COVID-19 Community Team
Outreach (CCTO) Tool




Agenda for Today’s Training

Q&A will be monitored throughout each module and reviewed at the end of the presentation.

» Accessing Training Materials

« Communicable Disease Manual ®

« ServiceNow Knowledge Base =

« AHEC Portal '
e October 2™ CCTO Updates

* Contact profile updates
* Logging and closing phone calls

Deborah Porterfield
* Deactivation & Final Monitoring Outcome workflow !

Medical Consultant - DHHS
« Common Issues & Concerns from the Help Desk

- Review of views functionality Laura Farrell

« Review of updated household functionality Regional Supervisor

* Question of the week

User Feedback and Q&A
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Materials




CCTO| Accessing Training Materials Walkthrough

Communicable Disease Manual

AHEC

ServiceNow Knowledge Center

CCTO Resources in the Communicable Disease Manual (

) — Written Materials

Confirmed 00J User List for CCTO Tool
COVID-19 Community Team Outreach

00J User List as of 10/5

The Tollowing have been confirmed as designated 00.F contacts per completed
5 celved to date. For changes, contact Luke Keeler at

CCTO 0O0J Contact List

* Review O0J Job Aid for
instructions

CCTO Job Aids Page

CCTO Micro-Trainings
CCTO System Update
Overviews

Job aids covering basic
introductory
information, mandatory
processes, and
advanced processes

Frequently Asked Questions
CCTO Contact Tracing Tool

CCTO Help Desk & IT
Support Page

Links to ServiceNow
registration & ticket
submission pages

Job aids covering
ServiceNow, NCID, and
CCTO login support

CCTO FAQs


https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus.html
https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus_CCTOjobaids.html
https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus/ServiceNow/coronavirus_CCTOhelpguide.html
https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus/OOJ_One%20Pager.pdf?ver=1.0

CCTO| Accessing Training Materials Walkthrough

Communicable Disease Manual AHEC ServiceNow Knowledge Center

CCTO Resources in the AHEC Portal ( ) — Recorded Trainings

Contact Tracing for LHDs Page: .
Training Modules - CCTO Webinars Page
« COVID-19 Community Team Outreach (CCTO) Tool « CCTO User Live Training Session recordings &
« CCTO User Micro-trainings materials
» View and Downloading Training for CCTO * CCTO Help Desk Training recording

Administrators



https://www.ncahec.net/covid-19/contact-tracing-for-local-health-departments/
https://www.ncahec.net/covid-19/contact-tracing-for-local-health-departments/
https://www.ncahec.net/covid-19/webinars/

CCTO| Accessing Training Materials Walkthrough

Communicable Disease Manual AHEC ServiceNow Knowledge Center

CCTO Tech Support Resources in ServiceNow ( ) — Knowledge Center

Personally Identifiable Information (PIl)/Protected Health Information (PHI)
Please be aware that no PII/PHI data should be entered into ServiceNow. This includes data in any fi attachmen

@, NCDHHS

DHHS COVID-19 Contact Tracing Service
Portal

Click “CCTO Job Aids & FAQ'" on the SNOW Homepage
to be redirected to the Knowledge Center

» Tech support job aids for ServiceNow, NCID, CCTO login
 Link to CCTO FAQs



https://ncgov.servicenowservices.com/sp_tracing?id=kb_view2_tracing
https://ncgov.servicenowservices.com/sp_tracing?id=index_contact_tracing

CCTO| Knowledge Check Scenarios

You are assigned a contact in Mecklenburg County, which Tasks

is out of your jurisdiction. What is the name of the 00J i e e
User to whom this individual should be reassigned?

(HINT: Check the page that links to all your written

resources for CCTO!)

Key Learnings

» Locating training
resources

. Marli Gringeri

. Heather Singleton
. Laura Farrell

. Bryn Perkey

HhWN =
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You are assigned a contact in Mecklenburg County, which Tasks

is out of your jurisdiction. What is the name of the 00J i e e
User to whom this individual should be reassigned?

(HINT: Check the page that links to all your written

resources for CCTO!)

Key Learnings
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resources
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October 2" CCTO
Updates




CCTO| October 2" CCTO Updates Walkthrough

Deactivation & Final Monitoring

Contact Profile Updates Outcome Updates

Phone Call Updates

We will now provide an overview of what has Tasks
changed in CCTO as a result of the most Understand the updates to
recent software updates. We are continuing CCTO as of October 2.
. to make adjustments to contact profiles as
P ———— o part of software update cycles to help Key Learnings
o accommodate your workflow. > Review updates to
0 - “"m ; 1. First, to help you work more efficiently, contact profiles
ind e "Source Case Information' has been

moved to the top of the screen, and
“Address’’ has been moved to the left

uuuuuu

I . under “Contact Information."”

