DFV CONNECT
USER GUIDE

FASS Women
and FASS Men

November 2023




Contents

(610 ] 01 =] o) KPP UPPPP 2
(CT=T 1= - | TP 5
LCT= o= o 11 1o PPN 5
DFV CoNNECt SUPPOIt WEDSIEE .oeiiiviieeiiciiie ettt eeciitee sttt e et e st e e e s sbae e e ssatae e s ssabaeeessnsbeeesnnnneneens 5
S 0T o] o T ] u K=Y o DO PP 5
FiY o] o] 1V 1 4[] o[- PP P PP PUPOTOPPROPPION 6
LI=T8 001 [aTe] o =4V PP 6
e ageTe [N o 4 To] o RPN 9
DOCUMENT PUIPOSE ..neeiiieiieeuieeteeette st e st sat e et e bt e bt e s bt e sbeesat e eate et e e bt e sbeesaeesasesabeeabeebeeabeesneesmeeeneeensean 9
AUIBNCE ...ttt ettt ettt e sttt e st e s bte e s be e e abeesabeesabeeesabeeaabbeeabeesabeeesabeesabeesnbeesbeeenns 9
SYSTEIM OVEIVIEW 1.eeeieiiiiiiie ettt ettt e e e e s sttt e e e s e s sttt e e e e e e s ssaabtbaaeeeessssasstbaaeeeessansnreaaaeens 10
DFV CONNECE PrOCESS ...eeiiiiiiiiei ittt ettt sttt be e s s e e s s sre e e s s e e e s s sareees 11
VISTOITIEY ettt sttt b e bt e s ae e et e e e be e s be e sae e st eab e e b e beenes 12
LV VoL PPNt 12
User Account Set-up, Login and Navigation........ccccceeveevvviieeeeeeeieee e, 13
F Yool T 1 g Lo e Lol [ R Yo [ =y SRR 13
ULy Y - Tol ol o 18] oL AT =) L U o PNt 13
Multi-factor authentication (IMFA) ........ooi it e et e e e et e e e e bae e e e nreeas 16
[0 =1 o PP PP UPP U PPPPN 22
o= 1 U ) PP P PP PPPPPPPPPPPPPPPPRE 23
oY= Lo T d o T 131V o Y o ISP 24
NAVIATION ..t e e 29
o] g Tl o T =1 PP PP PP PP PPPPPPPPPPPPPPPPRE 29
GIOBAI SEACN ..t 29
Y =TT T AV =T oL TSP T PP OPPRT T 32
LIST VIBWS 1.ttt s s s e s e e e s r e s reeas 33
S CTolo o I T 1V =2 4 o] o SRR 35
Opening Multiple related reCOIdS.......oiiiiiii i e e e sbae e e e eaaeeas 36
GENEIAL TEIMNS . ettt sttt et st e e bt e e s bt e e s ae e e sareesbeeesabeeesneeesareesnenesareenane 37
ACCOUNTS ..t e e e e e e e b e e e eeaaas 38
SEIVICE Provider ACCOUNTS .....cociiiiiieiiieniieete ettt sttt et ettt st sttt s b e b b e s s e smeeeneeennees 38
Create Service ProVider @CCOUNT .......uiii i et cceee ettt e et e e et e e e e stee e s e sata e e e e sabeeeeesabeeeeesnbaeeeennsenas 38

DFV Connect FASS User Guide V1.0 2



(=T (I ol0] o) =Tl RPN 40

PEIrSON ACCOUNT ...eiiiiiiii e e e s r e e e s s ara e e e e e e s s nas 42
(D10 o] [ToF 1 A=l o1 Y] o = Tolol o] U] o} PRSP 43
ClIENE INTAKE .. e e e 46
PrOCESS RETEITAIS. ... ettt sttt et e b st e b e nbeesaeesaneeas 46
Create a referral for eXisting ClENt ......iii i e 47
Create a referral for NeW ClIENt......cooii i 51
Add other party to referral and link/create accoUNt ...........ccovveeciiiiiiiecciie e 54
Create dependent Child @CCOUNT........oii it s e 58
2 C<Tolo T o ol =Y AR U o] o Lo SRR 62
Clients and Case Coordination .........cceeveeeieiiiiiiiiiiiiine e eeeeeeeens 63
Create a case COOrdiNatioN CASE .....uiiiiiiiiiieeiee ettt ettt ettt ettt e s sbte e st e s bt e e sabeesbeessneeesneeenns 63
VIEW OPIBN CASES . ciiiiiiiuiiiiiteeeeeeeiiittteeeeeessssabtteeeeessassssbtaaeeeesssasssstaaeeeessassssreaaeeeessssssssntaaeesssssnnnsnnes 65
SEIVICE BVENTS ..ottt e et e s b e e e s bbb e e e s aaba e e e s et e e s a e e e saraeeeeas 65
[a} oY g aF=YuToTa I TaTo BT U] o] o Yo ] o VR PSP 66
[T A IS N 70
EXEEINQAI FEFEITAL ..ottt b e sttt et et esbe e saeesane e 72
SATELY PIANNING...eiiiiiieee e e e e e e e et e e e e rta e e e s ateeeeeerraeeennes 80
Mandatory reporter SUIde (IMRG)........cccveeiiee e ciee et e e rtre e st e e rtae e sre e srae e s beeetaeesaseesraeennnas 82
(0 Y1 1o oY o) {=Toi d o] d W =T Lo ] o RSP 84
Prepare INternal REFEITAl ...t e s e e e e sabae e s e eareeas 85
NOTES et e e s e e s e r e s s e s 90
Court diary (court events and OUTCOMES) ....ccccuuiiiieiiieeeeeiieeeeetee e e eette e e eeree e e esbee e e eeabeeeeeeabeeeeennnenas 91
CaleNdar EVENTS .ccivviiiiceiee e e a e e e aaae 97
Create CaleNdar EVENTS ......oocui ittt ettt ettt st n e 97
VW CaIBNAAN ...ttt ettt sttt b e bt e s bt e s bt e s at e e beesbe e sbeesaeesabesabeebeebeenaes 99
GENEral FUNCLIONS c.vvvtiiiiie et e e e e eeeeees 101
Print for Offling WOIrKING ....occuveie e e e e e e s s bre e e e s saraeeeeanes 101
0 Fo] Lo - To I 1 11T USSR 103
(oY = T ot | | USRS 104
€rEATE @ TASK ..eeeeiieeiie ettt b e e ne e e s be e e s b e e s re e e reee s reeennees 106
SENA AN EMAIL. ..ttt sttt et r e b sreesane e 107
Referral and Case ClOSUIE ......civviiiiiiiiiiiiiiiiiiicceeeceeeeeeeeeeeceeee e 110
RETEITAIS ...ttt h ettt e bt e bt e sb e e sabe st e e b e e be e bt e sbeesheeeateeaeeenbean 110

DFV Connect FASS User Guide V1.0 3



ClOSE @ REFEITAN ..t e e e e et e e e e bta e e s sbteeeesnteeessstaeaesanes
0= R oo 1T A o] =] o =Y PR

(0 TN 0o To ] o [T =N oY N 07 1 SR

Ol IY=I- Nor- R e Lol ge 111 ul0] g K or: 1 <R

DFV Connect FASS User Guide V1.0



Generdl

Getting Help
DFV Connect Support website

The DFV Connect Support website contains help resources, support material and information about
DFV Connect. On this website, you will find:

e DFV Connect User Guides (for WDVCAS and FASS)
e Quick Reference Guides (QRGs)

e Recorded Training Sessions

e Access and Delete Request Form

e Privacy related information

To access the DFV Connect Support website, click on the Help link located in the bottom left-hand
corner of the DFV Connect screen.

Legal Aidf a T@srna @

131 DFV Connect Home

Las!
s at2

Today's Events

ol
s Homepage Dashboard
5 days 200. Refresh rd 10 soe the

Court Events for the Week

Today's Tasks

191972023 2092023 2182023

7
8

Open Referrals by Location ® Open Referrals by Record Type and Status

lafolo]-F

Support Team

If you need to speak with someone regarding a DFV Connect issue, you can also contact the
WDVCAP (Women s Domestic Violence Court Advocacy Program) team:

Type of issue Legal Aid NSW Team Contact
Policy or procedure WDVCAP Unit %
related questions Mon — Fri
o on-—rn wdvcap@legalaid.nsw.gov.au
Technical issue 08:00 — 17:00
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Abbreviations

ADVO Apprehended Domestic Violence Order

DCJ Department of Communities & Justice

DFV Domestic & Family Violence

DVO Domestic Violence Officer

DVU Domestic Violence Unit

DVSAT Domestic Violence Safety Assessment Tool

EIU Early Intervention Unit

FamAC Family Law Assistance for Aboriginal Communities
FASS Family Advocacy and Support Service

FCFCOA Federal Circuit and Family Court of Australia

LGBTIQ Lesbian, Gay, Bisexual, Transgender, Intersex and Queer
LSS Local Support Service

SAM Safety Action Meeting

SMS Short Message Service (Text Message)

WDVCAP Women’s Domestic Violence Court Advocacy Program

WDVCAS Women’s Domestic Violence Court Advocacy Service

Terminology
L
DFV Connect DFV Connect is an online client and case management system for
WDVCAS and FASS social support staff to process referrals and
manage their client caseload.
Accounts Accounts in DFV Connect is the record type where primary
information is stored about clients and external service providers.
In DFV Connect, there are two types of accounts:
1. Person Account
2. External Service Provider Accounts
Cases Case records in DFV Connect are used to record services and
support for clients. For FASS staff, there is only case coordination
cases.
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External Referral

An external referral is a service event to record and/or make
referrals to external service providers on behalf of a client and/or
dependent child.

Funding Program

DFV Connect will be used by WDVCAS, FASS Women and FASS
Men staff. To ensure separation of information in DFV Connect,
the information is separated by funding programs. As a FASS user,
the funding program will always display as FASS Women or FASS
Men.

Internal Referral

An internal referral is an in-system referral made or received by
DFV Connect users. For example, a FASS Women user may make a
referral to a WDVCAS service area to assist a client with their
ADVO (Apprehended Domestic Violence Order).

FASS Men will not have access to the internal referral function
until LSSs (Local Support Services) are onboarded.

List Views

List views contain high level information about components in
DFV Connect. Users can access certain list views depending on
the component (e.g., Account, Referral or Case) selected.

Service Area

Service area refers to the catchment area within each funding
program. For FASS Women Social Support staff, this is your
WDVCAS catchment area. For FASS Men, this is your service
provider.

Location Within a FASS Service Area, there will be one or more service
locations. These are your FCFCOA locations. For example,
Western Women’s FASS will have one service and 3 service
locations (for the Dubbo, Orange, and Broken Hill registries).

