because time is money

RoadRunner
Setup Training
Guide

9
Y



Page Contents

L LT T T o TP 3
Importance of the ROta......ccciiiiiiiiiiiiiiiiiiiiii s s s s s s s s s s s s s s s s s ssssssssssnnnns 4
Call DAt & TIME . .eeeiieiieie ettt sttt ettt et s bt e e b e b e e b e e st ee s e sae e sbee s bt e sr e e bt e et eae e e neeenaenre e reenean 4
Call INBEAS. ...ttt ettt s bbbttt e et e h e b e R e e Rt e R e e e R e s aR e s he e s he e sRe e bt e bt e et e ne e e naenne e reenean 5
THMIE CIITICAL ettt ettt ettt e b e e e bt e s bt e e bt e e s ab e e bt e e sa b e e ebb e e sabeesnteesabeesaseesabeesaneens 6
INCremMeNnting ROTAS 0 CAr@rS...couuuiiiiiiiiiiiie ittt e a e e s s bt e e s sab e e e senae e e snaeeeeas 7

L0 L7 =T o N 8
Y] o= V[T o] = T =1 | USSRt 8

[0 11 [T A 3T T 4o 1= 9

SELEING OUL Of HOUIS AIBITS ..eiiuiiiieceiiee e ctiee ettt e et e e e sttt e e e et e e e st e e e e sataeeeeastaeesasaaeesatseesenstseesansaeeesnsreaaans 10
VAT ALY Y I =T o £ SRS 12
WhO Can VIEW Call AIBIES? ....cueiiiiiieiie ettt n e s st s e saeen e ene 13
CAll INOLES ettt bbb s s a e s s a e a e e e e s h e h e r e b e re s n e s e 14
ROQARUNNET NOTES ...ttt ettt sbt e st s bt e st et et e st s b e s b e e b e e st e eabesbbesbeesbe e bt emsteneesneenbaenbeenbeas 15
L0 =Tt N 16
Setting up Call MONItOriNg ON CONEIACES ...uiiiiiiiiiieiee e ciee e et e e eree e e st e e e st e e ssaee e e e sabaeeeenteeeesnnneeessreeennn 16
Setting Pre-determined Alert TIMes 0N @ CONTIAC.......cueiieiiieeieiiieectieeestee et e sreee e srae e e e sntee e s snaeeeenreeeens 17
Paying and/or Charging 0N ACLUAI TIMES ....cccvieeiveiiieeeieeireeere e st e eteesteeetreesabeeetreesabeeesseesabeesaseessseensseesaseenanes 18
CUITENt ACHIVITY SCrEEN ....iiiiiiiiiiiiiiiiiiiiiiinititiiuissssttreeasssssssstnssssssssssssnnnsssssssssssssssssssssssssssssssssssssssssssnsnnssssss 19
ALEIES TAD ettt r et s s st saeesne e reenneens 20
CareFree NOTHfICAtIONS. ... ei ittt ettt s bt e st e bt et e eatesbe e s b e e b e eabesabesaeesbeesaee 21
Credentials to Log int0 ROAARUNNET ........cceeeeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeseeeeeemmmmsessssssssssssssssssssssssssnnsnnnnnnnnnnn 23
DaAIlY LOBS e iiiiiiiiiiiiiiiiiiiiiiiiiiniisiiiiiiiiisiiissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssesseeeeseessessessanns 24
ROQARUNNET IMIESSAZES...ceiiiiiiiiiiiiiiiiiiiiiiisissssiiisiiisissisesssssssssssssssssssssssssssssssssssssssssssssssesesessesssssssssssssssssssssssssnns 25
SENAING IMIESSAES .eeieeieeiiiiiieeeeeeicttreee e e e e se et ateeeeeeesesattaaeeaaeaesasstaaaeaaeeeaastasaeaeaassaassstaassaassaanstaassaessesnntasneaaens 25
RECEIVING MBS SAEES. . e e e e e e e e e e e e e e e e e e e e e e e e e eeees 26

LY =T LTk Yoo T =1 AT o R PPt 27
L3 L=T o o o £ 29

Creation Date

Author

Product & Version

Document Version

07/01/2019 Lyndsay Williamson RoadRunner 4.2.3 V1
CareFree 5.5.7

21/01/2019 Lyndsay Williamson RoadRunner 4.2.3 V2
CareFree 5.5.7

21/08/2019 Lyndsay Fulthorpe RoadRunner 4.2.3 V3

CareFree 5.5.7




Introduction

This guide has been created to help customers who have recently had the
Electronical Call Monitoring system, RoadRunner, installed alongside their new
or existing CareFree system.

The guide will cover everything needed to set up CareFree in order to utilise
RoadRunner efficiently such as:

e The importance of the rota

e C(Call details, needs and time critical events

e How to set and manage call alerts

e Creating call notes to be viewed via the app
e Carer/Client PINS and where to get them

e Viewing the logs send by the carers

e How to send messages out to Carers

e Explanation of the Electronic Monitoring reports




Importance of the Rota

There are multiple options within the calls on the CareFree Rota which can be
utilised now you are using Electronic Call Monitoring (ECM). These options
include functionality such as time critical calls, call notes and call alerts.

It is also important to check the details of the call are correct as these details
will reflect onto the Carers RoadRunner rota.

