


Contents
1 Introduction tO this AOCUMENT ......cccuiiiiiiiii e 4
1.1 Conventions used in this dOCUMENT. .....ccciiiiiiiiiiii e 4
1.2 OJECTHVES oo, 4
2 ADOUT FIEIA SEIVICES ....eiiiiiiiiiiie et ettt ettt 5
2.1 Using Field Services iN HOME COrE ...ttt e e e e e e e e e e e e ennneneeeas 5
2.2 GlOSSQANY ettt —a——art et a————aarrraraaaaa———a—aaaaa—————————————————— 5
2.3 HOW Field SEIVICES WOTKS ....eeiiiiiiiiiee ettt sttt ettt et e st e e s 6
3 Using Field Services as A SUPPOIT OFfICEN ...ttt eeeeeeeeeeeeeeeeevsaeveravesaaeaaaaaes 7
G2 I oo e [T le [ DORUR RO OO U U UUUT RO 7
I Y o] o B =1 = Te) o] o HUNUUU U TS UUUPPPPPPRt 8
R I o (010 aT= T o e e = P 8
3.4  Home, ReCeNt ANA PINNEA....ciii ittt et e e et e e e e snbreee e enaaeeeeannes 2
3.5  RESOUICES AN SEIVICE VIEWS ....eiiiiiiiiiiiiiiie ettt sttt et 9
3.5.1 SEIVICE 1.ttt ettt ettt e ettt e ettt e et e e et e e eabe e e bt e enbteeearee e 10
3.5.2 RESOUITES .ot et e e e e e e aaaeas 11
3.6 FITEr AN SEAMCH oottt ettt et 11
3.6.1 Column SOt ANA FIlTEI Lo 12
3.6.2 SEANCIN ..ttt ettt ettt e e e e 13
3.7 SETUD A NEW HSW . ittt et e e eeeeeeaeaeeessesssesasasssasssssssssssassssarareres 14
3.8  Edit the characteristics Of @ HSW ... 18
3.8.1 Change HSW ChArACTENISTICS voeeuviiieeeiiiiee et ee et e e e eree e e e e e e 18
3.8.2  Set characteristics that limit SUs that a HSW can Visit......oceeoriiiniiiniiiicieceee 19
3.8.3 ChANGE WOTKING NOUIS ...vveieiieieecctteee ettt e e e e e e ettt r e e e e e e e e e e narraaneeeas 20
3.9 AAAING OVEITIME oottt e e eeeeeeaeaeaeaessaessaaasaesssesssssssssererasares 21
3.10 ProCESSING QISENCE ...uvviiiiiii ittt e e e e e e e e ttar e e e e e e e e s aaaaranaeeaeeeeaas 23
3.11 Edit @ SUTECOI ..ot 25
3111 Change SU reCord AetilS .......uvviiiiiieieiiiiiieeee et e e e e e eeararaeeeeeeeenes 26
3.11.2 Set characteristics that limit types of HSW that can complete a visit........uuvvvvvveenees 27
3.11.3 Sef preferred aNd restriCtEd FESOUNTES .......vvveviieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeevevevveeaeaeaes 28
3.11.4  Add a permanent WOrker fOr @ SU™S ViSItS.......uuuureriereeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 29
3.12 Add or edit AN SU CAre PIAN / VISITS wevvveeiiiiiiiieeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeevevevaavaanaees 32
31217 Add G NEW CAME PION. ...ttt e e e e e e e 32
O 728 DV S [} i e el (=3 o] (o] o HUUNSouo PO P PP UUUUURUPPPPPPPPPRt 32

The enclosed material is copyright of Agilisys and must not be copied in whole or in part A I s g
for any purpose without the express written consent of Agilisys. g I I ) yc

d uoljpAouu|

UoISSD



3.13 ViIEW The SCNEAUIE DOOINT ..ceeeee ettt e et e e eeaaeseeaaans 32

3.13.1  Toggling between the new anNd Old VIEWS ........ccevvvviviiiiiiiiiiiiiiieeieeeeeveeeeeeeveveveeveveeanens 34
3.14 Track and edit progress of booked appPOINTMENTS .......ueuriiiiiiiiiiccccccccccccec e 34
3141 VIeW DOOKING QIEITS ...oveiiieieeeeeee et e e e e e et r e e e e e e e e aaabaeeaeaaeeean 36
3.15 Book an unscheduled appointment.......coo 37
3.16 Reschedule an existing appoiNtMENT . ... 39
K2 N3 B B (e Te [ e [ gl e [ (o] o TS EEPRE 39
B.16.2 MOV TO it st 40
K TR B N1 o o T | SRR 4]
3.17 CaANCEIING VISITS oo 4]
30711 CANCEI DOOKED VISITS .vviee ettt sett et e et e e et e e e s e e enesreeesennnaeeeens 42
3.17.1.2  Cancel unscheduled VISITS ...ttt 43
3.17.1.3  Cancel Visits further in GOVANCE ..........iiiiiiiiiieiiiiieec e 44

3.18 Temporarily suspending a care plan / Agree€mMeENT ........ocoiiiecciiieeieee e 45
3.19 TErMINATE AN AGMEEMENT ... .uiiiiee ittt eeeeaeaaaeaanennnnnnnnnnnnnnnnnnnnnnnnnnnen 46
3.20 Send a SU an update for an ApRoINTMENT ........uueeec e 47
Using Field Services as a HOME SUPPOI WOTKET ......cuuuuiiiniiieiiiiieeiicennennnnnnnnnnnnnnnes 49

Y N 1T 1 1] a e S (e 4 1T F PP RRUUPPRRPPRPPPRRPPPPIRt 49
4.2 VIeWING YOUI SCREAUIE ...ttt e e e e et e e e e e e e e ennraeeeeeeeeeesnnnnneeeeas 50
4.3 VIiewing AN QPPOINTIMNENT .....vviiiiiiiiiiiieeeeeeeeteeeeeeeeeeee e eeeeeereereaeeesesasrsasssssssrsrssrrsrsrsrrrererar——. 51
4.4 LOQUING YOUT PTOQIESS oeeeieieeurirereeeeeeeeieettereaseeseaaaaisresseaaeaeaaaiesssssssseaeessiasssssessassessssssssssens 52
4.5  RECOIAING O NOTE.coiiiiiiiiiiiieiitettteeeeeees et ebaaaaeeeraeesesasereseresesesesssssssssssssssssssssssssssrssssssssrrsrsrerareres 55
SYSTEM AAMINISTIOTION .....eeeeeeeeeeeiee e seeeeeneeeeennnnnnes 57
5.1  Reftrieving an audit trail TOr Q ViSit........oeiiiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 57
F o) o1 gl [Tt =T N PPPRPURRRRPRPRt 58
6.1  When to use Field Services and whento use mySWIS ... 58
6.1.1 SURROIT OFffiCEr ACTIVITIES ..uvviiiiiiiiiiiiiiiiti ettt aaaaaaeaaaaaeeseeesnnnne 58
6.1.2 HOME SUPPDOM WOTKETS ..coieeeeiieeeee ettt ettt e e e e e e e eraee e e e e s e e eenssnaeeaeeeeenns 59
6.2  Fields that can be edited for @ SU reCord..........ccoviiiiiiiniiiiiiiiiiciccecceceec e 60
6.2.1 SUMMIANY TAD et et e e e e e e e e e e e e nes 60
6.2.2 DETQIIS TAID e 61
6.2.3  SEIVICE AP oo 62
REVISION HISTOMY ettt e e e et e e e e e e e e e eeeeeeeeeeeraannes 64

3 ©. Agilisys 2019 Commercial-in-confidence Ag I I I sys



1 Introduction to this document

This user guide has been developed to support NLC staff manage and administer Home Care
services in Dynamics.

1.1 Conventions used in this document.

This manual uses icons to illustrate comments with the following purposes:

O Warning

® Useful tips

= Navigate to

[***] On screen button, for example, Select [Next].

1.2 Objectives

This user guide describes how the Support Officers and Home Support Workers will use Dynamics
Field Services to process and manage home care appointments.
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2 About Field Services

All Home Care appointments are schedules and logged within Microsoft Dynamics Field
Services. This section explains the terms and relationships that are used in Field Services.

2.1 Using Field Services in Home Care

Field Services is a sophisticated tool that allows organisations to manage services where staff
need to attend appointments out ‘in the field” and there are equipment or facilities that need
to be booked.

Field Services provides support for Home Support Workers, Support Officers and Service
Coordinators.

Field Service has a huge range of features. For Home Care you'll only need to use a small
portion of these, which are covered in this guide.

Primarily you'll be able to use Field Services for the following:

Keeping up-to-date information on service users that is required to provide good quality
home care to them

Keeping up-to-date information on Home Support Workers such as working hours, skills
and other attributes

Booking and rescheduling visits for service users
Viewing your schedule of visits, and logging completion of them

Sending text and email updates on appointments to service users

2.2 Glossary

Field Services uses a variety of tferms that you may not be familiar with, to describe the elements
of the service being managed that you call other names. Below is a glossary of terms that are
used in Field Services.

Bookable resources — the resources that are booked for appointments, either operatives or
equipment. In this case these are Home Support Workers (HSW5s)

Service users — these are essentially the customers for whom appointments are being made

Characteristics — atftributes associated with a bookable resource or a service user. This includes
skills (e.g. medication supervision fraining), or other types of attributes such a phobia or lifts or
allergies to pets that might prevent a bookable resource from certain types of visit (classed as
specific type of characteristic - ‘Restrictions’ - in Field Service)

Preferences — this refers to the preferences of a service user — either for a specific HSW, or to not
have a specific HSW visit them

Agreements — this essenfially the home care plan for a service user. It sefs out a schedule of visits
(including the tasks that will be done as part of that visit) for a set period of time

Work orders — this is a visit within the care plan for a service user, which needs to be booked
Bookings — a booked work order i.e. an appointment

Booking setups — these are the schedule(s) of visits that form part of a care plan. Booking
agreements record the tasks to be completed in a visit, timings and frequency of visits, and if
known, the ‘permanent’ HSWs to carry them out. There can be several booking setups for any
one agreement
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Preferred resource — the equivalent to ‘Permanent worker’ in mySWIS. In booking setups, if you
want Field Service to automatically book a visit in advance you must select a person to book it
with. This is referred to as a ‘preferred resource’ — you will find this field in the booking setup form

Preferred time - in booking setups, if you want Field Service to automatically book a visit in
advance you must select a time to book it. This is referred to as ‘preferred time’ — you will find
this field in the booking setup form

Business units — organisational units that are stored in Field Services. There is a dedicated unit
called Home Care. This is important because it differentiates from other types of workers and
resources that use the system, and makes sure bookings aren’t inadvertently made with the

wrong worker (e.g. a Pest Control Officer)

Territory — a geographical areaq, essentially equivalent to a ‘patch’ or ‘locality’. By defining
service users and HSWs as being in a territory this allows field services to determine who is
‘allowed’ to make a visit or what team is responsible for that visit overall

2.3 How Field Services works

Field Services essentially takes information about the service user, the type of visit and Home
Support Workers to find the most suitable match. It relies on having as much information on alll
three of these entities as possible, combined with a set of defined rules for matching up.

The diagram below shows roughly the relationship between the different types of information
and how it is used by field services to match people up.

teerces | i
¥

Account Working hours
(Service user)

Territory
Agreement Work Order Work Order Resource -
(Care plan) (Visit) (booking) i) Skills

Incident
(Type of visit) Preferences

1
| |

Figure 1. An 'entity relationship diagram’ for Field Services. It sets out how the key fields that are recorded
against service users, HSWs and work orders link together to help Field Services make bookings.

This means that Field Services will only be as good as the information recorded on each service
user, task/visit and HSW. Therefore it is important to make sure all the relevant details are
recorded in the system.

® You will still need to use mySWIS for certain Home Care activities — see appendix 6.1 for
guidance on which system to use during the piloft.

&
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3 Using Field Services as a Support Officer

This section explains how a Support Officer can use Field Services to set up new HSWs, edit SU
preferences, book appointments and complete other tasks.
3.1 Lloggingin

Logging into Field Services is very similar to any other Office365 applications that you currently
use.

1. Navigate to nlc.crm11.dynamics.com/
2. You will be presented with a Microsoft Dynamics log in page

Microsoft Dynamics 365 Microsoft Dynamics 365

B® Microsoft B® Microsoft

Pick an account T O

| T p— Enter code

S Ve —

Connected to Windows Please type in the code displayed on your
authenticator app from your device

kode

Having trouble? Sign in another way

Use another account
More information

Figure 2. The log in page presented when you navigate to Dynamic Field Services, and the prompt you may get
if 2<factor authentication is required.