K 2. Additionally, “"Date of Birth" and "Is
Minor" have been moved under “Basic
Info."”

Ay




CCTO| October 2" CCTO Updates Walkthrough

Deactivation & Final Monitoring
Outcome Updates

Contact Profile Updates

Phone Call Updates

P . The next set of updates impact phone call Tasks
- 8 Mary oram records and the phone call quick create Understand the updates to
= o screen. We encourage you to discuss these CCTO as of October 2",
. changes with your supervisor and review any _
= e e __ . updates to your local processes as a result. Key Learnings
—— ) » Properly log a phone
e T ' 1.First, "Subject” is now a locked field. Your call with the new
oo e ] o selections for two other fields, “Type" and functionality
— "“Call Status,” will now become the subject
— line for phone calls. Any extra information
@ that you may previously have written in the
. s ' subject line of a phone call should now be
B e added to the description, as you will no
longer be able to type free text in the
subject line.

Save and Close




CCTO| October 2" CCTO Updates Walkthrough

Deactivation & Final Monitoring
Outcome Updates

Contact Profile Updates

Phone Call Updates

1. Additionally, on the phone call quick create
screen, "Type' can now be selected to:
« “Initial Outreach” for your first Understand the updates to
e | CCTO as of October 2"°,
T attempt to call the contact
R « "Second Outreach" for your second

Timeline / Activities

_— e v attempt if the first was unsuccessful > Properly log a phone
; « “Third Outreach" if your first and call with the new
: second attempts were unsuccessful (In functionality

the next update, there will be an

Sk o contct o e b of additional option for further initial

| outreach)

« "“Daily Monitoring" for any call that

e Normal takes places after reaching your

B contact for the first time and does not
end monitoring

« "“End Monitoring" for your final call to
your contact

« "Other" for any other required calls

Please be careful to select the appropriate

option, as “Type' now determines part of

your call subject.
e gg 1"

Tasks

Quick Create: Phone Call %

Owner * A Mary Moran

Key Learnings

Phone Number 1-111-222-3333

o Type Initial Outreach

Call Status Answered

Save and Close




CCTO| October 2" CCTO Updates Walkthrough

Deactivation & Final Monitoring
Outcome Updates

Contact Profile Updates Phone Call Updates

1. Finally, to streamline workflows, *Call

Quick Create: Phone Call . Status' should now be selected to Tasks
2 Mary Moren “Answered’ or “Unanswered’ as part of Understand the updates to
| EETD ] the quick create or phone call record CCTO as of October 2.
e A Ve screens and will no longer be available
Lo e when closing a call. oy earmines
o 2. Please note that this means that the » Properly log a phone
ot vtz s ' Made/Received option that is shown on call with the new
i o the call close-out screen is no longer functionality
o S functional, and you should ignore it.
— Only the Answered/Unanswered option
m on the quick create screen will impact
- - the status of your call. We have asked to
— remove this extra status box on the
Close-Out screen but are currently
> I . unable to do so. We appreciate your
R patience and feedback as we continue to
[ work on improvements to CCTO, and we
Sttus Received v think you will find the new "Subject"
fields to be very helpful when you are
quickly scanning the Timeline/Activities

section for a contact.

z




CCTO| October 2" CCTO Updates Walkthrough

Contact Profile Updates Phone Call Updates 2BV LN AT Sel T
Outcome Updates

The final changes in this sprint impact selecting
P Y a Final Monitoring Outcome and deactivating Tasks
= ; contacts. Understand the updates to
. 1. First, please note that “Final Monitoring CCTO as of October 2",
Outcome' can now be returned to blank if it is
9 accidentally selected prior to the end of Key Learnings
monitoring. We encourage you to review your » Closing out a contact
- contacts and take advantage of this change to
help improve data quality.
@ 2. Next, you will no longer be able to deactivate a
(@ Business Process Error x contact without first selecting a Final
The reat time workflow named ~Contact - Final |8 Monitoring Outcome. Attempting to deactivate
aitod with the orror “Tinm! Montoring Outcome ¥ a contact without an FMO so will result in an
Show Details error message.
3. Finally, please note that “Final Monitoring
= Outcome" should now be selected to “Other" if
the contact will not be monitored for a reason
other than opting out (e.q., if they are a
duplicate or have already become a case). This
is reflected in the updated Closing Out A
Contact job aid for your reference, and we will
review this now.
g ot



https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus/Handout_Closing%20Out%20a%20Contact%20v2.pdf?ver=1.0

