaes
My Work Queuss Work Queue Tasks: YANUSERS b Next @Q||&
Get Next Task From Preferred Queue... -
(Get MextATasK RrOrilNIetIe Task ID Subject Priority Status Deadline
Subscribe to a Work Queue... QLD 4291 - R o f 26/10/2012
- Request for : 2 3
1014832 Correspondence Medlim Qnen 16:43 -~
: QLD 4291 - Request For : 26{10{2012
1014833 R Medium Open 16:43 L)
QLD 4291 - Request for ; 26/10{2012
1014835 e n s Medium Open 16:43 s,
QLD 4291 - Request for ) 26/10{2012 3
JLt-0 Correspondence Mediim cren 16:43 ~4
) QLD 4291 - Request for 271102012
1014847 Correspondence Medium Open 09:19 9
; QLD 4291 - Request for B 27/10f2012
1014848 Correspondence Medium Open 09:19 'Y
QLD 4291 - Request For : 27/1042012 :
1014549 Correspondence Medium Open 0%:19 i,
; QLD 4291 - Request for > 27(10/2012 .
e 1014850 Cav Medium Open 00:16 %) :]

Access your Workspace - aDVAnNnce has been organised to
streamline your work activities.

If you need to access the VANCONCESSIONLETTERS Work Queue
click My Work Queues in the Work Queues menu.

The My Work Queues tab displays your subscribed Work Queues -
View the VANCONCESSIONLETTERS Work Queue.
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Recording a Client Specific Interaction

To record a Client Specific interaction conduct a Person Search.

In the Person Search tab enter the file number and click E

Call Type Person Search
Person Search . ACTIONS 4
Person Search
v
File Number _
OR
AlternateID |
Last Name I First Name I
Date of Birth | Gender 3
AddressLine 1 | city |
State v Postcode |
Birth Last Name |
Search Reset
Alternate ID Last Name First Name Address Line 1 State Postcode Date of Birth

Following a successful search click the required client’s Last Name.

Recommendation: Following a successful search highlight the DVA
File Number, right click with the mouse and copy it for future use
within the communication.

The client’s Home screen opens in a new tab.

Call Type Person Search

A

Communication Administration Motes Tasks

t
-

Home

Background Contact Identity

Title
First Name

Last Name

Fnancias

Middle Name

Honorific

Initials

Referrd History Issues and Proceedings

Edit |@| &

v

- -

Access the client’s Communication tab.
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Communication tab:

When the Communication tab is accessed the Communications

screen automatically opens.

Cal Type Person Search

A

Home Background Contact Communication Identity

Methad

Communication

Communication Exceptions Name

Administration

Status

Motes || Tasks || DecTrackes Cases || Financials Referral History || Issues =
Record Communication
Subject Record Date Userf

¥

To create a communication click the

Select Correspondent screen:

Record Communication

The Record Communication screen opens in a new tab.

action icon.

Call Type Person Search

Record Communication
Select Correspondent:_

If the Correspondent is registered in aDVAnce, please select from below:

Client is the Correspondent
Correspondent is a registered Contact for the Client
Correspondent has a registered Relationship with the Client

Correspondent is registered in aDY¥Ance as a

Last Name
Correspondence Address

Phone Area Code

If Proof of Identity check is not required, then please tick the checkbox below

po s not requrcd RN

Record Communication

Nixt
v
-
v

If the Correspondent is not registered in aDVAnce, please enter their details below:

First Name

Phone Type

Phone Number

Select the Correspondent and click E

Note: The Select Correspondent screen is unchanged apart from

Next

the use of the
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Verify Correspondent screen:

Call Type Person Search _ Record Communication

Record Communication

Yerify Correspondent_

Previous Next

Please verify the details and record the identity verification result
POI

UIN

Title

First Name
Middle Name
Last Name

Date of Birth
Date of Death
Registration Date
Gender

Marital Status

Residential

Address Mailing Address

Perform the standard Proof of Identity Check - click E

Client Contact Topics screen:

Call Type Person Search _ Record Communication

Record Communication

Client Contact Topics: _ Previous Next

v

v

o _ e _
Category

Search Reset
v
Action Category Topic Method Direction
v
If the correspondence is not covered by the topics above, then please enter th
Other Correspondence

| /|

Select the required Method and Direction and then click to
access the list of CCF script topics.
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Call Type Person Search _ Record Communication

Record Communication

Client Contact Topics: Previous Next
v
hd
Category
Search Reset
v
Action Category Topic Method Direction
Launch Common
Launch Common
Launch Common
Launch Common
Launch Common
Launch Common
Lauggh Common
L.au‘h Common
Launch Common
Launch Common

Launch the required CCF script.
The CCF script opens in a new tab labelled IEG Player.

Call Type Person Search - Record Communication IEG Player

“\Pages | ') Help [ % Notes |
[ unanswered K Summary |
Card Type i
Card Type
Replacement Cards Treatment Card es o
B Treatment Card Income Support Card es o
Select Yes or No

[® 1ncome Support Card
Select Yes or No

T

It is recommended to use | |, [totes | ang [osummary | o
navigate through the CCF scripts.

Complete the script questions and click E

The use of — 1 or =29 | may cause a second IEG tab to open.
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Call Type x Person Search x _ Record Communication X 1EG Player

Gold Card Replacement
Treatment Cards &
Treatment Cards
l‘;]'egl‘;"ct C;rds Gold Card Yes o
ar 5

Select Yes or No White Card Yes L
[2 white Card Orange Card Yes o

Select Yes or No
] Orange Card

Select Yes or No

— —r

Call Type x | Person Search x _ Record Communication IEG Player

Reason cards needs replacing

g e :
_ Was the Replacement Card -
es.No

successfully requested using
Yiew?

+Replacement Reason

e —_
Continue answering the script questions.

tab and paste the File Number. Click .

Recording the DVA File Number:

Access the

Recommendation - Record the File Number in the Notes tab.

Recording the File Number in the Notes tab means the File Number
is incorporated within the Communication Text and is more visible
when reading the communication.

Recording the File Number in the Comments panel produces a visual
disconnect between the Communication Text and the Comments.
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CCF Summary screen:

The final page of every CCF script is the CCF Summary Page.

Call Type Person Search _ Record Communication IEG Player
v
Below is a summary of the IEG script results

Page Name IIJDu estion Question Answer :\snswere d
Card Type Qo1 Treatment Card

Card Type Qo2 Income Support Card

Treatment Cards Qo1 Gold Card

Treatment Cards Qo2 ‘White Card

Treatment Cards QO3 Orange Card

Replacement Reason Qo1 vwiea;?the Replacement Card successfully requested using

Replacement Reason Qo2 Replacement Reason

Income Support Cards Q01 Pensioner Concession Card

Income Support Cards Qo2 Commonwealth Seniors Health Card

Renieer K eaErn Qo1 VWi:;?the Replacement Card successfully requested using

Replacement Reason Qo2 Replacement Reason

IEG Player . . D
Close the IEG Player tab by clicking the L.

Note: This action is also required where a CCF script is accessed in

error.

Do not click 2

You are returned to the Record Communication tab.

- close the IEG Player tab instead.

Call Type Person Search

Record Communication

Client Contact Topics:_

Action Category
Launch Common
Launch Common
Launch Common
Launch Common

Method
Category
Search

Record Communication

Reset

Topic Method

Previous

v
e -

Direction

Next

t

Launch and complete any further scripts. Once finished click
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Create Communication Record screen:

Call Type Person Search Record Communication

Record Communication

E——
Create Communication Recor d:_ Save

Direction Communication Date _
Method Recorded By _
Status Linked Communication %
v
Subject
Communication Text
No v

v

Correspondent Name Correspondent Type
Address Identity Yerified
Email Address Fax/Phone Number

v

Transfer Required Transfer Reason v
Transfer To v &
e

Save

The communication is complete - click

You are returned to the Record Communication tab.