3. Depending on whether you are already logged into Office365 you may be asked to
enter your password

4. You may also be asked to enter a code from the Microsoft Authenticator app as part of
mulfi-factor authentication

5. Once you've provided these details Dynamics will navigate you to the Field Services
home page

v Onceyou are info the home page you can bookmark it in your web browser for quick
and easy access

2 sech SANDBOX

@ Home

© Recent v

% Pinned v Welcome to Dynamics 365 Field Service

My Work Resolve customer issues the first time, every time.
Scheduling

Work Orders

] s - Set up your frontline workers

£ Bookings Frontline workers are primarily scheduled for
" nlnn

[F] Booking Alerts =B i

&

Time Off Requests

Service
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https://nlc.crm11.dynamics.com/

Figure 3. The home page that will open once you have logged in.

3.2 App selection
1. Click ‘Dynamics365’ to display a list of available Apps and select as required

2. Select the ‘Home Care Field Service’ app (highlighted in the green box in the screenshot
below)

® For this document we will focus on the NLC Home Care Field Service app.

Dynamics 365 Home Care Field Service Apps
-

= < [ showChart | 1 & L )

« Published Apps (2)

far  Home .. - -

Home Care Field Service

Figure 4. App selection within Dynamics — the Home Care Field Service app is highlighted here.

3.3 Home page
Dynamics 365 | [Home n SANDBOX

@ Home

@©  Recent v

% pined v Welcome to Dynamics 365 Field Service

My Work Resolve customer issues the first time, every time.

Scheduling

B work Orders E

B sehesieons o Set up your frontline workers

A Bookings RIGIG rs are primarily scheduled for on-site jobs and use Dynarm Field Service mobile. Learn more

B Time Off Requests = :|:

Service View All Set Up

3 service Users

B Agreements

Reports ; ?= Create your accounts

E Work Orders - _L ) Service accounts represent wha is receiving the on-site service and where the frontline worker will be dispatched. Learn more )
1. Dynamics 365 — App selection
2. Toolbar — Adaptive to selected views and process steps
3. Site Map - which dllows you to navigate between different areas within Field Services. It

contains the following:
e Sections — Resource, Service, and Training — these are the areas that you will need
to access to manage the service

&
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e Pages - alink to pages within each section to access specific elements of the
service (e.g. Schedule board, Service users, agreements)
4. Main work area, where you are able to carry out the main tasks within Field Services.
You'll be able to access the following:
Schedule board
Accounts (SUs)
Agreements (Care plans)
Bookable resources (HSWs)

3.4 Home, Recent and Pinned

There are some other functions in the sitemap that you can use to help you quickly navigate
around Field Service.

4 Hon
e it Home it Home
(® Recent N
@ Recent N @ Recent N
57 Pinned v
Active Field Servi... 5 Pinned A
Home Care Activ... Active Service Us...
-2 I Simplified Bin .. Active Service Us... 8 Al Simplified Bin ... Active Schedule B...

[ ™ o
L dd to Pinne . Remove from Pinned |-
[ [AddtoPinned ng it. Active Schedule B... |

Figure 5. Screenshots of the useful navigation fools within the sitemap.

Set Menu (Burger) — expand/collapse the side menu
Home - Returns a user to the default page of ‘Applications’ within the Waste Services App
Recent - Expand to view 10 recently accessed pages. Pin and remove pinned pages.

Pinned - List of pinned pages (Max 10). Pinned items can also be removed here.

3.5 Resources and Service views

The two views you will need to use are shown below.
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™ Home . . @ Home
Service view

© Recent v (® Recent v

2

Pinned ~ 52 Pinned AV

Resource view

My Work Resource

ID Get Started l[;i Resources

Scheduling Change area &, Characteristics
. ¥ Proficiency Models

Work Orders Service
Schedule Board " Resources Booking Settings
A Bookings Settings F2 Booking Statuses
P; Time Off Requests

Training
Service “

Resources -
Service Users ,ﬂ""}
Agreements
e Select the view through
@ work Orders - this dropdown menu
H S < n Resources S

Figure 6. Selecting the view that you want through the menu in the bottom leff-hand corner of the window.

The main areas that you will use in Field Services can be accessed through the Resources and
Service views.

® Once you've selected the view, you can navigate fo the relevant section by clicking on
the option in the menu on the left-hand side of the screen.

® You can open up multiple tabs in the browser for each view that you use most
frequently - so that you have quick access to them

3.5.1 Service

The service view is where you are able to carry out tasks for managing service users and
scheduling appointments.
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My Work

| > Get started Get Started - the default home page. It includes some quick links
to the most common types of tasks and guidance and support
resources
Scheduling

Work Ord isti i
orctoraers Work Orders — a page listing all active work orders

sifsillEiare Schedule Board - the page that includes a board showing a

8 Bookings diary of all the appointments, a list of un-booked work orders and
alerts related to bookings. This is where you can schedule and re-
B Time Off Requests schedule appointments
Bookings — a page list all scheduled appointments
service Time-off requests — this is a standard view in Field Services but is
& Service Users not used here

Agreements

Service Users — a page listing all the service users that have been
Reports recorded in Field Services

Agreements — a page listing all the agreements that have been

@ Work Orders set up in Field Services

@ Resource Duration

@ Resource Utilisati...

3.5.2 Resources

The Resources view is where you are able to carry out the tasks for managing HSWs that carry
out visits.

There are a few options in the Resources view, however the only
one that you will need to use is the Resources page. This presents a
list of ‘bookable resources’ that have been set up in Field Services.

Resource

IDi Resources
2 Characteristics

3¢ Proficiency Models

Booking Settings

M Booking Statuses

3.6 Filter and Search

When you select an area where a list (e.g. customer accounts, agreements, work orders, etc.)
are listed you can filter and search for the right results.
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Home Care Active Resources v Y Search this view yel

V| Name T Resource Type V' Gender v Start Location ™ Resource Source Id v

Agnes Hunter User Female Resource Address POSN15412
Aimee Wilson User Female Resource Address POSN23110
+ | Application Reference
v T SortAtoZ = Search this view pel
|l SortZtoA WS P
Fil iy
S Filter by .
1A/00/2020 1532

Figure 7. The sort and filter functions that are present in all lists within Field Service.

The results are separated into a series of columns, all of which can be sorted and filtered.

3.6.1 Column Sort and Filter

Filter by bt _ 1
Filter by X T Sl

T SortAtoZ -
el Contains L SortZtoa

|l SortZtwoA el

0049 Sy Filter by
S Filter by Does not equal

Contains Clear . NG Clear filter

Does not contain

l.d Begins with )7

Lo Does not begin with 17-
Ends with

ed 13-

Does not end with

d 19-
Contains data

Ed 28-
Does not contain data

4 Bin Callaesiae NI UAT INAD NS T

Figure 8. Using the column filter options within a list.

Sort in ascending or descending order

e When Filtering, select an operator from the drop-list, then enter a value
e Once avadlue is entered [Apply] becomes active. Click to display filtered results.
e Return to the column filter to select ‘Clear Filter’ when no longer required

® Some columns have limited values which can be selected from a list, for example, the
‘Status’ column. Columns that refer to dates will present a calendar to select from, see
images below.
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Filter by

Filter by X

I On

| Equals

L |

! i September 2020
I:‘Request submitted S Mo Tu We Th

l:‘ Customer eligible for service

I
DF‘rocess customer as not eligi. 2o 15 16 B
| l:‘ Service in progress A 02
27 28 290 30
| l:‘ Customer not eligible H
| l:‘ Service ended H

2020

Jan Feb Mar

May Jun lul

Sep Oct Now

ML

ML

ML
Apr

Aug L

Figure 9. Using the filter functions to filter by status, and by date.

3.6.2 Search

Search this view X I *10160

Home Care Active Work Orders -

(O  wDR10160 Scheduled

O Work Order Number System Status

Primary Inc

Medication

Figure 10. Using the search wildcard option to find specific records.

e The Search field can also be used to locate specific agreement, work order or booking

records.

o Wildcard - Insert an asterisk * at the start of an application reference number and search

to return results. See above example.

® Access to view documents will be restricted to relevant roles
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3.7 Setup a new HSW

A HSW must be set up as a bookable resource in Field Services before you can schedule
appointments for them.

You can set up a new HSW through the Resources page.

VA

Member' license

pa—

Navigate to the Resources page in the Resources view

Before the new HSW can be set up they must be assigned a Microsoft Dynamics ‘Team

2. Select the [+ New] opftion in the toolbar — this will open a New Bookable Resource form

Dynamics 365

Home Care Field Service

@ Home

@© Recent N
s Pinned v
Resource

I[Ez Resources
&, Characteristics

Y¢ Proficiency Models

< [ Show Chart [i] Delete ‘ ~ () Refresh [ Email a Link | v
Home Care Active Resources

O Name T Resource Type

O S User

O 5 User

O User

2 Flow

Run Report o

Contracted v
No
No

No

Figure 11. The [+ New] button to create a new ‘bookable resource’ in the Resources page.

3. Complete all unpopulated fields (those already populated should be correct) in the
General tab of the form. The table below provides guidance on how to complete these.

“ o

& Save @ Save &Close + New 2 Flow

New Bookable Resource - unsaved

General Scheduling  Bookings — Preferences  Work Hours

GENERAL

Source record not selected
Resource Type

User “lth pel

u Recent record:
Email

R L =

v
Name o
e L] T

Resource joined a o v

Gender Advanced lookup

Date of birth m

MYSWIS

MySwis |

iTrent Id

Figure 12. The ‘General’ tab in a blank form to create a new bookable resource record. In this image you can
see that starting to type the username in will generate a list of options.

Resource type

14

This is already set to the correct value (User)
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User Start typing the HSW name and, provided they have been set up with a
license, their name will appear in a drop-down list. Select their name
from the list

O You must pick the correct name off the list. If the name doesn’t
exist then you should contact IT support as they may not have
been assigned a licence

Name Type a preferred name (this is what will appear on the schedule board)

Resource joined Enter the date that the HSW joined, by clicking the calendar icon and
navigating through the to the date
Gender Select either Male or Female from the dropdown menu

@® This can be used by field services to match appropriate HSWs to
service users with gender preferences

Date of birth Enter the date of birth for the HSW, by clicking the calendar icon and
navigating through the to the date

Time zone This is already pre-set to the correct value

mySWIS ID The unique identifier for the HSW in mySWIS (will already be populated

with mySWIS integration)

iTrent ID The employee number for the HSW in iTrent (may already be populated
with iTrent integration)

O You must provide the employee number because field service
uses this fo update HSW absence from iTrent — this unique
identifier is used for matching

4. Navigate o the [Schedule] tab. Complete all the fields — guidance on how to complete
each field is set out in the table below.

Field Guidance
Start location This should be preset to the correct value (Location Agnostic)
End location This should be preset to the correct value (Location Agnostic)

Organisational unit Start typing in ‘Home Care' and a drop-down list will display this as an
option. Select this option. Alternatively select the magnifying glass to
open the drop-down list.

Mode of Transport Field Services calculates the travel time to appointments, and this is
based upon whether the HSW is driving or on foot.
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If the HSW uses a car then select Driving from the drop-down. If they
are fravelling by foot then select Walking.

Display on Schedule  This should be pre-set to Yes — as this will automatically display the
Board new HSW on the schedule board so that you can see their
appointments and availability

Enable for This should be pre-set to Yes
Availability Search

Navigate to the ‘Working hours’ tab — you will be presented with a calendar

Select a day for which you'd like start adding the work hours of the resource

Select the [+ New] button atf the top of the calendar and pick the Working hours opfion
— this will open up a window on the right-hand side of the screen

Noo

€ of BSave & Save&Close New 2 Flow

New Bookable Resource - Unsaved

General  Scheduling Bookings  Preferences  Work Hours
+ New v [ Today T
+ Nm@ [ Today T L August 2021 3 month
Working hours oo oty Wednesday Thrsday Friday Woarking hours
Non-working -
2 3 4
Time off .
Non-working
8 9 10 Aug 11 12 13 Time off

Figure 13. The calendar view within the new bookable resource form. This screenshot shows the options
presented when you select the [+ New] button.