Other Party Person of Interest/Other Party in referral received.

Referrals Users in DFV Connect can receive and create referrals.

Types of referrals received:
e Manual
e Internal

Types of referrals made for a client:
e External

e Internal (currently FASS Women only)

Related Referral

Referral that relates to the same incident or court matter as
another referral received.

Service Provider

External service provider

Record

Record is a system term relating to the type of component or
record in the system. For example, account records, referral
records, case records.
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Assessment

In DFV Connect, the Domestic Violence Safety Assessment Tool
(DVSAT) is recorded as an ‘Assessment.’
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Infroduction

The FASS DFV Connect User Guide - outlines main functions and steps on how to use the system. All
FASS Staff must be acquainted with and comply with this user guide.

The DFV Connect User Guide — FASSs (Family Advocacy and Support Service) should be read in
conjunction with the FASS Policy and Procedure Manual and FASS Service Agreement.

DFV Connect is an online client and case management system owned and maintained by Legal Aid
NSW. Legal Aid NSW is committed to ensuring all users accessing the DFV Connect comply with
relevant legislation.

Document purpose

The purpose of this user guide is to detail the DFV Connect system functionality and key features and
guide FASS staff through workflow and system processes.

This document aims to assist FASS staff to be able to use the system efficiently and ensure consistent
storage information and data.

Information should be recorded at the time of contact or as soon as possible after a service is
provided.

Audience

This user guide has been developed for all FASS Social Support staff using DFV Connect.
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System Overview

DFV Connect Overview - FASS
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DFV Connect Process
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Visibility

See system overview which includes visibility overview of components in DFV Connect.

Privacy

All users must be aware of their obligations regarding information sharing and privacy, and should
only be accessing or using client personal information in DFV Connect:

e to provide WDVCAS or FASS services (i.e. the reason the information was collected) or for
another directly related reason, such as referral checks

e where required or permitted by law

e where necessary to prevent or lessen a serious and imminent threat to the life or health of a
person, or

e where another exemption under the privacy legislation applies.

Workers should not use or access client personal information on DFV Connect:
e for any reason not listed above unless they have client consent to do so
e to gossip, out of curiosity (e.g. because a case is in the media) or for personal benefit
e as afavour for another person, or
e in a way thatis not consistent with the impartial exercise of their FASS functions.

Suspected privacy breaches must be reported to Legal Aid NSW immediately, per clause 18.2(a) of
the standard terms and in accordance with privacy roles and responsibilities.

Further information about privacy compliance can be found in the FASS Policy and Procedure
Manual and FASS Service Agreement.

FASS social support workers should not be entering identifiable FASS client information into other
systems.
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User Account Set-up, Login
and Navigation

Access and delete request

FASS Managers can access and download the Access and Delete request form on the DFV Connect
Support website to request system access for new starters or changes for existing staff. The
completed form is to be submitted to the WDVCAP Unit at wdvcap@legalaid.nsw.gov.au.

The following information is to be provided:

e First and Last Name

e Email Address

e Mobile Number

e Role (Manager, Assistant Manager, FASS Social Support Worker)

All users must comply and adhere to the conditions of use contained in the DFV Connect User
Agreement.

Managers are also responsible for informing the WDVCAP about staff movements and ensuring all
staff attend available training sessions.

User account set-up

Notes

o  You will receive an email from support@emea.salesforce.com when your account has been
set up by the business admin team.

e The first time you log in, you will be required to reset your password.

Process steps
Step Description

1. In your work inbox, open the email received from support@emea.salesforce.com and
click on Verify Account

DFV Connect FASS User Guide V1.0 13
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Step Description

salesforce

\Welcome to Salesforcel!

Click below to verify your account.

| Verify Account

To easily log in later, save this URL:
hitps://legalaidcommissionofnsw--sit.sandbox.my.salesforce.com

Usemame:
sally.weston@dfvconnect.com

Again, welcome to Salesforce!

2. The Change Your Password screen will display.

e Enter a New Password making sure to meet the security criteria (12 characters,

uppercase and lowercase, number, special character).
e Enter your password again in the Confirm New Password field.
e Select a Security Question.
e Type in your Answer.

e Click Change Password.

DFV Connect FASS User Guide V1.0
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Step

«Q
|NOTE|

Description

Legal Aid
Change Your Password

Enter a new password for
sallyweston@dfvconnect.com. Make sure to include at

least:

12 characters
1 uppercase letter
1 lowercase letter

1 number

00000

1 special character @

* New Password

* Confirm New Password

Security Question

Match

What is your pet's name? ‘

* Answer

‘ Ruffles ‘

[ Change Password

Password was last changed on 1/9/2023, 3:59 pm.

DFV Connect will open and the Home screen will display.

Tip: Save this URL as a favourite or create a shortcut on your desktop by clicking on the

-
Ll

icon in the upper-right corner of the screen, selecting:

e More tools
e Create shortcut,
e Enter the shortcut name

e Click Create.

DFV Connect FASS User Guide V1.0
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Multi-factor authentication (MFA)

The second time you log in, you will be asked to establish a multi-factor authentication method. MFA
reduces the risk of unauthorised access and is important feature for DFV Connect - as the system
contains sensitive and private information about our clients.

Each time you log in after this first instance, you will need to enter:
e  Your password
e Confirmation of your identity

You will need to have the Microsoft Authenticator application installed on your phone to set up
multi-factor authentication.

You can download the app from the App Store (for iOS) or Google Play Store (for Android) by
searching for ‘Microsoft Authenticator’ and following the installation instructions.

Process steps
Step Description

1. Open Google Chrome, the optimum browser to use for this system and enter the URL
https://legalaidcommissionofnsw.my.salesforce.com/

or click on your saved shortcut to open the application — see the Tip above.

2. The Connect Salesforce Authenticator screen will display. Click Choose Another
Verification Method.

Connect Salesforce Authenticator

For security reasons, you have to connect Salesforce
or to your account. The app sends a
erify your identity, and

es t ve the app verify
trusted locations. The app provides codes to use as an

serv

alternate verification method

1. Download Salesforce Authenticator from the App
Store or Google Play and install it on your mobile

2. Open the app and tap to add your account.
3. The app shows you a unigue two-word phrase. Enter
the phrase below.

Two-Word Phrase

4. The Choose a Verification Method screen will display. Select Use verification codes from
an authenticator app. Click Continue .

DFV Connect FASS User Guide V1.0 16
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Step Description

Legal Aidigf

Choose a Verification Method

How would you like to verify your identity?

) Use the Salesforce Authenticator mobile app

I @ Use verification codes from an authenticator app |

_

5. The Connect an Authenticator App screen will display.

Legal A

Connect an Authenticator App

Connect an authenticator app that generates
verification codes. You can use the codes when we need

to verify your identity.

1. Download and install an authenticator app on your
mobile device

2. Use the app to scan this QR code.

3. Enter the code generated by the app.

Verification Code
‘ Bk ‘

I Can't Scan the QR Code

Choose Ancther Verification Method

6. If you have not already, go to the App store on your mobile phone, and download
Microsoft Authenticator.

DFV Connect FASS User Guide V1.0



Step Description

a3

= Authenticator

E] Legal Aid NSW
daviss@legalaid.nsw.gov.au

8. The Add account screen will display. Select Work or school account. Select Scan QR
Code.

DFV Connect FASS User Guide V1.0 18



Step Description

Add account

WHAT KIND OF ACCOUNT ARE YOU ADDING?

g Personal account

Work or school account

Other (Google, Facsbook, etc.)

Add work or school account

sign in

9. Your mobile phone camera will open.

Hold the phone towards your DFV Connect screen, aligning the frame with the QR Code.

Scan QR code

this QR code.
pnerated by the app

Your account provider will display a
QR code

Or enter code manually

10. If a pop-up displays, click Continue. A verification code will display.

DFV Connect FASS User Guide V1.0 19



Step Description

4:30
= Authenticator

Legal Aid NSW
daviss@legalaid.nsw.gov.au

dfvconnect
sally.weston@dfvconnect.com

712701 ®

11. Enter the code generated by the app into the Verification Code field box on your
computer. Click Connect.

Legal Aidg
Connect an Authenticator App

Connect an authenticator app that generates
verification codes. You can use the codes when we need

to verify your identity.

1. Download and install an authenticator app on your
mobile device

2. Use the app to scan this QR code.

3. Enter the code generated by the app.

Verification Code

‘ 712701

pack ‘

[ Can't 5can the QR Code

Choose Another Verification Method

12. The system will open and the Home screen or your last visited page will display.

DFV Connect FASS User Guide V1.0
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Log in

Google Chrome is the optimum browser for using the system.

Process steps

Step Description

1 In Google chrome, enter the URL:

e https://legalaidcommissionofnsw.my.salesforce.com/

It is recommended you save a shortcut to this URL to easily access DFV Connect.

2. The Salesforce log in page will display. Enter your Username, Password and select Log
In.

salesforce

Username 1 Saved Username

Remember me

Forgot Your Password?

3. The Verify your Identity screen will display.

On your mobile phone, open the Microsoft Authenticator App

A verification code will be displayed.

DFV Connect FASS User Guide V1.0 22
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Step Description

1:19
= Authenticator

Legal Aid NSW
daviss@legalaid.nsw.gov.au

dfvconnect
sally.weston@dfvconnect.com

360417 ¢

4, Back on the Verify your Identity screen, enter the Verification Code.

Click Verify.

Legal Aidgy
Verify Your Identity

You're trying to Log In to Salesforce. To make sure your
Salesforce account is secure, we have to verify your

identity.

Use the authenticator app on your mobile device to

generate a verification code.

Username: sallyweston@dfvconnect.com

Verification Code

I 360417 I

5. The system will open and the Home screen or your last visited page will display.

Log out

DFV Connect FASS User Guide V1.0
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Process steps
Step Description

1. At the top of your screen, click your profile icon.

Click Log Out.

onformance |V X | +

Sally Davis
ws legalaidcgmmissignofnsw--sit.sandbax.my.s...

DISPLAY DENSITY

Comfy

Forgot password
Process steps
Step Description

1. From the Log In screen. Click Forgot Your Password?

salesforce

Username 1 Saved Username

Password

Remember me

Forgot Your Password?

2. The Forgot Your Password screen will display. Enter your Username. Click Continue

DFV Connect FASS User Guide V1.0



Step Description

Forgot Your Password

Having trouble logging in?

* Usernames are in the form of an email address
= Passwords are case sensitive.

= Sandbox Login

To reset your password, enter your Salesforce username.

Username

Cancel ‘ Continue

Your username is separate to your Email Address, so on clicking Continue, and email will

NOTES pe sentto your email on record.