Call Date & Time

1. From the CareFree main menu, click Rotas
Rotas

2. Search for the appropriate Carer/Client and double-click a call to reveal
the Call Details screen

@ Call details for Perry, Fred [x]
Calldetalk | Nesds| Alsts, Times Criioal 2 Event | Notss | Expenses and Misage | FiosdRunner Notes |
Statt date 0370172019 v 1630 Tupe -
wieskly Carer Ealdin, Claie B
Enddate  [03/01/2019 + 17.00
Blert [Pery, Fred 1| Medication [Framt =
Medisation Tine. [ay ~
Run
[Hone) =l
Contract
[Peny. Fred i |
Site.
[(ere) |
I~ Site call must be sllocated
Overide the default ole
[(Nore) |

‘When changes are made - apply them

[  Thisweek [07/01/2018 _v] © Uplow/e [Z001/2018 <]+ This week & bevord | STNNRNEEN 121112018
IPWDZ Save Cancel |

3. The date of the call is listed in the Start Date
and End Date fields Startdate [oa/ms2013 =] [16:30

. Lo Enddate  [paso1/2019 - 17-00
4. The start and end time of the call is listed I =l |

next to the date fields

5. Change this information appropriately by using the date drop-down
boxes and time fields

6. Click Save

When changes are made - apply them to
’7 = This week Igwm /2019 ;I = Upto w/e |ZUfEI1 207 SLIZI % This week & beyond _ 121122018

F1702

Save




Call Needs

It is important that the Needs of the call are entered appropriately as they will
display as the Purpose of the Call on the Carers RoadRunner application.

1. Open the call to reveal the Call Details screen as described in page 4
2. Open the Needs tab

) Call details for Perry, Fred [x]

Call details |_Needs | Alerts, Time Criical & Event| Notes | Expenses and Mileags | RoadRunner Notes |

Go for a wak
Lunch Call

|

When changes are madle - apply them

{ © Thisweek [g7s012m13 | © Uptew/e [20/0172m8 = j @ Th\swesk&beynnd_ 121172018
F1702 Save Cancel

3. Use the ellipsis button to the bottom right of the screen | _--|

il Choose the needs .

2477 Live-n e
[ 30 Minutes OF Exercise ]
[ 54 Day

Bath

[ Clean Diessingls)

[ Clean Ears

[ Clean Under Fingernails
[ Caver

Cut Nails

Drrink '/ ater

Gio for 3 run
v Gofor & walk.
[ Housevork.
v Lunch Call
[ Morming Call - Get Up And Breakfast
[ On Call Weskday
[ On Call Weekend
Pension
Personal Care
[T Put To Bed - Secure Premises
[ Running
[ Securiy Call o

Shadmwsinn
‘ Dl ok I LCancel |

4. Tick the needs that are relevant to the call and click OK

5. Click Save

© Thiswesk [g7/01/2019 | © Uptowde Igu,'m,'gmg -]:’ & This week & beyond _ 1241142018
|P1TDZ

"W'hen changes are made - apply them to

Save




Time Ciritical

The Time Critical functionality can be utilised to ensure the Carer arrives to the
call on time. This functionality will lock the call on the rota therefore taking
away the ability to drag and drop the call.

1. Open the call to reveal the Call Details screen as described in page 4

2. Open the Alerts, Time Critical and Event tab

Calldta | Needs {_Aleis, Time Ciical & Evert| Notes | Evpenses and Mieage| RoadRunner Notes |

- Alets & Time Ci

Event details

No x| tesked [no ¢ Sctu?wmgs .
s el LT
Mo =] mhwes 7 \ﬂkcm

e m miutes lg_

|

zzzzzzE
FEETEETE R

es 1 to [12.45

o

=

Famiy informed - N

(728EED71-8CD 475 B6 75 EE JEC21IDEFA) Changed isson
Changed by

When changes are made - apply them

( @ Thisweek [o7/172018 =] O Uplowre [F0/1/Z015 =] Thisweek bbeyond [37/12/208 121172018
1688 Save Caneel

3. Change the Time Critical drop-down box to Yes to make the call time
critical

Time critical

4. Click Save

"Whan changes are made - apply them to

© Thisweek [g7/mi/2019 »| O Uptowle [20/01/2019 -I:’ & This week & beyond _ 12M1/2me
F1702

Save

5. The Carer will see that the call is time critical as the call will ®
show a clock symbol on the RoadRunner rota

6. When the Carer presses on the call to view more details, they will see
the following:

Time Critical: This call is time critical




Incrementing Rotas to Carers

You may want to restrict how far ahead the Carers can see their rotas in
advance. This is something you can set up within CareFree.

Please bear in mind, you may not have sufficient access to change these
settings. If not please see your administrator.

1- GO to TOOIS i Tools  Timesheets Personnel Reports  Letters Window Help |
Options and settings ¥ Personal options Ctrl+ 0O
2. Go to Options and Settings Reports setup Shared options
= Mandatory fields MNMDS Carer setup
3. Open Shared Options . .

4. Using the navigation menu on the left, click External Links

E Botas to mobiles & Portal
td g date 25/08/2014
Auto-increnent date v &utomatically increment the visible date each week
D ay of the week to increment Thursday
D ay of the week rotaz are visible tonday
Days ratas are visible 7

e Maximum Date — can be set if you want your Carers to see their rotas up to a certain
date
This option is greyed out if have the Auto-Increment Date option ticked

e Auto-Increment Date - if this is ticked the rotas will automatically increment for X
amount of days each week

e Day of the Week to Increment — this is the day you want the rotas to automatically
increment to the Carers

e Day of the Week Rotas are Visible — this is the day of the week the rotas will show
from

e Days Rotas are Visible — this is the amount of days you want the rotas to show from
the day the rotas are visible

Example

Looking at the settings in the screenshot above, these settings will
automatically show 7 days-worth of the rotas from Monday. The Carers will be
able to see next week’s rota on Thursday.




Call Alerts

Call Alerts can be configured so that CareFree users can ensure Carers are
signing in and out of calls via RoadRunner. Different alerts can be configured

which are listed below in this section.