8. Complete the fields in this window. The table below provides guidance on how to
complete this.

® If you need to add multi-week shifts for a HSW please contact the admin team and they
will be able to add this type of working pattern for you

Working hours x

|26/08/202 1w

Working hours x

o5 0e 2021 e
2 Repeat Custom ™
Q000000
0000000 hoese anend date
Sunday Sunday 08:00 - 17:00
Moncey < Menday 08:00 - 17:00
<
esday
Tuesday 08:00 - 17:00

Wednesday  08:00 - 17:00

Fiday R Thursday — 08:00 - 17:00

Friday 08:00 - 17:00

Saturday 08:00 - 17:00

cancel

&
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Field Guidance

‘All Day’ toggle This should be left switched off

‘Capacity’ This should be left switched off
toggle
Date and Select the start date for which you want to start working hours

calendaricon

Repeat There are a range of different options in the drop-down list:

Never - select this if you want to add just working hours for a single day
Every day - select this if you want to add working hours for every single
day

Every week - select if you want to add a weekly pattern of working
hours that are the same for each working day of the week (e.g. 9-5pm,
every Monday to Friday each week

Custom - select this if you want to put a range of different hours for
each day in a working week (e.g. 12-2pm Mondays and Tuesday but 9-
3pm Wednesdays and Thursdays)

Hours The options for hours you can input will depend upon the repeat option
chosen

For ‘Never’ just enter the hours, or select from the drop-down list, in the two
fields for start and finish hours.

For ‘every day’ you just set the working hours in the field below the row of
days. If you de-select days (by selecting them — they will furn grey), the
form will switch fo the ‘every week’ view automatically.

For ‘every week’ you can select the days of the week to include in working
hours, but the hours for each day must be the same. Select each day to
add orremove it from your custom working pattern (blue is in, grey is out).
Sets the working hours in the fields that appear below the row of days.

For ‘custom’ you can select the days of the week and specify different
hours for each day. Select each day to add or remove it from your custom
working pattern (blue is in, grey is out). Set the hours for each day in the list
that appears below the row of days.

You can also add breaks to a working hour schedule by clicking the
vertical ellipses (‘:'). This will split a shift into two. The morning hours, break
time, and afternoon hours can all be edited using the fields presented as
part of this.

Time zone Should be set to ‘GMT +00:00'. This shouldn't be changed

® The standard Field Service solution doesn’t include the ability to record multi-week shift
patterns directly — however these can be added by importing the data from an existing
excel file. Please talk to a system administrator for support to do this.
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9. Select [Save] af the bottom of the widow
10. Select [Save and Close] from the toolbar. This will complete the setup of the new HSW

3.8 Edit the characteristics of a HSW

You can change the properties of a HSW fo reflect any changes to their skills, working hours or

other attributes.

Making changes to a HSW's characteristics is also done through the Resources page in the

Resource view.

3.8.1

Change HSW characteristics

You can change the skills and preferences for a HSW using the following steps:

1. Navigate to the Resources page in the Resources view

2. Search the list of resources to find the HSW record that you want to edit (see section 3.6
for guidance on how to search) and select the name. This will open the HSW record

3. Go to the ‘Characteristics’ box on the front page of the record (located on the right-
hand of the screen)

CHARACTERISTICS

2 HSWs

Moving and Handling

Rehab Training

TERRITORIES

imbernauld

e

b

m a8 & &

New Bookable Resource Ch...

Refresh

Flow >
Run Report b
Excel Templates >
Export Bookable Resource ... | >

See all records

Quick Create: Bookable Resource Characteristic X

Characteristic

Resource

* | Look for Characteristic pel

Characteristics

2 HSWs
skill e

First Aid
Certification

Medication training
skl v

Moving and Handling
swill ~

New Characteristic Adva

4. From here you can manage the characteristics for the HSW. The table below provides

guidance on the types of changes you may want to make.

Change

Add a new
characteristic

Remove a
characteristic

18

Guide

Select the vertical ellipses (:) next to the ‘Resource characteristics’
heading and choose the ‘+ New bookable resource characteristic’
This will open a side window to create a new characteristic

In the ‘Characteristic’ field start typing the name of the characteristic
you want to add - options will appear in a dropdown list

Select the relevant option
The ‘Resource’ field should already be pre-populated with the name of
the HSW — do not change it
Select the ‘Save and close’ button at the bottom of this window

The list of characteristics against a HSW will appear under the ‘Resource
characteristics’ heading

Select the vertical ellipses (:) next to the characteristic you want to

delete
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A menu should appear - select the ‘Delete bookable resource
characteristic’ option

CHARACTERISTICS £ Edit

2 HSWs

First Aid
Moving and Handling

Rehab Training

& 7 Save @ Save & Close New [& Deactivate| [i] Delete

Certification - First Aid - saved
Bookable Resource Characteristic

General Related

Characteristic * K& First Aid

Resource * ] — —

Figure 16. Adding a new characteristic in a HSW record. This screenshot shows the Characteristics box and
menu presented when you select the ellipses — the [+ New Bookable Resource Characteristic] button

5. Select [Save and close] in the toolbar fo make sure the record is updated.

3.8.2 Set characteristics that limit SUs that a HSW can visit

Field Services has been configured so that you can take into account some other specific
factors that might stop you from booking an appointment for a SU with a specific HSW. These

are:

Where the SU only wants a HSW of a certain gender to make visits
Where a HSW has either a pet allergy or a phobia of lifts — in these instances you would want
to avoid pairing them up with either a SU that has pets, or lives at the top of a high-rise

building

To make use of this you need to make sure the relevant details are recorded against both SUs
and HSWs where they apply. This section shows how to record these against the HSW:

Mo~

in the '‘Gender’ field

o

Navigate to the Resources view, then the Resources page

Search for, and select the HSW that you want to record details — this will open the record
Navigate to the ‘Scheduling’ tab

To set the gender of the HSW select either ‘Male’ or ‘Female’ from the dropdown menu

If you want to record that the HSW has a pet allergy or phobia of lifts then select the ‘SU

characteristics’ field — this will present a dropdown menu with options ‘Petfs’ an ‘Lifts’ —

select the one that applies

O You should noft select both restrictions as Field Service Scheduling Assistant will be unable

to match correctly

6. Select [Save & close] to save your changes
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AN ML - Saved

Bookable Resource

General Scheduling Bookings Preferences  Work Hours  Related

Start Location “  Resource Address Organizational Unit & Home Care Org Unit Resource Restriction Select or search option #~
End Location “ Resource Address Gender Female Mode of Transport O Select all 2 items
Display On Schedule  * | O Ppets
Boaprdy Yes Resource Restriction kelect or search option ‘

O Lifts
Enable for Availability Mode of Transport Walking

Search

Figure 17. Selecting gender and resource restrictions that limit the types of SU that a HSW is able to visit.

3.8.3 Change working hours
You can change the working hours for a HSW using the following steps:

1. Navigate to the Resources page in the Resources view

2. Search the list of resources to find the HSW record that you want to edit (see section 3.6
for guidance on how fo search) and select the name. This will open the HSW record

3. Go to the ‘Working hours' tab at the top of the record (located just below the toolbar)

4. Select the working hours that you want to change in the calendar below — a dialogue
box will appear

Ak Fladbisasns - saved

Bookable Resource

General  Scheduling Bookings  Preferences Work Hours  Related

-+ New v~ [ Today 1 | August2021 v Month v

Sunday Monday Tuesday Wednesday Thursday Friday Saturday
Aug 1 2 3 4 5 6 7
08:00 Working Z |l 08:00 Working Z |l 08:00 Working |l 08:00 Working Z |l 03:00 Working =
=1 working
8 9 10 Aug 11 © 11 August 2021 08:00 - 17:00 14
08:00 Worki < [l 08:00 Worki < [l 08:00 Warki < 5]
e =t HLE =t ey d This event is part of a series. >
V4 Edi@/ li] Delete v
15 16 17 18 This event 20 21

08:00 Working

Q

08:00 Working

Q

08:00 Working

Q

This and all following events  [GZUMRICIELT] s

All events in the series

Figure 18. The working hours tab through which you can change working hours. This screenshot shows the menu
that is presented when you select a date for which you want fo change the working hours.

5. Select the ‘Edit’ option - a dropdown menu will appear — or ‘Delete’. Guidance on each
opftion is provided in the table below.

&
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Delete Selecting delete will allow you to delete the hours for that day

It will generate a prompt to confirm that you wish to do this

This event Use this option to make a one-off change for one day (e.g. the HSW
is taking a half a day off)

Change the hours using the fields under the date/calendar icon

This and all following Use this option if you want to change multiple days — either a set
events period or a permanent change

You can either choose whether to repeat the changes:

Every day — applies your changes to all days

Every week - allows you to apply the same change to specific
days in the week

Custom - allows you the flexibility to make different changes to
every day in the week

If you have a specific date you want the limit the changes to then
you will need to choose an end date (displayed below repeat and
days option).

You can make changes using the same approach as you would for
setting up working hours for a new HSW (see section Set up a new
HSW3.7)

All events in the series = You can use this to make a permanent change, but it is no better
than the option above

6. Select [Save and close]

The changes in working hours will be reflected in the availability for the HSW when you view the
schedule board.

® If you want to record multi-week shift patterns (e.g. ‘big weeks' and ‘wee weeks’ you
can contact an administrator who will be able to add these for you

3.9 Adding overtime!

O If you add overtime then you must add in a time entry (see instructions below)!

Where you have agreed with a HSW that they will work overtime you can update their working
hours to reflect their extended availability. Currently you can do this by changing their working
hours in the resource record (see 3.8.3 for instructions on how to do this) fo cover the overtime
but you must also complete a time entry so that the overtime is recorded and included in
payment calculations.

You can add in a time entry to record overtime through the following steps:

1 NOTE: This feature will be updated so that you will only need to complete time entry — this will then
update the HSW calendar automatically
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1. Gointo service view and select the ‘Time entry’ page - this will present you with a list of

all the time entries recorded
2. To create a new one, select the [+ New] to add a new overtime record

S %] Show Chart

Home Care All Time Entries

v | iTrent Id (Bookable Reso..

New

Bookable Resource T Star]

I Delete ‘ ~ () Refresh [

New Time Entry - unsaved
General
Start S 5] Resource
End S =) £ Time Off Request
Duration - v
Type * | Overtime ‘ N
Non Contracted @ ) no
Night Shift? @ ) Ne
Starts Previous Day? C:) No
Comments
Entry Status Draft

Figure 19. The time entry window that you should complete to record overtime — when the overtime option is
selected it displays three toggles (Non contracted, night shift and starts previous day) to use to record all the

information required to calculate overtime.

3. This will open a new window — complete the fields as follows:

Field

Start

End

Duration

Type

Contracted

Night shift

Entry status

22

Instructions

Select / record a start date and time that you want for the overtime
record

Select / record an end date and fime that you want for the overtime
record

The duration will automatically calculate

Select ‘Overtime’ from the dropdown list — this will cause the form to
display the following three fields

Select the same answer (yes or no) from the dropdown menu as you
would in mySWIS

Select the same answer (yes or no) from the dropdown menu as you
would in mySWIS

Select the same answer (yes or no) from the dropdown menu as you
would in mySWIS
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Resource Search for, or type, the resource name for who you want to add as

overtime
Entry status Select 'Approved’
Description Add a short note on overtime if required

4. Select [Save & Close] to save the new entry

This will then be used for a feed of data into mySWIS to calculate overtime for staff.

3.10 Processing absence?

® You shouldn't need to do this once iTrent is integrated with Field Services. However, there
are a couple of exceptions. Any absence less than a day should be recorded in Field
Service. Also at certain points of the year when iTrent is down for maintfenance you may
still need add leave manually using this process

Recording leave for a HSW in field services is quick and easy. Use the following steps to add
annual leave:
O Only do this if you have been specifically told to enter absence in Field Service instead
of iTrent by Systems Admin or HR or the absence is less than a day

O You will also need to complete time entry form so that this is logged and factored into
overtime calculations (see instructions below)

To add absence in Field Service you should take the following steps:

2 NOTE: This feature will be updated so that you will only need to complete a time entry, then this will
update the calendar automatically
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i X
By Flammagan - saved Time off
Bookable Resource
General  Scheduling Bookings  Preferences Work Hours  Related
11/08/2021 [T
+ New v 5 Today T \, August2021 v EE Month v
Add a reason
Working hours
Monday Tuesday Wednesday
Non-working 08:00 ¥ to 1700
2 3 4
Time off qﬂ"] 500 Working = 08:00 Working ) 08:00 Working @
8 9 10 Aug 11 Time off x
08:00 Working 2 08:00 Working < 08:00 Working 5]
Q All Day
11/08/2021 fF  to  11/08/2021 fH
15 16 17 18

1 day

Add a reason

Figure 20. Selecting the option to add time off to a HSW's working hours. The screenshot shows the windows that
appear when [Time off] is selected. The options presented depend upon whether the ‘All day’ toggle is
switched on or off.

5. If the absence is for a whole day, or multiple days, select the toggle at the top fo ‘All
day’ (it will turn blue). If not leave it as it is

6. Select the date for which you want to record the absence as starting (if you'd already
selected the day before clicking the [time off] off button then it will automatically pick
this day. If you are recording multiple days off then you will need to select a start and
end date

7. If the absence is only part of a day you can select the hours using the dropdown list of

times in the two fields under the date field. Record a start and an end time.