Note: Password cannot be reset by you more than once in a 24-hour period.

3. The Check your Email screen will display

Legal Aid
Check Your Email

We've sent you an email with a link to finish resetting

your password.

Can't find the email? Try checking your spam folder.

If you still can't log in, have us r he email or

i

contact your Salesforce administrator.

Return to Login

4. Check your inbox and find an email from @salesforce.com
Click on the link in the email.
[EXTERNAL] Sandbox: Finish resetting your Salesforce password

QA _SUPPORT@salesforce.com € Repty | € Repyan | = Forwara || i
To ® Davis, Sally

salesforce recently received a request to reset the password for the username sally

nsw.gov.au.sit. To finish resetting your password, go to the following link. This link expires in 24 hours.

https://l i i it.sandbox.my .com/ nc_ext I/id y/ui/login/ForgotPasswor ial?
r=00D850000036URKO05MN000000PgmMIC|wKNMwoPMDBEOHMWMDAWNDM2VWIrEg8wiMkdNbjAWN DAWMDA4UWIaDzAWNU1UMDAWMDAWCHFtOR[72e38p DESELC38TQEZKW u4rTdzwkXiQAaDEtHQCpaus
ITIGhSISkFBe7M LILOMXBD391| 0s9FIUCI5aelVhz6X0GpUgasSAG|ielNBn00z41aNz69YGii 77547 cf-6465-44ea-8a78-50ca24a361571483140a-8f5a-47f2-a443-fe204f3546a6

If you didn't ask for your password to be reset, contact your Salesforce administrator.
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Step

Description

The Reset your password? Screen will display. Click Reset Password

Legal Al
Reset your password?

Let's get you set up with a new password.

Reset Password

The Answer Your Security Question will display. Enter your Answer. Click Continue

Legal AR
Answer Your Security Question

To verify your identity, answer the security question

associated with your account.

Username

sallyweston@dfvconnect.com

Question

What is your pet's name?

Answer

‘ Ruffles ‘
If you still can't log in, try the following: Contact your
company’s administrator for assistance

The Verify your Identity screen will display

On your mobile phone, open the Microsoft Authenticator App

A verification code will be displayed

DFV Connect FASS User Guide V1.0
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Step Description

11:19
= Authenticator

Legal Aid NSW
daviss@legalaid.nsw.gov.au

dfvconnect
sally.weston@dfvconnect.com

360417 ¢

Authenticator

8. On the Verify your Identity screen, enter the Verification Code and click on Verify.

Legal Aidg
Verify Your Identity

You're trying to Log In to Salesforce. To make sure your
Salesforce account is secure, we have to verify your

identity.

Use the authenticator app on your maobile device to

generate a verification code

Username: sallyweston@dfvconnect.com

Verification Code

‘ 360417

9. The Change Your Password screen is displayed. Enter your New Password, Confirm New
Password and select the Change Password button.
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Step Description

Legal Aid

Change Your Password

Enter a new password for
sallyweston@dfvconnect.com. Make sure to include at

least

@ 12characters
° 1 uppercase letter
@ 1lowercase letter
& 1number
]

1 special character ()

* New Password

" Confirm Mew Password

Match

Change Password

Password was last changed on 4/9/2023, 11:18 am.

10. The system will open and the Home screen will be displayed.

DFV Connect FASS User Guide V1.0
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Navigation

Home page

When you first log in, you will see a home page which includes:
e Dashboard reports
e Today’s tasks
e Today’s calendar events

e Recently accessed records

Click Refresh to update the data.

Legal Aidigy as Bl PN W

NEW SOUTH WALES

i1 DFV Connect Homs v

Dsshboard , § Today's Events
FASS Homepage Dashboard e “
Last refreshed 35 days ago. Refresh this dashboard 1o see the latest data.

A of 20 Sapt 2023, 000 am Viewing as Hazel FASSF-Worker

Court Events for the Week

Today's Tasks

Recerd Count

1992023 2092023 2192023

ourt Event Date Mothing due today. Be a go-gatter, and check back soon.

Open Referrals by Location ® Open Referrals by Record Type and Status nt Records

Flafofole

Global Search

The global search function in DFV Connect are a useful and powerful way to quickly find records and
information. You can search for all types of records in the system including:

e Person Accounts

e Service Provider Accounts
e Referrals

e (ases

e Contacts

e Calendar events

e Reports

e Service events
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Do more with Search!

Open Referrals by Record Type and Status

=Rajojofi-F

The global search functionality uses ‘fuzzy search,” meaning you can find records which means the
system will search for records that match the term provided closely, this includes terms that are
misspelled.

The global search function is recommended for searching for existing records (e.g., client person
accounts or referrals) that have already been created in the system. For example, you might use this
search function when a client you have previously assisted calls FASS for support, to locate their
information.

Step Description
1. In the Search bar enter the search criteria, for example:

e Person name

e Referral number (e.g., REF-0000000251)
e Case Number (e.g., C-00001176)

e Service Event Number (e.g., SE-00000044)

You can search by the exact or partial name or number e.g. Suzan Smith will find Susan
Smith and 251 would search all records with these numbers.

2. The Search results will be displayed.

Search results will be restricted to what is visible according to your user profile
permissions (e.g. you will not be able to see referrals that are not assigned to your FASS
location).

If more than one results is displayed, you can hover-over the results (on the left-hand
side or the Related List Quick Links on the right-hand side) and the quick view of the
record will be displayed.

Click on the relevant result to open it.
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Step

DFV Connect FASS User Guide V1.0

Description

Contact » Susan Smith

Show more results for "suzan smith”

Person Type
| client
I 00}
1/3/1990
I Gender |dentity
I Female
CNI
I 99887766
Funding Program
Safer Pathway WOVCAS

Preferred Service Stream

IWomen (WDWVCAS, Fass F...

Mobile
| PSSR

l Search: All w | Q suzansmitH (%]
Q, susan Smith accounts 'Y Susan Smith
Account
Q, susan Smith cases N |
[ -+ Follow || Edit l Delete l -
Q,  Susan Smith contacts
PEE NN S - - - 1
Is P A t i i
m Susan Smith s Person Accoun | R‘elated List Quick @
Account ¥ Links
Susan Smith Preéemed Narmes 0 Related Accounts (1)

IE Referrals (Client) (3)
IU Cases (1)
[ Case Participant (1)
B Service Events (4)

1@ Action Plans (0)
B Care Plans (0)
0 Files (0)

0O Notes (0)

5
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Main Menu

The Main Menu should be used to access specific components/records in DFV Connect. The main

records you will use are Accounts, Referrals, Cases, Service Events

Legal Aidg

i DFV Connect

Court Events for the We

R - - W

Home

Accounts

Contacts

Cases

Referrals

Service Events

Calendar

2042023

023

Today's Events

Today's Tasks

OODOB0B6O .

Reports
Open Referrals by Local

& Edit

Open Referrals by Record Type and Status 3 RecentRecords

Main Menu record/component description

Main Menu Object ‘ Description

Home The Home page displays dashboard reports, notifications and access
n to daily tasks, events and recently accessed records.
Accounts There are two types of accounts in DFV Connect:

1. Person Account (Client, Other Party and Dependant)

2. Service Provider (External Service Provider)
A Person Account stores details about clients, other parties and
dependent children, and associated records including referrals,
cases, and service events. You can review a client’s person account
to understand their history and contact with services.
A Service Provider Account stores details about all external service
providers and individual contacts.

O

Contacts Contacts can be created for service provider accounts. Select this
option to view, create and manage details of individual (contacts)
a associated with an external service providers/organisation who
made and/or receive referrals.
Cases A case contains information about services and support provided by

your service to a client. You can select this option to access cases
created within your service area.

Referrals

Selecting referrals from the main menu will take you to referral list
views. You can also create a manual referral when the referral

—B
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record is selected. From the referral record, you can record contact
attempts, consent status, and create a case.

Service Events

Selecting service events from the main menu will display all recently
accessed service events by you.

Service events in DFV Connect are used to record services and
support provided, some of these are also functional.

Calendar The calendar contains all calendar events (appointments, meetings
etc.) recorded within DFV Connect.
Note: This calendar is not synchronised with your email calendar.
Reports Selecting reports will take you to available reports within DFV

&

Connect. You can use this to create and run reports.

List views

List views provide a way for DFV Connect to group information records (e.g., Referrals, Accounts,
Cases etc,) and when you select a particular record, you will be able to quickly see information
depending on what you have selected.

When selecting a component from the Main Menu such as Referrals you will be able to access
certain list views relevant to their required needs. For example, accessing the FASS Service Area —
Work Allocation list view will display all open FASS referrals for your service area.

There are various list views that you can click on depending on what you need to review:
e Recently Viewed - This view presents all referrals recently viewed by you.

o FASS Service Area - All Referrals: This view lists all referrals within your service area.

Legal Aidigf

Recently Viewed v

Moy @ st

There are two options available for displaying records:

1. Table view
2. Split View
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Table view

In this format, data is organised in a table with rows and columns. Use this list view to view high-
level information about the record.

i1 DFV Connect Referra # REF-00000009¢

Rafarral
a Recently Viewed » 1
50- it doted 8 minute ago

Referral Number Client Record Status Record Type Contact Referral Date Location Service Aren

Split view

The split view layout has less information displayed about the record type. You can use this list view
to quickly access other records when in a current record.

- @ae? & @

i1 DFV Connect Referrals

2 Recently Viewed v+ - a
E3 ReFoo00000960

Recontly Viewsd +

Activity

e Lefthand side pane: Displays all records within the list view selected.
e Righthand side pane: Displays the record selected and accessed.

You can toggle between these views by selecting the table list display (magnifying glass below) and
can view the entire record accessed by clicking on the small arrow in the centre of the pane
(magnifying glass above).

Legal Aidgy 2 @22 e §

s:t  DFV Connect Referrals v

Referrals
a WDVCAP - Work Allocation v %

50+ items « Sorted by Referral Number « Filtered by WOVCAP - Status. Service Area « Updated a few seconds 3go

Referral Nu... T+ ClientRe... v First Name v | Last Name v Referr.. v ReallocationR.. v CRP.. v Location v | Organisation v | Referrer RiskRating  ~  Con c... v Contac

Katherine ohnson 19/7/2023 Incofrect gendes Brisbane Water RA Serious Threat
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Case list view

The cases list views will be most relevant to see who your current clients are. For example, the
Service Area — All Cases list view will display all open cases for your service area and is useful to see
all your clients within your service area.

Legal Aidg @ ea @

V Connect Cases v

Cases
a Service Area - All Cases »  #

19 items » Sortesd by Case Mumber « Filtered by All exses - My Servies Ares » Updates

Case Number T Refer

v CaseStatus | Date/Time Opened ~ | Date/Time Closed | Ownar Nama v Last Modif...