Setting Alerts on a Call

1. Open the call to reveal the Call Details screen as described in page 4

2. Open the Alerts, Time Critical and Event tab

Call details | Needs | Alerts, Time Critical & Eventjl Notes | Expenses and Mileage | RoadRunner Notes

. . -
Alerts & Time Critical Event details

Duration

Mo show slert < minutes IU_ o Code
Mo go alert Ma 2| minutes ln— Work Code

Unknawn client

Mostay alet [ ~| minutes g Marual time enty

Time critical Mo +| Locked [ -I Actual times
Mo

Site Mismatch
Lead caret Ma j' AutoLogaut
Ageements [ ] Unespected cal

Uzes unknown site

Preferred times  [14:15 to [14.45 Uses unknown CLI

Client informed - No Uses site mismatch

Family informed - No Event ID
|(723£5|371 B8CD-4B75-B675-EE 4EC210DEFA) Changed reason
Changed by

o000

Yes
Mo
No
Mo
No
No
No
No

"When changes are made - apply them to

@ Thisweek [p7mi/2019  «| O Uptow/e zu,'m,tzmgvlzjl " This week & beyond [31/12/2099

1211/2018

BER Sar Carcel I

3. Use the alert drop-down boxes to configure an alert on a call:

e No Show Alert will notify the CareFree user when a Carer has not

signed into a call

¢ No Go Alert will notify the CareFree user when a Carer has not

signed out of a call

e No Stay Alert will notify the
CareFree user when a Carer has
not stayed the entire length of
the call

Mo show alert
Mo go alert

Mo gtay alert

Mo

Mo

Mo

-

-

-

minutes ||:|_
rinukes ID_
minutes ||:|_




4. Use the High, Med or Low options to use pre-determined times. These
pre-determined times are set up on the contract — see page 17 for more
information

Mo show alert IHigh 1|rI minutes |-|5

Mo go alert bed - | MiNUtES |3|:|

Mo stay alert Lo | minutes IEIEI

5. Alternatively use the Other option and enter the number of minutes you
wish to use for the alert

Im minutes IT

Call Alert Examples

e If a 15 minute No Show Alert is set, the alert will trigger if the Carer has
not signed into the call after 15 minutes of the calls start time

e If a30 minute No Go Alert is set, the alert will trigger if the Carer has not
signed out of the call after 30 minutes of the calls end time

e If a 10 minute No Stay Alert is set, the alert will trigger if the Carer has
signed out of the call more than 10 minutes prior to the calls end time

Ensure you have Raise Real-Time Alerts set in the shared options — see

more information on how to enable this setting




Setting Out of Hours Alerts

Out of Hours Alerts can be set to send a No Show, No Go or No Stay alert via
email or SMS.

1. Goto Tools

Go to Options & Settings

2
3. Click Shared Options
4

Tools | Timesheets Personnel

Reports  Letters Window Help

Options and settings 3

Personal options

Reports setup

Shared options

Mandatory fields

MMDS Carer setup

Chanasoe cun d ]

Using the left of the screen, click SMS and Alerts

I=3 Rotas and Rostering
Rotasz
Rostering
Extemnal links

{3 Invoices, wages & exports
Irwoices
Wages
Employment & holidays
Exports

K24 Call moritoring, S5 & Email
Call monitoring

SM5 and alerts

Ernail
Mileage

K= Security & flavour
Security
Flawour

Help & support
f=3 NMD5

M ain settings
BT

Carefree

Pc

B SH5

Pravider

APLID

Originator

Send path

Feceive path

Pro=y

Footer text

Fieply options

Usze CareFree account

AL

et
hitps: //gw.aql.com/smssms_gw. php

™ Replies can be seen by all uzers
[~ 5M5 charges will be billed directl to you

CareFree Account carefreagroup
CareFree Password s
Maonthly mazimum 1]
“wam about masirmum at 0
[ueue messages r
Default Carmpany
B Messages
Drefault type FoadRunner

Fieply option [SMS only]

One-way meszage

E Alerts

Collapze al | Apply

5. Scroll down to the Alerts section and make sure Raise Real-Time Alerts

is ticked

Alert options

¥ Raise real-time derts
[ Send alerts wia SMS
[ Send 55 when clients ane away
[ Wwham if call added without an alert

™ Send a carer message for missed calls

The Raise Real-Time Alerts setting does need to be enabled for any kind of alert, be it

in or outside of CareFree

10




6. Scroll down further to the Alert Time Zones section
Up to 5 different time zones can be set using this section

1 0| Zone 1
T Tmes P 02001800

[V Monday
¥ Tuesday
¥ wednesday

Days p ¥ Thursday
¥ Friday
¥ Saturday
IV Sunday

3 I Mobile Mo 07860273321
Email address hrainingi@carefieegroup. com =
Alert Company Carefree
/‘ Alert Branch Marth
4 0| Zone 2

Times 18:01-07:59
[V Monday
[¥ Tuesday 5
¥ wednesday

Days ¥ Thursday
¥ Friday
¥ Saturday s

Alert time zones
Collapse al Apply | il AT LCancel

1 Enter the Time Range for the alerts to show here (24hr clock)

2 Tick the Days you wish to raise the alerts on here

3 Enter either a Mobile Number or Email Address to where the alerts will be sent to
here

4 Enter the Company and/or Branch if you only wish to raise alerts for a specific
company and/or branch

5 Click OK to save

7. Use Zones 2-5 further down to enter more time zones for alerts.
For example, the setup below will send an email the specified email
Monday-Sunday between the hours of 6:01pm and 7:59am

SZone2 ]

Times 18:01-07:53
W Monday
v Tueszday
v ‘wWednesday

Days W Thursday
[V Friday
W Saturday
¥ Sunday

Mobile Mo

Email address autofhoursi@c arefreegroup. com

Alert Company Carefree

Alert Branch

8. Click OK to save

11




Viewing Call Alerts

Call alerts will pop up on the CareFree user’s screen and will look something

like the screen below:

A

The following calls have raised alerts

Date

Times

Dura...