Select [Save] at the bottom of the side-window

The absence will now appear as an orange bar in the HSW's working hours calendar

Yo

bw B3 Today 1 . August2021 v [ Month v

ay Monday Tuesday Wednesday Thursday Friday Saturd

1 2 2} 4 5 6 7
08:00 Working 08:00 Working 08:00 Working 08:00 Working 08:00 Working

Q
()
Q
Q
Q

9 10 Aug 11 12 13 14
08:00 Working 08:00 Working 00:00 Time off | 08:00 Working

Q
Q

Q

Figure 21. The orange bar that appears in the HSW working hours tab that represents time off.

This time off will also be reflected in the schedule board - the row for the HSW will be greyed out
to show that they're unavailable.

10. Go to the ‘Time entries’ page in the ‘Service’ view
11. To create a new one, select the [+ New] to add a new overtime record
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S %] Show Chart MNew [ [i] Delete ‘ ~ () Refresh [
Home Care All Time Entries

v | iTrent Id (Bookable Reso.. Bookable Resource T Star]

New Time Entry - Unsaved

General

Start ko =) Resource

End £ - = & Time Off Request
Duration R— v

Type “ | Absence (%

Comments

Entry Status Draft

12. This will open a new window — complete the fields as follows:

Field Instructions

Start Select / record a start date and time that you want for the absence
record

End Select / record an end date and fime that you want for the absence
record

Duration The duration will automatically calculate

Type Select ‘Absence’ from the dropdown list

Resource Search for, or type, the resource name for who you want to add as
absence

Entry status Select 'Approved’

Description Add a short note on the absence if required

13. Select [Save & Close] to save the new entry

This will then be used for a feed of data into mySWIS to calculate overtime for staff.

3.11 Edit a SU record

Service user records will be imported from mySWIS, therefore there should be minimal need to

edit them.
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You can send through changes fo Field Service from mySWIS by selecting the [Release
Changes to FS] button once you've created or edited a SU record.

n MAINTAIN FIELD SERVICES BOOKINGS (Ver 9.00)

GRRe S2E al=lard b[

Person Ref Forename 1 Surname Date of Bith  Address
R TTTEI [T TP [ e 1 I Ty
H = s 8 o = Pah [
Field Services Bookings
__CopyBooking _| |
| L=

Figure 23. Updating Field Service when you change a SU record.

However, Field Services has been configured so that additional useful information can be
recorded for SUs, that will help schedule appointments and complete visits. You can change (or
add) details to the SU record, and also set preferred/prohibited workers there.

Steps for doing both of these are explained in the sections below.

3.11.1 Change SU record details

1. Navigate to the Service Users page in the Service view
2. Search for the SU for whom you want to edit their record

= < [ showChart —+ New [i Delete ‘ ~ (D Refresh [ Email a Link ‘ v D Fow Vv RunReport B Excel Tem)

@ Home . .
Active Service Users v
® Recent v
£ Pinned « O Account Name T v Account Number Service Territory Modif
My Work O 8638320 Cumbernauld 05/08,
D Get Started O 8548478 Cumbernauld 22/07,
Scheduling O . roﬁ 8854194 Cumbernauld 22/07,
Work Orders O ard 8558118 Cumbernauld 22/07,
Schedule Board O 0y 8679184 Cumbernauld 22/07,
Bookings

G 9 O ¥ 8586562 Cumbernauld 22/07,
Booking Alerts

O ) 8538754 Cumbernauld 22/07,
EA Time Off Requests

O 8749674 Cumbernauld 02/08,
Service

O 8868865 Cumbernauld 22/07,

I Service Users

O 8735672 Cumbernauld 22/07,
Agreements

O 8734994 Cumbernauld 29/07,
Roparts @) wam s aveeria Arimbnrnald 207

1

-330f 33 (0 Selected)

H Service ©

Figure 24. The Service Users page. This shows a list of (active) service users recorded in Field Services.

3. Open their record by selecting the SU name
4. Edit the field(s) that you want to update — a list of the fields recorded in a SU record are
explained in the appendix 6.2 of this guide

®
26 ©. Agilisys 2019 Commercial-in-confidence Ag I I I sys



B ; @ save @& Save&Close New 4% OpenOrg Chart [ Deactivate R Connect % Add to Marketing List R, Assign [ Emailalink [i] Delete

@ Ryl Wilers - So CXM Automate
Account
summary Details Service Preferences Agreements Related
INFORMATION TIMELINE ADDRESS
MySwis Id 8638320 Tipietine + v E 133 Broomlands Road
S Ak Carbrain
— oline Cumbernauld
Relationship Type Service User (Home Care) G67 2PT
B
Aayat Waters @ Get Directions
ey
RE: tes
Ph i ] road ~
] :
Mobile 07584199306
e “& Auto-post on Aayat Waters
Account: Created By CXM Automate m
mariola@mariola 33mail.com 133 Broomlands Road Carbrain
Cumbernauld G67 2PT n
7

Figure 25. The SU record that is presented when you select them from the list in Service Users page. The fields
that can/should be edited are presented on the first two tabs — ‘Summary’ and ‘Details’. A guide for updating
preferences is set out in the next section.

5. Select [Save & Close] to ensure your changes are saved

3.11.2 Set characteristics that limit types of HSW that can complete a visit

Field Services has been configured so that you can take info account some other specific
factors that might stop you from booking an appointment for a SU with a specific HSW. These
are:

Where the SU only wants a HSW of a certain gender fo make visits

Where a HSW has either a pet allergy or a phobia of lifts — in these instances you would want
to avoid pairing them up with either a SU that has pets, or lives at the top of a high-rise
building

To make use of this you need to make sure the relevant details are recorded against both SUs
and HSWs where they apply. This section shows how to record these against the SU:

Navigate to the Service view, then Service User page

Search for, and select the service user that you want to record details

Navigate to the ‘Service’ tab in the record

If you want to set a preference for a specific gender of carer the select the ‘Preferred

gender’ field — this will present a dropdown menu with options for preference - select

the one that applies for the service user

5. If you want to record that the service user has a pet or lives in a high-rise flat which
requires lift access then select the ‘SU characteristics’ field — this will present another
dropdown menu with options — select the one that applies

6. Select [Save & close] to save your changes

rod -~
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drmaih L nalls - saved

Account

Summary Details Service Preferences

WORK ORDERS

Work Q... ~ | System Status

WDR11966. Scheduled

WDR11942. Scheduled

WDR11930. Scheduled Assist S

WDR11912. Scheduled

WDR11873. Scheduled

WDR11854. Scheduled Assist §

Agreements

Related

8586562 Active
Account Number Status

SERVICE

Primary Incident

Preferred Day

Preferred Time

Preferred Gender

SU Characteristics

Work Order Instructions

Eele:t or search options @
[ select all 2 items
1 Female

O Male

Eelect or search options @
[ Select all 2 items
[l Pets

O Lifts

Figure 26. Adding or editing restrictions within a SU record.

3.11.3 Set preferred and restricted resources

You can add or remove resource preferences using the following steps:

Mo~

Navigate to the Service Users page in the Service view

Search for the SU for whom you want to edit resource preferences
Open their record by selecting the SU name
Select the ‘Resource preferences’ tab from the top of the SU record, just underneath the

foolbar

+ | Bookable Resource T

Fewraw vkl - saved
Account

Summary Details Service Preferences

Agreements

Resource Reguirement

CXM Automate
Owner

Related

Preference Type

Preferred

Restricted

Preferred

+  New Requirem@jt Resourc...

() Refresh

= Flow h
f  RunReport >
%E  Excel Templates >
0 Export Requirement Resour... | >

Figure 27. The ‘Preferences’ tab in a SU record and the menu displayed when you select the ellipses that allows

you fo create a new preference.

5. From this tab you will be able to add and remove resource preferences. The table below
provides guidance on how fo do both
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Action

Add a preferred
resource

Add a restricted
resource

Remove an
existing
preference

Guidance

Select [+ New requirement resource preference] - this will open a
new widow on the right-hand side

Search for the HSW that you want to add as a preference using the
‘Bookable resource’ field — a drop-down list of HSWs will appear.
Select the relevant one

In the ‘Preference type'’ field select the ‘Preferred’ option from the
dropdown menu

Select [Save and close] button

Select the [+ New requirement resource preference] - this will open a
new widow on the right-hand side

Search for the HSW that you want to add as a prohibited worker
using the ‘Bookable resource’ field — a drop-down list of HSWs will
appear. Select the relevant one

In the ‘Preference type'’ field select the ‘Restricted’ option from the
dropdown menu

Select [Save and close] button

Pick the existing resource from the list

Select the vertical ellipses on the top right-hand corner of the ‘Resource
preference’ tab — it will display a dropdown menu

Select the '‘Delete the Requirement resource preference’ — this will
generate a prompt asking you to confirm that you want to delete

Select the [Delete] button

Quick Create: Requirement Resource Preference Pl
Bookable Resource
Preference Type *  Preferred
£ Resource
Requirement
Account (8 ro n -
& Work Order

6. Select [Save and close] button

3.11.4 Add a permanent worker for a SU’s visits

Just as in mySWIS you can add ‘permanent’ workers for specific visits within a SU care plan. By
doing this you can also get field service to automatically book future visits in advance with that

‘bermanent’ worker.

1. Navigate to the ‘Agreements’ page within the Service view
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Home Care Active Agreements @ Y  Search this view Lo
(O Agreement.. |  Service Account SystemS.. N/  Star. %  EndD.. V'  Service Territo...
I AGR01041 l Active 15009/2..  15/03/2022  Cumbernauld
AGRE040 Active 08/09/2..  30/11/2021  Cumbernauld
AGRM039 Active 26/08/2..  26/12/2021  Cumbernauld
AGRM038 Active 26/08/2..  26/12/2021  Cumbernauld
AGRM037 [ Active 26/08/2... 26/12/2021 Cumbernauld
AGROT036 Active Tooaenaeoer ) cumbernaud
AGR01035 Active 26/08/2..  26/12/2021 Cumbernauld
AGR01034 Active 26/08/2..  26/12/2021 [ Cumbernauld
AGR01033 Active 29/08/2..  02/01/2022 || Cumbernauld

A 4

AGRO1041 - saved

Agreement

AGR01041 e 1 W

Agreement Number | Service User Owner

Agreement Business Pro...

Completed in 11 minutes Agreement

General Other  Related

Agreement Booking Setup Agreement Status

Agreement Invoice Setup Activate Agreement

GENERAL

B Agreement Number  *  AGR01041
Service User CR e -
Status © Active

Q Price List * [& Home Care
Description

Timeline + v =

PO Search timeline

& Enteranote..

BOOKING SETUP

Morning weeweek visits
AGRO1041
morning bigweeks visits
AGR0O1041

@

Get started

Capture and manage all records in your timeline.

Figure 29. Selecting the Agreement from the list will open it. On the righthand side you will see the booking

setups that contain information on all the visits.

2. Search for, and select, the agreement relating to the SU you want to add a permanent
worker — make sure you select the agreement number - this will open the agreement

® You can also access the agreement through the Service User record — it should appear
on the ‘Agreements’ tab

3. Inthe agreement there will be a set of ‘Booking setups’ — these contain the details of the
visits that sit within the care plan - select the setup that you want to add a permanent

worker for

4. The booking setup will display a range of information for that particular set of visits, but
the key fields are set out in the table below.

Auto-generate work
order

Generate work order
days in advance

30

This field determines whether or not Field Service automatically
generates new visits to be booked for this particular booking setup — it
will be set as ‘Yes' so that they are automatically generated

This field determines how far in advance Field Service generates

these visits to be booked

©. Agilisys 2019 Commercial-in-confidence

Agilisys



Auto-generate This field sets whether Field Service either generates the visit (and

booking leaves it in the unscheduled visits table for someone to manually
book) or automatically books the visit provided the following
information is recorded...

Preferred resource This is the equivalent of a ‘Permanent worker’ in mySWIS

To automatically book any open visits Field Service must be ‘told’
who it should book it with. If you want these visits booked
automatically then you must put the ‘preferred resource’ in.

Preferred start time You must also put a preferred start fime so that Field Service knows
what time of day it should seek to book the visit.

