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H15-059 – Policy and Procedure
August 17, 2015
	TO: 
	Home and Community Services (HCS) Division Regional Administrators

Area Agency on Aging (AAA) Directors



	FROM:
	Bea Rector, Director, Home and Community Services Division


	SUBJECT: 
	Introduction of the APS TIVA User Manual

	Purpose:
	To inform APS staff of the introduction of the APS TIVA User Manual

	Background:
	TIVA (Tracking Incidents of Vulnerable Adults) is the computer application used by APS staff to document investigation activity.  The implementation of TIVA occurred in May 2014 and the application requires a user manual for APS staff.

	What’s new, changed, or

Clarified
	The new APS TIVA User Manual includes step by step instructions on using the TIVA application.  The APS TIVA User Manual is organized to follow the flow of APS investigation activity from intake, to assignment to the field, through the legal and appeals processes.

	ACTION:
	Immediately begin using the APS TIVA User Manual

	ATTACHMENT(S):  


	APS TIVA Manual
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	CONTACT(S): 
	Jackie Heinselman, APS Program Manager
360-725-2616

heinsje@dshs.wa.gov
Carol Sloan, APS Program Manager

360-725-2345

sloancs@dshs.wa.gov 
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This Manual will get you started using the TIVA computer application to create Intakes.  APS uses TIVA to enter Critical Incident Tracking (CIT) – incidents of abuse – by Medicaid Waiver type across individuals and settings.



This manual is organized to follow the flow of a “normal” Intake through the TIVA screens, to assignment to the field, through legal and appeals processes.



Each section describes how the application functions and gives you a step-by-step guide to completing tasks. 



If you have questions or problems, notify your local Subject Matter Expert.



TIVA help requests will be logged through trouble tickets in an application called Spice Works:  

					[image: ]
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The Desktop contains three navigational elements:  The Banner, the Menu and the Outliner.  You use the Banner and Menu to choose the work you wish to do.  The Outliner contains your personal work assignments.  What you see in your Outliner is determined by your worker security in TIVA.



The right side of the desktop under TIVA Message and Links, contains links to TIVA Help Desk, ADSA Reporting and RCS Reporting.



TIVA is shared with Residential Care Services (RCS).  In order to keep certain records confidential, what a worker can and cannot see depends upon his/her security role.



									Banner:

		Menu:	 

[image: ]Outliner





Terminology:

You assign people to Cases.  (An Intake is linked to a Case which also holds the related Investigations).  The Case is based on the alleged victim’s name.



A Case can contain multiple Investigations:

· The Case contains one vulnerable adult and it is the Case Name.

· The Case may contain multiple alleged perpetrators.



More than one intake can be linked to a Case:

· Multiple intake reports with the same alleged victim and same alleged perpetrator, but different reporters, are ‘linked’ to one investigation in a Case.

· Intake links the intake report to a Case and then assigns the Case to a worker.



[image: C:\Program Files (x86)\Microsoft Office\MEDIA\OFFICE14\AutoShap\BD18204_.wmf]Intake A

Intake B

Case

Investigation #1



Investigation #2



Investigation #3





TIVA creates one Legal and one Appeals page per Case.



TIVA times out after 30 minutes.  After you login again you will be returned to where you were working – no work will be lost.
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An Intake is created, saved, “linked to a Case”, and an assignment is made to an Investigator who will receive a Tickler and an email.



Intake Rules:

1. There are two fields required to create/save an Intake:  Reporter Name and Reporter Type.  (Reporter type could be Anonymous).  TIVA will automatically assign an Intake ID#.

2. APS Intakes will display for all APS staff and other TIVA users with appropriate security.

3. Every Intake must be “linked” to a Case.



What about multiple Intakes for the same Case?

In a situation where you receive multiple calls from different reporters regarding different allegations, you will create multiple Intakes – one for each call – and link all intakes to the same Case.



In a situation where you receive multiple calls from different reporters regarding the same allegation/report (involving same AV and AP) information pertaining to an investigation that is already open, Intake will:  



1. Send an e-mail to the investigator and copy the supervisor with reporter information and Case name.  

2. Create a case note with any detailed information provided by the second reporter.  



(See Add Second Reporter to Open Investigation for the steps the investigator must follow when new reporter information is received)
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APS has its own Intake button--- on the Banner.
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1. Click the APS Intake button on the Banner.  The Intake Information page will be displayed.


Header:

· Intake Name –auto-fills when a participant has been assigned the role of “Intake Name”.  This is always the name of the alleged victim.

· Intake ID – system generated.

· Worker – APS worker who created the Intake.

· Intake Type – APS.

· Date/Time Created – system generated.

· Date/Time Received – can be changed (on the Narrative tab) by APS worker who creates the Intake.  Date/Time Received is the date and time that APS has knowledge of the report.  It is NOT the date and time the report is entered into the system.

· Response Time – will remain as “Pending” until a response time is entered on the Decision tab.





Intake Information:
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Notice that there are seven (7) Tabs to fill out for an APS Intake.  
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‘Participants’ are the alleged victim (reference person), the alleged perpetrator, and the reporter.  Collaterals are also added to this screen.



Participants Tab:
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Notice that this page has four (4) group boxes:  Intake Participants, Reporter, Vulnerable Adult Definitions and Agency Information.  Each group box contains unique information.





You may see some indicators when there are participants listed:

Warning Indicator:  [image: ]  This is a box checked on the person’s Person Management page to notify workers that the person may pose a danger.

Chronicity Indicator:  [image: ]  Displays when a person meets the chronicity indicator criteria.  For example, four (4) or more screened in APS Intakes in the last 24 months.

CARE client:  [image: ]  Displays when the person is an active CARE client.
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You must always search to add participants to avoid creating duplicates! 



A thorough search is crucial.  Ask the reporter for as many identifiers as they could give.  
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Click the [Add/Edit] button in the Intake Participants group box.  You will see the Intake/Inquiry Search screen.

























Intake/Inquiry Search Screen:
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1. Type a Last Name and a First Name for the reporter.


2. Enter data in the Search Criteria group box.  Click the Search button.  The participant will either be found or not found.  



3. Obtain as many identifiers as possible.  Ask the reporter for birthdates for the:

· Alleged victim

· Alleged perpetrator

· Reporter



4. If the reporter refuses to give his/her birthdate, then ask for other identifiers:

· Street name

· County

· Phone number



Intake staff must ask for as many identifiers as possible to create a unique case record.



Search Tips:



1. Check the AKA box for wide searches

2. Consider nicknames, alternative names, or ways of spelling names

3. Search by DOB and last name

4. Search by SSN only

5. Look for three similar data points

6. Search using middle name as the first name

7. With unusual names, you can use the first name only and the city name

8. For hyphenated names, try switching the order around

9. First initial (with asterisk*), last name

10. Search by address only (make sure you enter the address information in the second box only)

11. Search by Provider names

12. Search in other programs (CARE, ACES, etc.)

13. Look at prior intakes for the Provider








If the person is “found” – Click the Select hyperlink next to the person’s name.   TIVA will populate the selected person in the Participants table below.

If the person is “not found” – You will see the following box:
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Click the [Close] box



Click the [Create] button to create the participant

 

[image: ]









This will launch the Person Management page where demographic information can be entered.
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Using the wildcard feature:



You can use a wildcard character -- * -- to perform a partial search on names.  For example S* will find all names where S corresponds to the first letter of the name.  The wildcard character can be used in all name fields (Last Name, First Name, Street Number, and Street Name) in the same search.



· Enter the first letter of the last name followed by an asterisk* in the Last Name field and click the Search button.

A list of persons may be returned.  If the list is longer than the group box, you can use the scroll bar to see more names.  You can also click on the Next link above the group box to go to the next page of the returned search results.

If the list returned is too long, narrow your search parameters:



· Enter the name in the Last Name field and enter the name in the First Name field, then click the Search button.





To see if this is the correct person – or to edit the person’s information:



· Click on the person’s name.  His/her Person Management page will be displayed:







Person Management Page
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· Click [Close] when you have reviewed the person’s demographic information.  


· Click the Select hyperlink associated with that person.  The selected person will be populated into the Participants table at the bottom of the Search screen.

NOTE:  After you have selected a person who is returned from a search, you may Click the [Clear Fields] button to reset the fields in the Search Criteria box in order to enter new information for a new person to be searched.  In this way, multiple persons may be added at one time.
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1. At the end of the person’s row, pull down the Relationship menu and choose one.  This will be the person’s “relationship” to the Reference Person/Victim.  You must have one relationship – and only one:



[image: ][image: ]
‘Relationship’ options:  Choose only one






2. At the end of the person’s row, click the Roles link.  A dialogue box will open with a list of roles to choose from.




[image: ][image: ]

[image: ]‘Roles’ options:  Choose up to 5 roles





3. Click a Role.  (You can choose up to 5 roles for each participant.)  



4. Click [Continue].
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1. Click the [Add/Edit] button in the Intake Participants group box.  The Intake Inquiry Search page will be displayed.


2. Enter the victim’s first and last name.  



3. Click Search.

NOTE:  Again, you must perform a thorough search.  You should not create a new person until you verify that the person does not already exist in TIVA.  Keep entering more search criteria until you get this result:
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4. Close and click [Create].  The Intake Participant Information page will be displayed:


5. Enter demographic information for your Victim.  (You must enter a City)



6. Enter an ACES ID if one exists


7. When you have finished, click [Continue].

Your new participant’s name will be added to the Participants table at the bottom of the Search screen.


8. Click [Continue].

Your new participant will be added to the Intake Participants group box on the Participants Tab of the Intake page.


Add Relationship and Roles:



9. Pull down the Relationship menu and choose one.  Choose:  Reference Person.  The alleged victim will always be the ‘reference person.’


10. Click the Roles link.  Choose:  Intake Name and Alleged Victim.  You must choose both.  (You can choose up to 5 roles.)  


11. For self-neglect, the reference person will be the alleged victim (AV) and the alleged perpetrator (AP).



12. Use these same steps to add a third participant with the role of Alleged Perpetrator.  

Reporter Group Box:



13. In the Reporter group box pull down the Reporter Type menu and choose one.
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14. Complete the remaining fields:
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15. Inform the reporter that the assigned investigator will contact him/her for more information.  Check “Call back requested” unless the reporter specifically requests not to be called.

16. Save. [image: C:\Users\moehlek\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\XR2OTB7R\MC900441361[1].png]   (Reporter Type is a required field.)





What about self-neglect?  The person will be given both roles (AV and AP)
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What about unknowns?  You can enter a participant as “Unknown Unknown”.  You must enter some specific information (identifier) into his/her Person Management Page so you can tell the difference between your Unknown Unknown and someone else’s Unknown Unknown, such as:

· Gender

· City

· County

· Any other identifier
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You may need to edit a participant’s information after an initial save.  If Tribal affiliation information is known at the time of intake, you must add the Tribal information details on the Person Management page.



The Person Management page contains 4 tabs: Basic, AKA, Address, and Tribe
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1. View the Participants tab.  Click the [Add/Edit] button.


2. Click the name link for the participant whose data you wish to change.  The Person Management page will be displayed. (tip:  The intake participant name will not hyperlink until the initial search criteria is saved.  You will return after clicking [Continue] to the Participants page and click the [Add/Edit] button. The Search Criteria page will display and you will find the hyperlinked participant name in the Participants’ group box.  



[bookmark: _Toc428176235]Add a Mailing Address



10. Go to the Address tab and click [Insert].  (Click Yes – it’s OK to save.)  The Address dialogue box will be displayed.


11. Pull down the Type menu and choose Mailing.


12. Enter the mailing address; enter any other changes for that person. 


13. Save and Close.  You will see the new address.


14. Save and Close.  You will be returned to the Intake/Inquiry Search page.


15. Click [Continue].  You will be returned to the Participants Tab and the participant’s name/other information, and address will be correct.