< (4] [4) [4]/[«

ol

Record navigation

A record in DFV Connect is how information is stored, there are various record types including a
referral, case, client account etc. When you access a record type (i.e.., a referral, case, or client
account) in DFV Connect, you will have various functions and types of information available that are
specific to the record selected.

To access a certain record, click record number. For example, you can access a referral by clicking on
the REF-00000122.
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| Quick-action buttons |

Status Bar

Activity

Details
Tab

[

£ s

a8 a -

 Upcoming & Overdue

Related Tab

Object Description

Compact view

Situated at the top of the record, displays specific information about the
record.

Quick-action

The quick action button function allows users to perform actions directly

buttons relating to the specific record. Availability of buttons will vary depending on
the type of record selected as the functions differ with record type.

Status bar Displays the record’s current status.

Details tab Displays details about the record selected.

Related tab Displays information and records relating to the record selected.

Activity timeline

The activity function allows users to log activities for the specific record (e.g.,
log a call, create a task or email). Once an activity is record, it will appear on
the activity timeline.

Opening multiple related records

When you open a record related to a parent record, it will open in a ‘sub-tab’ either beneath or to
the right of the original record opened. This hierarchical arrangement allows you to navigate
between connected records.

DFV Connect FASS User Guide V1.0
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Legal Aid

ot maLsL

DFV Connect Feterats

& REF-0000000%. R G M e

Keterial

REF-0000000960

L M enne Recened

Related
E Reterrals (Related Reterral) (0

B} otherpary (1)

1 e + Ugetated 2 howes 39

Other Partytomber

CRP Referr

Actve Canes

v Upcoming & Overdue

Ciosed

al-
Fiers: A% tome » AL actvives « Al Dypes @

General terms

See below diagram for key terms in DFV Connect.

List View
To change or filter
the list

Search bar
Find a specific
record

Tabs

Every record you access will opened in a
new tab so you don’t lose your place.
Holding ‘Shift W’ will close all tabs.

& Logged in a5 Eleanar FASSF- +usac/ (eleanor@team622794.testinator.com) | sandboxc: SIT | L g.0ut as Eleanor FASSF-Worker

Notification
You have a new
message

DFV Connect FASS User Guide V1.0

DFV Connect Referrals v HREF00. v X FREF-00. v FL®hits.. v X P REF-00. v X ElOpenR. v X @FASSH., v X  MoreV
Referrals e
FASS Service Area - Work Allocation v #
Search this list 5
3 items « Sorted by Referral Number « Filtered by All referrals - Status, My Service Ares, Funding Program » Updated 33 minutes ago search s i ¢ 7 ey
Referral Number T | ClientRecord “  FirstName »~ | LastName ~ Referral Date ~~ Organisa... v Status ~  location  RecordType ~ OwnerN.. v LastMo..
1 Phyllis Fox Phyllis Fox Received FASS Referral efass efass v
2 Ju-Lee Kim Ju-Lee Kim Received FASS Referral efass efass v
3 Ju-lee Kim Ju-lee Kim 23/9/2023 Received FASS Referral efass efass v
? Help @ HiStOl) (g—
Help History
Access to support bt To find recently
material accessed records
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Accounts

‘Accounts’ in DFV Connect is the record type where primary information is stored about clients and

external service providers. In DFV Connect, there are two types of accounts:
3. Person Account

4. External Service Provider Accounts

Service Provider Accounts

The Service Provider Account stores details about external service providers (e.g., external referral

partners) and their individual contact information.

These accounts are an effective way to store information about all your external service providers

and relevant individual contacts.

All external service provider accounts are visible and editable by all users across

WL funding programs within the system.

Contact

Service Provider
Account

Practice rules

e Your local external service provider list maintained outside of DFV Connect should be
updated with DFV Connect Service Provider Account name to avoid duplicates within the
system. At a local level it is recommended that staff regularly review their local external
service provider list on a quarterly basis, to ensure it is current and up to date with the
Service Provider Account stored in DFV Connect.

Create service provider account
Notes

e You should always search for a service provider account before creating a new one

Process steps

DFV Connect FASS User Guide V1.0
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Step

DFV Connect FASS User Guide V1.0

Description
After searching for the service provider account and no existing account is found, to
create a new account:

e Select Accounts from the main menu and

e then New in the top righthand corner.

Preferred M. | Persan Type oo Gender Iden. a Funding Progea m Preferred Service Stream | Mobite

The New Account screen will be displayed. Select Service Provider - External Service
Provider radio button. Click Next.

New Account

O rerson
nt, and Other Party

| Cance |m

The New Account: Service Provider screen will be displayed. Enter as many details as
possible and select Save.

Service provider category: There are a few fields on the service provider account that
are mandatory, including the Service Provider Category field - this ensures reporting is
easy to categorise.

External referral service event: The service provider account option is available on the
external referral service event.

Remove service provider account: To remove a Service Provider, you can do a global
search to locate the account, click a pencil icon to edit and enter the date of inactivity.
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Create contact

You can create multiple individual contacts for a service provider account. There must be an existing
service provider account before you can create a contact.

Process steps
Step Description

1. From the Main Menu, select Accounts to open the list of existing service provider
accounts. Ensure the ‘All Accounts’ or ‘Service Provider Accounts’ list view is selected
before searching for the existing account.

Legal Aidy TEE L) -

2. Once the relevant account is located, select the hyperlink on the account name to
access the account.

Aid s Be e

onnect Accounts i osooro X | REF-0000 7 ko s X | REF-000 T REF-0000 X | Ese0000 Ba Case s X Mere v

Legal

Where no existing account is located, see steps on creating a service a provider account
to proceeding with creating a contact.

3. Click on the Related tab on the Service Provider record.

Legal Aidgy a SN E RN

i DFV Connect coounts W ranate.. =seom. v " zatea, e B Richm... Thesa-. 2 aichm X fEED o Fa Caza M. X wom v

lanagement Community Services - Chatswood [

Activities

 Upcoming & Overdoe

4. Select New Contact button to add an individual contact person. You can add as many
individual contacts as required per service provider account.
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Step Description

E Case Management Community Services - Chatswood |2 *

et Related Actvitles

F— |

= T —r

- Upconing & Oventis

5. The account name will automatically populate with the service provider account
details. Enter the details and click on the Save button.

Mew Contact
VVVVV ] O o -
= - |
6. The individual contact is now saved as a contact on the service provider account.
LegnIAid' 3 Ba?ea S
“ommunity Services - Chatswood |7 + Fell
[ scrvice Events (Organization (8
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Person Account

The ‘Person Account’ in DFV Connect stores details and information about all FASS clients, the Other
Party, and their Dependent Children. There are three types of Person Accounts:
e C(lient

e Other Party
e Dependent Children

To add information about your client’s dependent children, you can add the relationship and create
a new account to save information about these related parties.

All person accounts are visible and editable by users within your funding program
(i.e. FASS Women and FASS Men only).

Visibility
All edits are tracked when updated so you can easily see when an account was last

modified.

When to create a client person account

As all information is stored within the client person account, a client person account must be created
and/or linked to all referrals received. See create and/or link client person account for process steps.

Practice rules

a. All client person accounts should be created from a referral (i.e., manual, and internal
referrals). See link and/or create client person account for process steps.

b. Client person account can also be created for women involved in Apprehended Personal
Violence Order (APVO) matters, i.e., personal violence orders such as stalking, sexual assault
offences and vulnerable women and for women with whom your service has not had contact
with but there has been a link to:

e Acritical incident
e Serious concerns from a stakeholder and the matter needs to be tracked

e No contact ‘at serious threat’ referral which will be referred to a SAM.
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Duplicate person accounts

As it is general practice to check for an existing person before creating a new one, over time there
should be less duplicate person records created. The system will identify duplicates where the first
name, last name, funding program (FASS Women, FASS Men) and either:

e Date of Birth

e Email

e Street and city or postcode
e Mobile

e Work phone

are a match or a partial match. For example, it will identify Amanda Smith and Amanda Smith with
the same address as being a potential duplicate.

e Only Managers and assistant managers have permissions to merge duplicate accounts.

e  Where you identify a duplicate account, contact your manager to about merging the
duplicate account.

e [f you are creating a person record and the system recognises there is a potential duplicate
you will receive a notification, ‘It looks as if duplicates exist for this Account.’

Residential Address

Residential Address

Aboriginal and Torres Strait

A = - |
Process steps (Managers)
1. To merge a duplicate account, from the Person Account, click on the Related tab and
then View Duplicates.
Legal Adg . s@e2 s @

i3 DFV Connec t Aceounts v Bleeme. v X S SE000

Related Accounts 0)

« Amanda Smithers may not be automatically picked up as a duplicate of Amanda Smith
NoTE with the same address unless both records also have the same email, work, or phone
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number. If you are certain they are duplicates, add the same phone number to each
record, and the system will then identify the duplicate.

2. The Potential Duplicate Record screen will display the overview of duplicate client
details. Select the checkbox on the records and Next.

.
3. The Compare accounts screen will be display displayed. By default, the duplicate screen
will show initially fields that are different, you should review to ensure they are

duplicates.
e Select the most up-to-date fields to be merged.
e To save time, select ‘use as principal’ where the fields are most correct.

e Once you have selected all of their details, click Next

Potential Duplicate Records

4, The Confirm merge screen will display. It is important to review the accounts before
merging as it is an extremely complex task to be undone. When you are certain the
records are the same person, click Merge.
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Potential Duplicate Records

Confirm merge

5. Once merged, all records will appear on the principal account selected.

008 Relstonsp with Account

DFV Connect FASS User Guide V1.0
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Client Intake

2. Record client support

Create FASS referal
lincl. consent] from
client person account

Existing elient

Create
dependent child
account(s)

Add other party details
and linkfcreate other
party person account

Create case
coordinafion
case

Create FASS referral
[incl. consent) and
linkfcreate client
person account

Record service provided
|gq.. information and
support, safety planning,
external refemrals)

Process Referrals

FASS Social Support Staff receive referrals for persons affected by domestic and family abuse with
family law issues. These referrals may come from the DVU (Domestic Violence Unit), EIU, FAMAC
(Family Law Assistance for Aboriginal Communities), judicial officers, private lawyers, NGOs, or self-
referrals to provide legal or social support while one navigates the family law system or continues to
have family law challenges.

All referrals received by FASS Women and FASS Men are recorded in DFV Connect as two types of
referrals:

1. FASS Referral: referrals that are manually entered in the system (i.e.., referrals received by
phone, email and at court)

2. Internal Referral: referrals made internally through DFV Connect by DFV Connect users, for
example, referrals made from a FASS Social Support Service to a WDVCAS (see ‘Prepare
Internal Referral’ service event for more information on how to create an internal referral).