Morning weeweek visits - saved
Agreement Booking Setup

Agreement Business Pro... < ° ° °
Completed in 11 minutes Agreement Agreement Booking Setup Agreement Status

General Service Tasks  Related

SUMMARY BOOKING SETTINGS
Name © Morning weeweek visits Auto Generate Yes
Booking
B Agreement * AGR01041 Estimated Duration 20 minutes v
Description Preferred Resource  *  [G3] s masigen
Preferred Start Time  * g9:30 (]
Pre Booking
WORK ORDER SETTINGS .
Auto Generate Work )
Yes Post Bookirly
Order ibili
Flexibility
Work Order Type = Home Care Time Winddlv Start 08:30 I ]
Generate Work Order
Days In Advance 8 Time Windgv End 10:00 [( ]
L Priority —

Sets whether visits will ~ Sets how many days Sets whether visits will - Specifies who with,
be automatically in advance to be automatically and when, to book
generated generate visits booked the visits

Figure 30. The booking setup fields that you can use to set a permanent worker and prompt Field Service to
automatically book visifs.

5. In the booking setup ‘Auto-generate’ booking field select 'Yes' from the dropdown list —
this will prompt the ‘Preferred resource’ and ‘Preferred time’ to appear

6. In the booking setup ‘Preferred resource’ field either type a name (and pick the correct
one from the automatically generated dropdown list) or pick from the dropdown list

7. Enter atime in the ‘Preferred time’ field when you would like Field Service to make the
booking

8. This has now set a ‘permanent worker' for those visits that Field Service will automatically
book in advance - select [Save & close] to save your changes
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® The booking setup also includes information on priority and the time window (‘Time
window start’ and ‘Time window finish') within which a visit must happen - these should
automatically populate from mySWIS but you can also edit these here

3.12 Add or edit an SU care plan / visits

New care plans, changes to care plans and terminations will be imported from mySWIS,
therefore there should be minimal need to edit them in Field Service. But there are a couple of
things you will need to do differently to enable this.

3.12.1.1 Add a new care plan

O If you are adding a new care plan with multiple visits, please first send through

To add a new care plan, please follow the instructions below to do this:

1. Begin adding a new plan to mySWIS as you would normally do so

2. Create asingle order first in mySWIS

3. Select the [Release Changes to FS] button on the screen — this will send that order
through fo Field Service to generate a new ‘Agreement’

Continue creating the remaining bookings in mySWIS

Once you have finished, select the [Release Changes to FS] button on the screen again
— this will send through the remaining visits to Field Service to add to the agreement

o~

n MAINTAIN FIELD SERVICES BOOKINGS (Ver 9.00)

clage S2la al=lar«n

Person Ref Forename 1 Surname Date of Bith  Address
(R TTTER [T | L [ e e |1.J.l:|.|ll.|.l.:.|.:l.l.|:.:irll.|.ng|
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Field Services Bookings
Copy Booking Release Changes to FS |
| L=

Figure 31. The [Release Changes to FS] button to select when adding or editing a care plan in mySWIS.

3.12.1.2 Edit a care plan

Make any changes you need to in mySWIS, then select the [Release Changes to FS] button
once you are completed. This will send through changes to Field Service.

3.13 View the schedule board

The schedule board provide a view of all appointments that have been booked, as well as a
variety of other information. To view the schedule board navigate to the Schedule Board page
within the Service view.

® There are two types of view available for the schedule board — an ‘Old’ and a ‘New’
view. The old view is being gradually phased out by Microsoft. Both are shown below.

You can choose to display several panels and toolbars on the board that help you to monitor
and manage appointments — the screenshots below show you these features.
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Figure 32. A view of both the ‘New' (top) and ‘Old’ (botftom) schedule board pages with the toolbars showing.

Here is a quick explanation of the toolbars and panels that can be shown as part of the
scheduling view:

1. Resource filter toolbar — a search tool that allows you to find resources with certain
attributes by using the filter fields e.g. Territories, Organisational units, characteristics, etc.
2. Unscheduled work orders toolbar — a list of all the open work orders that have not been
booked. This allows you o select an open work order and schedule it quickly
3. Booking alerts - this is a toolbar showing all the alerts for late or missed appointments.
You can view details by selecting each alert.
4. Other options - this provides further opfional views including:
a. Detdils panel - panel that shows details of any booking on the schedule
board that you select
b. Legend panel — panel provides a key of the icons and colours used on the
schedule board
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c. Map view - panel provides a view of visit locations and the current locations
of bookable resources

3.13.1 Toggling between the new and old views

You can switch between the old and new views using the tfoggle in the top righthand corner of
the schedule board.

(D New Schedule Board|@® ) Off () New Schedule Board D On

Home Care + &

]@ﬁacx<

Figure 33. The toggle to switch between the old (left) and new (right) views.

3.14 Track and edit progress of booked appointments

The schedule board displays appointments and uses a set of colours and icons to show their
progress. The table below shows the status of each visits.

Icon / colour Status
WO:WDR05400 Blue, clock Visit has been scheduled
SU: Carly Marshall
Task: Assist In Lifeskills
Duration: 2 hrs 5 min @
' Amber, car HSW is on their way to the scheduled visit
! and is on time
i
WO:WDR05048 Red, car HSW is on their way to a scheduled visit, but
SU: Carly Marshall i
Task: Assist With Shopping/E... 's delayed
= e L & The orange triangle means this is a P2 visit
WO:WD... Green, person  Visit is in progress
SU: Kay ...
Task: W... The orange triangle means this is a P2 visit
Duratio..” §
WO:WDRO5281 Crey, tick Visit has been completed
SU: Cliwier Sharpe . o .
Task: Administer Drops - ... The orange friangle means this is a P2 visit
Duration: 1 hr 30 min @
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WO:WDR05123 | Grey, cross Visit has been cancelled by the service user
SU: Rayaan Sierra
Task: Wash Dishes The red friangle means this is a P1 visit

2] Duration: 1 hr 24 mi

Figure 34. Key for the bookings colours and icons used on the schedule board.

HSWs change the status of visits using the mobile app so that there is up-to-date information the
progress of the visit.

You can also manually change the status of an appointment, using the following steps:

1. Right-click on the appointment for which you want to change the status
2. Select the '‘Change status’ opfion from the dropdown menu
3. Pick the relevant status from the list of options

(© scheduled ;I%

— Move to >

Work Order WDR10997
Service Account (Work PRI P B | E‘.. Switch Views >
Order)
Resource & 3 @I Delete
Start Time 26/08/2021 13:45 I
End Time 26/08/2021 14:05
@ >

Booking Status Scheduled ‘ Scheduled >
Traveling >
(© scheduled
'“3 On Break >
— Move to
In Progress >
Bl switch Views
Completed >
] Delete
Canceled >

Figure 35. Changing the status of a booking in the Schedule board.

The following options are available for status.

Scheduled Visit is scheduled but won't have started yet
Travelling The HSW is on their way fo the visit

Travelling delayed The HSW is on their way but are likely to arrive late
In progress The HSW is carrying out the visit

On break The HSW is on a break - should not be used

[ &
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Completed The HSW has completed the visit

Customer cancelled  Service user has cancelled or is not available for the visit — not to be
used without a discussion with a Support Officer

Rejected Visit is not suitable for the allocated HSW and should be reallocated if
possible — not to be used without discussion with a Support Officer

3.14.1 View booking alerts

If a HSW has not updated the status of the visit by the time they are meant to have started Field
Service will generate an alert to nofify the service that an appointment is af risk of being missed.
These will show on the schedule board, but they can also be viewed through a sidebar on the

board.
?

Subject: DELAYED ALERT for: WDR10387 The alert message
S e that displays on the
escription:
1 | has not checked-in for visit with board
e at 11:30

The alert icon that
appears against the visit

Figure 36. The alerts that appear on the schedule board. On the left is the view on the ‘New’ schedule board.
On the right is the ‘Old’ schedule board view.

You can view alerts by doing the following:

1. Open the Schedule board

2. Navigate to the top righthand corner of the board where there is a row of icons for
sidebars that you can open

3. Select the bell icon - this will open the alerts sidebar. All booking alerts generated by the
system are listed here

4. Once you have read an alert and responded you can dismiss it by hovering over it with
your cursor and selecting the [X] button in the top right-hand corner
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at 17:00

Q Subject: DELAYED ALERT for: WDR11655
Due: 20/09/2021 18:05

View Snooze -
Description:

has not checked-in for visit
with at 16:00

Figure 37. How to open the alerts sidebar fo view all booking alerts generated by Field Service.

3.15 Book an unscheduled appointment

There are a couple of ways you can book unscheduled appointments. The easiest way is
through the schedule board - this is explained below.

1. Navigate to the Schedule board page in the Service view

Home Care Book Recycling Centr.. ©  NewBoard +

Y Filters & Hourly v G Gantt v < [ 10/08/2021-10/08/2021 >  [F] Book -+ B E 0 A @& O

Tuesday - 10/08/2021

Resource filters X conrct .
A search resources | 11 10:00 11:00 12:00 13:00 14:00 15:00 Legend X

) Resetto default -+ Agnes Hunter cooine Stat
3 © 55% ooking Status
Characteristics - Rating (5h 13m booked) © 55%
Arrived
| | Z y
addox
PSP Informatign [ Assigned
Territories i Q
‘ ‘ Q Alison Flanigan Committed
(0m booked) ® 0%
L . Completed
Organizational Units
Anne-Marie Mcmillan Wo: WDR08357 N Wo: WoROS3SS | N g st
i E : Carly ustomer
[ETE SR @ GUILE (4h 50m booked) ® 37%  pping/Ema... Task: cgre;os(ufpun - Plann... Task: T With Shopping/Erra... - Cancelled
Qg Duration: 1h 30m Duration: 1h 40m ®
—= In Progress
Apply 1-100f13 3 -0 119 v New Request
Unscheduled Home Care Visits ~ Unscheduled Home Care 2 HSW Visits =
Work Order  Service Account (Work Ord...  Is Primary From Date T To Date Duration Owner Status Priority Time From Pro...  TimeToPr..  Fulfillment..  Tin
WDRO05087 Marek Maddox VYes 0 mins CXM Auto. Active eP2
\WNDNENRR Maral Maddaw Ve N mine YR Ak Actinin & D2
1-220f 22

Figure 38. The schedule board with a list of unscheduled visits highlighted in the red box.

2. The board displays a list of unscheduled visits below the schedule window
3. Search for the unscheduled order that you want o book
4. Select the row showing the order
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—

Completed

oy
‘ ‘ (0m booked) ® 0%

Organizational Units

Anne-Marie Mcmillan N WO: WDR05357 N WO: WDR05355 N
SU: Alby Brock SU: Carly Marshall Customer
‘ Home Care Org Unit % ‘ (4h 50m booked) ® 37%  pping/Erra... Task: Carer Support - Plann. Task: Acvist With Shoppina/Erra... Cancelled
In Progress
Apply 1-100f13 > -0 19 v
Find Availability b8
Work Order Service Account (Work Ord...  Is Primary From Date T To Date Duration Owner Status Priority Time From Pro...  Time To Pr... Fulfillment..  Tin

# WDRO05087 Marek Maddox Yes ® I:| 0 mins CXM Auto...  Active ®P2

1-220f22

Figure 39. The ‘Find availability’ button that appears when an un-booked visit is selected.

® Avoid selecting any of the text as this will open up the work order rather than giving you
the option to book it

A [Find avadilability] button should appear - select it

This will prompt schedule assistant to search for suitable resources with whom you can
book the order

7. Alist of HSWs who are available will be presented in the schedule view — a white box will
show the times where they are available to carry out the visit. This also includes
estimated fravel time

o O

Fil [ 05/10/2021 - 05/10/2021 [ Book .
Y Filters < [F 05710/ /10/ > [ Boo Create Booklng
Tuesday - 05/10/2021

£ Search resources 08:00 09:00 10:00 11:00 Resource *

[TV Iv I T Oy RS RV}

(0m booked) © 0%

Start Date *

(25m booked) ® 0% ‘ Tue Aug 10 2021 ‘
S e ]
(0m booked) © 0% Start Time

| 153 ‘ 15:30 .
(15m booked) © 0% A ()

I End Date *

N hooked) o 1%, 3
1-200f49 > Book & Exit

Figure 40. The schedule board view when using Schedule Assistant fo find a suitable slot for booking a visit
(available slots are shown as white boxes with a dofted blue outline) and the dialogue box that appears when
you select a time and resource for booking a visit.

8. You can choose a slot to book by selecting a time within any of these white boxes

9. This will generate a box prompting you to book the visit — select either the [Book] or
[Book & exit] buttons

10. The new appointment will now appear in the schedule board as a booked visit — it will
appear as a blue box with a clock icon in the row next to the HSW that you've booked it
with
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WO: WDR0O5355
SuU:

Task: Assist With Shopping/Errand
Duration: 1 hr 40 min @

Figure 41. The booking will appear on the schedule board.

® When booking appointments requiring 2 HSWs the options are presented slightly
differently — rather than a schedule board with vacant slots, the assistant will list suitable
combinations of bookable resources and times for you to select.