16. Save.



[bookmark: _Toc428176236]Add Tribal Information



1. Go to the Tribe tab and click [Insert].  The Tribal Management page will be displayed.



2. Click on the hyperlink “Search” link and the Tribal Search page will be displayed.
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3. Fill in the Tribe/Band/Nation if known or partial with wildcard* feature with State and the Tribe/Band/Nation Search Results will display.



[image: ]



4. Choose the desired Tribe/Band/Nation from the list by clicking the “Select” hyperlink. 



5. Once selected, you will be returned to the Tribal Management page with auto-filled information.  



6. Click [Continue] and you will be returned to the Person Management page.



7. Save and Close.  You will be returned to the Intake/Inquiry Search page.



8. Click [Continue].  You will be returned to the Participants Tab.



9.  Save






NOTE:  APS does not investigate if the alleged victim died 14 or more calendar days before the report was made to APS.  



If person passes away during Intake, use the [Add/Edit] button and use these same steps - click the person’s name link to add date of death on his/her Person Management page.





[bookmark: _Toc428176237]Vulnerable Adult Definitions


1. Click the [Insert] button in the Vulnerable Adult Definitions group box:


[image: ]
A pop-up dialogue box will be displayed where you can enter vulnerable adult information about an Intake participant.








Vulnerable Adult Pop-up:

[image: ]Required Field

Required Field





1. Pull down the Select Intake participant menu and choose the AV.


2. Click the Vulnerable Adult radio button and select from the Vulnerable Adult Definition box on the right.


3. Select any Resources Checked at Intake.


NOTE:  
APSAS:  For APS Intakes, a selection in this field is required to complete intake for both the Alleged Victim and Alleged Perpetrator.

ACES:  For APS Intakes, a selection in this field is required for both the Alleged Victim and Alleged Perpetrator.



4. Click [Continue].  The participant will be listed in the Vulnerable Adult Definitions table.


5. Repeat for the AP.




ACES Link

There is an ACES link in the Blue Options Pane that will launch the ACES Online browser outside of TIVA that can be used to research a participant’s ACES status.
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Click on the link and the ACES browser will pop up:



[image: ]





Agency Information:



1. Click the [Insert] button in the Agency Information group box.  You will see a pop-up:



Agency Information Pop-up:



[image: ]


2. Select the Intake Participant – for example the Reporter.   (This will print on the Law Enforcement Referral Document for both the Reporter and the AP.)


3. Enter the Agency Name (required field).


4. Enter a job description if appropriate.


5. Click [Continue] when you are finished.

The participant’s information will be displayed in the Agency Information table.







NOTE:  You can continue to use the [Add/Edit] button in the Intake Participants group box to add other collateral contacts.  

[bookmark: _Toc343505100][bookmark: _Toc383075686]Save & Find APS Intakes





When an Intake is saved, it is accessible from the Intakes expando on the Desktop until it is linked to a Case or Provider.



1. Save and Close your Intake.  You will see your Desktop.


2. Click the [Refresh] button in the Banner.  (Click “Yes” you are sure.)

Open the APS Intake:



3. Open the Intakes expando and open My Intakes.  A list of your pending Intakes will be displayed. 

[image: ]
When the ‘My Intakes’ expando is clicked, only Intakes for which the worker/supervisor is responsible are displayed. All APS workers will have the ‘My Intakes’ expando.

APS Intakes that have been pending for 24 hours will appear on the Desktop under the Intake expando called ‘Overdue Intakes’.


4. Click on the Intake ID link.  The Intake will open.





NOTE:  If Worker A cannot finish the Intake, Worker B can search for the Intake (see Appendix for the steps), click the Actions hyperlink and choose “Complete Intake”.  The Intake will now be found in Worker B’s expando.
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Go to the Narrative Tab.  The Allegation/Narrative text box, the Report Notes/Field Investigation Referral text box, and the Driving Directions text box will automatically pre-fill into the Intake document.



Narrative Tab:

[image: ]

1. Verify or enter the Date and Time the Intake was received.  (TIP:  You can right-click in the date field to use a pop-up calendar.  Time format is hh:mm)


2. Enter text into the Allegation Narrative text box.  (Holds 50,000 characters)


3. Enter text into the Report Notes/Field Investigation Referral text box.


4. Enter text into the Driving Directions text box if applicable.


5. Save.
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Go to the Safety Tab.  The Safety Tab contains checkboxes and narrative fields to capture safety information obtained at the time of Intake.  Information on this page is passed on to the Investigation Safety page.



Safety Tab:

[image: ]No Default:  Must check here if no safety issues are identified



1. Check the appropriate boxes – or – check the “None identified” box.



2. If one of the safety issues boxes is checked, you MUST enter information in the Safety Concerns Notes narrative box.


3. Type some “Other Safety Issues” if applicable.



4. You must complete the Safety Screen before the intake can be assigned.  You will receive error messages if you attempt to assign an intake or close an investigation without completing this screen.


5. Save.


[bookmark: _Toc342375451][bookmark: _Toc383075691][bookmark: _Toc428176242]Allegations Tab
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The Allegations Tab is used to enter the alleged incident and the related RCW.



Allegations Tab:

[image: ]



1. Click the [Insert] button in the Allegations group box.  A new row is displayed in the Allegations table.


2. Pull down Alleged Victim menu and choose.


3. Pull down the Alleged Perpetrator and choose.


4. Pull down the AP Relationship to AV menu and choose.


5. Click the Select link under RCW.  This launches the Additional Allegations Details pop-up page to select the abuse or neglect code for the allegation.





[bookmark: _Toc343505108][bookmark: _Toc383075693][bookmark: _Toc342375453][bookmark: _Toc428176244]Enter Allegations





Additional Allegation Details Pop-up:
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1. Verify or edit the Incident Date (required field).  TIP:  Right-click to bring up a calendar.


2. Enter the Incident Timeframe.  (Prints on the Intake)


3. Enter the Incident Place.  (Prints on the Intake)


4. Click the appropriate expando under the RCW.


5. Click the radio button for the appropriate allegation.


6. Click [Continue].  The allegation will be listed under the Allegations column in the Allegations table.

Add another Allegation:

You can click [Insert] to add additional allegations using the same steps.



Allegations Details group box:



Intake Address Same as Intake Name

“Intake Address same as Intake Name” checkbox indicates that the incident occurred at the Intake person’s (Victim) address.  Check if appropriate and the address will pre-fill.





[bookmark: _Toc428176245]Provider Related Intake



1. Check the “Provider Related Intake” box ONLY when the AV resides in a facility and the AP is related to the facility (owner, employee, resident or volunteer).



2. The Provider Search hyperlink will display when the “Provider Related Intake” box is checked.  Select the Provider Search hyperlink to indicate the type of facility.
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3. The Intake Provider Search page will display.   From the Search Criteria box choose the corresponding type of facility provider, enter provider name and click [Search].



[image: ]





4. The results of the provider search will display in the Providers Returned box.  Click on the radio button next to the desired provider and click [Continue].

[image: ]









 You will return to the Allegation tab with the provider information auto filled.  Save
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The Prior Involvement Tab will display any Intakes, Cases, or Findings for people listed in your Intake who had a prior involvement in any TIVA Intake as a Victim or Perpetrator (including RCPP Intakes).



Prior Involvement Tab:

[image: ]





There will be a View link at the end of each person’s row that you can click for more information.
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The Referrals Tab displays all referrals for this Intake that were sent from the Referral Tracking page.  There is a Referrals Tab in the Investigation pages also; however, referrals sent from these Intake pages will not show up on the Investigation Referrals Tab.



Referrals Tab:
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Documents that can be printed or referred:

1. APS Intake Report (launched from Blue Options Pane)

2. APS Law Enforcement Referral (launched from Referral Tracking Page)

3. APS Referral for Assistance (launched from Referral Tracking Page)
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You can view the Intake Report document at any time during creation of the Intake.  If you need to make corrections you may do so on the TIVA Intake Information pages.



View the Intake Report document:

1. Click the APS Intake link in the Blue Options pane.  Wait a moment and click [Open].  The Intake Report PDF document will be displayed:





Top of Intake Report Document:
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2. The Date/Time Received comes from the Narrative Tab of the Intake Information page.


NOTE:  The information in the Intake Report is auto-filled and can only be edited by changing the data in the TIVA Intake Information pages.


3. Click the Close box [x] when you are finished.


4. You will be returned to the Referral Tab.
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The Referral Tracking page provides workers with the ability to select and track referrals that are being sent to law enforcement or outside agencies.  From this page, a worker can select the document, the referral agency, the method used to send the referral, and track the time and date the referral is sent.



1. From the Referrals Tab; look at the Blue Options pane.


2. Click the Create Referral link.  The Referral Tracking page will be displayed:



Referral Tracking page :

[image: ]








3. Select Agency Type and Agency Name



4. Select Referral Method.

Differences between Manual Referral and Automated Referral:


· When the worker chooses a Referral Method of Manual Fax or Manual Email, the “Sent” checkbox along with the Date and Time field will be enabled.  The user can then enter a check in the “Sent” checkbox and manually enter the date and time when he/she sends the referral.


· When the worker chooses a Referral Method of Automated Fax or Automated Email, the [Transmit/Send] button is enabled at the bottom of the Referral Tracking page.  After sending, the “Sent” checkbox will then be auto-checked and the Date and Time field will be populated with the current system date and time.







Select the Document:

1. Pull down the Document menu and select the Document. 


2. Select Criminal Codes in the Referral Information section for law enforcement type of referral.


3. Enter the “Reason for Referral” into the text box.  This will print on referral.  (5,000 characters)


4. Save.
NOTE:  The document will only open after an initial “Save” has been completed by the worker.  Upon selecting the [Open Doc] button, the document will be launched and can be viewed and/or printed at this point.



View the Document:

5. Click [Open Doc].  Wait a moment and click [Open].  The PDF document will open so you can view and print.


6. Click the Close [x] box when you are finished.


 (NOTE:  If you are mailing the referral, enter Date/Time and check Sent before you mail it!)


7. Save.  The document will freeze if you have marked “Sent”.  Close.

The Referrals Tab will now be populated with the referral data.  Notice the “Status” field.  It will either display “sent” or “not sent”.


8. The document can be viewed by selecting the View hyperlink at the end of the referral row.


9. Save.





If the “Sent” checkbox is checked when the page is saved (or if Transmit/Send is selected), all fields on the page are disabled and cannot be modified.  The [Open Doc] button will remain enabled to allow viewing and printing of the document.







NOTE:  One transaction at a time – you cannot select multiple FAXs at a time.  This results in better tracking.







TIP:  If you have trouble sending your FAX, you can see the status on the ADS FAX Failure Log (see the Appendix of this workbook.)
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All APS Intake workers will have security to make decisions therefore the Response Decision group box (left side) will be not be used unless there is a business need.



There are two main tasks on this screen – (1) Screen-In or Screen-Out the Intake, and (2) Assign the Intake to the field (link to a Case).



Decision Tab:

[image: ]See Chapter 6





· Checkbox – Is this Intake a Suspicious Adult Fatality?  (Not used by APS.)

· Checkbox – Are there any Safety Concerns?  (Auto checked from the Safety Tab.)

· Checkbox -- Is this Intake a critical incident or high profile situation? (User selected.)

· Associated RCS/CRU Intake IDs – (Not used by APS.)

[bookmark: _Toc343505117][bookmark: _Toc383075703]
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If the screening decision is Screen In, you will link the Intake to a Case and assign to an Investigator.  If the screening decision is Screen Out, when the Intake is linked to a Case it will auto-close.