All referrals are visible by users within your funding program (e.g., FASS only). Users

Visibilit . . . .
y can only edit referrals assigned to their service area.

Add other party details and Add dependent child details
link to account (create person account)
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To create a FASS referral, you should search for an existing client person account in DFV Connect.

You can create a FASS Referral from a person account, or you can create a referral and link the
referral to a person account. All Referrals must be linked to a Person Account.

Create a referral for existing client

Bxisting client found

Search for client

Process steps

Step Description

Create FASS refemal
{incl. consent)

1. Search for your client person account using one of the methods:

1. Using a global search function. This searches for all records and components in
the system. This is the search bar at the top of the screen.

2. Accessing the record type from the main menu and searching when in the
particular record type. In DFV Connect, all client records are stored as
‘Accounts,’ so we have selected ‘Accounts’ from the main menu to search for a
particular person using the search button on the righthand side.

Only names can be searched using this function, but you can filter by columns
selected to see other information. If you need to search by other criteria, you
can use the global search function.

Legal Aidy
nect | ms |

EEr—

A Ba?aa {3

| Pratered Namas <+ | Parson Tyme

| e gty o v Funding Program

alnlolaibliolnialoloiololalniolololalolals]
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Step

Description

In this scenario, we have found an existing client record for the person searched for. To

access the account and create a referral, you can click on the link in the account name

column.

The client Person Account will be displayed.

Referral.

Click on the quick-action button Create a

.......

The Create a Referral quick-action
pop-up screen will display with all
client information pre-populated
onto the new referral.

Referral Details section:

e Service Area will be defaulted
to your FASS Service Area

e Enter Referral Date

Client Details and Demographics
sections

e Enter Client Details including
First Name, Last Name, DOB,
Gender Identity, Preferred
Service Stream, and other
contact details

DFV Connect FASS User Guide V1.0
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Step

6.

Description

e Select whether v Gl amagnans -
Aboriginal/Torres Strait =
Islander e -

Complete as many fieldsasyou ... : o
can and click on the Submit o
button.

The referral will be saved. You can access the newly created referral from the Related
tab of the client’s Person Account. Click on the referral to open it and continue the
referral creation process.

i3} DFV Conmect Home ~ | @PAsSHo. v X | BTN, v X PRRISR. v X | BADAN. v X BAFGL v X BldpeRe. v X FREON. v X BsTen. v % | Qe v X o™

B s Tumer

B i e
o 31580 Femse
Deats Related Activiies  Choter

JE8 e foumd o potenti dupikatesoftis Account

[ Lmop—— sc o
v Upcoming & vendus
B Reforrals (€lienst 23

X

Fecard Type stans Reterrs Date

———) s
[= )

[=

[ r—

B cermm

The referral will be displayed. Click on the Edit icon to complete all required fields.

2. Loguedin s Heares FASSF-Viorke el @teamo227 it esiotor com) | Saedbo 51| 199 ul 1 esnor FASSF- o

DRV Connect v @ussie. v BAmom. vx MioMsh. vx Bmren vx Buwree. vx Bowrh. vx Ao, vx | Barm vx Qs vx b

- Refere Detsils

Complete the Referral sections and select Save once completed.

DFV Connect FASS User Guide V1.0
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Step Description

H DRV Connect

REF-0000001058

Referral Details — Location, Purpose, Description, Date, Type (Referral Type field is
a system generated mandatory field. Either ‘Inbound’ or ‘Outbound’ can be
selected — it does not affect the referral information), Risk Rating

Consent — record consent date and status

Referrer Detail - Indicate whether referral is Self-Referred, or client was referred
by an organisation

Client details — some of the fields will be prepopulated from client’s Person
Account, complete as many as you can

Client Demographics - some of the fields will be prepopulated from client’s Person
Account, complete as many as you can

Family Cout Details — Court File Number, Client Represented, Representation
Details

ADVO and Charge Details — Existing ADVO, Current ADVO Conditions

Additional Referral Details — Sexual Assault, Homicide, Victim aged under 18.
Strangulation Disclosed, Child Protection Concerns, Dependent Child Information

Conflict of Interest — Conflict of interest (Y/N), Conflict of Interest Description

Referral Status — Related Referral, Referral Status, Closure Reason, Closure
Comment, Does this referral have open cases, Reopen Reason, Reopen Reason
Comment

2. REF 0000...

Activity

T ——

8. Once you populated all fields and saved the referral you will be able to add other party
details and add dependent child details.
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Create a referral for new client

Search for client

Create FASS refemral
Mo exsting client (new fincl. consent] and

chent] linkf/create person
account

Step Description
1. Select the Referrals component from the Main Menu and click New.
GEN- P RN W)
“ _
2. The New Referral: FASS Referral screen will be displayed. Complete sections and select

Save once completed.

Referral Details — The funding program and service area will always default to
yours, if you work across one or more family courts within your service area, you
must select this location. Enter Location, Purpose, Description, Date, Type
(Referral Type field is a system generated mandatory field. Either ‘Inbound’ or
‘Outbound’ can be selected — it does not affect the referral information), Risk
Rating

Consent — record consent date and status

Referrer Detail - Indicate whether referral is Self-Referred, or client was referred
by an organisation

Client details — complete as many fields as you can — fields marked with * are
mandatory fields

Client Demographics - complete as many fields as you can — fields marked with *
are mandatory fields

Family Cout Details — Court File Number, Client Represented, Representation
Details

ADVO and Charge Details — Existing ADVO, Current ADVO Conditions

Additional Referral Details — Sexual Assault, Homicide, Victim aged under 18.
Strangulation Disclosed, Child Protection Concerns, Dependent Child Information

Conflict of Interest — Conflict of interest (Y/N), Conflict of Interest Description
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Step Description

e  Referral Status — Related Referral, Referral Status, Closure Reason, Closure

Comment, Does this referral have open cases, Reopen Reason, Reopen Reason

Comment
New Referral: FASS Referral
= Required Information
Referral Details
Funding Pragram FASS Women Cwner Name ¥ Eleanor FASSF-Worker
Service Area FASS Sydney “Referral Date l = I
Complete this field
Location @ - “Referral Type I None-- -I
Complete this field

Referral Purpose Referrer Risk Rating --None-- v
Available Chosen

Specialist DFV Support 4

Safety Action Mesting

4

Court Support

Referral Description
p
Consent
Consent Date @ o Referral Consent —-None-— -
Status
Rafarrar Nataile
3. Once you complete the form and save it, the Referral will be opened. Click on the

Create Person Record button, to link the referral to a client person account.

All referrals must be linked to client person account to maintain a client history.

can and click on the Submit button.

DFV Connect FASS User Guide V1.0

The Create Person Account screen will be displayed. Complete as many fields as you
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Step Description

Create Person Account

5. Now that the client’s details are saved into a person account, the referral will show that
client record exists (there is a link under the Client Details).

CIEN - R W)

6. Complete the referral details (click on the edit (pencil) icon) and complete add

information about the referrer — either self-referred or an individual.

Legal

A @22 0@

Actvity

~ Upcoming & Gverdus

DFV Connect FASS User Guide V1.0
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Step Description

7. When entering referrer details that are not self-referred, you must select the category
they relate to. These categories are relevant to FASS and it is important it is recorded so
we can report on all FASS referrals received. Once you have entered in all information
about the referral received on the referral details page received, click save.

Legal Aidgyl a oersa @

Add other party to referral and link/create account

Once you have created a referral, you can add the Other Party details to record their information on
the referral record.

The other party person account must be created from the FASS referral record. You should always
add the other party information to the referral and then create the person account once you have
entered their information on the referral.

Step Description
1. To add the Other Party details, select the related tab on the referral.
Q Ses *[- 2?2042 @
21 DFV Connect Referrals v P REF00. v X  PREFO0. v~ X FLRohitS. v X P REFO0. v X  @FASSH. v X  Moew
Referral
B REF-0000000983 Create Person Accoun! Change Qwner Clone 4
f
Details Activity
v Referral Details - [; M
Funding FASS Women a a e me Al v
FASS Sydney

1. Select New on the other party section.
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Step Description

Related

otmarpary (0

[

o

Activity

[[=] EmlEr

B moterrai tRatates Ratemai) (0) ¢ Upeoming & Overdue
B
0 sl apar
o +I[<

2. The other party component for the referral will appear.

Check to see if there is already an other party person account, by searching their name

in the person account field.

o If the other party person account exists in the system, select person account so

it is saved to the record.

New Other Party

3. Enter the other party details and save.
LeggIAid' macoa B
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Step Description

4. The other party information is now saved to the referral. While it has been opened in a
separate tab, you can see the referral this information relates to by the referral number
hyperlink.

If there was no existing other party person account, you will need to link and create the
other party person account to ensure the other party information is saved to the
client’s person account, you can link and create a person account for the other party.

To create the other party person account click on the create person record button.

Note: all other party person accounts must be created from the referral record as this
ensures that information is linked and contained properly.
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5. A quick-action pop-up will appear Similar to creating the client person account, the
information will be pre-populated.

Create Person Record

6. You will need to select the type of person account as ‘other party’.
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Step Description

Create Person Record

- Reltiratip - Pty Trpe

7. Select the relevant relationships.

Create Person Record

8. The other party person account has now been created and linked to the referral. To
back to the referral record, you can click on the hyperlink or click on the referral
number tab to the left.
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9. You can now see the other party has been added to the referral and that it has linked to

an other party person record account — indicated by the person record column. This
would be blank if it hadn’t been linked.
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Step Description
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Create dependent child account

You can record details for your client’s dependent children by adding the children's relationship to
the client’s person account. This process is referred to as ‘creating a dependent child account’ and
can be located on the related tab of your client’s person record.

This information may not be obtained when you initially speak with your client, but you can record
their information at any time during supporting your client. It is best practice to confirm the
dependent child’s information before adding the relationship to the client account.

When you add the dependent children account as a relationship on the client’s account, their person
account will be linked to the client’s person account as a ‘related account’.

Pracfice rules
e Dependent Children are:
o Children aged 16 and under

o Inthe client’s care (including children, who from time to time, reside with another
parent or caregiver)

Process steps
Process steps

Step Description

1. From the Client Person Account, click on the Related tab. Click Add Relationship.
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Step Description

333 DFV Connect Home v | da REF-0000000191|Re.. v X
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@ Ms. Sally Smith

=

B3 We found no potential duplicates of this Account.

Related Accounts (0)

2. The New Account Contact Relationship screen will be displayed. Search the dependent
child’s name to see if there is an existing account.
Legal Aidiy ‘me220a®
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3. If the dependent child’s person account already exists, you can select their account to

add the relationship in the Account field.