@ : : D 0 U . 0 -
: 0 0 0 D 0 40 0 p De 0 Beg 0 0 :
U 0 : 0
Contact concludes Fully Complete Contact does not test positive for COVID-19 No Monitoring
monitoring without Contact completes at least initial assessment Ended
. - Contact completes at least one assessment within
testing positive for . .
48 hours of ending quarantine
COVID-19 L
Partially Complete Contact does not test positive for COVID-19 No Monitoring
Contact completes at least initial assessment Ended
May include contacts who opt out midway
Contact becomes a Tested Positive — Contact tests positive for COVID-19 during the No Monitoring
case Became Case monitoring period and becomes a case patient Ended

ACTION: Testing information entered;
“Contact who became a case” selected;
NC EDSS Event ID of Case entered

Contact opts out of Refused Contact explicitly declines to participate in No Opted Out — All
monitoring monitoring (opts out) at the beginning Monitoring

No assessments completed
Contact is Never Reached Contact is unreachable per standards determined | No Monitoring
unreachable by LHD and not informed of exposure Ended
Contact was not Other Contact will not be monitored for reason other No Monitoring
monitored in the Tool than opting out (e.g., contact is a duplicate or has Ended

already tested positive and become a case)

- 0 [ - 2 U of | = [4 - - - - 0 ’ 1 - [ U U J Ueu JLEU DE 0 ’ DroLu 0



CCTO| Knowledge Check Scenarios

Which of the following statements about selecting Tasks
“Other"” in Final Monitoring Outcome (FMO) is true? Correctly identily the action

required in each scenario.

1. You can set FMO to “Other" if you accidentally select

an FMO while the contact is still being monitored KEZLZ::Z "

2. You can set FMO to “Other" if you determine the appropriate Final
contact is already a case who should not be monitored Monttoring Outcome
in CCTO

3. You can set FMO to “Other” if the contact completes
some, but not all, of their assessments
4. You should never select an FMO of “"Other"




CCTO| Knowledge Check Scenarios

Which of the following statements about selecting Tasks
“Other"” in Final Monitoring Outcome (FMO) is true? Correctly identily the action

required in each scenario.

1. You can set FMO to “Other” if you accidentally select

an FMO while the contact is still being monitored KeZLZae::(i:iis:gthe

2. You can set FMO to “Other"” if you determine the appropriate Final
contact is already a case who should not be monitored Vionttoring Outcome
in CCTO

3. You can set FMO to “Other" if the contact completes
some, but not all, of their assessments
4. You should never select an FMO of “Other"




CCTO| Knowledge Check Scenarios

You want to ensure that your phone call records the fact Tasks
that you successfully reached your contact. What is now i e e
the correct way to do this?

1. Use the “Answered/Unanswered’ toggle on the quick

create screen or phone call record and then click the "e:“;atfl’_“_“ng:the N
1zl w
check mark to close the call phone cal

functionality

2. Use the ""Made/Received” toggle on the close phone
call screen and close the call

3. Both1land?2

4. Either1or?2




CCTO| Knowledge Check Scenarios

You want to ensure that your phone call records the fact Tasks
that you successfully reached your contact. What is now i e e
the correct way to do this?
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create screen or phone call record and then click the "EZL‘:J*‘tTI’f‘T‘nggsthe N
1zl w
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functionality

2. Use the "Made/Received” toggle on the close phone
call screen and close the call
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Common Issues &
Concerns




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

= B Show Chart -+ New  [§] Delete O Refresh €
&t Home 9 a
My Active Contacts -]
@ Recent
My Views
## Pinned o Dare Contacts =
Dare Demo
Apps ty Active Contacts Under Age 13 4=
System Views £t
¥ Dashboards Family
My Active Contacts +=
9 Contacts Family ---
ive Contacts +=
PAR e Active Monitored Contacts 43 3mily -
i Assessments 9 IAIlContacts _‘;I
B Activities Contacts with Fever in Last 14 Days 1
Suggested Exposures Contacts Without Local Health Distr :-L( All Contacts J
O loctions Hours to Outreach i -
[& Events
Y Searc
D Tasks e
drass 1 Phone #
Q222020 - aQ/aIN2020 M
Advanced filters
I:‘ Owner A Equals current user ~ | -+
I:‘ Status V Equals ™ | | Active ~
I:‘ Househald? W Does notequal » | | Yes A

We will begin our last module by reviewing
views and the ways they work within each tab
in CCTO. Let's begin on the Contacts Tab.

A view is a way of filtering and displaying all
the data that is stored in a tab. In this
example, we are in the "My Active Contacts”
view, which filters down all the contact
records in the system to show only active
contacts who are owned by you.

To check what filters are on a view, you can
click the filter icon at the top right of the
screen. Notice that this view includes a filter
for the contact owner as you and the contact
status as active.