Response time for APS Intakes:

· 24 Hours (High)

· 5 Business Days (Medium)

· 10 Business Days (Low)

· Pending



Screen in – Screening Decision group box:

1. The Name field will auto-fill with the name of the person who is making the screening decision.


2. Pull down Final Screening Decision and choose Screen In.  


3. Pull down Reason and select Investigation.


4. Pull down the Response Time and choose response time appropriate for type of intake.

NOTE:  You should change the “Time” box to 05:00 PM (close of business) for 5 and 10 day responses.  24-hour cases should not be changed.


5. The Initial Response Date will be auto-calculated.

The Initial Response Date will be calculated by TIVA (if the Intake is Screened In) by comparing the “Response Time” value to the Intake received date and time.  (May be edited by the worker.)


6. Verify or edit the Date Time Decision Made.


7. The “Reporter Informed of Screen Out” checkbox is disabled on Screen In, enabled on Screen Out.


8. Enter comments into the “Explain” text box if appropriate.  If “other” is chosen as the reason for a screen out, you must enter an explanation in the “Explain” text box.
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You can link the Intake to a Case immediately, or you can save it for a supervisor to review.  When a worker makes a status decision on an Intake, that Intake will be available in the Supervisor’s All Intakes expando.





Save and Link to a Case:

1. Click Save.

NOTE:  You may see an error message prompting you to complete some required fields that you have missed.  If this happens, read the errors and return to those screens to fix the errors.  Save again.


2. The Create/Link Case hyperlink will become enabled.


3. Click the Create/Link Case hyperlink.  You will see some informational messages reminding you to complete required documents and that the Intake will be frozen.


4. Click Yes to the messages.

You will see a dialogue box asking you to select a Case or create a new one.  

Example:
[image: ]


NOTE:  If you see an RCCP case – do not link.  If the Case Name is an APS case and the Case name is the same as your AV, you can link to the Case.



5. Select a Case if it matches the same AV information or click [Create] if a matching Case does not show on the list. 







The Maintain Case page is displayed.  
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The Maintain Case page manages and holds all of the information about a Case.  (It can always be accessed from the Cases expando > name link.)  Think of this page as a REALLY BIG FOLDER LABEL!



TIVA creates the Case based on information from the Intake(s).  You also need to complete some basic information before saving the Case.



Maintain Case Page:  

[image: ]The radio button should be selected for your AV!







1. Verify the Case Type.  (Description not required).


2. Select the County, Region, and Office.  


NOTE:  The AV and AP will appear on the General Tab – Participants group box.  The Reporter - and others - will appear on the Collaterals Tab.





NOTE:  If you say “No” to create an assignment, you will need to go to the Desktop, open Cases, open Assignments, click your name and click Reassign.
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1. Click [Save] to save the Maintain Case Page.

2. When you Save the Maintain Case page you will be asked whether or not you wish to create an assignment.  Click Yes.    


Assign to the Investigator:



1. Click Yes (you wish to create an Assignment).  The Create Worker Assignment page is displayed:

[image: ]
The Workers in the group box are those who report to you.  Since you wish to assign to the appropriate Investigator, you will need to “View By” Region/State or by Office.


2. Click the Region/State radio button.  A Workers list will be displayed, sorted by Regions:


		[image: ]
	

3. 


4. Scroll down to see the List.


5. Select the Region and select the Office. A list of investigator names will be displayed.

6. Click the Worker icon  [image: ]  to see any direct reports for that Worker.


7. Click the Select link to choose the appropriate Investigator 

His/her name will be displayed in the Assignments Definitions and Details table below:

[image: ]



8. Type menu – choose APS.


9. Responsibility menu – choose Investigation.


10. Role menu – choose Primary.


Make sure the “Close” button is selected in the Current Worker Status box (upper right corner of the screen) so this assignment will not remain with your Intake role!		



				[image: ]					



11. Click [Assign].



The Assignment page is closed.  The Maintain Case page appears again.









Notice the Restricted Case and Permissions links on top of the General Tab of the Maintain Case pages:



[image: ]





Workers with the correct security can use these links to restrict who can view the Case.  (Please see the Appendix for the steps.)  The Case can be restricted here before the assignment is completed, or the Case can be restricted or unrestricted after the assignment is made.







Complete the Assignment:

12. Save and Close.



This Assignment creates an e-mail notification, a Tickler and an Assignment to the Investigator.  
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A supervisor may choose to change the priority assignment:

1. Changes priority only!

2. Cannot change Screen-in to Screen-out.  Must close Case.

3. Cannot change Screen-out to Screen-in.  Create a new Intake.



Create the Override:

1. Locate the Intake. 


2. Click the Search button on the Banner.  The Search page will be displayed:

[image: ]

Search for a Case:

3. The Case Tab will be the default when you click Search.


4. Type the name of the Case (This is the Victim’s name) into the Last Name and First Name fields.  NOTE:  You can use a wildcard character -- * -- to perform a partial search on names.  

TIP:  The fastest way to locate a case is to search by Case ID.


5. Enter your search criteria and click the [Search] button.


6. Cases that match your search criteria will be listed in the Cases Returned table below.



7. 




[image: ]



TIP:  If no results were returned, try entering less information, or slide the “Search Precision” indicator to “Med”.  If too many results were returned, try entering more information.





8. Click the Case icon to see a list of icons containing Case information that TIVA stores.

NOTE:  When you click on an icon you will see a hyperlink you can click to view that information (for example an Intake [image: ] or an Investigation [image: ] ).


9. Click the Intake name hyperlink to go to the Intake pages.


10. Go to the Decision Tab and scroll to the bottom of the screen.


11. Click the Supervisor Decision expando if it is closed.  You will see:



[image: ]



12. Pull down Override and choose Yes.  The “Reason” text box will become enabled.


13. Enter your reason.



14. Pull down the Response Time menu and choose one.  


15. Enter the Date/Time Decision made.  (Auto-fills to current.)


16. Enter any comments into the Explain text box.


17. Save and Close.


18. Close the Search screen.  You will be returned to your Desktop.



There will be no email and no Tickler.  The Investigator should be notified when the Override is done.  NOTE:  The Investigator should create a Case Note.








While Override does not change the response dates on the Intake or the Investigation TIVA pages, the reports will show the appropriate due dates and response dates.
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The best way to view TIVA information is to use the [Search] button on the TIVA Banner.  Remember that this generally results in view only information.



[image: ]



1. Click the Search button on the Banner.  The Search page will be displayed:

[image: ]

Search for a Case:

2. The Case Tab will be the default when you click Search.


3. Type the name of the Case (This is the Victim’s name) into the Last Name and First Name fields.  NOTE:  You can use a wildcard character -- * -- to perform a partial search on names.  

TIP:  The fastest way to locate a case is to search by Case ID.


4. Enter your search criteria and click the [Search] button.


5. Cases that match your search criteria will be listed in the Cases Returned table below.




[image: ]



TIP:  If no results were returned, try entering less information, or slide the “Search Precision” indicator to “Med”.  If too many results were returned, try entering more information.





1. Click the Case icon to see a list of icons containing Case information that TIVA stores.

NOTE:  When you click on an icon you will see a hyperlink where you can view that information (for example an Intake [image: ] or an Investigation [image: ] ).


2. Click the case name hyperlink to go to the Maintain Case pages.


3. Click the Actions hyperlink where you can perform a limited amount of work for the Case.  For example you can create a Case Note.







Intake Search:  The fastest way to locate an Intake is to use the Intake ID.



Intakes Search:  If an Intake returned in the search results is linked to a restricted case, then the Intake will display “Restricted” instead of the Intake name.  When workers with restricted case access view the Case, the Case name is hyperlinked and all icons contained within the Case will display and will be expandable.  If the worker doesn’t have restricted case access for that Case, the only icon displayed and expandable is Assignment and neither the Case name nor the Intake name are hyperlinked.







Person Search:  The fastest way to locate a person is to use a SSN or other unique identifier.
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It is possible to copy an existing Intake to create a new one.  All workers who have security to create Intakes will also be able to copy Intakes.



There will be a [Copy Intake] button on the bottom left hand corner of the Intake Information pages.  You can copy an open Intake or a frozen Intake – either way the copy will be new and editable.  The new Intake will look identical to the original except for some fields that don’t copy.



Open the Intake to be copied:

1. Open the Intake from your Desktop – or - use the Search function to open the Intake.


TO SEARCH:  Search button>Intake Tab>Enter Intake ID# you wish to copy.  (Write it down so you don’t get mixed up with the new, copied Intake ID.)


2. Click the [Copy Intake] button in the bottom left hand corner of the screen.  This launches the process to create a new and separate Intake from the open Intake.


3. A new and separate Intake will be displayed.  NOTE:  Immediately after copy, you will have both Intakes open.  (You will have a new Intake ID# - Write this down!)  Be sure to close the original and work on the copy!!


4. Hover over your Task bar to see that you have two open Intakes:

[image: ]


5. Close the original Intake, and Save the new Intake.

Header:

6. The new Intake ID# and Date/Time will be system generated.  The Worker field will not copy over – the new worker (who created the copy) will display.  

NOTE:  If the Intake name is different, it can be changed via a person search using the [Add/Edit] button on the Participants Tab (be sure to check the new Intake Name on the Roles pop-up).





Participants Tab:

7. Will be copied and will be editable.  (Some icons such as the CARE pink diamond are not copied – these will be updated real time).

NOTE:  All Participants will be copied – they can be deleted or edited.  The AP/AV roles will copy – all other roles will need to be updated.

Vulnerable Adult Definitions will not copy.

8. Click [Insert] to add the Vulnerable Adult Definitions for the AV and the AP.


NOTE:  Be sure to review the Reporter information – the new Reporter might be different from the original Reporter!



Reporter:

9. Edit the Agency Information if it is for the Reporter.


10. Delete the Reporter and click [Add/Edit] to enter a new Reporter as required.


11. Select Reporter Type.  Save.

Narrative Tab:

12. Copied.  You can edit the “Date and Time Intake was Received”.



13. You must review/edit the Narrative text since this is a new Intake! 

Safety Tab:

14. Copied.  Edit as necessary

Allegations Tab:

15. Copied.  May be edited as necessary.

Prior Involvement Tab:

16. This will be blank and will auto-fill real time when viewed.

Referrals Tab:

17. Not copied.  Create referrals as needed.

Decision Tab:

18. Not copied.
Use the same steps in this workbook to complete and save the Decision Tab and assign the Intake to an Investigator.
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There may be a situation where an Intake is not finished and a different Worker needs to finish it.  The new Worker will need to search for the Intake.  He/she can then choose to “Complete the Intake” which will move it to his/her Desktop.  





Search for an unfinished Intake:

1. Click [Search] in the TIVA Banner.  The search screen will be displayed.

[image: ]


2. Click the Intake Tab.

NOTE:  You cannot search by Intake Name.  If you use Intake search criteria other than the Intake ID# you may get a giant long list of Intakes returned.


3. Enter your search criteria into the search field and click [Search].  The Intake will be returned in the table below:

[image: ]


Finish the Intake:

4. Click the Actions link.  You will see a small dialogue box.


5. Click the “Complete Intake” button and click [Continue].



6. The Intake will open and your name will be displayed in the Worker field in the header.




You can finish the Intake.  If you save it and close it, it will be listed on your Desktop under My Intakes.
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You may need to save the new Case and go back to it later to create the Worker assignment – or you may wish to add some Restrictions or Permissions to the Case before you assign it (see the Restriction/Permission steps).  In this case you will need to save the Case without creating an assignment – which puts the Case on your Desktop.





You must open> Cases, open >Assignments, click your name link, click “Reassign” and select someone else, then close Case to yourself – see the steps below:



1. Open the Case  [image: ]  on your Desktop.  (If you do not see it, click [Refresh]).


2. Open the Assignments[image: ] icon and click your name link.  You will see the Worker Assignment dialogue box:

[image: ]



3. Click [Reassign] and you will see the Create Worker Assignment page.










Create Worker Assignment Page:

[image: ]





Notice the “Current Worker Status” group box (upper right corner).  You must make sure that the Close radio button is checked.  This will close the assignment to you when you reassign the Case to the Investigator.