:(‘7 aDVAnce - Train aDVAnce Welcome Curam Training14 Preferences Help Log out

. Caseworker

Workspace

Call Type Person Search _ Record Communication

Record Communication

Communication Record Communication

Name Method Status Subject Record Date User

The Communication is displayed - click [ to close the Record
Communication tab.
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You are returned to the client’s Communications screen.

Cal Type

Home Background Contact | Communication Identity || Administration Motes || Tasks DecTrackes Cases || Financials Referral History || Issues z
Communications_ Record Communication

Communication

Communication Exceptions Name Methad Status Subject Record Date User

The communication has been saved but is not visible on the client’s
Communications screen - the client’s tab was inactive.

The VAN officer has 2 options:
Option 1 - Trust yourself

The communication was displayed on the Record Communication tab -
trust your actions and click L1 to close the client’s tab.

You are returned to the Person Search tab.

Option 2 - Seek confirmation

B
)

If you want visual confirmation click Led alongside the Record
Communication icon to refresh the Communications screen.

The communication is displayed.

RESOn Searih -

]

Call Type

Home Background Contact Communicaticn Identity Adminiskration Notes Tasks DocTracker Cases Financials Referral History Issues e
Communications ROBERT LYONS Recor d Communication AR
Communication
Communication Exceptions Name Method Status Subject Record Date User

Close the client’s tab - click D.

You are returned to the Person Search tab.
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Person Search tab:

é(.) aD¥Ance - Train

Caszaworker
Workspare - Inbo
Call Type Person Search

Person Scarch

Person Search

ris Number -

OR

Alternate 1D |

Last Name

I
Date of Birth |
AddressLine 1 I

State

Birth Last Name I

Alternate ID Last Name

First Name

Search

Re't

Address Line 1

aDVAnce Welcome Curam Traningl 4

Preferences Help Log out
Case Reference ~
L ACTIONS ,
w
First Name I
Gender | v
city |
Postcode |
-

State Pastcode Date of Birth

: Reset
Click to clear the Person Search tab.
® ® & apvance - Train aDVAnce Wizlcome Curam Training14 Preferences Help Log out
QO ~  Caseworker -
Cace Refererce v
Workspace | Tnbox | Calendar
Call Type: Persen Search  »
Person Search 3 ACTIONS 4
Person Search ZIE
v
File Number I
OR
Alternate ID ,
Last Name I First Name I
Date of Birth | Gender | v
Address Line 1 I Gity I
State | v Postcode I
Birth Last Name ]
Search Reset
Alternate ID Last Name First Name AddressLine 1 State Postcode Date of Birth

You are returned to your Workspace with the Call Type & Person
Search tabs open ready to record the next interaction.
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Recording the next interaction:

If the next call or counter interview is Client Specific:

e Record the DVA File Number, conduct a Person Search and
access the client’s Home Screen;

e Access their Communication tab and record the interaction as
per standard work practice.

If the next call or counter interview is Non Client Specific or relating
to a Prospect or a Potential Client:

e Access the Call Type tab and select either A Potential Client or
Non-Client Specific;

e Record the interaction as per standard work practice.

Recording a Change of Address notification

Recording a Change of Address involves the following 3 basic steps:

Step 1 - Access the client’s record, create a new communication
and access the CCF Change of Address script;

Step 2 - During the execution of the CCF Change of Address script
access the client’s Addresses screen and perform the
address change using IQ Rapid;

Step 3 - Return to the CCF Change of Address script and complete
the communication.

During these steps the VAN Officer will move between tabs — you must
be careful to access tabs correctly and not to accidently close the tab.

The CCF communication is the client’s (or their representative’s)
authority for their address to be changed.

Note: Where the address change is for both the Veteran and Spouse
(or defacto) care must be taken to ensure that the correspondent has
the authority to change the address for both members of the couple.

Created by the aDVAnce Learning Management Team October 2012 Page 14



aDVAnNce Version 6 Upgrade - VAN & OBAS CCF Guide

Example - Change of Address for a single veteran:
This example only highlights the key steps involved.