You can access all the contact views currently
available to you by selecting the bold text at
the top of any tab, which always shows the
view you are in right now.

All of these views will filter contact records in
a different way. For example, to see all active
and inactive contacts, you can select a view
for “All Contacts."”

Tasks

Understand and use views.

Key Learnings

» Understanding views



CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

- il TRh: Bwaille Bl wdemadli: it Tiviie 1. This view shows all contacts in the system,

e @ ancom - both active and inactive, owned by any user, = 125KS
B e because it has no filters applied. This is a Understand and use views.
good view to use when you are trying to

N o (2] - search for a contact because it will retu.rn _
3 b e 2 any contacts who may have been deactivated = Key Learnings
i wem T T Yimeiy [reesy o Vel or reassigned, which “My Active Contacts"” » Understanding views

. ST ot B will not show.
Advanced filters e T e 2 It can be helpful to build off this view to

create a list of all active and inactive
[ [Fousehowr 1o contacts assigned to you. You can do this by
""""""" returning to the filter icon.

g + Add ~ @ Owner \’EEEqualscurrentuser V 3. CIiCk MAdd’" and then CIiCk “Add ROWo"
@ Add row 4. Select “"Owner,” and “Equals Current User"
= Add group

- - will automatically populate. Click “Apply."
= Add related enti Apply Cancel . . . .
- i i 5. Unlike “My Active Contacts,” this new view

now shows all active and inactive contacts
that you own.
== 6, You can save this view by clicking the arrow
s = next to “Create View" and selecting “Save
Filters as New View."” Name your view (for
example, “All My Contacts") and click “Save."”

2l Show Chart Mew ] Delee | () Refresn 0] Email 2 Link o Flow [ RunRepert ~ O Dpottobucel |~ O% ImportfromEucel |~ B Cremeview |

All Contacts™ ~ 6
v ; A

jack flash Nanpin

Henry Holden




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality

Question of the Week

Review of Households

1.

= [ Show Chart -+ New  [i] Delete | v () Refresh [EE
it Home
All My Contacts v
(® Recent e
My Views o)
5 Pinned \/o All My Contacts =
Dare Contacts My Views
frs Dare Deme = -
~ My Active Contacts Under Age 13 ke o
45 Dashboards ty
Systemn Views
| 9 Contacts by ---
My Active Contacts - 2
.
B Households Active Contacts 4=
[ w:]
= Assessments Active Monitored Contacts 2
2] Activities All Contacts =
i Suggested Exposures Contacts with Fever in Last 14 Days =
) (e Contacts Without Local Health District (LHD) 2
B Event Hours to Outreach =
% Events
Inactive Contacts -+
B Tasks e
Inactive Monitored Contacts - =
My Inactive Contacts 4N { Home
Brown Charlie Peanuts F ® Recenit o
- % Pinned Pt
Apps 3 .
% Dashboards
2  Contacs
A Households
e I I B Assessments I

You can access this view at any time by
selecting the bold text and looking under “My
Views," which shows all the views that you
have made or that other users have made
and shared with you. “System Views" are
views that are created by administrators and
are automatically available to all users of
CCTO.

If you are interested in creating more
complex views that incorporate new columns
or in sharing views with other users, we
encourage you to watch the Administrator
Training posted to the AHEC portal or to
review the Create A View job aid posted to the
CD Manual. You can also always attend office
hours to see a demonstration and ask
additional questions.

Another thing that is important to
understand about views is that there are
options for you to use different views across
each tab in CCTO, not just the Contacts Tab.

Click on the Assessments Tab.
e 2{,}

Tasks

Understand and use views.

Key Learnings

» Understanding views



https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus/CCTO_Create%20A%20View.pdf?ver=1.0

CCTO| Common Issues & Concerns Walkthrough

Review of Households

Review of “Views” Functionality Question of the Week

1. Notice that the data on this tab is tagged

B ShowChart  + New [ Delete | v O Refrsh 9 Emailalink |~ o F to contacts, but it is for assessment Tasks
@ Active Assessments + records, not contact records. Each of Understand and use views.
v|sommcommiy  [pmv | commtony v Lot ek | A these records is an individual
test SQA 10/8/2020  10/8/2020 3:27 AM Anson Initi assessment, and clicking into an item will
O ompon omeeosiaav cumbera, i show you the full assessment text. Key Learnings
Don Drsper 10/3/2020  10/5/20209:14AM  Durham  Mor 2. The current view displayed is for “Active » Understanding views
Assessments,” which means that you will
© Active Assessments « see assessments for all contacts who are
My Views active in the system.
st e ) 3. Clicking on this bold text allows you to see
T,”fw the other assessment views available to