If they do not exist, select +New Account to create the dependent child’s persona
account.

New Account Contact Relationship

4. The New Account screen will be displayed. Select Person record type and click on Next.
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Step Description

New Account

Select a record type
‘é‘ Person
Client, Dependant, and Other Party

Service Provider
External Service Provider

5. The New Account: Person quick-action pop-up will be displayed. Complete the details as

required:
e Person type (Dependant)
e Details (Name, DOB)
e Demographics (Aboriginal or Torres Strait Islander)

e Additional Information (including school/childcare details and where they
reside)

Select Save.

New Account: Person

Account Information

~

6. You will be taken to the New Account Contact Relationship screen and the Dependent
Account will be populated in the Account field.

Select the Dependents relationship with the Contact, and the Contacts Relationship
with this Account (see below where Timmy Smith (Dependant Child Account) is the
Child, and Sally Smith (Client Account) is the Parent or Carer.

Add Relationship Notes if required.

Select Save.

DFV Connect FASS User Guide V1.0
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Step Description

New Account Contact Relationship
Account Contact Relationship Information

Party Type Dependent -

*Account ) ) Relationship with child -
@ timmy smith * Contact @
*Contact Relationship with P -
B saly smith R p arent/Carer
Account @

Relationship Notes

7. Once you have saved this information, the dependent child person account will appear
in the Related Accounts section.

Ms. Sally Smith
Person Type DoB Gender Identity Latest Risk Rating Client Start Date
Client 1/1/2000 Threat 23/9/2023

Details Related

3 We found no potential duplicates of this Account.

Related Aceounts (1) Add Relationship
Account Name Person Type Gender Identity DoB
Timmy Smith Dependant Male 3]

The client’s account will also be linked to the dependent child’s person account (see
below example).

I\;Ir T:m}ny Smith

Person Type DOB Gender Identity Latest Risk Rating Client Start Date
Dependant Male

Details Related

3 We found no potential duplicates of this Account.

Related Accounts (1) Add Relationship
Account Name Person Type Gender Identity pos
sally smith Client 1172000 2]

| Referrals (Client) (0)
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Record client support

To record client support, you will:

Create a case coordination case and
Record services provided to clients using service events in the case coordination case
created.

Record services provided
Create case coordination Information and support

case Safety planning
Make extemnal referral efc.

For process steps, see clients and case coordination.

DFV Connect FASS User Guide V1.0
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Clients and Case Coordination

After you have created the Person Account and the Referral you can create a case coordination case.

2. Record client support

Create FASS referral
(incl. consent) from
client person account

Add other party detais Create Create case
and link/create other dependent child coordination
party person account account(s)

case
Create FASS referral
(incl. consent) and
link/create client
person account

Existing client

ew client

Record service provided
(eg.. information and
support, safety planning,

external referrals)

Create a case coordination case

Pre-requisite to create a case is to receive and record consent from the client. If you have not done

this when creating the referral, you can navigate to the referral, click a pencil to edit the referral, and
enter a Consent Date and Status.

Step Description
1. Only once you record client consent you will be able to create case coordination case.
Open referral and click on the edit (pencil) icon on the Consent area.
Legal Aidigy = \ ABe?oa @
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2. Now that we have recorded that the client has consented to providing support, the
Create New Case Coordination button will appear on the referral record.
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Step Description
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3.  The Create New Case Coordination pop-up screen will be displayed. The Contact Name,
Referral, Case Status (will default to Open). You can change the status and date if you

are recording this on a later day. Enter a Description (optional) and select the Save
button.

Create New Case Coordination

Cancel m

4.  The Case “00000xxx” was created pop-up will appear. Click on the “00000xxx” number
on this pop-up to navigate to the Case.

@ Case "00001341" was created. X

Alternatively, if the pop-up disappears before you click on it, you can navigate to the
Related tab and click on number under Cases.
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Step Description

5.  The Case record will be displayed. You can now record Service Events such as
Information and Support, Safety Planning etc. Click a pencil icon to edit the case details
if required.

Legal Aidigy o @arna

6. Make required changes and select the Save button.

View open cases

Step Description

Once you are logged on, from the Main Menu drop down, select Cases. Then from the
List View drop down, select My Open Cases.

The list of all cases you are owner will be displayed. To open the Case, simply click on
the link. Click on the relevant Case Number to open it.

Service events

Service events typically refers to an interaction or action related to providing service or supportto a
client. Service Event is a comprehensive record of all interactions and activities related to clients and
are crucial for tracking client history ensuring the accountability and delivering consistent and
effective service.
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Service Events/Functions

* Information and Support .
+  DWVSAT .
+ External Referral

+ Safety Planning .
* Mandatory Reporter Guide

Child Protection Report

Information and support

Prepare Internal Referral
Case Management
Assessment

New Note (like a file note or
post-if)

The ‘Information and Support’ service event enables you to record the date, mode and write notes
about information and support services provided to your client. As a FASS social support worker, you

can use this service event to record:
e Screening for social welfare issues provided

e Emotional support

e Information provided (including information about court).

Where information is provided, this must be recorded by following these steps:

Step Description
1. From the Case, click on Information and Support in the quick action bar (top menu).
Legg[ﬁig' I a P
B S sty e o =

2. The Information and Support pop-up screen will be displayed. The Client, Case Number,
Staff Name (you) and the Staff Service area (your location) will be pre-populated. Click

on the Save button.

DFV Connect FASS User Guide V1.0
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Step

Description

Information and Support

The Service Event “SE-00000xxx” was created pop-up will appear.

LegalAld EITERTY:
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© service pvern EETRO0TIH s created.

[a] Stacey Strawberry

Click on the SE-000 number on this pop-up to navigate to the Service Event.

Alternatively, if the pop-up disappears before you click on it, you can click on the SE-000

number in the Feed on the right-hand side.

Or, you can find the Service Event on the Related tab of the case record, under the

Service Events area.

The Service Event will open. Click a pencil icon to edit the details. Complete as many

fields as you can.

DFV Connect FASS User Guide V1.0
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Step

5.

Description

Select one of the available options for Contact with Client or Service/Agency.
If you contacted a Service or Agency, you will also need to select a
Service/Agency Category to assist with reporting.

Select the Mode of how you provided the information and support e.g.
Telephone

Select the option that represents what type of Information/Support you
provided (e.g. emotional Support, Court Information, Screen for social welfare).
Complete the Service Event Summary — Type in the Service Event Summary
e.g., a description of what you provided. This a rich text area that will allows
you to format your text (e.g., bold, bullet point,) with a character limit of
120,000 characters (approx. 4 x A4 size pages document).

Click Save

Legal AR ‘ Qaies®
] ot B3 Stepcie Ornge e r———

? o

The Information and Support Service Event will be saved, and a record of the service
provided to the client is available from the case.

Teoa AR TEIYY-
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Step Description

6. The Service Event is available from the Case page, under the Related tab. It is also saved

on the case feed activity. The feed will populate with all activity for the client.

Legal Aidigy
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DVSAT

The Domestic Violence Safety Assessment Tool (DVSAT) is a standardised tool used for assessing the
level of threat to people experiencing domestic and family violence. A person may be assessed as
either ‘at threat’ or ‘at serious threat’ due to domestic and family violence through completion of
the DVSAT.

FASS Social Support Staff may from time to time complete a DVSAT in DFV Connect.
Step Description

1. From the Case, click on DVSAT in the quick action bar (top menu).

Leod AICRY - T TEETY-

DRV C:

2. The DVSAT Part A: Risk identification checklist will be displayed.

Answer all Part A questions by selecting Yes, No, Don’t Know or Don’t want to answer,
and entering any additional Notes for each question.

Click Next

i 00001340 | Case [ DVSATA...

Steps

1. Have you and your partner separate (in fast 12 months)? Are you planning ta leave himiher? O Part A: Risk identification chackist

3. The DVSAT Part B: Professional Judgement screen will be displayed.
Answer the Part B Professional Judgement questions.
The Part A Risk Rating will be pre-populated based on the Part A answers.
Select a Part B Risk Rating

Select a Risk Rating Identified based on the highest rating from Part A and Part B i.e. if
either are Serious Threat, then the overall Risk Rating should be Serious Threat. Please
note that we have asked for an enhancement so that this is pre-populated with the
option to edit it. Click Submit
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Step Description

& a0  Caze [ OVSAT A

4, The Competed page will be displayed.
Click Next

O Complered

5. Once you have submitted the DVSAT, your responses can be viewed on the related tab

on the assessment. Click on the Related tab.

Legal AR as
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6. Viewing responses from the related tab is an easy way to view all the responses to the

DVSAT questions, however you can also click on the ‘assessment summary’ button to

view the DVSAT form.

Legal A

 Upcoming & erdos

« If you navigate back to the Case you will see that the DVSAT will appear in the Feed and

NOTE

refresh the page for it to appear here.

DFV Connect FASS User Guide V1.0
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Step Description
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If you navigate back to the Person Account, the Latest Risk Rating will display this latest
risk rating.

Legal Aidi

If the client is at serious threat, then you should make a referral to your local WDVCAS
or LSS.

External referral

An external referral is used when sending the referral to any provider that it not using the DFV
Connect system, e.g., a Family Support Service for counselling. This may be a warm or supported
referral with the client's consent.

Practice rules

a. Obtain consent from the client to make an external referral on their behalf
b. Create an external referral for each separate referral made for the client

Process steps
Step Description

1. From the Case record, click on External Referral in the quick action bar (top menu).
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Step

Description

---------

The External Referral pop-up screen will be displayed. Select if this Referral is for a

Dependent Child (Y/N).
Click Save

External Referral

Lo o

The Service Event “SE-00000xxx” was created pop-up will appear on top of the screen.
Click on the SE-000 number on this pop-up to navigate to the Service Event

Alternatively, if the pop-up disappears before you click on it, you can click on the SE-000

number in the Feed on the right-hand side, or you can access it form the Case Related

tab, under the Service Events area.

Legal Ay = ] BN P N

The Service Event will open. Click a pencil icon to edit the details.

DFV Connect FASS User Guide V1.0
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Step Description

Legal Aidi

5. Complete the fields in the Referral Details including the Organisation, Service Provider

Contact, Referral Date, Mode (e.g. letter)

Complete the Client details ensuring to record the Client Consent (mandatory) for this

referral.

Add Referral Description (mandatory) and select Save button.

Legal Al

6.  The information recorded on the service event (including contact, external provider
account and email) will automatically populate onto the letter (If your service provider
prefers sending referral letters). Select Generate Referral Letter button.