3.16 Reschedule an existing appointment

There are a few ways that you can use Field Service to re-book appointments. The method you
choose might depend upon your knowledge of the service users and HSWs, as well as how
quickly you want to complete the task. The table below summarises the options, and then each
is explained below

Option Pros Cons
‘Drag and drop’ Can do on the schedule Doesn’t use schedule assistant so will not
board or the map apply rules
Very quick Must know the visit, SU and your HSWs to
know which combinations are suitable
Right click and Can quickly change HSW Doesn't use schedule assistant so will not
‘move to’ and/or time apply rules
Quick Must know the visit, SU and your HSWs to
know which combinations are suitable
Right click and Factors in all rules around Can only do in the ‘old’ schedule board
‘Rebook’ skills, fravel fime, etc. foryou  view (for now)

Takes slightly longer

3.16.1 Drag and drop

An easy way to reschedule an appointment is to drag it from its existing slot on the schedule
board, to an alternative time and HSW. You can do this as follows:

1. Place your cursor on the appointment you want to reschedule — a pop-up with summary
details of this booking will appear
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021 Work Order WDR05355
i:00 15:00 16:00
00 Service Account (Work 15:00
Order) WO: WDR05124
SU: 'y
Resource Task: Gather PS
. Duration: 1h 14
h| Start Time 10/08/2021 13:40
L) End Time 10/08/2021 15:20 v 445
Booking Status Scheduled ? 16:25
WO: WDR05355
5357 N WO: WDR05355 SU: Cany foganai _
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higm Buration: 1T o/ |Duration: h Om 1D

Figure 42. The information popup that appears when you hover your cursor over an appointment, and the view
when dragging an existing visit to reschedule in an alternative slot

2. Drag it to the time and resource on the schedule board that you want fo move it to, by
selecting the booking, holding down the cursor

3. A blue box will appear showing where the appointment will be rescheduled to — once
you are saftisfied release the cursor

4. The appointment should appear in its new time, against the new resource, in the
schedule board

3.16.2 Move to

1. Right click on the booking you want to reschedule
2. This will open up a menu - select [Move to]

(0m booked) @ 0%

Q ot (© Scheduled

(15m booked) @ 0% c
Q — Moveto > Resource

(0m booked) © 0% B3 Switch Views | i YoV |
Q [il Delete Start date

{0m bocked) © 0% 23/08/2021 = ‘

j Start time
(0m booked) @ 0% ‘ 09:10 ‘

D
[

(0m booked) © 0%

Figure 43. The menu that appears and allows you fo reschedule when you right click an appointment.

3. This will open up a set of three fields

4. The first lets you change the HSW it is booked with — you can either type in the name of
the HSW you want to reallocate the appointment to, or select from a list that presents
when you go into this field

5. The second lets you change the date — again you can type in a date or select from a list
if you click the calendaricon

6. The third lets you change the time — as with the others you can type in a fime or select
from a list

7. Once you are happy with your changes select [Update] — this will change the booking
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3.16.3 Rebook
Another option is to right click the booking and select [Rebook]. You can do this as follows:

1. Select the booking on the schedule board that you want to re-book
2. Right-click and a menu will appear

% Create Booking
(© scheduled =

Resource *
58 Rebook {]-F,J

Book substitute
Start Date *

— Move to
TueOct052021  EH ||

@ Get driving directions Start Time

il Delete 13:55

*

m
3
o
(=]
@
=
@

B2 switch views

Tue Oct 052021 [

Y Filters B Hourly ~ B Gantt ~ {3 05/10/2021-06/10/2021 > [ Book End Time
— Tuesday - 05/10/2021 14:45
!
13:00 14:00 15:00 16:00 17:00
(Om booked) ® 0% Rebook & Exit
(o) Adriana ... | .
(50m booked) © 5% L8 2h 15m available
(o ] -
(35m booked) @ 3%
(Om booked) ® 0%
N

Figure 44. The menu that appears when you right click the appointment in the ‘old’ schedule view (left), the
presentation of vacant slots in which you can re-book the appointment in Schedule Assistant (centre) and the
confirmation window the displays once you have selected a time and resource (right).

3. Select the [Rebook] option — open up schedule assistant

4. As with normal bookings the schedule board will display a list of HSWs and boxes in
which you can schedule the appointment

5. Select a HSW and time on the board — as you move the cursor across the board the
popup will show you the start fime of the booking for where your cursor is

6. A window will appear asking you to confirm your booking — it will show details of the HSW
and timing

7. Select [Rebook & close]

3.17 Cancelling visits

In some circumstances you may want to cancel a small number of visits for a SU for a short
period of fime (e.g. are staying with family, booked holiday, etc.). Depending upon when those
visits are you are able to remove these from the schedule.
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Scenario How to cancel

Cancel visits that are already booked Either select visits in the schedule board and
change status to ‘Canceled’ or

Select the relevant bookings in the Bookings view
and set to cancel (see below for instructions)

Cancel visits within the next 28 days Select the relevant visits in the Resource
that have yet to be scheduled Requirements view and setf to cancel (see below
for instructions)

Cancel visits in advance (e.g. in two Select the relevant bookings in the Booking setup
months’ time) and cancel (see below for instructions)

3.17.1.1 Cancel booked visits
To cancel visits that are already booked use the following steps:

1. Go to the ‘Bookings’ view in Service — this will present a list of visits that have already
been booked

2. Use the search and filter functions to find the bookings that you want to cancel (see
section 3.6 for instructions on how to use these)

3. Select the visits that you want to cancel by clicking the space under the circle on the far
left of the table for each row with a relevant booking — all the bookings you have
selected will be highlighted blue

® You can select along list or big range of bookings by selecting the first one, holding
down conftrol, and then selecting the last one you want to cancel — Field Service will
highlight all the bookings in between

® You can select all bookings on a list by selecting the circle at the top of the table

Schedulin :
9 Edit 2 records x
N Enter changes in the fields you want to edit.
Work Orders
Form
Schedule Board Bookable Resource Booking
= Resource Require General Field Service  Scheduling
£ Bookings
I 9 cﬁ“‘T - End Time e &
Booking Alerts{ Bookings
Duration [— v
# Time Off Requests
Resource
1
" [% Actiate [ Dooctiate T Dalate | 1 chao mail e ink | ’
€ [ Show Chart | ¢ Edit Acthat Diaaciid pRelatey 1St Sl Emalkatink Booking Status b | Look for Booking Status pel
H e Booking Statyces
Home Care Active Visits - Bookinf
Cancelled
(O | Resource » Booking Status Service Account (Work... ¥~ Primary Incident Type (Work Or... ~ [ Resourd k=l Bed Serv@ N
Requirdg
(] Scheduled Assist SU Get Ready For Bed X Completed
Notify Ct 2] Field Service e
IE - Scheduled Assist Continence Garments
& In Progress
e s
Scheduled Assist Continence Garments Field Service
Scheduled Assist Continence Garments Notes Not Completed
[ v
Field Senvice
- New Booking Status Advanced lookup
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Figure 45. Selecting visits and editing them so that they are cancelled.

4. Above the table a [Edit] button will appear - select it - This will open a form on the
righthand side of the window

5. Inthe form set the status of the booking(s) to ‘Cancelled’ — you can do this by selecting

the spyglass and choosing that option from the dropdown menu

You can add a note in the field to capture any reason

Select [Save & close] — the bookings will be cancelled

No

3.17.1.2 Cancel unscheduled visits
To cancel visits that have not yet been booked use the following steps:

1. Go to the ‘Resource Requirements’ view in Service — this will present a list of visits that
have already been generated but yet to be booked

2. Use the search and filter functions to find the service user / visits that you want to cancel
(see section 3.6 for instructions on how to use these)

3. Select the visits that you want to cancel by clicking the space under the circle on the far
left of the table for each row with a relevant booking — all the visits you have selected
will be highlighted blue

® You can select along list or big range of visits by selecting the first one, holding down
control, and then selecting the last one you want to cancel - Field Service will highlight
all the visits in between

® You can select all visits on a list by selecting the circle at the top of the table

scheduli Edit 4 records x
cheduling Enter changes in the fields you want to edit.
< Form
Work Orders Resource Requirement
Schedule Board General Scheduling  Field Service
I 8= Resource Requim:... Requirement d
4] B Y ﬂ From Date - A
To Date - =
€ B Show Chart | 7 Edit eelEmitivatessfmtesstivsemg[ Specify Pattern [i] D
Status * | Look for Status je)
Home Care Unscheduled Visits R et Sthuses
& Active
'O Work Order ~ Service Account (... T v Priority v Duration v T B R 2022020 0337
Canceled
(] WDR17304 45 minutes q & 29/03/2020 03:@
- Completed
© | WDR23984 45 minutes g B 20/03/2020 03:37
o WDR24208 P2 45 minutes q +  New Requirement Status ~ Advanced lookup
Eg_ WDR24183 45 minutes q
[~ |
WDR24184 45 minntec 0

Figure 46. Selecting and cancelling unscheduled visits using the Resource Requirements page.

4. Above the table a [Edit] button will appear — select it - This will open a form on the
righthand side of the window

5. In the form set the status of the booking(s) to ‘Cancelled’ — you can do this by selecting
the spyglass and choosing that option from the dropdown menu

6. You can add a note in the field to capture any reason
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7. Select [Save & close] — the bookings will be cancelled

3.17.1.3 Cancel visits further in advance

You can cancel visits in advance using the following steps:

1. Open the ‘Agreements’ page within the Service view
2. Select the agreement of the SU whose visit(s) you want to cancel

Service
Service Users

I Ag reemnn%ts

Reports

\ﬂ Agreements

Home Care Active Agreements -

O

O

Agreement Number | v

Service Account v

- 10/10/2021 - 10/04...

el

!

-10/10/2021 - 10/04/2022

10/04/2022 - saved

Agreement

Agreement Business Pro... ¢
Active for 9 days

General Other Related

Duration

BOOKING SETUP
O Name >
6

1

[t B - 10/10/2021 -

© 448 days

Agreement (9 D)

Agreement T v

-10/10...

-10/10...

in

B, e - 10/10/2021 - 10/04/2022

Agreement Number

an

a8 Agreement Booking Setup

Description ¥

s

6

1

CXM Automate

Service User Owner

Agreement Status

f  New Agreement Booki...
Priority v
P1

P1

D1

N

Figure 47. Selecting an agreement for the SU that you want fo cancel visits in the future.

3. Within the agreement select the booking setup which contains the visit(s) you want to

cancel

4. In the booking setup there is a list of booking date - select the booking dates you want
to cancel by clicking the left side of the row underneath the circle at the top of the

tfable

No O

scheduling

An [Edit] button will appear — select it — this will open up a form
Set the status field to ‘Canceled’ using the dropdown menu
Select [Save] — the visits for these days will no longer be generated and require

® You may need to go into more than one booking setup to cancel visits — if so, repeat

steps 3to 7
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'O Agreement Booking Setup ¥ Booking Dat
Booking Date
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Owner
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Enter changes in the fields you want to edit.

Agreement Booking Date

ffffffffff

Active

Processed

“

Figure 48. Selecting the booking setup, then booking dates, to cancel in advance.

3.18 Temporarily suspending a care plan / agreement

When a service user does not need home care for a short period of time you are able cancel
the appointments. Alternatively, you can suspend / terminate the care plan.

O The integration with mySWIS will allow field services to pick up where care plans have
been suspended, meaning that you should not need to do this in Field Service

You can manually suspend the visits required through the following steps:

1.

arhOwDd

No

45

Open up the service user account for whom you want to temporarily suspend visits by
navigating to the Service view then the Service Users page and selecting them
Navigate to the Service tab within their record — this will display a list of bookings
Select the bookings that you wish to cancel, by clicking the rows of the bookings

An [Edit] button will appear - select it
This will either open the booking (where you select one) or a side-window (where you
have selected multiple bookings)
Change the Status field to ‘Estimate’

Select [Save]
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Edit 2 records x

WORK ORDERS Enter changes in the fields you want to edit.
Form
Work Order
& Edita
Summary Detail Location
V| Work O... | System Status Primary Incident ™ Fiiitiary MCGent Estinated Duraton
%
v WDR11930. Scheduled Assist SU In Ma Work Order Status®
--Select--
v WDR11963. Scheduled Assist SU In Mz
Unscheduled
Scheduled
WDR11919. Scheduled Assist SU In Me g‘uj:z?::;
Przted
WDR11905. Scheduled Assist SU In Ma cenested
Work Order Summary
WDR11882. Scheduled Assist SU In Mz

Save Cancel

Figure 49. Temporarily suspending care plans by cancelling visits. Selecting the visits you want to cancel and
then using [edit] to change their status fo ‘Canceled’.