Carer

Client

Meed

Type

Raised

[V ton 07401

07:00-09:30

02:30

Ovett, Steve

Housewark, Ma...

Mo Show

07/01/2019 O7:16:18

[ Maon 07401

07 20-08:00

00:20

Cvett, Steve

Bath, Marming C...

Mo Shiow

07012019 07: 4620

tion 0701

07:30-02:00

0030

Owvett, Steve

Bath, Moming C...

Mo Show

07/01/2019 07: 46:20

tion 07401

08:00-0%:00

Chuckle, Bary

Marming Call - ...

Mo Shiow

07/01/2013 02:16:21

ton 0701

03:00-0%:20

Bialdit, Claire

Perry, Fred

kaoming Call - ...

Mo Shiow

07/01/2019 03 16:25

tion 0701

10:15-10:45

Baldin, Claire

Barker, Sue

Crrink. *w'ater, M...

Mo Show

07/01/2019 10:31:30

bom 07401

14:15-14:45

E aldit, Claire

Earker, Sue

Diritik Afater, Lu...

Mo Show

07012019 14:31:47

tion 0701

16:00-18:00

Ovett, Steve

Perzonal Care, ...

o Show

070142019 16:16:54

Call detail

Date W
Times IW
Clent  [avett Steve
Carer I—

Tirne critical INU

Duration

|D2: a0

Telephone I
Telephone I

Heed IHousework, taorning Call

- Get Up And Breakfast, Personal Can

Last at |Home

— Alert detail
Raiged
Fesponded
Computer
Escalated
Egcalated to

Details

Actual times

K

INU Show

|07/01/2019 07:16:18

Dl Ticking alerts means pou've seen the alerts and have rezponded to them Save

All the calls where an alert has been raised are listed here

2 The Call Details such as the date and time of the call as well as the Client and Carer

allocated to the call are listed here

3 The Alert Details are listed here — which will show what alert has been raised

4 Use the Actual times fields to enter in actual times if the Carer has forgotten to
sign into the call

Click Save to save any changes you have made, or click Ignore/Close to respond to
the alerts at a later time

Alerts can also be actioned from the Current Activity screen — see

information

12

for more




Who Can View Call Alerts?

Call Alerts can only be viewed by the users who are set up to receive alerts.

1. From the CareFree main menu, go : :
Timesheets Personnel Reports Letters Window Help
Options and settings 3 3
to TOOIS R:port; setup : P m E
Mandatery fields Search ftems In
2. Go to Maintain Users Change your own password..
Change the branch Ctrl+B
. Maintain users 3 ‘ Users
3. Clle Users Pay and charge rules Ctrl+G Passwords
4. Click the user who requires to receive alerts
5. Click Edit
6. Tick the Alerts tick boxes next to each relevant company/branch
I UsrNeme  [nden iE
CareFres
[an Rale I Co-Ordinator LI
H h
Jaar:2: SMS Company |BT LI
I.awB - -
K.ayleigh Branches Alerts Motifications
Il:!ae =« Carefree [+ L]
23 [ Midlands [+ O
Lyndzay
Faul vl North % [
?ﬁje [+ Recruitment %] O
¥ South vl L]
‘ |:|| Pazzwordz, Hew ar. Delete Cancel
7. Click OK to save

13




Call Notes

Call notes can be entered onto the call for the Carer to view via the
RoadRunner application.

1. Open the call to reveal the Call Details screen as described in page 4

2. Open the Notes tab

Calldetails | Needs| Aletts, Time Crtical & Event | Hotes | Expenses and Misags | RoadRunner Notes
I

Flease call the office once this call is complete

@ Thisweek [pr012ms | © Uptowse [20/01/2019 = :’ " This week & beyand [31/12/2099 12411/2018
P1701 Save LCancel

"When changes are made - apply them to

3. Once in the notes tab simply type in the comments you wish the Carer to
see as shown in the screen above

4. The Carer will see that the call has notes attached as the call E
will show a notepad symbol on the RoadRunner rota

5. When the Carer presses on the call to view more details, they will see
the following:

Notes: Please call the office once this
call is complete

14




RoadRunner Notes

When signing out of a call the Carer must enter a call note. The RoadRunner
application will prompt them to do so if they have not entered a call note
when signing out.

Call notes can be viewed from the call in CareFree.
1. From the CareFree main menu, open the Rota

Rotas

2. Open a call that a Carer has signed in and out of using RoadRunner

3. Open the RoadRunner Notes tab

Call notes from the Carer will displayed in this tab.

K Call details for Barker, Sue X

Call detailz I Needsl Alerts, Time Critical & Eventl Notes I Expenses and Mileage |

Call completed with no issues

£ This week |gm1,a2mg -[ © Uptaw/e [20/01/2019 > || & This week & beyord |NEHEHGEN ~ 12/11/2018
IF'1 630 Save | LCancel

"W’hen changes are made - apply them to

15




Contracts

There are steps within the Contracts screen which are important to configure
now you are using RoadRunner or another Electronic Call Monitoring (ECM)
system.

Setting up Call Monitoring on Contracts

Call monitoring must be set up on all of the relevant contracts using ECM. This
will ensure the calls are displayed appropriately in the Verification screen.