Step 1 - Access the veteran’s Communications screen and create a
communication - launch the Change of Address script.

Call Type x IEG Player x

Person Search - Record Communication

Client Details for Address Change
Select all that apply or use Other to record someone else
Veteran
Select Yes or No
Spouse
Select Yes or No
Defacto
Select Yes or Mo
[ children
Select Yes or No
[E) other
eq (Grandmother, Power of Attorney, etc)

Client Details for Address Change

Yeteran
Spouse

Defacto
Children

Other

Answer YES to Veteran and click .

Call Type x

Script A

Person Search _ Record Communication X

Address Update Details
Enter details of the new address
Was the client address successfully updated using IQ Rapid?
If the address was not successfully updated using IQ
Rapid, please enter the full details below,
[ Residential Address
Select Yes or No
Correspondence address
Select Yes or No
Business Address
Select Yes or No
[2) 1s this an overseas address
Select Yes or No
@ Moving interstate
Select from the available list
[2) From what date does the change apply
g (DD{MM{YYYY)
B Changing Phone Number
Select Yes or No

IEG Player x

)

Was the client address successfully updated using IQ Rapid?

Address Update Details

Link to Client ress page
Was the clien! ess
successfully upllated using IQ

Rapid?

Residential Address
Correspondence address
Business Address

Is this an overseas address
Moving interstate

‘From what date does the
change apply
Changing Phone Number Yes!o
If Residential Address is changing, please complete a Replacement Card Recording

Click the “Link to Client Address page” hyperlink.
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Step 2 - Access the client’s Addresses screen and perform the
address change using IQ Rapid;

You are taken to the Addresses screen in the client’s tab.

Ca"T)Du Person Search _ Record Communication IEG Player

ome Backaground Contact Communication Identity Administration Notes Tasks DocTracker Cases Financials Referral History Issues and Proceedings
Addresses._ New... || &
Addresses
Email Addresses Primary Type Address City State  Postcode From Shtus

Foreign Residencies Active
Phone Numbers Active

Click L2221 and perform the Change of Address using IQ Rapid as
per current procedures.

The address has been successfully changed.

- Rezord Communication IEC Playzr

Il Type Person Search

Homez Backaround Contact ommunication Identity Administration Motes DocTrader Cases Finandals Referral History Issues and Proceedings
Addresses: GEORGE FORD New. ..
Addresses
Primary Type Address City State Postcode From To Status
Email &ddresses

Foreign Residences

Phone Numkbers

vy v v w

Click the IEG Player tab to return to the Change of Address script.

Note: Be careful when accessing tabs.

IEG Player

To access a tab click the Title of the tab — Example:

Avoid clicking near the [ as this could close the IEG Player tab.
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Return to the CCF Change of Address script and complete
the communication.

Step 3 -

You are returned to the Change of Address script.

Rezord Commurication

IEG Player «

@

CallType x  Person Search x _ X

[Z{lPages h Help. ﬁuu

[:;j" red 1(": Y
Address Update Details

Enter dztails of the new address
[2) was the client address successfully updated using IQ Rapid?
If the address was not suzcessfully updated using IQ Rapid,
please enter the full detais below.
[£) Residervial Address
Select VYas or No
Correspondence address
Select Yzs or No
[® Busness Address
Select Yas or No
[2 1s this an overseas address
Select Vas or No
Moving nterstate
Select from the available Ist
From what date does the change zpply
g [DD{MM¥YYY)
B} Changirg Phone Number

j From what date does the change apoly

Address Update Details [T

Link to Client Address page
Was the client address
successfully updated using IQ
Rapid?

Residential Address
Correspondence address
Business Address

Is this an overseas address
Movinginterstate

+From what date does the change
apply
Changing Phone Number

If Residential Address is changing, pleass complete a Replacement Card Recording

=}

Select Yas or No

Continue recording and save the communication as detailed earlier.

Close all completed tabs to return to the Person Search tab.