Active Assessments

you. Just like the contact views, these
views can filter down all these
assessments into a more narrow list.
Click “Assessments from Contacts | Own,"

Active Assessments within 30 days
All Resource View

All Symptom View

ol - L L L

Assessment Details 4
@ Assessments frem Contacts | Qwn

S - and you will now only see assessments for
Completed Assessments - Last 14 Da}-‘@
‘ _ your contacts.
Completed Assessments - This Month 1
Inactive Assessments 1

Resource View for Contacts | Own 4




CCTO| Common Issues & Concerns Walkthrough

Review of Households

Review of “Views” Functionality Question of the Week

1. Now, click on the Activities Tab. This tab can

= ] Show Chat  [3 Task 57 Email [0 Appointment &, PhoneCall [E Letter @ F ShOW itemS that appear in the Tasks
g - @ My Activities - Timeline/Activities section of a contact's Understand and use views.
b oo o oue [a o] ctivity Type [ an y profile, such as tasks or phone calls. Just like
| actvty Tpe < N the Assessments Tab, every activity that
pooe Shone Call Ot you see here is linked to a contact, but it is Key Learnings
% Dotbonss Shone Cal . also its own record. Clicking on any of these » Understanding views
R Contacts ohone Cal other/ Aneered items, such as a phone call, will allow you to
8 Households e - see and update that item's record in the
ol Phone Ca = B ShowChart D Tesk & Emal [ Ap same way you would in Timeline/Activities.
L= L P 2. Notice that this tab defaults to the “My
e - - Y ey | Activities” view, which only shows open
e R activities that are assigned to you. You can
. B use this view as a to-do list for all your open

items. Some other views that may be helpful
A e for organizing your open items include "My
B Houscholds Tasks' or "My Phone Calls."”

_ My Closed Activities
#5  Dashboards
Open Activities

T ot ¥ ¥ o€ u

. Contacts

¢ pmens My Tasks - 3. If you would like to change the default view
| B Activities All Tasks - . .
e . on this tab or any tab, you can also click the
e My Phane Cals (3] pin icon next to its title. This will pin your

& Events e :E favorite view to display automatically the

B Tosks My Completed Phone Colls

next time you open the tab.




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

1. In addition to the phone call and task views
already available to you, there are also some Tasks
quick filters built into the top of the Understand and use views.
Activities Tab to help you narrow the items in
My Activities your view by due date and type.
sy e | Proneca / 2. For example, selecting "Due” to ""Overdue"” Key Learnings
| e e can help you see any outstanding items > Understanding views
- that haven't yet been closed out, and you
S— can also narrow by “Type" if you would like to
see only a certain kind of item, such as a
phone call. Using both of these filters can
also help you to turn the Activities Tab into
a more effective to-do list that suits your
workflow. As always, remember to check
with your supervisor to see what views are
recommended for you and how you can use
them to work more efficiently.

Now that we have discussed the topic of views,
we would like to highlight a great question we
received from a CCTO user through the help
desk this .

b




CCTO| Question of the Week Scenario

Question of the Week

| have logged into the live system for
CCTO and clicked into the Contacts
Tab, but | can't see anything. When |
search a contact name or CH, nothing
appears. What should | do?

Tasks

Correctly identify the action
required in each scenario.

Key Learnings

» Utilizing views and
search to find
contacts




CCTO| Common Issues & Concerns Walkthrough

Question of the Week Review of Households

Review of “Views” Functionality

The first step you should take if you are not able 1 ¢ks
oo me Domm |~ e memem - o - meee tO find a contact is to check your view. If you are

Understand and use views

- o|v All Contacts in “My Active Contacts,” you will not be ableto ~ __ .. ..t function.
b wme e e e e e e - S@AFCH for any contacts who are not currently
- - T e assigned to you or who have been deactivated. Key Learnings

£ Doshboards bird blue 1-123-123-123% Monitoring » Utilizing views and

|8 comsas 1. The best view to start your search is "All search to find
Contacts,” which will allow you to search all contacts
contacts in the system, including inactive

@D v | petersn X ones.
2. Next, you should make sure you are
1V | Phone®2’s | Contactor.. | Local Heal optimizing your search by including wildcards

if you need them. In the CCTO search bar, an
asterisk (*) is interpreted as a wildcard, or a

All Contacts + placeholder for unknown text. For example, if
you are not sure whether your contact's
name is spelled “Petersen” or “Peterson,"
you can search “Peters*n" to return both
Peterson Peter 1-535-000-101C --- Spe||ingS.