1. From the CareFree main menu, click Contracts =

Contracts

2. Find the Contract where ECM needs to be applied using
the list to the left

3. Click Edit

[fan cantracts] =] Genersl| Oier | Meeds| Customer addiess | Invaices | Log | Cients| Funding |
Name: £| Ref Type _! Contract name  [Barker, Sue
@ 557 test, 557 Test Private
@ Able, Mabel Noith Private stz [Barker, Sue e
@ Alexandra-Mary, E.. Midlands Private Contract & lﬁ
lype: -
@ fumetiong, Lance North Prvate thlAGED
Pl Earker Sue Morth Private i Reference no l— l22—
@ Beaumant, Bill North Private
@ Chuckle, Bay Private Start dats 28/03/2017 =
@ Coe, Sebastian Noth Private Efemiod  [EUEEETE Extemall visble 2 |7
@ Cooper, Bradley Fiivate
@ Cram, Stephen Noith Private Call maniter [Mone] -~ Default status  [Completed  +
@ Davis, Steve Noith Private
@ Demo, Dema Private Fayonactuals  [pgjg »| Chage [pgia « Split funding By peicent
@ Dummy Contract Other
@ Essex Social Servi... Other Alert times - Low  [gn Medium  [30 High [15 Default contract [~
@ Fox, Jamie Midlands Private
_Active | Inactive | Show al 47
Find MNew | Edit Cloze

4. Change the Call Monitor drop-down box to the relevant call monitoring
application

Call maritar [Mone) >

[Mane]
Pay on actuals eziTracker

Alert times - Low  [CallConfirm
CallCanfirm Lite
MewCare

18 Tirmecard

5. By applying call monitoring to a contract, the Default Status drop-down
box will change to Waiting — this will change the status of all future calls
linked to this contract to waiting. e

6. Click OK to save the contract

7. Repeat these steps for all the contracts where ECM needs to be applied

16




Setting Pre-determined Alert Times on a Contract

\gx

1. From the CareFree main menu, click Contracts Contracts

2. Find the Contract where alert times needs to be applied using the list to
the left

3. Click Edit

i contracts) =] General| Other | Nesds| Customer adthess | Invoices | Loa | Clients| Funding |
Name £] Ref Type _! Conhiactname — [Barker, Sue
@ 557 test, B57 Test Private
@ Able, Mabel Natth Private Custamer [Barker, Sue =] &
@ Alexandia-Mary, E Midlands Private lﬁ
@ Aimstiong, Lance Morth Private BT M ARED s
Barker, Sue North Private i Reference no l— lzz—
@ Beaumont, Bil Horth Private
@ Chuckle, Bany Pivate Start date 2B/ >
@ Coe, Sebastian Moith Private Estimated end m Externally visible 7 [&
@ Cooper, Bradlsy Private
@ Cram, Stephen Moith Private Call maritor [Nore] = Defaul status  [Completed v
@ Davis, Stevs Noith Private
@ Demo, Dema Private Fay on actuals IEI Chaige lm Split funding lm
@ Dummy Contract Other
@ Essex Social Servi Other Alert times -Low [g0 Medium [0 High [15 Default contract [~
@ Fox, Jamie Midlands Private
Active | Inactive | Show al 47

4. Using the Low, Medium or High fields, enter the appropriate number of
minutes for each setting

Alert tirmes - Low |-3|:| M ediurm |3|:| High |15

5. Click OK to save

6. Repeat these steps for all the contracts where the alerts times need to
be applied

When setting call alerts these pre-determined number of minutes will be
entered when choosing either Low, Med or High for the alert (see page 8 for
how to set call alerts)

Mo show alert || o, | minutes IEIEI

Mo go alert bed - | MiNUtES |3|:|

Mo stay alert IHigh 1|rI minutes |-|5

17




Paying and/or Charging on Actual Times

Now the Carers are signing in and out calls, the actual time of the call’s
duration is populated in CareFree. You may wish to pay your Carers on the
actual duration they have stayed at a call and/or charge your customers on the
actual duration of the call.

1. From the CareFree main menu, click Contracts

2. Find the Contract where paying and/or charging on actuals needs to be
applied

3. Click Edit

I[AII contracts) ;I Genera\l Ellherl Needsl Customer address Invulcesl Logl Cllentsl Fundmgl
Name: £| Ref Type _! Contract name  [Barker, Sue
@ 557 test, 557 Test Private
@ fble, Mabel Notth Frivate ety [Barker. Sue ~la
@ Alexandra-Mary, E.. Midlands Private Contract & lﬁ
Wpe -
@ fumetiong, Lance North Prvate oot
Pl Earker Sue Morth Private i Reference no l— l22—
@ Beaumont, Bill Noth Private
@ Chuckle, Bay Private Start date 28/03/2017 =
@ Coe, Sebastian Noth Private Efemiod  EUEEETE Extemally visble ? |7
@ Cooper, Bradley Fiivate
@ Cram, Stephen Horth Private Call manitor Norel <] Defaultstatus [Completed ~
@ Davis, Steve Hoith Private
@ Demo, Demo Private Faponactuals  [pej »| Chage [pefs Splt funding By percent +
@ Dummy Contract Other
@ Essex Social Servi... Other Alert times - Low  [gn Medium  [30 High [15 Default contract [~
@ Fox, Jamie Midlands Private
_tictive | Inactive |_Show al 47
Find MNew | Edit Cloze

4. Change the Pay on Actuals and/or Charge drop-down boxes to either of
the following:

e Default — pays/charges on planned times

FPay on actuals IDefal ,I

. B .
Yes pays/charges on actual times Alert times - Law mes
Mo

e No - pays/charges on planned times

5. To start paying and/or charging on actual
times change the drop-down boxes on Paponactusls [res +| Chaige [ves
the Pay on Actuals and Charge to Yes

A contract does not require both the pay and charge drop-down boxes to be set with

the same setting. For example, you may want to pay the Carers on actual times but
charge customers on planned times

6. Click OK to save

7. Repeat these steps for all the contracts where pay/charge on actuals
needs to be applied
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Current Activity Screen

The current activity screen can be used to monitor what is happening out on
the field. This is also where you would go to pick up requests that come

through from RoadRunner.