If you are a Supervisor, the list of Workers at the top contains your TIVA staff.  If you are not a supervisor, you will need to search for workers.


1. Click the Worker icon  [image: ]  to see any direct reports for Workers that may be displayed in this list.  






The Intake worker will need to “View By” Region/State or Office to locate the Investigator.



1. Click the Region/State radio button in the “View By” group box.


2. A Workers list will be displayed, sorted by Regions –APS Regions will be at the bottom:

	[image: ]







3. Scroll down to see the APS Regions.


4. Select the Region and select the Office.  A list of names will be displayed.

5. Click the Worker icon  [image: ]  to locate the Investigator.


6. Click the Select link next to the Investigator you wish to assign.



[image: ]

That person’s name will be displayed in the “Assignment Definition and Details” table below.
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1. Pull down the Type menu and choose, APS.


2. Pull down the Responsibility menu and choose Investigation.


3. Pull down the Role menu and choose Primary.



4. Click [Assign].
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The Restrict/Unrestrict Case page and the Permissions page are accessed by authorized users by selecting the Actions hyperlink next to the Case Name after a Case Search.  



Restrict/Unrestrict Case Page:

[image: ]



To restrict a Case:

1. Click the Actions hyperlink next to the Case Name that is returned from your search.


2. Click the Restrict/Unrestrict Case button in the dialogue box


3. Click the [Insert] button.  The Restriction Details popup page will be displayed.



4. Pull down the Reason menu and choose the Restriction Reason.


5. Enter a comment in the text box.


6. Save and Close.

NOTE:  When the Restriction is displayed in the Restriction Information table, you can click the View/Edit link to update the information, or to remove the restriction from the case.
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To create worker Permissions:

7. Click the Grant/View Permissions button on the Actions pop-up after a Case search. A dialogue box will be displayed:

[image: ]


8. Click the [Insert] button.  This opens the TIVA Person Search page.  (See Search steps in the Appendix.)

The Person Search data retrieval search page allows multi-selection of persons so an authorized user can retrieve a worker, or workers, to grant them permission to view/access a restricted case.


9. Select the worker.    The worker’s information will be displayed in the table.

NOTE:  To end the permission, click the End link at the end of the person’s row.


10. Save and Close
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[image: ]







Workers with the correct security can Delink an Intake by performing a search to locate the Case containing the Intake to Delink then clicking the Case name link and clicking Delink Intake from the Blue Options Pane of the Case Maintenance pages.



Rules:

1. Can delink one Intake at a time.  Cannot delink an intake if it is the only intake assigned to the case.

2. The Intake cannot be associated with an Investigation; it must be delinked from an investigation first.

3. The Intake cannot be associated with an Appeal.

4. If Intake linked to a new Case created in error, the Case cannot be deleted.



A delinked Intake from the case is available in your “my intakes” expando, and can be relinked to a case and reassigned to an investigator.



Steps to Delink an intake (You must be assigned to the case):

	

 

1. From the TIVA Desktop locate the desired case name  [image: Click to Expand Case] 



2. Select Hyperlinked Case Name





[image: ]



3. From the Maintain Case page, select Delink Intake from Blue Options Pane.



[image: ] 



4. From the Delink Intake Page,  select the radio button of Intake to be Delinked and click [Continue]



[image: ]









5. You will receive a dialog box displaying “Delinking this Intake will result …,” select Yes



[image: ]



6. You will return to your TIVA Desktop.  Refresh
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When an Intake is delinked it becomes “non-frozen” and can be linked to a different Case.



The user will need to open the Intake, go to the Decision Tab and Save.  Then the user will click the Create/Link Case hyperlink and link to the correct case and assign to an Investigator.  The Investigator will receive an email and a Tickler.



7. From your TIVA Desktop, select My Intakes icon and select the desired delinked Intake Hyperlink



[image: ]



8. Review Tabs for Corrections (if applicable) and follow Intake processing steps. 
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The Fax Failure Log page provides workers with the ability to view referrals that are being sent by fax transmittal to law enforcement or outside agencies that have not been successfully sent, and have not been designated as a permanent failure to transmit.  An email will be sent to notify the worker who sent a referral by automated FAX that the FAX has failed.



Navigation:  Pull down the Utilities menu and choose > FAX Log.  Choose your Agency and Region and click [Refresh].





APS or RCS page:

[image: ]


The batch job will poll the facsys server from 7am to 7pm PST on an hourly basis to query the status of all pending fax transmissions.
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After the Intake staff assigns the TIVA Intake to you, you receive an e-mail and a Tickler generated by TIVA notifying you of the new Assignment.  The Assignment (in the Cases expando) includes the Intake documentation.  Ticklers notify the Investigator about work that is due.



Example - Tickler expando:

[image: ]



NOTE:  Priority is related to the type of TIVA Tickler – not APS Priority.



You can view the Tickler and you can view your Assignment from the Desktop.  



Ticklers you will receive:

· APS Initial Face-to-Face Contact

· APS Reporter Call Back (if requested)

· APS Investigation Completion Due (displays beginning 15 days prior to due date)



View your Ticklers:



1. Open My Ticklers and open the Case folder.


2. Notice the various numbers that are assigned by TIVA.  
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While you can read the Intake anytime during your investigative work in TIVA, it might be useful to review it, and print it, before you begin.



Open the Case on your Desktop:

1. Open the Cases expando.  You will see a list of Cases on your Desktop sorted in alphabetical order.


A Case appears on the Investigator’s Desktop after Intake has assigned it.



2. Scroll down to locate your Case.


3. Click the Case icon [image: ].  A list of icons will expand down that contain information about that Case:





Example:



[image: ]

NOTE:  The Cases’ name link will open the Maintain Case pages.  The Maintain Case page manages and holds all of the information about a Case.  Think of this page as a REALLY BIG FOLDER LABEL! Actions link is used for some special activities like restricting a Case or creating a Case Note outside of an Investigation.










NOTE:  The Intake can be viewed at any time as long as the Case is on the Desktop.  Cases remain on the Desktop as long as the Assignment is still open.  (You can also use the [Search] button in the TIVA Banner to locate Intakes.)







Read the Intake:

1. Open the Intakes expando  [image: ]  .  The Intakes will be displayed.


2. Locate your Intake (should match the Intake ID# from the Tickler).


3. Click the Intake link.  The Intake will be displayed in read-only mode:


[image: ]





4. Click the Tabs across the top to read the Intake.

NOTE:  The Intake can be printed from this page by clicking the APS Intake link in the Blue Options pane.


5. Click the [Close] box on the bottom of the Intake page when you are finished.
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TIVA is shared with RCS.  All critical incidents are opened, tracked, and closed in TIVA. 





1. Tickler received and Case placed on Desktop.  Read Tickler 


2. My Cases> Intakes >read Intake


3. Case Work (Banner button) – create Investigation

Complete the Investigation Tabs:

4. General Tab - associate Intake(s) to Investigation


5. Prior Involvement Tab – review the information


6. Allegations/Findings Tab – enter Issues/Alleged Violations/Findings 


7. Evidence/Records Tab – enter evidence reviewed


8. Safety Tab – review and check


9. Contacts Tab>Blue Options pane >Case Notes - Record Visits 


10. Referrals Tab>Create Outcome Report.  May create referrals


11. Disposition Tab – enter Disposition >Blue Options pane>send for Approval


12. Supervisor approves; APS Investigation Review is completed; Case is closed.






If you Save and Close the Investigation before it is completed, you can find it under

My Cases> open Case icon> open the Investigation icon.



[bookmark: _Toc342032084][bookmark: _Toc383505484]
Create the Investigation





[image: ]To create a brand new Investigation for an Intake, use the Case Work button on the Banner







1. Click the Case Work button.  A dialogue box will be displayed:

[image: ]



Create Investigation:

2. Pull down the Investigation menu and choose APS Investigation.


3. Select the Case from the Cases group box.


4. Click [Create].  The Pending Intake page will be displayed.


5. Click the box to choose your Intake and click [Continue].  Select multiple intakes ONLY if they involve the same AP.


Investigation Intake Link popup page:
[image: ]


The “Investigation” pages will be displayed.  These pages are where you will enter your investigative information and also print required documents.


The Case Information page header contains information pre-filled from the Intake.



The Search link in the header will allow you to list a different Worker – he/she must be assigned to the case first.  (See the Appendix for Reassignment steps.)


Investigation pages header: 
[image: ]


Initial Response Date:  Investigations in this field are populated with the Initial Response Date and Time that has been calculated in the linked Intake.


Notice that there are eight (8) tabs across the top of the page.



6. Save the Investigation.












[bookmark: _Toc343259875][bookmark: _Toc383505485][bookmark: _Toc428176275]General Tab
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The General Tab is always displayed first and shows each of the Case participants documented in the associated Intake(s).NOTE:  A scroll bar here may indicate that you need to view your screen at 100%.





General Tab:

[image: ]





Each Tab contains “group boxes” where information is grouped together.  Group boxes may have their own buttons to perform some action.  For example, on the General Tab, there are four group boxes with buttons:



· Investigation Participants – [Insert] button

· Intake Information – [Link Additional Intakes] and [Delink] buttons

· Vulnerable Adult Definitions – [Insert] button

· Agency Information – [Insert] button



The [Save] and [Close] buttons on the bottom are for the entire Tab.






[bookmark: _Toc343259877][bookmark: _Toc383505487][bookmark: _Toc428176277]Review or Edit Participants



Notice the WI and CI columns and notice the pink diamond in the illustration below:

[image: ]

Warning Indicator:  [image: ]  This is a box checked on the person’s Person Management page to notify workers that the person may pose a danger.

Chronicity Indicator:  [image: ]  Displays when a person meets the chronicity indicator criteria.  For example, four (4) or more screened in APS Intakes in the last 24 months.

CARE client:  [image: ]  Displays when the person is an active CARE client.



Name Link:  Hyperlink that opens the participant’s Person Management pages.  For example, you may need to edit the Date of Birth.  

Roles Link:  Hyperlink that opens a dialogue box where you can view and edit roles.  For example, you may wish to add an AV or AP “Decision Maker” role – prints on the Criminal Investigation Request document.  



To add a new participant:

1. Click the [Insert] button.  The only people listed will be those who have been previously added to the Maintain Case page as Collateral Contacts.  

2. Close.



[bookmark: _Toc343259878][bookmark: _Toc383505488][bookmark: _Toc428176278]Intake Information



Use the Intake Information group box to view the Intake or link additional Intakes to the Investigation.



1. Click the Intake ID hyperlink to view the Intake.  


2. Close when you are finished.
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1. Click the Edit link to edit a person’s information.  A dialogue box will be displayed:

Vulnerable Adult Pop-up:
[image: ]





To Edit Vulnerable Adult Definitions:

6. Click the appropriate Vulnerable Adult Definition button.


7. To add multiple Definitions, hold down the [Ctrl] key and click.


8. Continue or Close. 
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You can close your pending Investigation at any time after it is first saved, and return to finish it later.



Close your Investigation:

1. Click the [Close] box to put your pending Investigation away.  You should be viewing the Desktop.


2. Click the [Refresh] button in the Banner to refresh the items on your Desktop.  (Click “Yes” you are sure.)  SHORTCUT:  Open and close the Case icon!


Open your Investigation:

3. Open Cases, locate your case name, and click the Case icon[image: ].


4. The Case expando will open:



Example:

[image: ]


5. Open the Investigation expando.  Your pending investigation will be displayed:

[image: ]




6. Click the link to open your pending investigation.  Your Investigation will be displayed.








[bookmark: _Toc383505491][bookmark: _Toc428176281]Add Collateral Contact



TIVA adds the Intake/Investigation AV and AP to the Case folder.  Other people need to be added via the “Maintain Case” page – this is the folder for the entire Case.