DFV Connect FASS User Guide V1.0
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Step Description

Legal ARy T 0e7es @

= 55-00000,

7.  The Document Generation Tool screen will be displayed. Click on Generate Document

[

8.  The Pick a Template screen will display. Select the FASS External Referral Letter and
select the Next button.

LeQEL&-i.‘.‘:I\' BN =R -

9.  The Generation Options screen will display. Select the Downloaded File Format (Word
or PDF). Provide a Document Title. Click Next
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Step Description

Legdl ATy 5 —
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10. The Document will be generated. The information recorded on the service event
(including contact, external provider account and email) will automatically populate
onto the letter. Please ensure that all details you want to be included in the letter are in
the system, so you do not have to edit the contact information again.

The generated, un-edited letter automatically saves to the service event.

* To make edits to the letter, you will need to download the letter (Download
Word)

Close the Generate Letter tab.

Legal Aidgy 1Be2oa®
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11. The original unedited file will automatically be saved in the Service Event.

Click on the Related Tab and you can see that it appears under Files. If you have made
changes to your local version, upload the new version by selecting the View All.
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Step Description

New Value

To upload a new version of the file (if you have downloaded the Word document click
on the drop-down menu and select Upload New Version.

Legal Aidigy B
s ” e ol
12. o
13 Find the new version of the generated letter and select OK. The new version of the
" document will be uploaded.
You can also send an email to an external referral service provider from DFV Connect
External Referral. Open an external referral and select the Email icon in the Activity
area.
B External Referral

14, | = e
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Step Description

The email window will be displayed in the bottom right corner. To expand the window,
click on the “maximise” arrows.

Teoa ANy TTEETY:
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The email window will be expanded. To generate an email template, you can click on
the template hyperlink in the bottom left-hand corner of the emails and select the
relevant template.

16.

o

Select Insert Template and select the FASS External Referral Email template.

Insert Email Template

The email template will be displayed in the email body. Please note the information in
18. brackets automatically populates after sending the email. You can type all details of
your referral in the email body and send.
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Step

19.

20.

Description

(=]
=i

The details that the email was sent will appear on the Activity timeline.

Legal
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Detalls  Relat Activity

~ October - 2023 This Month

The provider will receive the email from noreply@salesforce.com on behalf of the user.

[EXTERNAL] Sandbox:

noreply@salesforce.com on behalf of Sally Davis <sally.davis@legalaid.nsw.gov.au>
To

g

e could not verify the identity of the sender, Click here to learn more,

@ Sally Smith External Referral V2.docx
59 KB

referral test text
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Safety planning

FASSs should seek to address clients’ immediate safety needs when first speaking with them. This
checklist can be used to help guide your conversation and remind you of some critical discussion
points.

Process steps

Step Description

1. From the Case, click on Safety Planning in the quick action bar (top menu).
Legal Aid a sex sl@s2n e @
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2. The Safety Planning pop-up screen will be displayed. The Client, Case Number, Staff
Name (you) and the Staff Service area (your location) will be pre-populated. Click on the
Save button.

Safety Planning
.3
=1
3. The Service Event “SE-00000xxx” was created pop-up will appear.
Legal AidR —rYYYYY
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Click on the SE-000 number on this pop-up to navigate to the Service Event

Alternatively, if the pop-up disappears before you click on it, you can click on the SE-000
number in the Feed on the right-hand side, or you can access it form the Case Related
tab, under the Service Events area.

4. The Service Event will open. Click a pencil icon to edit the details. There are no
additional mandatory fields, so complete the relevant fields to ensure we have a record
of your discussion.
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Step Description

In the Details section:

e Enter the Location of Safety Concerns — At Court, in General, or both
e Typein ageneral description of the Service Event Summary
e Select the Mode of your conversation, e.g. Telephone

If you discussed ways to remain safe during Court, complete the Court Safety Plan
Checklist.

In the General Safety Plan Checklist, tick the items that you discussed with the client.
The items are grouped into Emergency Contacts, Safety Bag, Staying Safe at Home, and
Preparing to Leave.

Click on the Save button.

Legal AidY 5
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Court Safety Plan Checklist

General Safety Plan Checklist
Tick items discussed with Client
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Mandatory reporter guide (MRG)

After you report on an MRG on the website (as you may currently do from time to time), you will
record this in the system as a service event. This action is used to have a record that the MRG is
completed.

Process steps

Step

Description

From the Case, click on Mandatory Reporter Guide in the quick action bar (top menu).

Legal AidIy o se A ma e @
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The Mandatory Report Guide pop-up screen will be displayed. The Client, Case Number,

Staff Name (you) and the Staff Service area (your location) will be pre-populated. Click
Save.

Mandatory Reporter Guide

e ] o]

The Service Event “SE-00000xxx” was created pop-up will be displayed.
Click on the SE-000 number on this pop-up to navigate to the Service Event

Alternatively, if the pop-up disappears before you click on it, you can click on the SE-000
number in the Feed on the right-hand side, or you can access it form the Case Related
tab, under the Service Events area.

The Service Event will open. Click a pencil icon to edit the details.

In the Details section:

e Select if the Client Advised About Completing MRG? Yes or No

e Select if there Were Children Present During the Incident? Yes, No, Unknown
or Refused to say

If Dependent Children are at Risk, enter:

e Child Name and Date of Birth — up to 3 children can be recorded
e Additional Dependent Children Information
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Step Description

e Other Children at Risk — free text field

In the Mandatory Reporter Guide Outcome section select:

e Child Protection Report Required? Yes or No
e Monitor Situation Yes or No

o Refer to Support Services Yes or No

e Type in a Service Event Summary (free text)

Click Save

0000007467 R

Details  Relates

5. You can access the Service Event at any time from the Related tab of a Case record.

The Feed shows the basic information of the event and you can also access it from here,

but this shows a chronological feed of all service events and activities actioned under
the case record.

DFV Connect FASS User Guide V1.0
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Child protection report

FASSs are required by law to report suspected child abuse and neglect to government authorities.

Process steps

Step Description

1. From the Case, click on Child Protection Report in the quick action bar (top menu).
Legal Aidigy ee2oa @

B Test UAT Client

2. The Child Protection Report pop-up screen will be displayed. The Client, Case Number,

Staff Name (you) and the Staff Service area (your location) will be pre-populated. Click
Save.

Child Pratection Repart

3. The Service Event “SE-00000xxx” was created pop-up will be displayed.
Click on the SE-000 number on this pop-up to navigate to the Service Event

Alternatively, if the pop-up disappears before you click on it, you can click on the SE-000
number in the Feed on the right-hand side, or you can access it form the Case Related
tab, under the Service Events area.

4. The Service Event will open. Click a pencil icon to edit the details.

In the Details section:

e Select the Mode of the discussion

e Select if Report Discussed with Client? Yes or No

e Enter the Report Reference Number

e Enter the Contact Person i.e. the Child Protection Worker
e Enter the Contact Person Location

In the Dependent Children at Risk Section enter the:

e Child Name and Date of Birth — up to 3 children can be recorded here
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Step Description

e Additional Dependent Children Information
e Other Children at Risk — free text field

In the Child Protection Outcome section:
e Enter the date the report was received in the Report Outcome Date
e Select the Report Outcome — Allocated or Not at risk of significant harm

Click Save

T
Legal AidRyl

5. You can access the Service Event at any time from the Related tab of a Case record.

The Feed shows the basic information of the event and you can also access it from here,
but this shows a chronological feed of all service events and activities actioned under
the case record.

Prepare Internal Referral

Internal referrals are referrals made internally through DFV Connect by DFV Connect users, for
example, referrals made from one FASS Social Support Service to another FASS Social Support
Service or to a WDVCAS.

Process steps
Step Description

1. From the Case, click on Prepare Internal Referral in the quick action bar (top menu).
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Step Description

2. The Prepare Internal Referral pop-up screen will be displayed. This form displays
information from the original referral as well as the client person record. Enter
information for:

e Referrer Details — some fields will be prepopulated, your email and staff name,
complete Work, and mobile number

e Referral Details — Funding Program, Referral Date. Referral Purpose, Latest Risk
Rating, Consented to Referral, Referral Description

e Client Details and Client Demographics — data in these sections will be pre-
populated, however you have the ability to add additional details that may be
useful — Gender Identity, Contact Note, Disability Details, Aboriginality, Torres
Strait Islander, Interpreter Required, LGBTQIA+, Dependent Child Information,
Country of Birth

e Make sure you complete Consented to Referral field, otherwise you will not be
able to save the referral.

Once all fields are completed, select the Save button.

Prepare Internal Referral

Refesral Purpose

3. Click on the Service Event link to open it
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Step

Description

Internal Referral

nternal Service Event request is successfully created

Click here

The Service Event screen will be displayed. Click on the edit (pencil) icon to add any

additional information required for the referral.

If required, click on the Related Tab and Upload Files that may assist the provider.

Legal Aidigy
- Survice Evet

When ready (all information populated and if required, added any additional files), click

on the Review and Send Internal Referral

| = [ r—

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

The Review & Send Internal Referral screen will be displayed. Confirm the details are

correct then click Submit

DFV Connect FASS User Guide V1.0
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Step Description

v Referral Details

Funding Program
FASS Women

Service Area
FASS Sydney
Location

Sydney FCFCOA
Referral Purpose

Referral Description

\ Referrer Details

Contact
Sally Davis

Email
sally.davis@legalaid.nsw.gov.au

Mobile

v Client Details

Client Record
Sarah Testing

First Name
Sarah

Last Name

Review & Send Internal Referral

Referral Date
4 October 2023

Referral Type
Inbound

Original Referral Id
REF-0000000447

Organisation
Safer Pathway WDVCAS WDVCAP

Middle Name
Preferred Name

Gender Identity
F

B

8. An additional prompt will display to confirm that you wish to send Other Party Details
with the referral. Click the radio button Yes to send the Other Party details, then click

Next.

Yes
O No

Review & Send Internal Referral

Do you wish to send in Other Party Details with the new Referral

9. After you have clicked on this button, the button will disappear, and you will not have

the option to send again from this referral. This ensures you are not sending the referral

more than once.

Review & Send Internal Referral

Internal Referral Record successfully created.

=

10. Once submitted, the referral number field on the internal referral service event will

populate with the internal referral number created.
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Step Description

' Referral Details

en
FASS Mid-Coast

Port Macquarie FCFCOA

Court SupportiSpecialist DFV Support

AR A NS
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Notes

The ‘New Note’ function enables you to record notes and save them to your client’s case
coordination case. This function does not record services provided to your client that can be
reported on. If you want to ensure your services are properly recorded, please use a service event

function.

You may prefer to use this note function to record a conversation with your client and later
document this information in relevant service events (e.g., information and support).