1.

19

From the CareFree main menu, go to

Tirmesheets | Personnel Reports  Letters  Win

TimeSheetS Manually verify tirmesheets Ctrl+T 4
View timesheet events
. o o — an
Click Current Activity L[ Current activity CtieY |
e-mail status
QA warnings
. The current activity screen consists of
numerous tabs
Current Activity at Mon 21,#01;?749 at 12:25 BIEES
Lagin and out I Alerts I SMSI Carer status I EM ail Logl Shift status I Notifications
Activity during past |4_ﬂ [~ Looged in only IEarefree ;I I[MJJ branches) ;I
Date |Actua\s |Dura. .|Carar |F|ef Mo |Chent |P\annad |Du|a... | heed |Cnde |Slatus |
21/01/2019 [12:1412:16_[00:02 | Claire: Baldin | | Fred Peny [121513:30 | 01:15 | Housewark. Mori.. | |Logged out
W Autorefresh W Auto cycle Refresh F5 Preview |v | Cloze

The Login and Out tab will show a recent update of each Carers sign in and out
transactions

The Alerts tab will show all the of raised alerts that have not yet been actioned
and where actual times can be entered on to a call

The SMS tab will show any SMS messages that have been sent, which Carer
received the message and if it has been replied to

The Carer Status tab will show the current activity of the Carer i.e. if they’re away
or have recently logged out

The Email Log tab will show will show any emails that have been sent

The Shift Status tab will show the alert start times for a Run

The Notifications tab will show any requests which have come through via
RoadRunner i.e. request for leave, task management notes, request to cover
unallocated calls




Alerts Tab

All unactioned alerts are listed in the Alerts tab in the Current Activity screen.
1. From the CareFree main menu, go to Timesheets

2. Click Current Activity

Timesheets | Personnel Reports  Letters  Wing

Manually verify timesheets Ctrl+T

View timesheet events

Current activity Ctrl+Y

e-mail status

QA warnings

3. Click the Alerts tab

Login and out Alerts | SMS | Carer status | EMail Log | Shift status | Motifications |

[2/rems =] © [2/0172m3 <] [Carchiee =] [iMy branches) =] [rancontracts) | 7 Open

Date Times Dura... | Carer Client Need Type Raized Rezpon... | By user Response | Details

W Autarefresh W Auto cycle Respond Refresh F5 Preview "l LCloze

4. Double-click an alert to action

- Call detail  Alert detail

Date  [22/01/2013 Time citical [no Paised 22/01/2013 03:18:06
Tmes  [03:00-09:30100:30)  Alert pe [No Show Responded |

Client  [Perry, Fred [
@ I
Carer [Baldin, Claite: [07860 273321 Compuier |

MNeed Mn:lmg Call - Get Up &nd Breakfast, Personal Escalated

Can

Details Carer forgot to log in
Actuals 0305 to 09:35
FReason Faorgot tologin orout «

5. The details of the alert are listed to the left of the screen

6. Fill in the Details, Actuals and Reason drop-down box and click Save

7. Click Respond on the alerts tab screen to clear the alert Respond |
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CareFree Notifications

Requests can be sent from certain areas of the RoadRunner system to
CareFree. These requests will appear as Notifications in CareFree.

1. From the CareFree main menu, click Timesheets

2. Click Current Activity

Tirnesheets | Personnel Reports  Letters Wi

Manually verify timesheets Ctrl+T

View timesheet events

| Current activity Ctrl+Y

3. When the Current Activity screen appears, click the Notifications tab

2 3

" Lagin and oull Aleltsl SMS' Carer statusl Etail Logl Shift status  Motifications |& /

[p3m72ma =] te [03/017213 =] [Carefiee | | My branches] | ™ Dpen’

S~

Person Type Senton Details Statuzs  Responded Qutcome Response

only managed to drink 250, Task was

Drink Water, Carer was Claire Eresi EERilEnYis AETTe

A Sue (Client) 25 PAMRNY  hop o g
done

Meds not Medication was Dioctyl, Carer was

Sue (Clignt) done 030172019 1... Claire Closed 03/01/2018 1. Appro...

gdzgnfvbfyhj would not allow me to,

Meds partially 030112019 1... Medication was Paracetamol, Carer  Closed 03012018 1... Appro...

Sue (Client) done

was Claire
The carer has requested to cover Bill
Claire Carer cover on 04 Jan 2019 at
(Carer) call O3120181-.. 16.00-07:30, Morning Call- Get Up Ang OPE"

Breakfast, Personal Care

[~ autorefresh [ Auto cycle W Refiesh F5 Preview |'| Close
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5

Use the Date drop-down boxes to view notifications within a specific date range

Use the Branch drop-down box to view notifications within a certain branch

Tick Open to view notifications with an Open status

A WOWN P

Double-click a notification to view the full details as well as entering a status and
an outcome (see page 22)

5 Click Refresh if any filters have been used




To respond to a notification, double-click on a notification to update any
relevant details

Details

The carer haz requested to cover Bill Beaumont on 04 Jan 20013 at 06:00-07:30, Morning Call - Get Up -~
And Breakfast, Personal Care

Response

Call has been allocated

Status IEIosed .,I Outcome I.t'-‘«pproved

4 5

1 Details of the notification are displayed in the Details field
Enter your response to the notification in the Response field
Change the Status of the notification to Open, Read or Closed

Change the Outcome of the notification to Approved, Declined or Pending
Click Save to save any changes

Please note you will still need to manually action the notification. For example, if the
notification was a request to cover a Clients call, you have to manually allocate the call

to the Carer on the CareFree rota. Updating the notification will not do this for you
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Credentials to Log into RoadRunner

It is important to know where the Carers RoadRunner login credentials are

stored within CareFree.