Click L_B=t_1 to clear the Person Search Tab.

Recording a notification of Overseas Travel:

Recording a notification of Overseas Travel is similar to the Change of
Address notification and involves the following 3 basic steps:

Step 1 - Access the client’s record, create a new communication
and access the CCF Change of Cirumstances - Personal
Details related — Overseas Travel script;

Step 2 - During the execution of the CCF Overseas Travel script
access the client’s Foreign Residencies and Travel screen
and record the Overseas Travel details;

Step 3 - Return to the CCF Overseas Travel script and complete

the communication.

During these steps you may need to also access the partner’s Foreign
Residencies and Travel screen to record their travel as well.
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Processing a task from the VANUSERS Work Queue:

To process tasks from the VANUSERS Work Queue access your Inbox.

To reserve a task from the Work Queue click

The task’s Action icon displays

[“8.]

| Reserve...

click Reserve.

Add to My Tasks

Save Cancel

Save f Yiew

Click L22¥e&¥ew | to reserve the task and process it.

.(.7 ® aDVAnce - Train aDVAnce Welcome Denise Preferences Log out
Q - Caseworker .
Case Reference v
| Home  Workspace  [RILUSN  Caendsr NG
Shortcuts « My Tasks My Work Queues
Tasks My Work Queues
Work Queues User Subscribed Work Queues Other Subscribed Work Queues
My Work Queues Work Queue Tasks: YANUSERS ]
Get Next Task From Preferred Queue -
Get Next Task From Queue N "
Task ID Subject Priority Status Deadline
Subscribe to a Work Queue LD 4291 - R - 26/10/2012
o oe - Request for .
1014632 Correspondence achms Ops 16:43
QLD 4291 - Request for . 26/10f2012
Aobizs Correspondence Medium T 16:43
- QLD 4291 - Request for 26/10/2012
014835
101853 Correspondence Medum opea 16:43
QLD 4291 - Request for 5 26/10f2012
1014836 Correspondence Medium ' 16:43
b QLD 4291 - Request for 27/10{2012
1014847 Brrespondince: Medium Open 09:19
QLD 4291 - Request for . 27/10{2012
APREER Correspondence Medum B 09:19
QLD 4291 - Request for 2 27/10j2012
1D3923 Correspondence Medium 09:19
QLD 4291 - Request for . 27/10{2012
Notifications At Correspondence Medium open 09:19 Ll
p—

the task’s action icon.

Note: Click L22*¢_] if you want to reserve the task and return to the

Work Queue.
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The Reserved Task opens in a new tab in your Inbox.

.6 aDYAnce - Train aDVAnce Welcome Denise Preferences Help Log
& - .
. Caseworker
Case Reference v
: : S Calendar )
Shortcuts My Tasks My Work Queues Task 1015044
Tasks Task 1015044 ACTIONS , ¥
Work Queues
My Work Queues Tty !
Get Next Task From Preferred Queue Status Open rked on by [-r:-rusc-_ Deadline 3/11j2012 16:14
et Next Task ueut Priarty Medium Time Worked 00:00 Last A 1/11/2012 15:47
<14 ext 1asl n Queue
Subscribe to a Work Queue...
(<) QLD 4291 - Request for Correspondence
Home History and Comments Assignments Graphical View
Home
- -
view the participant phone com View participant home page for more details
triggered this task fc
. . 7 .
Select the Primary Action - “View the participant phone
. . . . . . "o
communication which triggered this task for more details” link.
The View Communication Details tab opens in your Workspace.
0(’7 aDVAnce - Train aDVAnce Welcome Denise Preferences Help Log out
Q Caseworker = o
(Lase Rererence v
‘Workspace
Call Type Person Search View Communication Detais
Yiew Communication Details
Yiew Communication: @
-
Direction Record Date Time  30/10/2012 16:14
Method Recorded By
Status Linked Communication
Communication Date Linked Feedback View
Subject
Communication Text
-

Correspondent Name Correspondent Type
Address Identity Yerified
Email Address Fax/Phone Number

From the Communication Text panel highlight and copy “Income
Support Lump Sum Advance” for future use in the outgoing linked

communication.