' | Last Mamne First Name Household Household ... | Mobile Pho... | Monitorr

Petersen Petey 1-333-444-3434 ---




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

1. You can also use the wildcard to search for Tasks
@ . e Todee | v Oreen | T |wHensed x | multiple missing characters. This can be Understand and use views
Al Contacts - useful if you only have a first initial. For and the search function.
example, “M* Hansen" will return Marty, _
T T e Mary, and Michael Hansen. Key Learnings
- ::' S 2. CCTO will also allow you to search by part of > Ut”iZir?gt V]"f"és and
e B a primary phone number. For example, ziiizctso n
“*555-0000" will return all phone numbers
starting with any area code and ending in
o [ v “555-0000."
All Contacts v
Hansen Michael 1-444-555-000C ---
Frame Picture 1-999-355-0000 Mo

Clown Koko 1-918-555-0000 Mo




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

B showchat  + New [ Dete [ v ORefreh @ Emalatink | v o Flow v M Runf 1. As anote, this same process also works on
@ i Households - | the Households Tab. You can select the “All Tasks
v |me i Cona (0101 Households" view to search both active and Understand and use views
H-0000001128 Cow Family Brown Cow inactive households across the system. and the search function.
H-0000001365 Brown 2. |If you search by household name, the
H-0000000625 Brown Fariy asterisk will substitute any words you are Key Learnings
H-0000000630 Brown Family not sure about. For example, if you know a » Utilizing views and
H-0000000940 Brown-Michaels, Michaels, Brown Household --- fam"y’s last name but do not know how the search to find
0000000365 Brown Family household was titled, you can search their contacts
FronenTen peanusFemly cherteBronn last name, for example, “Brown,” with
oo e PN asterisks on either side (“*Brown*"). This will
| *Brown® p . 1 " :
return households with “Brown” anywhere in

the title or in the primary contact name.

= @ H Save @& savedClose NMew [ Deactivate R Connec t | v R, Assign
& Home Peanuts Family 3. As an additional tip, if you would like to keep
O [ o oo vemves sy e s this household profile or any page in CCTO
easily accessible while you are working on it,
o oo you can use the "Pin" feature.
o — 4. Once you are on the page you'd like to pin,
S | B Rarr— click “Recent" at the top left, and then
bichad Haren select the pin icon. The item will now appear
© in your “Pinned"” section and can be directly
om0 accessed at any time.

z




CCTO| Question of the Week Scenario

Question of the Week

| have logged into the live system for CCTO and
clicked into the Contacts Tab, but | can't see
anything. When | search a contact name or C#,
nothing appears. What should | do?

Answer: If you cannot find a contact...

1. Try the “All Contacts" view to show active and
inactive contacts owned by all users.

2. Try searching with an asterisk "*" as a
wildcard to catch any variations in spelling or
titles.

Tasks

Correctly identify the action
required in each scenario.

Key Learnings

» Utilizing the
household
functionality




CCTO| Common Issues & Concerns Walkthrough

Question of the Week

Review of “Views” Functionality Review of Households

We will now wrap up today’s training by

o 'EG el D s providing a review of households. As a Tasks
O tecn My Active Hodssholds ~ reminder, the purpose of the household Understand and use the
o v T T feature is to allow you to create a grouped ~ Updated household
oo profile for contacts if it helps to f”“Ct'O”a'[tV'
A streamline your data entry or outreach. Key Learnings
B comees Households are for your convenience only > Understanding
|' — B and are not used for official reporting, so households
E@ e e you should work with your supervisor if
TR A TR you are unsure whether to create a
Fremr—— household for a group of contacts.

1-555 444 7777

- 9
I Household Name *  Ingalls Family I

1. To create a new household, you should

—— now begin on the Households Tab and
T select “New."”
T T e 2. Inthe “Household Name" field, type an
- - identifying name for your household
- @ — per your local guidance.
lm| -




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

1. If known, you can then use "“Primary

Contact” to indicate a member of this Tasks
e e household who may be speaking on Understand and use the
s i behalf of others; however, it is updated household
— recommended that you create the functionality.
oo whole household first before creating Key Learnings
— O o this contact. You can return to the > Understanding
— 1@ household profile and add this primary households
oo contact at any time. Remember that
e P & the primary contact is only for your
= — . reference and is not used for
@ - N reporting, so it is no problem if you
- need to change this contact later.
- === 2. Next, indicate the primary language of

this household in “Preferred
Language.”




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality Question of the Week Review of Households

1. Fill out the boxes for “Source Case

-E' cse - Mew o Fow "o . "
P 9 Info,” “Contact Information,” and Tasks
N S ——— 0 “Address’” with information Understand and use the
appropriate to the whole household. updated household

ountry Code

functionality.

This information will carry over to
new contacts you create within this

Household Neme ‘' Ingalls Family
1-555-444 7777

Key Learnings

- household to help reduce data entry; > Understanding
- —— however, you are always able to edit households
. e and adjust information as needed for
o = individual contacts.
| NI 2. Click “Save" when you are finished.