L4
1. From the CareFree main menu, click Carers ;&
arers
2. Find the Carer using the list to the left
3. Make sure you have the General tab open
o Outcomes | Sent bos | Planner | History | Continuiy |
ame ages | Secuiity | Branches| Log | Attachments| Exras|
| Tile T
N Sox [ —|
Iritials l— ,m— RefNo ,—
Addess [ Al Home tel 1 I
Home tel 2 ,—
Motile ,—
- Callin no |
Postcode Auta-logaut ,m—
DOB [/ - L T a—
L E— o T
, gy S -
_tetive | Inactive |_Onhald]_4l] 000 18
Find l— I
PASSgenius i | Rt ‘v| Hew | Edit | Delet | i |

4. The Carers RoadRunner username is the data entered within the

Forename field

Forename IEIaire

5. To the bottom right of the screen, ensure the
appropriate call monitoring option is ticked.
The Carers RoadRunner password is the PIN
number next to the appropriate call monitoring
application

Call Monitor type

PIN

ezilracker

10020

FioadRunner

10020

CallConfirm

00020

OxC

In the example above, the Carers username is Claire and their password is

10020.

A report called People and PINs can be generated to display all the Carers
RoadRunner credentials — go to page 29 for more information.
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Daily Logs
Carers have the ability to send logs during their call. A company option can be

switched on, where the Carer is asked to complete a call log when signing out
of a call (see the Transaction Portal training guide for more information).

Tools Timesheets Personnel Repol

Rotas Ctrl+R

Rota split screen
Planners Ctrl+P

Capacity planner

Management summary Ctrl+5
Packages
Unallocated calls Ctrl+U
1. From the CareFree main menu, go to View :‘If“":’“”‘ C”'*Mb
ients
. . Carers 3
2. Click Daily Log St b
Main Carers 3
Contracts Ctrl+MN
Customers
Quick search Ctrl+Q
Shortcuts
Dashboard Ctrl+D

Contacts
Daily Log

3. Any logs that the Carers have entered from RoadRunner will come
through with the log type RR Log

|Carehee =] [ty branches) ~| ¥ [osmzzns =] to [06/01/2019 =] Teday
Created on © Your date Type Category User Ref Caller Client Carer For User Details.
=[] Jan 2019
08/01... Barker,  Baldin,

}»D 1526 08/01/2... RRLog System 72 Su Claire System  Client needs mere medication

[ osiow Perry,  Baldin,

O tegg | 08012 RRLog System 74 Freg Crare System  Client was not feeling wel

ForUset [l <] [Dpon =] 199 [flore] =] [swmey v Find.. RefieshFs | [ G|

4. Double-click a log to reveal the full details of the log as well as having the
opportunity to enter an Outcome and Lessons Learned

Details

IClient nesds more medication

Outcome

Lessons Leaned

5. Click OK to save
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RoadRunner Messages

Messages can be sent from CareFree to the Carers RoadRunner application.
Carers can reply to and send new messages to CareFree users.

Sending Messages

1. From the CareFree main menu, click Carers

A

Carers

2. Using the list to the left, to find the appropriate Carer

3. Right-click the Carers name

You can also right-click the Carers name from the Rota screen

. Baldin, Claie_..

@ Bishop, John Reset column widths
L] Elas., Mylene Send a message

@ Davis, Laura

@ Dench, Judy
@ Fenell, Wil Ben

Send an email

Dial number 4
@ Greenfigld, Lyrn
2 @ Miren, Helen Show audit
1]
3 \ Send a message - SMS sent this month = 0 -

1

i Granch

£ M5 & RosdumeriPord 4—— |

I[M_l,l branches)

— CareFree —
Can you visit Message 36

Mrs Miggins for

' lunch call today

b, 12:00 w0 12:302 e

Credits

Please check pour rata tor next

Carer | Maobile no I

4

Can be replied to -
|

| Messages |

I~ Home branch

Baldin, Claire 07360 273321

Spel | S ‘4
X

3

Make sure the radio button is set to RoadRunner / Portal

Enter the message you want to send to the Carer in the Message field

Use the Spell button to use spell checker on your typed message

B U R S R

Use the ellipsis button to choose to send the same message to multiple Carers —

use the Branch drop-down box to multi select Carers within a particular branch

Press Send to send the message

When pressing Send the following prompt

will appear. Press OK.
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Message sent

@ The message has been sent to the RoadRunner service




Receiving Messages =
1. From the CareFree main menu, press Inbox In box

2. Messages will be grouped by the month they were received
3. Double-click a message to view the message in full
4

Click Reply to send a message back to the Carer

Sent on T.. FromU... From Carer From Client % From Other Subject Message Read on Reply / Original Replied on  Sorted date
=[] Jan 2049
LlO@e. o Baidin, Ciaire Could someone call Sue Barker.. oot 2019 08/017201...
16:27
i+ ] Nov 2018
H[] sep 2018
=[] Jul 2018
[ ] Jun 2018

Dieleted items

1l - Peden [v|  New | Rey | Fowad Delete Close

Messages that are sent to the Carers can be viewed from the Messages screen
in the RoadRunner application.