Edit...
1 Close

Click Ll the actions icon, which displays

Create Linked Communication

- click

Create Linked Communication.
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The Record Communication screen opens in a new tab.

Select the Correspondent and as this is an outgoing communication
activate the POI is not required checkbox.

Call Type Person Search

View Communication Details Record Communication
Record Communication
Select Correspondent: null Next 7
|
If the Correspondent is registered in aDVAnce, please select from below:
Client is the Correspondent
Correspondent is a registered Contact for the Client

Correspondent has a registered Relationship with the Client

Correspondent is registered in aDV¥Ance as a

If the Correspondent is not reqistered in aDVAnce, please enter their details below:

Last Name l First Name
Correspondence Address % Phone Type v
Phone Area Code l Phone Number

If Proof of Identity check is not required, then please tick the checkbox below

R 'equ"ed _

Click Letlext],

Change the Method to Letter and Direction to Outgoing. Activate the
Other Correspondence check box & paste the comments copied earlier.

Call Type Person Search Yiew Communication Details Record Communication
Record Communication

Client Contact Topics: null Previous Next

| v
-
Category
Search Reset
Action Category Topic Method Direction
v

If the correspondence is not covered by the topics above, then please enter the details below.

Other Correspondence [

Click LeLlext]
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Create Communication Record screen:

The draft outgoing communication displays with a link to the original

communication.

[ 3 aD¥Ance - Train Log out
;e -
. Caseworker
ase Reference v
Workspace
Call Type Person Search View Communication Details Record Communication

Record Communication

Create Communication Record: null

Direction Communication Date hN1f2012

Sa‘e v
=
Recorded B

Linked Communication  Request Forms and Publications %

Method
Status

File Location I

Document Location l

File Browse... |

File Reference

Document Reference

v
Subject
Communication Text
v
Correspondent Name Correspondent Type
Address Identity Yerified
Email Address Fax/Phone Number
v

Check for completeness and then click

Save I

The Record Communication tab displays both the original
communication and the linked outgoing commmunication.

GDVAnce Welcome Denise Preferences Help Log out

[ 3 aDVAnce - Train
QO Sy
Caseworker

Workspace

Call Type Person Search View Communication Details Record Communication

Record Communication

Communications NI

Method

Status

Subject

Record Date

Record Communication

Click |:| to close the Record Communication tab.

Click EI to close the View Communication Details tab.
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@  aDVAnce - Train ODVAnce Welcome Denise Preferences Help Log out
- Caseworker A
2 : Case Reference v
BLCLRY  Workspace i
» Call Type x | Person ch x
Person Search 2 ACTIONS ,
Person Search AR
riceria v
File Number |
OR
Alternate ID |
Last Name l First Name I
Date of Birth I : Gender | v/
Address Line 1 I City I
State v Postcode I
Birth Last Name |
Search Reset
( esult v
piernate | ast Name First Name Address Line 1 State Postcode  Dore of

The final step is to close the Task - return to your Inbox tab.

® ® aDVAnce - Train aDVAnce Welcome Denise Preferences Help Log out
- Caseworker -
= : | Case Reference v,
| Home | Workspace  [RRGLES
Shortcuts “ My Tasks My Work Queues X Task 1015044  x
Tasks Task 1015044 2 ACTIONS .| ¥
' Work Queues
Tasl 015044
My Work Queuss Task 1015044
Get Next Task From Preferred Queve... Status Open Worked on by Denise- Deadline 3/11/2012 16:14
Get Next Task From Queue. . Priority Medium Time Worked 00:00 Last Assigned 1/11/2012 15:47
Subscribe to a Work Queue...
(<) QLD 4291 - Request for Correspondence
Home History and Comments Assignments Graphical View
Home % &
Primary Action v  Supporting Information v
View the participant phone communication which triggered View participant home page for more details.
this task for more details.