You can now create new contacts
within this household from the
“"Household Members" page. This
0= (3] process has not changed with the
I household functionality updates.
- 3. Select “New Contact” on the RIGHT of

..............................

the screen to add a new contact (who
does not currently exist in the system)
to this household.




CCTO| Common Issues & Concerns Walkthrough

Review of “Views” Functionality

Question of the Week

Review of Households

Manitcring Details

|||||||| 4 ingatls Family
Hauseheld

Testi I 2
.
1-555-444-T777
[ [\ =
Tested?
-]
galstamil iiktisheuse cor m =
et Method ol 7 ons Cani @ Ingalis Family
Heusehold
Summary  Household Members  Sysiem Int e 3
°
L | sl - T - English
G&Clnse Mew [ Deactivate "R Connec t | v R, Asign  [F Em
Pa Ingalls
Contact - MDA Form ~
ARIAS Contact Assessments  System Information  Related
Basic Info
Bce C-0000037430
First Mame * Pa

4,

Last Mame *  Ingalls

) Ingalls Family

Because you started from the “Household
Members" page, a New Contact screen will
appear with pre-populated information
from the household profile. Input the
remaining information about your new
contact or adjust any of the pre-populated
information as needed.

Click “Save and Close"” when finished to
return to the “Household Members" page,
and repeat the process if necessary for
new contacts.

As a reminder, the process for adding
existing contacts to households has
changed, and you now need to do this
from a contact profile and not the

""Household Members'" page. Under “Basic
Info,” you should use the “Household"” field

to search and select the household you
have created that applies to this contact.
Saving your work will add this contact to
the "Household Members' page.

Tasks

Understand and use the
updated household
functionality.

Key Learnings

» Understanding
households



CCTO| Common Issues & Concerns Walkthrough

Review of Households

Review of “Views” Functionality Question of the Week

I L D T = = = ey

il 1. Finally, remember that Tasks

e . reassigning a household using the Understand and use the
e o | “Assign” button from the updated household
e v household profile will reassign all functionality.
: ?:J:w —— e e its contacts; however -- Key Learnings
S bt e R 2. Deactivating a household will not > Understanding
eV D e [ e T T T deactivate any of the contacts households
T G S T T i | e within it. Contact members must
: be deactivated by profile after
deactivating the household.

Similarly, deactivating all
e household contacts will not

™ deactivate the household, and it
summery HoumholdMeWe? | g showcit D) dcivee [[CHDMERIR] @ e |~ A dsn S W Emedalik | v o Few v B iy must be deactivated

— Mg hction Comtack: Deactivate independently.
ingalls s 2 ua" = H Deactivate these Contacts.
o e sicture | You can reactivate these Contacts from the Inactive Contacts View. We will now proceed to our last
‘ Bl " Ve s o mom - Eml % knowledge check for today.
R O EEE e T




CCTO| Knowledge Check Scenarios

You want to search for a contact using their C#, but you Tasks

: : . Correctly identify the action
are not sure who is the owner or whether this contact is eured in each scomario
currently active. Which view should you use?

1. My Active Contacts

2. Active Contacts T ot
3. All Contacts contacts

4

My Inactive Contacts
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CCTO| Knowledge Check Scenarios

BONUS: You are assigned a contact who resides outside Tasks

of your state. After ensuring that the contact's exposure Correctly identify the action
and outreach details are as complete as possible, what is

the only action required on your part?

1.

Hh W

required in each scenario.

Assign the contact to the Movement Monitoring & Key Learnings

» Correctly handling

Notification (MMN) Team Contact (Jennifer Wheeler) out-of-jurisdiction
. Select a Final Monitoring Outcome of “State 00J,

Notification Completed”

. End monitoring and deactivate the contact

. Delete the contact profile

contacts
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of your state. After ensuring that the contact’'s exposure Correctly identify the action
and outreach details are as complete as possible, what is
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Hh W

required in each scenario.
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Exposure Notification App: SlowCOVIDNC

SlowCOVIDNC

©
@ NCHealthIT@dhhs.nc.gov SlowGOVIDNG

The official Exposure Notification App of the North
Carolina Department of Health and Human Services
(NCDHHS).

In order for SIOWCOVIDNC to work, you'l need to
enable Exposure Notifications and Bluetooth on
your device. But before you do, we invite you to
learn more about how it works.