The visits will now have a ‘Canceled’ status. Any booking fo a time/resource should be
cancelled, and display as cancelled on the schedule board.

® You can set the schedule board to hide cancelled appointments to make it easier to
see HSW availability. If you select [Settings] on the top righthand side of the board it will
display a menu. In the menu there is a foggle called ‘Show canceled’ - switching this
toggle will either hide of display cancelled booking

> = Q A SN | Board view settings X
Thursday - 02/09/2021 ‘ Custom v
17:00 08:00 09:00
S Show canceled
¢ @ O off
SuU: ..
- Apply territory filter
@ o
=0 89 N
Sheuar traval Auirating

Figure 50. Changing the settings in the schedule board to hide cancelled bookings.

3.19 Terminate an agreement

O The integration with mySWIS will allow Field Service to pick up changes to care plans so
that if they are closed, you should not need to do this in Field Service

When a service user leaves Home Care you are able to close down the plan so that no further
visits will be scheduled.

O Do not complete this action unless you have been specifically advised to use Field
Service to do this
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You can manually permanently suspend a care plan through the following steps:

Navigate fo the Service view and then Agreements page

N~

Select the agreement that you wish to cancel by selecting the reference number (e.g.
AGR12345)

3. This will open up the agreement

4. Inthe '‘General’ tab change the status of the agreement from ‘Active’ to ‘Canceled’

5. Select [Save & close]

O You should also deactivate the SU account — use the following steps

6. Navigate to the Service view and then the Service Users page

7. Select the SU that you want to deactivate by clicking the far left of the row they are

listed
8. At the top of the record a [Deactivate] button will appear — select it
9. This will open a dialogue box asking you to confirm — select [Deactivate]

This will cancel the agreement and cancel all associated bookings.

3.20 Send a SU an update for an appointment
You can send a basic update to a service user for a specific appointment using field service.

A The communications preferences for a service user must be recorded, and they must
either have their preference set to ‘Text' or ‘Email’ to use this feature

O The service user must have a mobile phone number or email recorded to use this feature

Open Schedule board page

Navigate the schedule board to find the appointment booking for which you want to
send an update to the service user

Double-click the booking - this will open it in a new window

In the ‘General’ tab of the booking scroll down to the bottom

Select the toggle next to [Notify customer] so that it switches from ‘No’ to ‘Yes’

Select [Save and close] to make sure the message is generated

N~

S
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WDR10819 - unsaved

General Field Service

Start Time

End Time

Duration

Resource

Booking Status

Booking Type

Resource
Requirement

7 Bl save @ Save&Close | New [ Deactivate

Bookable Resource Booking - Home Care BRB

Scheduling  Related

16/08/2021
15:00 ®
16/08/2021
15:36 ©
36 minutes ~

[ P
Travelling Delayed

Solid

A= WDR10819

Notify Customer

- -

[i] Delete

() Refresh

Q, Check Access

No notes have

48

Figure 51. The foggle to select to prompt Field Service to send out a nofification to the service user.
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4 Using Field Services as a Home Support Worker

This section explains how a Home Support Worker can use Field Services to view their
appointments, and log their visits.

® You will need to have set up your smartphone, NLC account and be assigned a suitable
Dynamics license to do any of the following tasks — check that you have done these first

4.1 Getting started

1. Select the Play Store icon on your phone

2. Navigate through the list of apps and select Field Service (Dynamics 365) — this will open
up a screen with information on the app

3. Select [Open] on the screen — this will present a login screen

4. Login using your NLC Office 365 account credentials

5. You may also be asked to provide some additional verification details (e.g. questions

and answers)

® If you are having difficulty logging in then call the IT service desk

12430 @ Q = =il BE%M 1243 G E@ov - il B8%E 1245 @ ov - 1330 @Y O
¢« a i . i = Dynamics 365 Field Service
Pick an account to continue
. . Field Service Mobile
») Field Service NLC UAT
(Dynamics 365) []  walkerRos@northian gov.uk
Microsoft Corporation
Field Service Mobile
+ Use another account { ) NLC SIT
Dynamics 365 Field Service
ir
mpr Sign in with your work or schoal email account
Developer contact v
Beta programme is full
The beta programme for this app is currently full
About this app e
built on the Microsoft P
E]
Business i !
1l C < < m <

Figure 52. The screens that you'll navigate to open the Field Services app. (1) the app information page, (2) the
login page; (3) it may present you with your account if you've already logged in

6. This may present you with options of different versions of the app to open —select ‘Field
Service Mobile’

7. The app will navigate you to the landing page

® You should only need to login when you first open the app or change your password.
Every other tfime the app should open without requiring authentication

49 ©. Agilisys 2019 Commercial-in-confidence Ag I I I sys



4.2 Viewing your schedule

1.
2.
3.
®

Open the Field Service app on your phone
Log info the app using your NLC account credentials

The default home page should be a view of your schedule for foday
You can choose between an ‘Agenda’ view, a ‘Day’ view, and a ‘Map’ view

Bookings v

Bookings v

To select the view you want press the icon in the top righthand corner (underneath the
‘Bookings V' heading) — it may say ‘Agenda’, ‘Day’ or ‘Map’ next to anicon
This will present a dropdown list with Agenda, Day and Map view options — select the

one you wish to apply

0854 EWD «

é Bookings v
T Tt Sa 1
1
b & [@Sep =
Su Mo Tu We Th
. 2 13 14 15 16

Today - 17 September 2021

& [l sep >
é] Agenda
Day

h Map

Agenda
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6. Inthe Agenda and Day views you can navigate to future and past days using the date

buttons, the calendaricon and the ‘€’ and ‘=’ buttons

Selecting the
calendar icon will
allow you to pick
from a greater
range of dates

quickly

Su Mo

29 30 31

September 2021 1T |

Tu We Th Fr Sa

1 2 3 4

Selecting these arrows will move
you backward or forward a day

EAE Sep | —>

Su Mo Tu

Th

5

12

19

26

3

6 7 8 11 12

9 10
16@18

23 24 25

13
13 14 15

20 21 22

14 15

16

Day

7 ——

Fr Sa

17 18

27 28 29 30 1 2

4 5 6 7 8 9

You can also select the day to view here

4.3 Viewing an appointment

1. When in the schedule navigate to the appointment you want to see — appointments will
be displayed with a time, name of SU, task and their address
2. Select that appointment
3. This will open up a new view - from here you can view a range of information on the visit
by using the tabs atf the top
oo N =M. 100%0 1051 WS B - e N w0 100%0
= < WDR00004 2+
Bookings ~ Bookable Resource Booking
< [ sep - [l Agenda Select the Booking Service User Notes
- I . T . . appointmen Statust
Today - 20 September 2021 1' ThoT you Scheduled
Start Time*
WOI’]T TO 21/08/2021 ]
Tomorrow - 21 September 202 11:00 ©
Alishba Whiteley End Time*
Assist Continence Garment
ten Road. o 21/09/2021 i
15:00 ®
11:00 Alishba Whiteley
Administer Medication Duration*
394 Clouden Road, Kildrum, Cury 4 hours v
22 Seplemper 202 & Incident Type * [ Administer Medication
. . B Priority
k s ..and it will e G
open in the oenpkiets e e
2 202 app
SERVICE TASKS
R e + New Work Order Service Task e
I
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Figure 56. Opening up an appointmentin the app.

® The tabs in the appointment each display a different set of information to do with the
booking, the service user or any notes

4. If you want to see general information on the visit, including tasks to be completed go to

the Booking tab

5. If you want to view information on the service user, including address, keysafe / medsafe
details, and alerts then go to the Service user tab

6. If you want to record a note, or view previous notes then go to the Notes tab

16:02 @ PE - eo X il 67%E 1602 A OW - e X F i 67%E 1603 EOW - e K w0 67%E
~ ~
< o + < o + < o +
WDR00003 WDR00003 WDR00003
uuuuuuuuuuuuuuuuuuuuuuuu " .
Booking Service User Notes Bookable Resource Booking
Booking Service User Notes . .
Booking Service User Notes
Status*
Scheduled & [ catherine Nicholson Test note 2 the sequel
Start Time* About the Service User Rosemary Walker. 15 September 2021, 15:03
15/08/2021 m Test note using text
12:28 C) Rosemary Walker. 15 September 2021, 15:03
B Key safe
End Time*
15/09/2021 ]
12:55 B Visit Stream
Duration*
27 minutes v B system Warning
Bncident Type * /A Administer Medication
& Public Protection Alerts
B Priority - 0
Instructions
Address
73 Ashiestiel Place
Greenfaulds Vza
SERVICE TASKS (0/1) G67 4AT
Administer Medication e B Date of Birth e e
A der
I @] < I @) < I @] £

Figure 57. The different tabs that are available for an appointment in the app (from left to right) — Booking,
Service User, and Notes tabs

4.4 logging your progress

Field Service is different to what you've previously used as it allows you to record progress and
log completion of your visits — this allows the service to see your progress and potentially re-
schedule visits quickly, as well as having a record of care

1. Tolog a visit go to the appointment that you are about to fravel to in the app’s
schedule view (see view an appointment)

2. In the Booking tab you should update the status of the visit by selecting the ‘Status’ field
at the top - this will open a drop-down menu of options

® Changing the status field allows Support Officers to see whether you are on track to
make visits — and arrange cover if it looks like you will be unable to make them.
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WDR00003
Booking Service User Notes
Status* i X
Booking Service User Notes
Scheduled
Start Time*
Status®
15/09/2021 i tat
12:28 © Scheduled v
End Time* Scheduled
15/09/2021 .
705/ - Travelling
12:55 ©
Travelling Delayed
Duration*
27 minutes v On Break
B Incident Type * A\ Administer Medication In Progress
B Priority je Completed
Customer Cancelled
Instructions -
Rejected
SERVICE TASKS (0/1)
Administer Medication e
@] £

3. Pick the status that best reflects your progress — the table below shows which status you
should use

Scheduled This is the default status setting — it means that the visit is scheduled
Travelling You are on your way to the visit
Travelling Delayed You are on your way to the visit but you expect to arrive late

On break You are currently taking your break — you should not need to use this
status as we will not schedule visits during your breaks

In progress You are currently completing the visit — update to this status when you
start the visit / enter the service user's home

Completed You have completed the visit and are leaving the service user's home
Customer This option should only be selected once you've checked the service
cancelled user's home and talked to the office about the visit. The office may

add this update on your behalf

The service user is not at home or a carer/relative has informed you that
they do not require the visit when you arrive

Rejected Only use this option if there is a legitimate reason for you not to take this
visit (e.g. you are a prohibited worker for this person or have a restriction
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that means you are unable to carry out the visit. Contact the office
before you use this update

® If you change the status you should select the [Save] or [Save & close] button before
you close the visit so that your changes are saved (see below for instructions on how to

do this)
4. When you have arrived at the service user's home and are carrying out care tasks you
should log when you have completed them
® Care tasks are listed on the Booking tab of the visit at the bottom
5. You canlog a task as complete by selecting the circle (0) on the left on the task name —
selecting a circle will furn it green to show it has been completed
16:02 @ &2 - co N R 67%E
< £+
WDRO00003
Booking Service User Notes
Status*
Scheduled
Start Time*
15/09/2021 i SERVICE TASKS (1/1)
2:28
E:\dTimE‘ ° Administer Medication
15/09/2021 e
12:55 ®
11 O <
Duration*
27 minutes v
B Incident Type * A Administer Medication
B Priority - pel
Instructions
SERVICE TASKS (0/1) SERVICE TASKS (0/1)
Administer Medication — Administer Medication e
11 @] < I O

Figure 59. Logging the tasks completed during a visit

6. Once you've logged all tasks and you are finishing up you should change the status of the

visit to ‘Completed’

7. Select [Save & close] to make sure any information you've logged has been saved
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End Time*
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Instructions

SERVICE TASKS (1/1)

° Administer Medication

(REZE-L
< WDR00004
Bookable Resource Booking
Booking Service User
Status*
Scheduled
Start Time*
21/09/2021
11:00
Frd Tima*
B Ssave
& Save &Close
New
[® Deactivate
() Refresh
Q4 Check Access
%Z Process
© Remote Assist
G2 Email a Link
2 Flow
| O

e X el 100%0

P+

Notes

& [HSep >

51 Mo Tu
19 20 21 22

Today - 20 September 2021

Tomorrow - 21 September 2021
Alishba Whiteley
Sh4sm  Assist Continence Garments
39A Clouden
edul
1100 Alishba Whiteley

, Administer Medication

39A C
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23 September 2021
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25 September 2021

Offline data will be ready to use after you X
navigate.