When you are working on more than one TIVA page, you can keep them all open and jump from one to the other by clicking on your browser Task Bar:

FUN TIP:

Hold down the [image: ] [Windows] key and tap the [Tab] key to flutter all your open windows!



Task Bar:

[image: ]



Explorer icon:

1. Hover over the Explorer icon  [image: ]  to see what TIVA pages you have open.


2. Your TIVA Desktop should be displayed.  (If not, click the TIVA Desktop icon in the Task Bar to select it.)


Open Maintain Case pages:

3. Locate your Case and click the Case name link to open the Maintain Case pages.  Notice that the AP and the AV come across to General Tab as participants.



4. Go to the Collaterals Tab:
[image: ]





Maintain Case Page







5. Click [Insert] to add a new Collateral person.  A search screen will be displayed.


6. Enter your search criteria.  The person will be returned to the table below:

[image: ]

7. Click the Select link next to the name to select the person.



8. Notice the “Selected People” button on the bottom of the screen:

[image: ]

You can continue to search for people and select them, and they will be collected in the “Selected People” box.  




9. Click [Continue] when you are finished.  You will be returned to the Collaterals Tab and the person you selected will be displayed in the Collaterals table.





You will need to add the person as a Collateral in order for him/her to populate as a participant on the Case Notes pages. This is important if you need to create a Case Note about the person.



Collaterals table:

[image: ]





Enter the Person’s Role:

1. Pull down the Role menu and select one, or choose “Other”.


2. Type a description into the Role Description field.


(Repeat these same steps if you added other participants.)



3. Save and Close.  (You will be viewing the TIVA page you last had open.)






Go back to your Investigation:

1. Hover over your Task Bar and choose the Desktop if it is not open.


2. Click the Case icon and click the Investigation icon.


3. Click the name link for your Investigation.  Your Investigation pages will be displayed.




NOTE:  You will need to insert your new collateral contact as a Participant.








[bookmark: _Toc383505492][bookmark: _Toc428176282]Add a Collateral Contact as a New Case Participant





You should be viewing the General Tab of your Investigation.




1. Click the [Insert] button in the Investigation Participants group box.  A popup dialogue box will be displayed:

[image: ]



2. Click the box to select your new collateral contact, and click [Continue].

The new collateral contact will be listed as an Investigation Participant.


3. Click the Roles link to give him/her a role in the Investigation.  (A participant may have up to 5 roles.)


4. Save.







Add Second Reporter to open investigation



APS may receive calls from multiple reporters regarding an open investigation with the same allegation/report and involving same AV and AP. Intake will send you an e-mail with the reporters contact information.  Intake will also create a Case Note with detailed information obtained.  You will add the new reporter as a collateral following the steps above, selecting the collateral’s role as “reporter.”  The investigator will contact the reporter for more information.




[bookmark: _Toc343259880][bookmark: _Toc383505493][bookmark: _Toc342032092][bookmark: _Toc428176283]Prior Involvement Tab
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Go to the Prior Involvement Tab.  The purpose of this Prior Involvement table is to give the big picture – there has been some kind of prior involvement by some related person(s).  It should trigger the worker to perform a search of other Intakes or Investigations.  The View link takes you to the substance of what the prior involvement was about.



The ‘Prior Involvement’ Tab displays previous Intakes for all Intake participants with a role of Victim,  Perpetrator or Reporter.  



Prior Involvement Tab:



[image: ]



1. Enter text into the “History of Abuse/Neglect/Exploitation” text box to sum up the prior involvement.



2. Save.





[bookmark: _Toc343259882][bookmark: _Toc383505495][bookmark: _Toc428176285]Allegations/Findings Tab

[bookmark: _Toc343259883][bookmark: _Toc383505496][bookmark: _Toc428176286]Overview





Go to the Allegations/Findings Tab.  The allegation information on the Allegations/Findings Tab is populated from the Intake.



Allegations/Findings Tab:



[image: ]



Use the Allegations/Findings Tab to cite Findings (one per Allegation).  You can also enter new allegation and findings here.





1. Click View/Edit link at end of person’s row to display Allegations pop-up.



2. Turn to the next page to see an example of the Allegations pop-up and to enter your Findings.
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When adding a Finding to an Allegation, the required fields are:   the Finding pull-down, the Referrals/Actions select box and the “Support of Finding” text box.



(To enter a new allegation/finding, all the fields are required.) 



Allegations/Findings Pop-up:

[image: ]



Add Findings:

3. You should be viewing the Allegations Findings pop-up.


4. Pull down the Finding menu and choose the desired finding.

(A Finding must be selected for each Allegation from the Findings drop down menu before the Investigation can be submitted for approval.)


5. Select the action taken in the Referrals/Actions box to remediate the Alleged Victim’s circumstances (multi-select box).

NOTE:  A selection in this box is required by Centers for Medicare & Medicaid Services (CMS) for each allegation listed.









The header of the Additional Allegations Details (RCW) page will have a box where you can enter the updated information about where the Incident took place.


6. Click the RCW Selection hyperlink.  The Additional Allegation Details page will be displayed:

[image: ]

7. Verify or edit the Incident Date.  (Date is required in order to send for Approval.)


8. Verify or edit the Incident Timeframe and Place.  (Incident Place prints on the Criminal Investigation Request document.  (50 characters)


9. Click [Continue] or [Close].  You will be returned to the Allegations/Findings Pop-up.


10. For all allegations except “Closed No APS,” enter the support of findings in the “Support of Finding” text box.  This will print for each Allegation on the Outcome Report.



11. For all “Closed No APS” findings, document the support of these findings in the Case Notes and in the Explain box of the Disposition tab.


12. Click [Continue] or [Close].  You will be returned to the Allegations/Findings Tab.  NOTE:  These steps must be repeated for each Allegation.


Enter a new Allegation & Finding:

13. Click [Insert].


14. Follow the same steps to enter the new Allegation; be sure to enter all required fields.


15. Click RCW Selection and check to add the appropriate RCW.  (Be sure to enter the Incident Date and Time/Place information.)


16. Enter text into the “Support of Finding” text box.


17. Continue.  You will be returned to the Allegations/Findings Tab.


[bookmark: _Toc342032095][bookmark: _Toc383505498][bookmark: _Toc428176288]Evidence/Records Tab
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Go to the Evidence/Records Tab.  The Evidence/Records Tab is used primarily to enter evidence for the allegation.



Evidence/Records Tab:



[image: ]





1. Enter a Brief Investigation Summary (Required field.)


2. Click the [Insert] button to enter a record type.  (At least one Records Reviewed entry is required in order to approve the Investigation.)

A blank row will be added to the Records Reviewed table.  








Records Reviewed







Records Reviewed new row:

[image: ]



3. Pull down the Record Type Reviewed menu.  You will see a long list, sorted in alphabetical order.  Select one.


4. Enter the Date Reviewed.


5. Enter comments as appropriate.


6. Save.


The record will be displayed in the Records Reviewed table.


7. Enter comments into the Issues and Concerns Noted text box if appropriate.


8. Save.






[bookmark: _Toc342032097][bookmark: _Toc383505500][bookmark: _Toc428176290]Safety Tab

[bookmark: _Toc342032098][bookmark: _Toc383505501][bookmark: _Toc428176291]Overview



Go to the Safety Tab.  The Safety Tab is used by APS to record safety concerns for investigators.  Information will come over from the Intake.



Safety Tab:



[image: ]



[bookmark: _Toc342032099]You have to make some sort of edit (even if there are no changes) in order for the Investigation to be approved!



1. If there are no other edits, uncheck any box and re-check in order for the investigation to be approved.



2. Edit any boxes that are relevant to this Intake.


3. Enter any other notes that might be important into the Safety Concern Notes box.


4. Save.


[bookmark: _Toc343259889][bookmark: _Toc383505502][bookmark: _Toc342032102][bookmark: _Toc428176292]Contacts Tab

[bookmark: _Toc343259890][bookmark: _Toc383505503][bookmark: _Toc428176293]Overview



Go to the Contacts Tab.



The Contacts Tab lists all the Case Notes created for this investigation.  You can click the View link at the end of the Case Notes row to read an existing Case Note.



Contacts Tab:

[image: ]







[bookmark: _Toc343259891][bookmark: _Toc383505504]Case Notes can be created for the AV and the AP in the Case and Investigation.  However, there may be times when you will want to create a Case Note about an additional person.  This additional person must be added on the Maintain Case – Collaterals Tab in order for the person to be selected in the Investigation Participant group box.
Add a Case Note





Visit Dates are added on the Case Notes page.



There are several required Case Notes.

The two types of most common case notes are Contact and Investigation.  Use Contact type of case note, such as AV Interview types to knock down ticklers.  Use investigation type to document most other types of investigative activities such as collateral contacts.

· “Contact”:  AV Interview - Initial Face to Face (knocks down the Tickler)

· “Contact”: Reporter Call back (knocks down the Tickler)

· “Investigation”:  Law Enforcement



Create a Case Note:

1. You should be viewing the Contacts Tab.  (While the Case Notes link can be accessed from any tab, they are inserted into the Contacts Tab when finished.)


2. Click the Case Notes link in the Blue Options pane.  The Case Notes page will be displayed:



Case Notes page:

[image: ]





Upon entering the Case Notes page, the Worker Creating Note and the Worker Making Contact along with the Date Entered fields are pre-filled in the header.





Case note:

1. Enter the Date Occurred.  TIP:  If you right-click on the date field you can choose a date from the pop-up calendar.


2. Enter the Time.  (Format is hh:mm)


3. Category – this should be APS.


4. Select the Type.  Contact or Investigation



NOTE about Types:  The “Type” drives what choices you will have for “Activity”.  






Connect the Participant(s) & Intake(s) to this Case Note:

5. Select the appropriate individual(s) from the Related Participants and Collaterals box.


6. Select the Intake(s) in the Related Intakes box.


7. Type your visit comments into the Narrative text box (required field).






NOTE about Activities:  There must be a Contact type Case Note for an AV Interview before the Investigation can be approved.  Also, if the Reporter has requested a call back, there must be a second Contact type Case Note for Reporter Call Back before the Investigation can be approved.



Enter the Activity:

8. Click the [Insert] button in the Activities group box.  A row will be displayed:
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9. Pull down the Activity menu and choose one.  


10. Pull down the Participant menu and choose one.


11. Pull down the Location menu and choose one.


12. The Time will display what you chose in the menu at the top.


13. Save.



About Saving Case Notes:
When you Save and Close a Case Note, it is removed from the screen (you can still view it).  You may edit your note by opening it from the Desktop>Case Notes icon.  When you are finished, you Finalize (freeze) the note.  Notes are automatically Finalized after 24 hours.



Contacts:

14. Scroll down to the bottom of the screen - and click the [Insert] button in the Contacts group box.  Contacts are people who may have attended a meeting, but who do not have a person record in TIVA.


15. Type a name and type a role.



To close a case note and open it again.



1. Save and Close your Case Note.  You will be returned to the Contacts Tab.


If you saved your Case Note, it will be listed for you to view in the table – but it is not editable from here.







Open the Case Note from the Desktop to edit it (before it’s Finalized, or before 24 hours is up).



1. You should be viewing the Contacts Tab.


2. Hover over your Task Bar to choose the Desktop.


3. Refresh your Cases.


4. Open the Case and open the Case Notes icon.  Your new Case Note will be displayed:

[image: ]


5. Click the note hyperlink.  You will see your Case Note and it will be editable.


6. Enter any changes.


Finalize it!