A list of the Carers messages will be displayed within this screen:

e Unread messages have a blue block to the

e Red messages are messages that have not ey 07 Sm;undsay "
been repl'ed tO Please call the office ASAP.
O
e Green messages are messages that have Today 11:07 SENTTO: Lyndsay

Can someone call Mrs Bakers daughter please?

been replied to

O
e Blue messages are messages that the Carer Tosker 1054 om byl

Can anyone cover a shift this evening please?..
have sent
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Medication Setup

Task Management can be completed by the Carer while on a call using the
RoadRunner application. This will allow the Carer to say what Tasks and
Medication have been completed, not completed or partially completed.

In order for the Carer to view the correct medication for the Client, each
Clients medication must be entered into CareFree along with a specific time of
when it should be taken.

1

1. From the CareFree main menu, go to Clients C“EHE

Azseszments .,
Call Manitar
o5

2. Using the Rota drop-down menu, go to Medication email Details

|zzued items
Letterz
kedication
bMezzages | v

3. Alist of Clients will appear to the left, choose to the Client whose
medication needs to be entered

I[My branches] LI Medication £ Dosage Time cher Form Route Location SUPPDH e QI
time required between
Name [R[Ret [F ] |
-— |Acamprosate AN o

@ Able, Mabel A 1000 ] *
@ Aguilara, Christin C Adialat apply to area ... Lunch Liquid Oraly Administer 0 |
@ &lesandratary, Elizab... A Aspirin Bed Blister Pack  Oraly 8

@ Amnstrong, Lance Barrier Cream Tea o

:g;:lj; gfegy £ i Dioctyl apply to area ... PRN Cream Transdermal Administer 0

@ Eeaumant, Bill Ibuprafen AM u

@ Beckham, David o Omeprazole apply to area ... Bed Cream Transdermal Bathroom c... Administer 0

@ Bird, Dickie B Paracetamal 2 tablets sver.. PRN Blister Pack  Orally Mouth Prompt 4

@ Chuckle, Bany

@ Chuckle, Pauline

@ Clarkson, Jeremy I

@ Coe. Sebastian B

@ Cooper, Bradiey C

@ Cram Stanhen r =

4 »

Active | Inactive | On hold| &1
Find Medications | “ulnerability Managemanll

[~ Active only  [Standard ~|  Preview |V| Cloze

4. Click the ] button at the top right of the screen to add a new
medication

To enter multiple tasks for the Carer to complete using Task Management you must

amend the Needs of the call — see
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Medication | amorcilin Dosage |2, 250mgtablets 4

Time IAM Olther time: :

Farm IBIister Pack Route IEIraII_I,J

: — — 5 t
Location IMedlcahon cupboard in kitchen szﬂﬁ:ed IF'rompt

Haurs in I—

between 8

MNotes 800mg every Bhours Start date |tz1fu1 72019 =]
End date |3m 2/2099 = |

Save I

Enter the Medication name

Enter the Time the medication should be taken. This will link with the Medication
Time drop-down box on the call (see below)

Enter the Form in which the medication comes in

Enter the Location of where the medication is stored

Enter how many hours in between taking the medication in the Hours in between
field

Enter any Notes required for the medication

Enter the Dosage of the medication

Enter how the medication should be used/taken in the Route field

If there is any support needed from the Carer, enter this in the Support Required
field

Enter how long the Client will be taking the medication for in the Start Date and
End Date fields. If the Client will be taking the medication indefinitely leave the
end date as 31/12/2099

5. Click Save to save the medication on the Clients record

On each of the Clients calls there will
be a Medication Time drop-down

box' When a time is Selected a” Of meCriticaI&iventI Notesl ExpensesandM\IeageI FloadFlunnerNotasl
. . . . |1D:15 rpe Weekly VI (Earen S, Claie -
the Clients medication with that e Joain.C -
specified time will appear on the N e OO =
edication Time =
RoadRunner Task Management IF::n ] 5
screen for the Carer to complete. Icsvmkmts .
Site '
I[None] LI
[T Site call must be allocated
Oweride the default ole
I[None] LI
them to
_;l  Upto wle W:’ € This week % beyond ]m 12/11/2018
P1634 Save | LCancel
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To access the reports click Reports from the CareFree main i

menu.

Reports

There are many reports you can run from the CareFree system, including some
reports which provide useful when beginning to use a call monitoring system.

Reports

Each report is listed under a category, the category required for call monitoring
reports is under Electronic Monitoring.

Here are some reports which have proved popular amongst CareFree
customers along with an explanation of what the report will show.

People and PINS - List of every Client and Carer
and the unique PIN associated with them

Punctuality — List of all calls where the Carer
was late by a range of minutes
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A

&7 Service delivery
#7 Clients

#7 Carers / Staff
#7 b ain Carers
&7 |nvoices

7 wWages

#7 Buzsiness

#9 Electionic Morntonng

7 fnalyziz and statistics
&7 COC & ROIA

&7 Others

&7 Your custom reparts

Active carers

Call-in numbers

Calls without alerts

Callz waithout ary monitaring
Changed by call monitonng
Direct and non-direct surirnary
E woephions summany

Guide for logging in and out
Lazt or cument call
\P'ecuple and PlMsg
Planned and actual times
Pravizion surnrmary
Purctuality

R oadRunner requests
Timesheet events

Travel & contact time

Guide for Logging In and Out — A personal
guide on how to use the telephone for
logging in and out electronically. Specifically

designed for EziTracker

Planned and Actual Times — Simple
comparison report by Client, Carer or date

showing the planned against the actual
times