Click Li2cmovs - | the Task actions icon.
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®® & apvance - Train aDVAnce Welcome Denise Preferences Help Log out
Q(),/ Caseworker -
; Case Reference wil |,
L IR o .
Shortcuts « My Tasks My Work Queues X Task 1015044
Tasks Task 1015044 - 3 ACTIONS ,| ¥
Add C k.
Work Queues ommen
: Task 1015044 Add To My Tasks...
My Work Queues i Update Time Worked...
Get Next Task From Preferred Queue... _-.t.atL.us OD‘T W oﬂ‘jj E\}I‘l tjv'-,-' Denise Gordon [we.i.j[nne | Edit Priority..
Get Mext Task From Queue... Pricrity Medum Time Worke g0:00 Last Assigned| e 4 peadiine...
Subscribe to a Work Queue... Make Available...
(<) QLD 4291 - Request for Correspondence Forward...
Reallocate. ..
Home History and Comments Assignments Graphical View Defer...
Restart...
o estar
| Close...
Primary Action v Supporting Information v
View the participant phone communication which triggered View participant home page for more delilils.
this task for more details.

The Task actions menu displays - click Close to close the task.

Close Task: X

This will finalise and close the task, are you sure you want to
continue?

Yes No

Click L_*¢=__] to confirm the task closure.

® ® & apvance - Train aDVAnce Welcome Denise Preferences Help Log out
QO‘/ Caseworker -
€ Case Reference Vi,
|
| Home | Workspace RS :
Shortcuts <« My Tasks My Work Queues X | Task 1015044 x
Tasks Task 1015044 2 ACTIONS ,| ¥
Work Queues
7 Task 1015044
My Work Queues Task 101504
Get Next Task From Preferred Queve... Status Open Worked on by Denise Gordon Deadline 3f11j2012 16:14
(et Next Task From Queus... Priority Medium Time Worked 00:00 Last Assigned 11112012 15:47
Subscribe to a Work Queue...
© QLD 4291 - Request for Correspondence
Home History and Comments Assignments Graphical View
Home Y&
Primary Action v Supporting Information v
View the participant phone communication which triggered View participant home page for more details,
this task for more details.

The task has been closed but still displays Open status. Click [ to
to close the Task tab.
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You are returned to your My Work Queues screen.

[ 3 aD¥ance - Train
Caseworker

i Inbox
Shortcuts

Tasks

Work Queues

My Work Queues

My Tasks My Work Queues
My Work Queues

User Subscribed Work Queues

Work Queue Tasks: YANUSERS

Other Subscribed Work Queues

aDVAnce \Welcome Denise Preferences Help Log out

Case Reference v

Next |, &
Get Next Task From Preferred Queue... i
Get Next Task From Queue... Task ID Subject Priority Status Deadline
Subscribe to a Work Quzue... LD 4291 - R tF 26/10/2012
2 - Request for :
1014532 Correspondence Medium Open 16:43
QLD 4291 - Request for ’ 26/10/2012
10Ltas Correspondence Medkum Lpsn 16:43
& QLD 4291 - Request for : 26/10{2012
335
1019833 Correspondence Medium Open 16:43
o QLD 4291 - Request for s 26/10{2012
JLdsde Correspondence Medium Open 16:43
- QLD 4291 - Request for i 27/10{2012
1014847 Correspondence Medem Qron 09:19 -4 b
QLD 4291 - Request for 1 27/10{2012
1014848 Currespunider e Medium Open 09:19

To continue processing Work Queue tasks click F to refresh the Work
Queue.

Next

If there are multiple pages of tasks within the Work queue click
to progress to the next page of tasks.