7. Check the “Note Finalized” box in the header at the very top.  Save.
The Case Note is now locked.


AAG or LBA Contact Notes



Details of a privileged conversation with the AAG or LBA are not entered into TIVA.  Type these notes in Word and file them in section 4 of the APS case record. Indicate in the TIVA Case Notes that an interaction with the AAG occurred and refer the reader to section 4 of the APS case record for detailed content.
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Ooops!  Insert a Correction Note to a “Finalized” Case Note:

1. You should be viewing your Case Note.  Click the [Insert Correction Note] button.  A Correction text box will open where you can add text.


2. Save and Close when you are finished.

TIP:  You can also add new Case Notes by using the Actions link next to the Case Name on the Desktop.


3. Go back to the Investigation>Contacts Tab.







TIP:  When you enter an AV initial face to face contact type or reporter contact type, you will knock down the corresponding Tickler.  Go to the Desktop and look at your Ticklers to see if the Tickler is still there (You may need to Refresh your Tickler expando.)





AV Initial Interview Case Note



To knock down the AV Interview tickler and show AV initial interview attempted or completed, the activity type must be Contact and Activity per person must be one of the following:

a) AV Interview – Initial Face to Face 

b) AV Interview – Initial Face to Face

c) AV interview - Not Required - Deceased

d) AV interview - Not Required - Unable to locate 

e) AV interview - Not Required - Eludes/Refuses

f) AV Interview - Not Required - Incarcerated

g) AV Interview - Not Required - Safety Risk

h) AV Interview - Not Required - Medical Request

i) AV Interview - Not Required - LE Request

j) AV Interview - Not Required - Interview by other Investigative Authority

k) AV Interview - Not Required - Sufficient info for Unsubstantiated Finding

l) AV Interview - Not Required - Substantiation based on Completed Proceeding

m) AV Interview - Not Required  - Other Reason 

n) AV Interview - Late Interview Approved - Attempt: Not Home

o) AV Interview - Late Interview Approved - Attempt: Interference

p) AV Interview - Late Interview Approved - Attempt: Safety Concern

q) AV Interview - Late Interview Approved - Interpreter Needed

r) AV Interview - Late Interview Approved - AV Request 

s) AV Interview - Late Interview Approved - LE Request

t) AV Interview - Late Interview Approved - Hospitalized/High Priority 







[bookmark: _Toc383505506]

Add a Case Note if you are not the Investigator







If a worker needs to add a Case Note and he/she is not the Investigator (working inside the Investigation pages) he/she will need to search for the Case and use the Actions link.





Search for the Case:

1. Click Search in the Banner>Enter your search parameters.  (TIP:  It is faster to search using the CASE ID#!).

[image: ]
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2. Click the Actions link next to the Case Name.  The Actions dialogue box will be displayed.


3. Click Create Case Note.  The Case Note page will be displayed.  

NOTE:  The Case Note can be printed from the Print Notes link in the Blue Options pane when you are viewing a Case Note.







If you need to print all the Case Notes connected to this Case at once, you will need to search and choose the Case Note Criteria.  







[bookmark: _Toc383505507]Print Case Notes





To print all Case Notes, you must use the Actions link next to the Case Name after a Search, and choose “Case Note Criteria Search”.  Enter your criteria in the boxes.





Print all the Case Notes:

1. Click Search in the Banner>Enter your search parameters.  (TIP:  It is faster to search using the CASE ID#!).

[image: ]
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2. Click the Actions link next to the Case Name.  The Actions dialogue box will be displayed.
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3. Click radio button “Case Note Search Criteria” and click [Continue].

The Case Note Search Criteria page will be displayed.



Work your way down this screen - starting at the top left box. 



Case Note Search Criteria page:

[image: ]

1. First, verify or edit the Start and End dates for your search. (Tip:  since the auto-fill on the note dates only show for a month, enter a start date that is on or before the investigation was initiated to capture all of the case notes.)


2. Select APS and click Add.


3. Select all the Case Note “Types” or hold down the [Ctrl] key to select only certain Case Note Types, then click Add.

NOTE:  You choose Activities and Case Participants by holding down the [Ctrl] key and clicking on your choices – these do not move over to another box.


4. Select Activities and select Case Participants.


5. Click [Search].  The Case Notes Search Results page will be displayed.



6. From the Note Criteria Page select the investigation desired or the “All” option from the Investigation ID selection.  There is also a Date/Time Occurred column from the note header from where you can select the order the notes will display (e.g. oldest to newest) by clicking on the arrow next to Date/Time Occurred.
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7. Click the Print/View All link in the Blue Options Pane.  A document will be displayed that you can print.






[bookmark: _Toc342032105][bookmark: _Toc383505508][bookmark: _Toc428176294]Referrals Tab
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The Referrals Tab displays all referrals for this Investigation that were created and sent from the Referral Tracking page.



Referrals Tab:

[image: ]
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Documents that can be printed or referred:

1. APS Criminal Investigation Request (launched from Referral Tracking page)

2. APS Outcome Report (launched from Referral Tracking page)

3. APS Outcome Report-AP 

4. APS Referral for Assistance





The Create a Referral steps are the same as the Intake Create Referral steps.  Please refer to that workbook for detailed steps. 





[bookmark: _Toc342032108][bookmark: _Toc383505511]

[bookmark: _Toc428176297]Disposition Tab
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The Disposition Tab is where you enter the Investigation conclusions and final activities.  



Disposition Tab:
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1. You should be viewing your Investigation – Disposition Tab.


2. Pull down the Disposition menu and select “Closed”



3.  “Explain” text box:

a. For all allegations, except “Closed No APS” enter, “See narrative in the “Support of Finding” box in the Allegations/Findings tab.  

b. For all “Closed No APS Findings” enter “See Case Note.” 






4. The “APS Services” and “Other Services” group boxes auto fill from the Allegations/Findings Tab (from the referrals/actions group box).  If you choose “other” you must provide an explanation.  


5. Pull down the “Consent Given” menu and choose one.  (This must be changed from blank in order to be approved.)


6. Enter the Date that consent was given.


7. Pull down the “Provided ‘Your Rights’ Form” menu and select one.  (This is required for approval.)  



8. Enter the Date that you gave the “Your Rights” form.



9. Enter Notes as appropriate.


10. Save.









When you are ready to send this Investigation for approval, you can click the Approval link.  This will cause several edits to run because some information will be required before you can submit the approval.








[bookmark: _Toc383505514][bookmark: _Toc428176299]Outcome Reports



Follow the same “Create a Referral” steps to create, save and view the Outcome Report.  (You would print this after completing the Disposition Tab and the Investigation is done.)



NOTE:  The Case Manager will be able to view the Outcome Report in CARE.



There are two types of outcome reports:

· “Outcome Report” contains unredacted information

· “Outcome Report – AP” contains redacted information



See Chapter 6 for more information on when to use these documents.
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View the Outcome Report document:

1. Go to the Referrals Tab and click Create Referral in the Blue Options Pane.  Complete the required fields on the Referral Tracking page.  Save.


2. Click [Open Doc].  The PDF document will open that you can view and print.



Top of Outcome Report Document:

[image: ]


3. The date you created the Outcome Report prints at the top.


4. The information in the Outcome Report is auto-filled and can only be edited by changing the data in the TIVA Investigation (Case Information) pages.


5. Click Close [x].  You will be returned to the Referral Tracking page.  If you complete the “sent” information the document will freeze (except for the AV address).



6. Save and Close.  You will be returned to the Referrals Tab.  Notice the “Status” field – this will either say “sent” or “not sent”.  

Note:  You can create an outcome report even when a Case has already been closed.




TIP:  If you have trouble sending your automated FAX, you can see the status on the ADS FAX Failure Log (see the Appendix of this workbook.)
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Investigation Approval





When the Investigation is complete, you send for supervisory approval.  You must have selected a Finding for each Allegation in order for the Approval Decision choices to be enabled.





1. Click the Approval link in the Blue Options Pane.  The Approval History Pop-up will be displayed:



Approval History Pop-up:
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Send for supervisor approval:

2. Click the Approve button in the Approval Decision group box. 


3. Click [Continue] and Save.  (NOTE:  If you get errors, correct them and return!)

After indicating approval, the worker selects the Save command button and the Investigation is forwarded to the Desktop Approvals expando of the worker’s supervisor.  (If “Rush Requested” is checked, a black exclamation mark will display next to the Request.)
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Supervisor Approval



For investigations where the investigator has recommended a substantiated initial finding, the investigation must remain open until after the Investigation Review process is completed.



The Supervisor must look in the Approvals expando on the Desktop – no email no Tickler.



The investigation process ends when the Investigator enters a Disposition for each allegation, details an overall Disposition for the entire Investigation, and receives supervisory approval of the Investigation findings and documentation.



When the Supervisor approves the Investigation, all work created as part of the Investigation is frozen.  The “Investigation Completion Due” Tickler is knocked down.



1. You should be viewing your Desktop.  Click [Refresh].


2. Open Approvals. 


3. Open the Case and open the Investigation:

[image: ]


4. Click the hyperlink.  The Investigation pages will be displayed for your review.


5. Click the Approval link in the Blue Options Pane.  You will see the Approvals dialogue box.


6. See illustration on the next page.






Approval dialogue box:

[image: ]



1. Click the Approve radio button and click [Continue].  



2. You will be returned to the Investigation pages.  





3. Save and Close.


Refresh your Desktop to see that the Case has been removed from the My Approvals expando.  





NOTE:  There is also an Approvals Management link under the Utilities menu that supervisors can use to process several approvals at once.





This approval completes the Investigation.  However, the Case must be closed before it is removed from the worker’s desktop.
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Staff will use – the TIVA Legal Record, Legal Action, and, Legal Result pages.







1. Click the [Case Work] button in the Banner.


2. Under “Create Case Items” pull down the Legal menu and choose Legal Record.


3. Select the Case and select the Case participant (the Victim/Intake Name).

NOTE:  If a legal record has already been created for this participant, you will see an error message and you will need to open the Legal Record from your Desktop>Cases>Legal icon.


4. Click [Create].  You will see the Legal Record page:

Legal Record page:

[image: ]





Legal Record page:

The Legal Record page is used to display all Legal Actions and Legal Results for a case participant.  There can be one (and only one) Legal Record page for a case participant.  This page displays all Legal Actions for a case participant with associated Legal Results.



Notice that the information in the page header is auto-filled with the Case information and the name of the Primary Worker.



Legal Jurisdiction

5. Click [Insert] – a row will be added to the Legal Jurisdiction table:

[image: ]

A “Begin” Legal Jurisdiction Date is required to save this Legal Record:

6. Right-click in the Begin field to open a pop-up calendar; select a date.



7. Enter a Legal File number (it is not necessary to enter the dashes).


8. Select a Jurisdiction, a Court, and a Type.



9. Save.



10. Click [Create Legal Action].  The Legal Action page will be displayed.


NOTE:  If Legal Actions already exist, you can click the Edit link at the end of the row to copy the Legal Action.







Legal Action:

The Legal Action page is used to document the timeframes surrounding the initiation of a legal action (e.g. protection orders or guardianships, not investigation appeals).  This page is utilized by workers to document a request for legal action (in which case the worker fills in the Date of Legal Action field).



APS staff will use the text field available in the Legal Action page to enter legal Case Notes.


Legal Action Page:

[image: ]If the 'Decision Made Not to File' check box is checked and saved, the check box is frozen and may no longer be edited



Legal Action



11. Pull down the Legal Action menu and select one (required field).


12. Select the Legal File Number.


13. “Judge” and “Commissioner” are user entered text fields.


14. Enter the Date of Legal Action (will auto-fill with today’s date – can be edited.)


15. Enter comments into the Additional Information text box.


16. Save and Close.  You will be returned to the Legal Record page and your Legal Action will be displayed in the Legal Record table.
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Find the Legal Record on the Desktop Outliner





1. Click [Close] on the bottom of the Legal Record page.  You will be returned to your Desktop.  Click [Refresh].


2. Open Cases and open your Case.


3. Open the Legal icon.  A list of legal records will be displayed.  (Null means no legal result has taken place.)

[image: ]


4. Click the hyperlink to open your Legal Record.
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After a legal event takes place, a worker documents the outcome of the event on the Legal Result page.