HOW IT WORKS

Find more resources for SlowCOVIDNC at the links below

-P- —

j— =

F == 0
Landing Page Higher Education Privacy Policy Press Releases FAQs

Landing page for NCDHHS’ Resources specifically Document outlining privacy ~ Access to upcoming press Comprehensive bank of
SlowCOVIDNC app targeted towards higher information related to the  briefings/announcements  information to address app-

education (school lists, SlowCOVIDNC app and archive or previous press related questions and
contact information, toolkits) releases concerns

NCDHHS, Information Technology Division | Exposure Notification


https://covid19.ncdhhs.gov/slowcovidnc
https://covid19.ncdhhs.gov/slowcovidnc/higher-education-resources
https://covid19.ncdhhs.gov/slowcovidnc/frequently-asked-questions
mailto:NCHealthIT@dhhs.nc.gov
https://covid19.ncdhhs.gov/slowcovidnc/privacy-policy
https://www.ncdhhs.gov/press-releases

Support Resources




Where to go for support (all users of CCTO)

Contact your supervisor with contact tracing process questions

.ﬂ If you have process-based questions about contact tracing workflows, policies, and procedures beyond the
.‘ CCTO software, contact your supervisor directly, as these may vary on local levels

Refer to the CD Manual & ServiceNow Knowledge Center for NCID/ServiceNow/CCTO access support

h * Review “CCTO Help Desk & IT Support” on the CD Manual to review job aids for access support
» Visit the ServiceNow Knowledge Center for job aids on tech issues (login, NCID, password reset, etc.)

Refer to support materials for CCTO Tool help
* FAQs, Job Aids, Process Documentation and Scripts (Found on the NC DPH Communicable Disease

A Manual Coronavirus Page)
« Patient Education Tools, CCTO trainings and slides and recorded live sessions posted to the AHEC Portal

» Check your email for ongoing CCTO office hours opportunities and regular live trainings

ServiceNow for CCTO support and CCTO enhancement suggestions

Register for ServiceNow and then visit the DHHS Contact Tracing ServiceNow Portal to log in using your
NCID and submit CCTO questions and suggestions.



https://epi.ncpublichealth.com/cd/lhds/manuals/cd/coronavirus_CCTOjobaids.html
https://testyourwell.nc.gov/cd/lhds/manuals/cd/coronavirus.html
https://www.ncahec.net/covid-19/practice-support-resources/patient-education-tools/
https://www.ncahec.net/covid-19/contact-tracing-for-local-health-departments/
https://www.ncahec.net/covid-19/webinars/
https://ncgov.servicenowservices.com/user_registration_request.do?sys_id=-1&sysparm_view=contact_tracing
https://ncgov.servicenowservices.com/sp_tracing?id=kb_view2_tracing
https://epi.dph.ncdhhs.gov/cd/lhds/manuals/cd/coronavirus/ServiceNow/coronavirus_CCTOhelpguide.html
https://ncgov.servicenowservices.com/sp_tracing?id=kb_view2_tracing

REMINDER: Tip of the Week Submissions

Always check the newsletter for tips submitted by contact tracers, and use the tip
submission link to submit a tip of your own!

ocom out to get a better view if you're reading this newsletter from a smartphone

NC DEPARTMENT OF
HEALTH AND

HUMAN SERVICES Ti
ez This week’s tip is from Steffanie Sanchez in Durham county:

Maximize the use of the CCTO Tool Activities/Timeline functionality. Using these
features can help immensely with call preparation. Specific elements and how to best
use them include:

* Tasks to log every email/text exchange

NC Outreach Team Newsletter

In this snapshot: e Phone calls to log who you speak to (if not contact) and/or the best
Tip of the Week time to call next

System Updates + Notesto log:

Job Aid 1. Household Information (who lives with the contact and the

source of exposure - this occasionally identifies other
contacts that need to be monitored and weren't in CCTO)

2. Health Updates (anything in the assessment that should be
flagged, such as high risk reasons or resource needs, so

they can quarantine safely) Tip
Thank you for the wonderful tip, Steffanie! S ® !
| ubmission
We want to hear your tips related to the CCTO tool and overall contact tracing efforts, so we can continue to build a Li n k

community where we are learning from each other and sharing best practices. If you have a tip that vou would like to
submit, which makes your contact tracing efforts more efficient and/or effective§blease fill out this form fir a chance _

to be featured in the next newsletter!



https://urldefense.com/v3/__https:/forms.microsoft.com/Pages/ResponsePage.aspx?id=mT-XW99360uyfaoMcLhILEgAmiqgWAlNvjLZktU0URBUN1pCTkpVWjRST1JaU1JGTjc2NDdBQUs1OC4u__;!!HYmSToo!P-NXqKKbZ1BaxsXkLO3s91v7xJ5e-8iMRXe3JIun5KsnKfPVMvPWNO8LhKSnoHMU80u1mSY$

Participant Feedback




Questions?