Processing a task from a client’s Tasks screen:

In certain circumstances VAN Officers process tasks directly from the
client’s Tasks screen. This situation most commonly occurs where the
client requests a Statement of Pension be faxed to a concession
authorities provider.

aDVAnce Welcome Denisa Gordon Prafarences Halp Log aut

Cass Reference v

.6 aDYAnce - Train
Q Caszwarker

‘Workspare

cal Type Ferson Search

n

Home Background Cortack Communication Tdlentity Administration Motes Tasks DocTracker Cases Financials Referral Hstory Issues and Proreedings
Tasks: KRK FISHER New | &
Tasks
Task ID Subject Priority Status Deadline Task Location

From the client’s Tasks screen click the Task ID Number link.
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The task opens in a new tab in your Inbox.

¢ aDVAnce - Train aDVAnce Welcome Denise Preferences Help Log out

- Caseworker

Case Reference vl |,
Shortcuts “ My Tasks My Work Queues Task 1015049 »
Tasks Task 1015049 L ACAIONS ,| ¥
Work Queues f
My Work Queues ! ‘
Get Next Task From Preferred Queuve Stakus Open Worked on

Deadline 5/11j2012 17:03
00:00 Last Assigne 1/11/2012 17:03

Priority Medium Time Worke

Get Next Task From Queue...
Subscribe to a Work Queue
(<) QLD 4291 - Request for Correspondence
Home History and Comments Assignments Graphical Yiew

Home ]

Prir y Actioi v ting I rmatio v

View the participant phone communication which triggered View participant home page for more detais,
this task for more details,

Click L2201 the Task actions icon.

®® ® aDVAnce - Train aDVAnce Wekome Denise preferences Help Log out
Q();/ Caseworker =
- ‘ Case Reference v,
Shortcuts « My Tasks My Work Queues Task 1015049 x
Tasks Task 1015049 - 4 ACTIONS .| ¥
| work Queues | Add Comment... [
|
1 Task 10 3 Add To My Tasks... ;
My Work Queues Update Time Worked...
Status Worked on by eadline
Get Next Task From Preferred Queue... Status Open Worked on by Deadine Edit Priority...
Get Next Task From Queus Priority Medium Time Worked 00:00 Last Assigned Edit Deadline
Subscribe to a Work Queue... Make Available. ..
(<) QLD 4291 - Request for Correspondence Forward...
Reallocate...
Home Histary and Comments Assignments Graphical View Defer... ‘
Home Restart... } 5
Close |
Primary Action v Supporting Information v
View the participant phone communication which triggered View participant home page for mcre details,
this task for mare details.

The Task action menu displays - click the “Add To My Tasks...” option.

Add to My Tasks X

Commenl v

[

Save & View Save Cancel

Click L22¥e&¥e» | and process the task as previously described.
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Trouble Shooting:

If you use :, , = 21 or make incorrect selections

and a post condition fails a second IEG Player tab can open.

# aDVAnce - Train aDVAnce Welcome Denise Preferences Help Log out
/) Caseworker =
Case Reference i |,

» Call Type x Person Search X _ Record Communication IEGPlayer x = IEGPlayer

e

Were they a previous Home Owner

: Previous Homeowner [T
Previous Homeowner
‘What has the client done with their previous home Were they a previous Home es o
[2) Were they a previous Home Owner Ovmer
Select Yes or No If Yes, select what has been
[2) IF Yes, select what has been done with their previous home ~ done with their previous home
Select from the available list

One IEG Player tab will be inactive (with blue font) and the latest
IEG Player tab will be active (with black font).

é&o aD¥Ance - Train aDVAnce Welcome Denise Preferences Help Log out
./ Caseworker -

= - £ v Caze Referer Case Reference i |/
LS wotsooce [RRIIC

» - ¥ Record Communication x = IEGPlayer x | IEGPlayer x

2 &

‘Were they a previous Home Owner

—

If this occurs click d and close the inactive IEG Player tab - the
first IEG Player tab in blue font.

Continue recording the communication.

Further Information:

For further information access the aDVAnce Version 6 — Reference
Guides section of the aDVAnce Training sharepoint site:

http://dvashare/BusinessUnits/Support/RCSS/BSA/aDVAnce/default.aspx

The aDVAnce Training sharepoint site contains a variety of aDVAnce
Version 6 Reference Guides and Powerpoint training presentations.
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