1. Click the Create Legal Result hyperlink at the top of the Legal Record group box.  The Legal Result page will be displayed – you can copy an existing result or create a new one.

[image: ]



2. Notice the blue fields with an asterisk *.  These are required fields.


3. Pull down the Result menu and select one.


4. Pull down the Applies To menu and select one.


5. Judge and Commissioner are user-entered text fields.


6. Pull down the Current Legal Status menu and select one.


7. Enter comments into the text box.


8. Enter the Legal Result Date (required field).


9. Use the “Next Hearing/Notification” expando section if necessary.


10. Save and Close when finished.  

You will be returned to the Legal Record page and your Legal Result will be displayed in the Legal Record table.


11. Close.  

TIP:  If you [Refresh] your Desktop, you will see your Legal Record hyperlink with the current status and date under the Case>Legal icon.









NOTE:  If a Case has a Legal Action, and the most recent result value on the Legal Result page for the Legal Action is “Pending”, the Case cannot be closed until a different Legal Result value is selected.








Appeals Page



Note:  All investigations must be approved first.



The Appeals page is used to create and record the APS Investigation Review Substantiated Finding.  This cannot be done until the Investigation is approved (frozen).  This can be done even on a closed Case.  



TIVA will (depending upon the decision) make any changes to the Finding in the investigation involved.



	Create an Appeal:

1. If the Case is not on your Desktop, you must use Search to find it.  Click Search in the Banner>Enter your search parameters.  (TIP:  It is faster to search using the CASE ID#!).



[image: ]
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To create the Investigation Review record, the worker will need to select the “Participant View” of the Case on his/her Desktop to display all individuals in the Case.


2. Check “Participant View” and click [Search].  Your Case will be returned below.



3. Click the folder icon.  Instead of seeing icons below the folder, you will see a list of participants displayed:

[image: ]



4. Click the person  [image: ]  icon to see a list of icons that contain information about that person.  


5. Click the person’s name link to see his/her demographic pages.  

Select the person for the review/appeal:

6. Click the Actions link next to the name who is requesting the review/appeal.  You will see the Actions pop-up:

[image: ]


7. Click Create Appeals.


Click [Continue].  The Appeals page will be displayed, containing the Case information in the header.


NOTE:  If you get an error message about Findings, you have either selected the wrong person or the Investigation was not finished and approved (frozen).

Appeals page:
	[image: ]


Add an Appeal:

1. Click [Insert] and the Appeals page will be displayed (Appeal Number will be auto-generated when saved):

 Appeals:
[image: ]
This is where you designate the Appeal Level and add the Allegation(s) being appealed.





2. Right-click in the Date Appeal Requested field and select a date from the pop-up calendar (required field).


3. Pull down the Appeal Level menu and select: (for example) 
APS RA/Field Service Administrator -- or -- APS-Investigation Review


4. Enter the Docket Number if applicable.


5. Click the Add/Edit link in the Allegations Being Appealed group box.  The Allegations pop-up will be displayed:

[image: ]The Allegations table is populated with a list of allegations for the identified Alleged Perpetrator on APS investigations regardless of the Finding.


6. Check a box(es) to select an Allegation.


7. Click [Continue].  The Allegation will be displayed in the Allegations Being Appealed table.  (You can save it at this point, the record is still editable.)


8. Click the Edit link at the end of the allegation row.  The Allegation Details pop-up page will be displayed:
	[image: ]




NOTE:  You must edit each Allegation separately.


8. Pull down the Appeal Status menu and choose one.


9. Enter the Status Date.


10. Pull down the Finding changed to menu and choose one.


11. Click [Continue].  You will be returned to the Appeals page and the Appeal will be listed in the table.


12. Repeat for each Allegation.


NOTE:  APS staff will use the Comments text field available in the Appeals page to enter legal Case Notes.


[image: cid:image006.jpg@01CE167E.01214110]


14. Enter your Investigation Review Comments.  


15. Save and Close.  NOTE:  If you save and close now the appeal information will be locked.  If you do not save and close, the appeal information will be lost.





The record will be added to the Appeals page as view only.






[image: ]









16. Close.  You will be returned to your Desktop.








[bookmark: _Toc344890805][bookmark: _Toc348352475][bookmark: _Toc381691097][bookmark: _Toc383519558][bookmark: _Toc428176303]Find the Appeal





After the Appeals Page has been created, you can open it under the Case >Administration icon:


		[image: ]



If the Case is not on your Desktop, the page is launched from the search results on the Appeals Search page….use the Menu not the Banner.



Appeals Search:

[image: ]



1. Select Appeals Search from the Search menu on the Desktop.

A Search screen will be displayed.


2. Enter your search parameters and click [Search].  Results will display in the table below.


3. Click the Edit link for the Appeal you wish to view.


4. On the Appeals page, click the View link.

NOTE:  Click the [Insert] button to add a new Investigation Review (Appeal) to the record, using the same steps.



5. Close.



Depending upon the decision, the system will make any changes to the Finding in the investigation involved!
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Case closure occurs when all services to all case participants are closed.  Screen-outs go through an auto-close process (don’t need to wait for the overnight batch process). 





Process:

After all Investigations are approved, the Investigator submits a “Case closure request” which runs an overnight batch process.
*If Batch is OK, the closure request is accepted (automatic removal from desktop)
*If Batch is not OK, worker must resolve the open items and re-submit “Case closure request”.  TIVA then re-runs the batch.





Close the Case:

1. Open the Case icon.


2. Click the case name hyperlink.  The Maintain Case pages will be displayed:


Maintain Case page:
[image: ]




3. Go to the Closing History tab.  (This is where your Case Closed record will be stored.)



4. Click the Submit Case Closure Request link in the Blue Options pane.  The Case Closure screen will be displayed.








Case Closure screen:

[image: ]







1. Check the Request Case Closure box.


2. Pull down the Reason field and select APS Case Closed.


3. Enter comments into the Closure Summary text box.


4. Save.  An overnight batch process will run!


5. Close.




Closing History Tab:

If case closure is denied, you will need to go to:

1. the closing history tab



2. click on the pending link



3. open the closure denial message expando



4. Complete outstanding pieces of work that have not been completed



[image: ]






Case Closure Screen:

[image: ]
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What do you do when a new Intake needs to be added to an already closed Case?

When a Screened In APS Intake is linked to a Closed case, it will Re-open the case.





What happens when you need to re-open a closed Case?

A case is re-opened by selecting the “Re-Open Closed Case” radio button on the Actions popup after a Case Search.  After you “Save” on the Maintain Case page, a message appears asking “Would you like to create an assignment for this case?”





How are Screened Out Cases closed?

When a Screened-Out APS Intake creates a new Case in the system, it will invoke the automatic Case closure process, and the Case will be created as a Closed Case.  There will be no prompt for assignment.





What if you never close a Case?

The Cases expando on your Desktop will become enormous!
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The Registry contains the names of certified Nurse Aides (NA) and also the names of people who are ineligible to work in a nursing facility because there are findings of abuse, neglect or financial exploitation/misappropriation in Washington or another state, or they are Federally sanctioned from working in a nursing facility.



RCPP:  (Residential Client Protection Program that was dissolved 11/1/2014)  Individuals were placed on the Registry who have Findings through a past RCPP Investigation.



APS:  Individuals are placed on the Registry who have final substantiated Findings against a vulnerable adult -- (after the APS Investigation Review is substantiated.)  Persons with a final substantiated Finding are disqualified from being a paid provider of Medicaid long-term care services.



Information in the ADS Registry is updated during a nightly upload.



The ADS Registry is launched from the Utilities menu.  Only RCS and APS staff with the correct security can access the Registry.



Example:

[image: ]







APS will only use the Registry page.
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The Registry page is used by both RCS and APS.  The General Tab of the Registry page is used to update a Nurse Aide’s (NA) Registry Status and to add Findings.  The Verification Tab (not used by APS) of the Registry page is used to track other state’s verification requests.



1. Pull down Utilities menu and click ADS Registry.  


2. From the pop-out menu choose Registry.  The blank Registry page (General Tab) will be displayed.  TIVA pages contain “group boxes” where information is grouped together.

Registry Page – General Tab:

[image: ]

Search for a person:

Click the Person Search hyperlink (located in the header upper left – top of page).  A Person Search screen will be displayed.
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The TIVA Person Search will display a blue star icon to indicate when a person is on the Registry.  The Registry icon will be displayed before any person’s name where the “ADS Registry” checkbox is marked on the Basic Tab of his/her Person Management page.





Person Search page: 

[image: ]
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1. Type the search parameters in the Last Name Field.
(TIP:  It is faster and more accurate to search by SSN if you have it.)

NOTE ABOUT SEARCHES:  You can also use a wildcard (asterisk *) in searches.  For example, typing Gr* will return all last names that begin with Gr.  However, searches can take quite a long time if you do not type in enough specific information.


2. Click the [Search] button.  Search results will be returned in the table below.  (Notice the “Incl AKA” checkbox in the search parameters!)

TIP:  If too many results are returned, enter more search parameters.  If nothing is returned, try entering less search parameters.


If the list is longer than the group box, you can use the scroll bar to see more names.  You can also click on the Next link above the group box to go to the next page of the search results.



To see more information about the person:

1. Click on the person  [image: ]  icon.  Additional icons will be displayed:

Example:
[image: ]


2. Click each of the icons to expand and collapse the list of information.




NOTE:  This information is shared with RCS and others.  The level of information you can see will depend on your security role.





Select the person if he/she is found:

3. Click the radio button next to the person’s name, and click [Continue].


4. The person’s information will be populated into the General Tab of the Registry page.

NOTE:  The person’s name will now appear as a hyperlink at the top of the page (in the header).  A Person Search hyperlink will be displayed next to the name if you wish to search for a different name.


(To search for a different person, click the Person Search hyperlink and repeat the search steps.)







To view the person’s basic demographic information:

Click the person’s name link in the header.  His/her Person Management Information page will be displayed.





Notice the ADS Registry check box in the middle of the Basic Tab.























Person Management Page:

[image: ]





1. Click the Tabs across the top of the page to view additional information.  


2. Click [Close] when you are finished viewing the Person Management pages.


NOTE:  When the Registry page is saved with Findings, TIVA will automatically set the ADS Registry flag on the individual’s Person Management page.
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General Tab- example:

[image: ]RCS uses this area for nursing assistants.  APS does not document in this area.

RCS Only





Registry Status:  manual entry.

1. Choose “Ineligible”.



Registry Origin, State and Dates:  manual entry.

2. Choose “Finding” for the Origin.

3. Choose “WA” for the State.



Findings group box:  User entered Findings.  





To Add Findings:

1. Save.


2. Click the [Insert] button in the Findings group box.  The Findings dialogue box will be displayed::

Findings - example:
[image: ]

3. Enter the Effective Date (date of Finding), the State, and the Region.


4. Enter the Hearing Date if appropriate (must be on or before the Effective Date).


5. Pull down the Findings menu and choose one.  (“Other” will not be used by APS after go live.)


6. Click [Insert] and check the box for the associated Investigation (Case Name).





Alleged Incident Description / Documentation of Investigation:

7. Enter your comments into these boxes.  (500 characters each)


8. Save and Close.  You will be returned to the General Tab and your Finding will be listed in the Findings table.
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When a Finding of Financial Exploitation, Abuse, and/or Neglect is saved on the Findings pop up page, the Registry status will be Ineligible.





NOTE:  There are two buttons on the Findings pop-up page -- “Amended Record” and “Overturned.  If the ‘Overturned’ radio button or the “Amended Record” radio button is selected on the Findings pop-up page and there are no other Findings against the individual, the Registry Status will change from Ineligible to Active.