Road, Kildrum, C

ad, Kildrum, Cumber

[8 Agenda

Figure 60. Saving your changes once you've completed a visit. The app will take you back to the schedule view
once you have saved and closed.

4.5 Recording a note

Sometimes you may want to record a note about the visit. You can do this in the app through

the following steps

1. Open the booking in your schedule
2. Navigate to the ‘Notes’ tab
3. At the bottom of the phone there should be a blue button with three dots and lines, in the
bottom righthand corner of the screen — select this
4. 1t will display a menu of options — you can choose what media you want to use to record a
note. [Text] will allow you to type a note. [Photo] will allow you to use the phone's camera to
record an image. [Video] will allow you to record a video. [File] will allow you to attach a

file.
5. Record your note
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Bookable Resource Booking Bookable Resource Booking
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= Text
[G] Photo
o Video e
O  Audio
< visit visitor visiting
U File
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B Save
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() Refresh < o 4+
e » 83 Process WDR00005
Bookable Resource Booking
1l (@] < 11 0 ¢ Booking Service User Notes
Note about a visit here e
Rosemary Walker. 20 September 2021, 11:37

Figure 61. Recording a text note on a visit

6. Once you have recorded your note select the [Save] button — this should close the entry
and the note should now appear in the Notes tab as an enfry
7. Select [Save & close] from the menu once you have completed the visit

oge
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5 System administration

5.1 Retrieving an audit trail for a visit

You can review an audit trail of actions and changes made to a visit in Field Services through
the following steps.

1. Open the visit you want to inspect by selecting in the either in the Bookings or Work
orders view. Alternatively you can select it on the schedule board by double clicking it

2. Once it has opened, select the ‘Related’ tab at the top — this will present a dropdown
menu

3. Select 'Audit history’ — this will open an audit history tab

4. From here you can view changes and actions taken with this visit

WDR10280 - saved

Bookable Resource Booking - Home Care Resource Booking

General Field Service  Scheduling  Relat

Related - Common Noted
Service User
0] it Hi /
4 a Y Audit History NoTE
Service User Alby B = o .
¥E Time Entries

B Street 1 85C Greenr Work Order Service Tasks
B street 2 Carbrain
& Postal Code G67 2QB WDR10280 - saved

Bookable Resource Booking - Home Care Resource Booking

General  Field Service  Scheduling  Audit History  Related

Audit History
Type of change

Filter on: | All Fields v

WMRSLETE CHANGE HISTORY o™ FLOW ~

O | changed Date auged By Event Changed Field Old Value New Value O
Date/time of change 10/09/2021 09:20| Update Booking Status || I* Scheduled > Travelling Delayed
13/08/2021 09:03 Create 2Dt Cascade Cr... No
Agreement Booki... [E AGR01015
Allow Overlapping No
Booking Method System - Agreement Sc...
i -
AUThOr Of ChOnge Book!ng Status | .Scheduled
Booking Type Solid
Capacity 1.0000
Cascade Crew Cha... No
Crew
Crew Member Type
WhOT hOS ChOnged Currency &4 British Pound
Duration 20
End Time 20/09/2021 09:50 v
1-30f3 M4 Pagel p

Figure 62. Opening the audit history for a visit.
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6 Appendices

6.1 When to use Field Services and when to use mySWIS

During this pilot some actions will continue to be done in mySWIS or other systems. Others may
need to be done in multiple systems. The table below shows what system you should use for
each type of action —it is divided into activities for Support Officers and activities for HSWs.

6.1.1 Support Officer activities

Process / activity

Create SUs

Update / remove
SUs

Create SU Care
Plan

Update / cancel
SU Care Plan

Add a permanent
worker for a visit
Service User
Preferences
Create / update
HSW

Delete HSW
Details

HSW Preferences /
restrictions

58

FS mS Other Comments

X X Set up SUs in mySWIS as you currently do, but press
the [Release Changes to FS] button — this will feed
into Field Service. You may need to add some extra
information in Field Service (see below)

X X Update SU records in mySWIS as you currently do but
press the [Release Changes to FS] button. However
you may also need to add information thatisn't
currently recorded in mySWIS (in a structured way) —
this includes the following:

Preferences (see below)
Restriction characteristics (see below)
Comm:s preferences

X X Set up care plans / visits as you currently do in
mySWIS but follow the instructions on how to release
these changes to Field Service - this will feed into
Field Service

X X Update care plans in mySWIS as you currently do but
press the [Release Changes to FS] button.

X You will need to do this in Field Service in the relevant
booking setup(s) within the agreement. During the
pilot you should also update mySWIS for continuity

X X You may need to enter SU preferences in mySWIS as
you currently do, but also re-key in Field Service

X X X You will need to create new HSWs and update their
records both in mySWIS (as you currently do) and in
Field Service (see guidance in this document)

This should not be required for the pilot. However if it
is, you should do this in both mySWIS and Field Service
(by deactivating the HSW record)

X X You will need to record in both mySWIS and Field

Service (see guidance in this document on how to
complete)
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Process / activily FS mS Other Comments

Edit HSW Work X X You will need to do this in Field Services for HSW that
hours are involved in the pilot

Absence X X X Absence should feed in from iTrent. You should not
Recording need to record this in Field Service during the pilot

unless iTrent is down for maintenance. See guidance
in this document for instructions on how to record in
Field Service

HSW Avadilability X You should record in Field Service by adding a

(HSW working, but booking in FS to block out the time

not able to do

visits)

HSW Availability X During the pilot any changes to break will need to be

(Scheduled entered in both Field Service and mySWIS. You can

Breaks) add scheduled breaks when editing working hours

Suspend / X X Updates to care schedules will be fed into Field

reactivate care Service from mySWIS

Set preferred / X X You will need to record in both mySWIS and Field

prohibited HSWs Service during the pilot. See the guidance in this

for SUs document for instructions on how to record in Field
Service

Rescheduling X Reschedule visits in Field Service - see guidance in

this document on how to do this

Monitoring visit X You can monitor visit progress in Field Service - see
completion guidance in this document on how to do this
Updating SUs X You can send email and text updates to SU through

Field Service — see guidance in this document on
how to do this

6.1.2 Home Support Workers

Activity FS m$S Other Guidance
Log visit X X During the pilot you will need to update the paper
completion log book and also log on the app - see guidance in

this document on how to do this

59 ©. Agilisys 2019 Commercial-in-confidence Ag I I I syq



6.2 Fields that can be edited for a SU record

The tables below explain the fields that can be edited for a service user record.

6.2.1 Summary tab

The summary tab provides basic details of the service user. Below is a screenshot of this tab.

el R - saved CXM Automate
Account Owner
Summary Details Service Preferences Agreements Related
INFORMATION TIMELINE ADDRESS
MySwis Id 8876694 Timeline Y IE o )
0 Search timeline senice Adaress ,T ..L: Bt 42 T 7
Service User Name S LS
& Enteranote... ] @ Get Directions
Title
%2 Auto-post on Adele Schmid
First Name A:ccAJntt Cprea‘ted ;'CXNTAutoréa\e‘ D Road ~
Middle Name — NORTH AMERICA EUROPE
Surname — Aé\;g:;
AFRICA @
Gender Female
SOUTH AMERICA [eae AUS
Phone 01236 720645 % =
Mobile
Southern Ocean
Field Guidance
INFORMATION Basic information on the service user
MySWIS ID This is the unique identifier for the service user in mySWIS
Service user name @ The first name and surname of the service user
Title Title of SU where recorded
First name First name of SU
Middle name Any middle name of SU (where applicable)
Surname Surname of SU
Gender Gender of the SU
Phone The landline for the service user (or their carer if they are the designated

point of contact)

Mobile The mobile number (or carer’s mobile number)
Emergency The number to contact if there is an emergency with the SU
number
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Email

TIMELINE

System warning

Visit stream

ADDRESS

6.2.2 Details tab

The email (or carer’s emaiil)

The timeline shows a chronology of events relating to the service user
such as booking alerts for appointments and communications sent to
them

Any alerts relating to the SU

Type of care the SU receives (i.e. Intensive, reablement, etc.)

Address and postcode for the service user — this will display on the map
below this field

This tab records details relating to characteristics and communications needs of the SU,
amongst other afttributes.

Rabrde il - saved

Account

ADDITIONAL DETAILS

Main disability

Other disability

Date of birth 06/09/1936

Nationality

Ethnic origin

Marital Status

Religion

Religion status

Summary Details Service Preferences Agreements Related

CXM Automate
~
Owner

CONTACT PREFERENCES DESCRIPTION

Preferred Contact

Method Any

Preferred Language
s} Secondary language
COovID19

Linguistic origin
Status SU

Status Others
COMMUNICATION

Main Communication
Other
Communication

Preferred

Communication

Field

ADDITIONAL DETAILS

Main disability
Other disability
Date of birth

Nationality

61

Guidance

Most of this information will be populated from mySWIS, however
some fields require input

Main disability of the SU, if any
Any other disability that the SU may have
Date of birth of the SU

Nationality of the SU
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Ethnic origin
Marital status
Religion
Religion status

CONTACT
PREFERENCES

Preferred contact
method

Preferred language
Secondary language
Linguistic origin
COMMUNICATION
Main communication

Other
communication

Preferred
communication

DESCRIPTION

COVID 19
Status SU

Status others

6.2.3 Service tab

Ethnic origin of the SU
Marital status of the SU

Religion of the SU, where known

This section details how the SU wants us to communicate with them

The field presents a dropdown menu of channels that can be set as
preferred method — Mail, any, email, phone, text

This determines whether field services send out a email or text when
prompted

The preferred language of the SU

Any secondary language of the SU

Any specific communication needs that the SU has
Any particular communication that the SU uses

Any other communication that the SU requires

The SU’s preferred communication means

This section can be used to record a biography for the SU which may
help new HSWs engage them when they first visit

Alerts relating to Covid-19

Whether the SU is reported as having Covid-19

Whether anyone else linked to the SU has Covid-19

The service tab allows you to seft restrictions relating to gender and other factors.
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shafiply: Bourdel - soved CXM Automate

Account Owner

Summary Details Service Preferences Agreements Related

WORK ORDERS SERVICE
~+ New Work Order : Preferred Day

V| Work 0... »| System Status Primary Incident Type v/ Total Estimated Duration Closed On v/ Closed By ™ preferred Time

@ Resource Preference

No data available. Resource Restriction

Key Safe Details

MEDSAFE Details

Figure 65. The Service tab within a SU record.

Preferred day Generally not applicable

Preferred time Generally not applicable

Resource preference @ Whether the SU preferred male or female only HSWs

Resource restriction Records where either the SU has pets or has lift access

Key safe details Records any details required by HSWs to locate and open a keysafe

Medsafe details Records any details required by HSWs to locate and open a medsafe

O There are also ‘Location’ fields on this tab, however they should not be edited.

&
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7 Revision History

m Amended By Summary of changes

02/08/21 Thomas Fennerty New Document
0.2 10/08/21 Thomas Fennerty New screenshots. Additional guidance on common operations.
0.3 13/08/21 Thomas Fennerty Added guidance on login, additional screenshots
Appendix section detailing steps to create new booking
agreements
0.4 17/08/21 Thomas Fennerty Added steps for creating agreements, details of SU fields that

can be edited and screenshots

0.5 26/08/21 Thomas Fennerty Added in sections on suspending care plans, cancelling care
plans and multi-week shifts. Incorporated updated guidance
for HSWs using corporate smartphone with Android O/S

0.6 06/09/21 Thomas Fennerty Added in table advising staff what activities should be
completed in which system during the pilot. Updated guidance
to reflect links to mySWIS.

0.7 21/09/21 Thomas Fennerty / Updates for changes to mobile app. New sections for toggling
Mike O’Regan between schedule board views. New section for accessing
audit history
0.8 04/10/21 Thomas Fennerty Updates incorporating adding a permanent worker, updates fo

the SU record in the appendices, update to include the
‘Rebook’ function incorporating the ‘New’ schedule board

view
0.9 19/10/21  Thomas fennerty Notes on recording overtime and absence
0.10 25/10/21 Thomas Fennerty Additional screenshots for overtime and absence
0.1 27/10/21 Thomas Fennerty Changes to process for creating new agreements in mySWIS.

Update the appendix table on what system to use for each
typed of activity

0.12 29/10/21 Thomas Fennerty Additional sections on cancelling visits. Updated instructions on
terminating an agreement in Field Service

7.1.1.1.1 Document Approval

This document requires the following approvals. (‘Approved’ assumes review undertaken prior
to approval).

Version Title / Role Approval Status
(Pending/Approved)

D

M Bl
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7.1.1.1.2 Document Reviews
This document has been reviewed by the following people, in addition to those listed above.

Version Date Name Title/Role

cme
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