To edit a Finding:

1. Click the Edit link at the end of the row for the Finding you wish to edit.

You may edit the text boxes on this Findings page.  To mark as amended or overturned use the radio buttons in the upper right corner of the screen:

[image: ]


2. Click the Amended Record or Overturned radio button as appropriate.

NOTE:  Once you have saved an amended or overturned Finding, it will be frozen.


Save and Close.
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There may be a situation where the approving supervisor is out on an unplanned absence and the Investigation must be approved.  The worker will need to “reroute” the approval request.



1. Open Approvals in Progress and open the Investigation.  (NOTE:  This is a situation where your approval request has been sent but no one can respond.)


2. Click the Approval link in the Blue Options pane.  The Approvals dialogue box will be displayed:


[image: ]

3. Click the Reroute button.

You will be prompted to choose the Other link and perform a “worker assignment” in order to select a supervisor other than your supervisor.





4. Click the Other link to select a different supervisor.  The Worker Assignment page will be displayed:

Worker Assignment page:
		[image: ]


5. Scroll down to see the List of Regions.


6. Select the Region and select the Office.  A list of names will be displayed.


7. Click the Worker icon  [image: ]  to see any direct reports for that Worker.


8. Click the Select link to choose the Supervisor and click [Continue].

His/her name will be displayed in the Supervisor Approval group box.


9. Click [Continue] and Save.


The Approval request will be removed from your Supervisor and appear in the My Approvals expando of the new Supervisor.  Remember to inform the new Supervisor so he/she can check the My Approvals expando!
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To re-assign Assignments for a particular worker, the Worker Assignment Pop-Up page needs to be accessed.  The easiest way to access this page is to look under the Workers expando on your Desktop.  (Only Supervisors will have a Workers expando.)



Use the Worker’s expando to re-assign work:

1. Open the Workers expando.

2. Click Person icon[image: ]  to see his/her Assignments.


3. Scroll down and click the Actions link (next to the Case’s name) you wish to re-assign.  A small dialogue box will be displayed:

[image: ]


4. Click the “Assignment Maintenance” radio button and click [Continue].  The Worker Assignment pop-up page will be displayed:

[image: ]




You may choose to re-assign the current Case assignment; you may choose to assign to someone outside your direct reports; or you may choose to re-assign all the Worker’s assignments at once.





To Re-assign the selected Case only:

1. You should be viewing the Worker Assignment pop-up page.


2. Click the [Reassign] button.  Click “Yes” to confirm.  You will see the Create Worker Assignment page.


3. Click the Select link next to the name of the person to receive the Assignment.  That person will appear in the “Assignment Definition and Details” table below.


4. Choose the Type, Responsibility, and Role for this person.


5. Click [Assign].  Any Tickler will also be re-assigned.





What if you need to re-assign to someone outside your direct reports?

1. You should be viewing the Create Worker Assignment page.  Locate the View By group box (upper right corner) and click the Region/State button.


2. Scroll down to locate the appropriate Region; click the button.


3. Click the appropriate Office.  Click the Person icon to see direct reports until you locate the person you wish to choose for the new assignment.


4. Click the Select link next to the name of the person to receive the Assignment.  That person will appear in the “Assignment Definition and Details” table below


5. Choose the Type, Responsibility, and Role for this person.


6. Click [Assign].  Any Tickler will also be re-assigned.























To Re-assign all the Work:

1. You should be viewing the Worker Assignment pop-up page:
[image: ]


2. Click [Reassign All].  Click “Yes” to confirm.  The Create Worker Assignment page will be displayed.


3. Click the Select link next to the name of the person to receive the Assignment.  That person will appear in the “Assignment Definition and Details” table below.


4. Choose the Type, Responsibility, and Role for this person.


5. Click [Assign].





When all assignments for a worker are being reassigned, via the “Reassign All” button on the Worker Assignment Pop-Up page, all of the original assignments will be closed for the original worker.  The Supervisor does not have the option of choosing to leave the assignments open for the original worker.  Any Ticklers assigned to the original worker will be transferred to the new worker via an overnight batch process.  Once the Supervisor selects the “Assign” button, all documents will be transferred to the new worker via a batch process.  A single e-mail message will be sent to the original worker and to the new worker informing them of the re-assignment.
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There can only be one “Primary” assignment to a Case; however, there can be several “Secondary” and “Supervisory” assignments.



When a new Intake results in a new Investigation for an existing open Case and the new Investigation will be assigned to a different Investigator…..:



1. The new Intake will be linked to the same Case – and assigned to a “Secondary” Investigator.


2. The Secondary Investigator will receive a Tickler and the Case.

Both Investigators will have the same Case open – they must each look at their own Investigation (will display their own name):

[image: cid:image002.png@01CE3C2B.059E3E00]
Both Secondary and Primary Investigators can create and complete Investigations.


3. Investigation is sent to Supervisor for approval.  NOTE:  Case cannot be closed until all Investigations are approved.





When one Investigator is finished with the Case and wants the Case removed from his/her Desktop, the Assignments icon under the Case is used.  A worker with the correct security can close/reassign using the Assignments icon under the Case icon on the Desktop.  



The Supervisor can use the Workers expando if he/she does not have the Case.



1. The Supervisor opens the Workers expando:

This will display all workers for whom the worker is a supervisor, all Providers and Cases to which the worker has an assignment.


2. Open the expando for the Worker and open his/her Case expando.






Example of Worker’s expando:
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Click the name link for the person who needs to be reassigned.  A dialogue box will be displayed:



[image: ]



NOTE: You cannot make the Secondary Investigator the Primary Investigator until you close the Primary Assignment to the Primary worker (because a Case can only have one Primary).




· If Primary Investigator is to be closed:
A Case must always have a Primary.  So first, select the Secondary Investigator and click the [Reassign] button on this screen.  Use the Worker Assignment screen to assign the Secondary Investigator as the Primary.  The Case will automatically be closed to the original Primary worker and will be removed from his/her Desktop.


· If Secondary Investigator is to be closed:

Select the Secondary Investigator and click the “Closed” radio button on this screen.  



[image: ]





NOTE:  If open approvals still exist for the Case, a Worker’s Assignment cannot be closed until the Approvals are completed.  Check the Approvals expando.
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The Extension/Exceptions page allows supervisors and other workers with security to extend or waive timeframes to complete a task required by policy.



You can navigate to the Extension/Exception option two ways:  (1) To create one - choose the Extension/Exception dropdown under [Create Casework] on the Banner, or (2) to view an existing one - click the  [image: ]  link under the Case expando on the desktop.



Once an Extension/Exception is approved it is disabled from further modifications and is final.



To create an extension/exception request:

1. Go to the Desktop.  Click the [Casework] button [image: ] on the Banner.



2. The Case Work screen will display



[image: ]


3. Pull down the Extensions/Exceptions menu and select Extension/Exception.  From the Case box, choose which case you are connecting the work to.  Click [Create].


Extensions/Exceptions page:


[image: ]
The page header auto-fills with the Case and Worker information.


The blue boxes are required information.



1. Select the Category, Request Type, and Reason.  


2. Enter the new date and time in the “Extend Unit” fields (for an extension).


3. Select the Related Participants and select the Related Intakes


4. Enter comments into the Explanation text box.


5. Save and click the Approvals link in the Blue Options Pane.


6. Click the Approve button in the Approval Decision group box.  Click [Continue].


7. Save and Close.


An approved Extension/Exception will not reset dates, and there will be no Tickler or email.  





90+ Day Reason



For any investigation aged over 90 days, a reason code must be entered by the investigator for that investigation (only 1 reason per investigation).  This action is completed by using the Extension/Exception window.  Follow the same process as above, but choose 90+ Days as the request type and the reason from the Reason drop down menu that best describes the reason the investigation aged over 90 days.  Save and close when finished.  This action requires an Approval Level of 2.  See below for outlined steps.
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To Approve the Extension/Exception if Level 2 approval is required:

8. Open the My Approvals expando; open the Case and open Extensions/Exceptions icon.


9. Click the Extension hyperlink to open the request:

		[image: ]
			

10. Click the Approval link in the Blue Options Pane.


11. Click the Approve radio button and click [Continue].


12. Save and Close the Extensions/Exception page.  (Refresh to see it under your Cases.)

























Approval Levels:

· If a Type of Exception and a Reason of “No AV Interview-Sufficient info for Unsub finding” is selected, an Approval Level of 2 (supervisor) is required.


· If a Type of Extension and a Reason of either “Late AV Interview-Less Urgency” or “Late AV Interview-Other” is selected, an Approval Level of 2 (supervisor) is required.


· If a Type of 90+ Days is Chosen, an Approval Level of 2 (supervisor) is required.









· For all other reasons, an Approval Level of 1 (worker) is required.
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The Fax Failure Log page provides workers with the ability to view referrals that are being sent by fax transmittal to law enforcement or outside agencies that have not been successfully sent, and have not been designated as a permanent failure to transmit.  An email will be sent to notify the worker who sent a referral by automated FAX that the FAX has failed.



Navigation:  Pull down the Utilities menu and choose > FAX Log.  Choose your Agency and Region and click [Refresh].





APS page:

[image: ]





The batch job will poll the facsys server from 7am to 7pm PST on an hourly basis to query the status of all pending fax transmissions
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You will use the ADSA Reporting  hyperlink on the right side of your desktop to access the APSAS (Legacy) and TIVA reports. 





[image: ]











The report types are:



APS TIVA Management:



· 1052 APS Response Time Missed (worker detail)

· 1055 APS Intake Processing

· 1056 APS Investigation Timeliness

· 1057 APS State Disposition Summary

· 1058 APS Worker Investigation Disposition

· 1059 APS Investigations Assigned





APS TIVA Operational:



· 1051 APS Investigation Detail

· 1053 APS Intake Tracking



[bookmark: _Toc328723967][bookmark: _Toc351021874][bookmark: _Toc383505532]

View Status of Staff’s Work



[bookmark: _Toc328723968][bookmark: _Toc351021875][bookmark: _Toc383505533][bookmark: _Toc428176316]Workers Expando



Supervisors will have a Workers expando on their Desktops.  For each Worker listed on the Outliner, the Supervisor can view the Worker’s name, his/her position title, and his/her current workload.  The Worker’s expando will display a list of Cases that worker is currently working with.  The Intakes expando contains the Intakes.  The Case expando contains the work pending, ready for review, or completed.



[image: ]





[bookmark: _Toc328723969][bookmark: _Toc351021876][bookmark: _Toc383505534][bookmark: _Toc428176317]Tickler Management Page



Supervisors can review the Tickler Management page (under the Utilities menu) to see all the Ticklers currently assigned to a Worker and to remove or re-assign the Ticklers.



The Tickler may also be marked removed if the Intake is de-linked from the Case.





[bookmark: _Toc328723970][bookmark: _Toc351021877][bookmark: _Toc383505535][bookmark: _Toc428176318]Actions Log



Anytime, when you are viewing a specific page of work in TIVA, you can click the Actions link in the Blue Options pane (far left column of the screen).  You will see a log of activity for that particular TIVA page.






[bookmark: _Toc383505536][bookmark: _Toc428176319]HELP – TIVA Subject Matter Experts





		Region

		Office

		TIVA SME



		

Region 1: 

		

		



		

		Spokane

		Curt Crusch



		

		Tri Cities

		Val Bauermeister



		Region 2: 

		

		



		



		

		Holgate

		Marissa Grimsley



		

		Everett

		Jeff Quigley



		Region 3:

		

		



		

		Tumwater 

		Dave Beacham



		

		Tumwater

		Eva Robinett



		

		

		



		HQ:

		

		Vicky Gawlik



		

		

		Jackie Heinselman



		

		

		Carol Sloan

Justin DeFour
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