Step Description
1. From the Case or Case Plan, click on New Note in the quick action bar (top menu).
Tegal AlANg ETEELY:
-
=
2. The Note pop-up screen will display in the bottom right-hand corner of the screen. To
expand the window, click on the “maximise” arrows.
Legal ARy 5
—|c

The Note pop-up screen will be displayed. Use the expand (top right corner) to make
the note area bigger.

a) Enter the note title. When naming a note choose a title that accurately reflects
the content and purpose of the note. The title should accurately represent the
content, be concise but descriptive, making it easy for anyone reviewing to
understand its context and relevance (the location of the client file prior to DFV
Connect is in XYZ)

b) Enter the text of the note. You can format the text using the formatting buttons
(Bold, Italics, Underlines, Strikethrough, Bullet list, Numbered list, Indent, outdent)
or add an Image up to 1MB.

DFV Connect FASS User Guide V1.0 90



Step Description

c) The Case or Case plan record related to the note will be pre-populated and should
not be changed.

d) Optional: Click Share to select a specific person (another DFV Connect user) you
want to share this note with.

e) Optional: Click Add to Records to add the same note to additional cases or case
plans. Note that while you can select a person or referral, you cannot share the
same note at the person account or referral level — the notes are not visible from
these records as there was concern over information sharing rules in this area.

f)  When entered all information select the Done button.

« These notes will be visible by workers in your Service Area, as they also have access to

|N°TEJ the Case or Case Plan. Workers outside of your Service Area will not see the Note, Case
or Case Plan, but they will have access to the referral and client data.

Legal AiIdy o saw s me?ea ¥

Your new note can be access from this Related tab in the Note section, and if you
created the note, you can edit if from here.

Court diary (court events and outcomes)

Description

DFV Connect FASS User Guide V1.0 91



The Court diary function can be accessed from your client’s account, referral, and case coordination
case. The Court Diary enables you to record your client’s court matter, court events, outcomes, and
your client's attendance.

The court diary is a useful way to gather information about your client’s court matter(s) and can
assist with reporting requirements.

Add future or current

Access Court Diary Add court matter court event Record court outcomes

Terminology

Client’s court matter. A new court matter should be created

Court matter . -
depending on each of the client’s court matters.

Refers to the court listings and/or other related court events
Court events including Mentions, Interim and Final Hearings and Child
Impact Reports.

Court event order outcome Refers to the outcome for the specific event entered

Practice rules

a. Enter court matter details on an existing client in the ‘Court Matter’ section of the Court
Diary. Further details about the court matter can be recorded in the ‘Matter
Description’ section.

b. After a matter has been heard, you can record the relevant court event outcomes and
information about orders made by creating a ‘New Court Event.’

c. Inthe ‘Notes’ section of the Court Event, you can record further information about the
court event e.g., matter outcome.

d. The Court Dairy only has the function to be able to record the court location/s to your
Service Area (i.e., FASS FCFCOA Registry). If the client has a court matter listed at
another court location (outside your Service Area) and you wish to record the details of
this court matter, then you may record the details of the court matter (e.g., court
location) in the ‘Notes’ section in the Court Event.

e. Inthe system you can capture information in the New Court Event section, as a drop-
down option.

f. To capture the adjourned date for the court matter, you will need to record the
adjourned date in a new court event. It is best practice to record the Court Event Date,
Court Event Type and Court Event Location. In the ‘Notes’ section for this court event
you can also record information about the next court date e.g., client is required to
attend court, will be bringing a support person, requires an interpreter etc.
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Example scenarios
Sydney FASS is assisting their client via AVL from their office or FCFCOA Registry to attend a
court mention/hearing at another FCFCOA Registry outside of their service area- In this example
the client is not being referred to another FASS for the Hearing because the client is not
attending court in person but is attending via AVL. Sydney FASS can record this by:

e Complete a Court advocacy Service Event as the client is being supported to attend
court. Add in the Service Event summary — client attending via AVL from Sydney FASS,
matter listed at Newcastle Court for Hearing.

e Court Diary - use Matter Description to explain again

e Court Event - choose ‘none’ for court location, you can also choose - client attended
court and supported. In the notes section state via AVL from Sydney FASS for Newcastle
Court.

In this example the client was not referred to another FASS for court support and the client remains
working with Sydney FASS.

e Sydney FASS has a client who has a court matter listed at Newcastle FCFCOA Registry, you
can internally refer the client to be supported by the FASS who services this court location.
This avoids the client from having to retell their story again and this FASS can make contact
to connect and offer support while the client is attending their court location. In this
example Newcastle FASS would support the client at court for the mention/hearing and
would record their own contact with the client in DFV Connect including the Court Advocacy
Service Event and Court Diary. Newcastle FASS can communicate with the client and Sydney
FASS re the court outcome. This client would effectively have the support of both FASSs,
Sydney FASS for case coordination and Newcastle FASS for Court.

Step Description

1. From the Person Account, or Case, click on Court Diary in the quick action bar (top menu).

0 Stacey Strawberry

Details Relat Feed

2.  The Court Diary screen will display. To add a Court Matter click on the New button.

. Stacey Strawber - [ Court Di..

Court Diary - Stacay Strawbarry

Court Matters

Court Matter Number  Funding Program v | Service Area Court Case Number ¢ | Clientis Applicant/Resp... »+ | Third Party Involved v | Other Party | DCl Invalved Matter Description

3. The Create New Court Matter screen will be displayed.

Funding Program and the Service Area will be pre-populated.
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Step Description

Complete the other required fields Court Case Number, Client is Applicant/Respondent,

Third Party Involved, Other Party information and DCJ involved.

You can also include notes in the as to whether it is an Interim or Final Hearing in the

Matter Description field. Click Save.

Create New Court Matter

4. The Court Matter will be created and displayed.

To record information about the upcoming matter, or to record the outcome of a court

matter after the court sitting has occurred, select the radio button next to that court

matter, then click Court Events tab.

L] B CounDL. -

Court Diary - Stacey Strawberry

Court Matters

E]:Nw.mmmr o Funding Program Service Area v | CourtCaseMumber | Clientis Applicant/Resp... v | Third Party Invoived | Other Party BCaImolved

5.  The Court Event tab will open for the selected court matter. Click New.

- & Court i

Court Diary - Stacey Strawberry

CourtEvent Number CourtbventType v  CourtEventDste & ~ | CourtfventTime CourtEventlocation -  Represented By CourtEvent Outcome | Judge/Registrar

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

6. The Create New Court Event screen will display.
Enter the Court Event Date, Time, Location.

Click Save.

DFV Connect FASS User Guide V1.0
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Step

Description

Create New Court Event

i

Note that the court event is now saved, and the lefthand side of the screen displays the
relevant court event information details.

After a matter has been heard, you can record the relevant court event outcomes.

To record the court outcome, select the radio button of the court event and click on edit.

Court Diary - Stacey Strawberry

CourtEvents

A 5 Court Di

You can enter information about the court event outcome including

It is important that you select whether the client attended, was supported or an
interpreter used

In the notes section you can record information about the matter.

There is also an option to add the information and support service event to the
court event so you can easily access information about what happened specifically
on that court event date.

When complete, click save.
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Step Description

Update Court Event

ODODOO?

9. When viewing the court diary, all court event information regarding date location and type
are located on the lefthand side of the diary. The court event outcomes are all to the
righthand side of the diary.

Note: Where the matter has been adjourned, you should always add a ‘new court event’ to
so you have a complete record of upcoming court event.

P, Stscey Srawsen WO0002. v % @BCourtDl. v x

Court Diary - Stacey Strawberry

| Court Events

Court Matter CM-D00D076 - List of Events

10. You can add as many court dates as required and enter in the outcomes related to that
court event after the matter is heard.

e Each Court outcome can be recorded as a separate Court Event.

e To edit the Court Event, click on the radio button of the Court Event, then click
edit.

e You can also search for a relevant court event, using the search bar.

By, Seacey Strawbers. @O0 v % ECeunmDl. v x

Court Diary - Stacey Strawberry

=

@

entMumber - CourtEventType | CourtEventOate 4 v  CourtEventTime ~  Cou

Loation - Represented By - | CourtEvent Outcome - | Judge/Registrar v | Asseciate v | Clientatiended? | Su
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Calendar events

In DFV Connect, calendar events can be used to record client’s appointments and meetings.

Create calendar events

To record upcoming appointments with your client, you can use the ‘Calendar Events’ function in
DFV Connect. This function enables you to save your appointments with your client and link your
client’s case coordination case to the calendar event so you can easily access your client’s case.

Step Description

1. From the Case, in the Feed section, click on New Calendar Event

Legal Aidi o Amecea @

Feed

2.  The Assigned To field will have you

selected by default. You can change this to logaCall  NewTssk Email  New
another social support worker if needed. * Assigned To

B sally Davis

m
)
i

Select Type e.g. Appointment/Meeting,
Attend Court, Home Visit, Other.

Type

Select the Start Date and Time Appointment/Meeting M
Start

Select the End Date and Time "Date *Time
| 24 Sept 2023 & | 8:00 pm ®© |

Select a Subject

End

Enter a Description * Date “Time

| 24 Sept 2023 & | | 3:00 pm ®|
The Name of the Client should be pre-
populated. ~ Subject

Q
Under Attendees you can add more | |
People — the event will appear on their Jeseription
DFV Connect event calendar (not in their
personal calendar like Outlook) /
DFV Connect FASS User Guide V1.0
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Step Description
Record any Resources if required.

If you wish to set a reminder, tick the
Reminder Set checkbox and select the
Time Before Event that you would like to
be reminded (default is 15 mins prior)

Click Save

MName

Sally Smith =

Attendees

Feople  Resources

Search Resources...

Reminder Set

Time Before Event

| 15 minutes

"
v

Save

3.  The calendar event will automatically record your name and contact details for your

client. And you can set a reminder for the calendar event. Select Save.

Legal AidIgy

e

4, The Event "Meeting Name" was created pop-up will display to confirm that it has been

saved

‘ ° Event "Test 2" was created.

with your personal calendar e.g. it will not appear in Outlook.

X

[D Events (appointments) will be saved in your DFV Connect Calendar, they do not synch
WOTE

Refer to View event calendar below to see your upcoming appointments.

If you set a reminder it will look like this:

DFV Connect FASS User Guide V1.0
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Step Description

N @a?2a @@

& Sample mesting WX
Test 2 .
12:00 pm-1:00 pm 7 Aug 2023

Sample meeting .
er 11:00 am—12:00 pm 7 Aug 2023 Iy

The z Y

Click on the x to close it.

View calendar

Step Description

1. From the Main Menu, select the Calendar icon.

DFV Connect Cases v QFASSHo..
G Cases Home "
Recently Viewed a -
18 items » Updated a few seconds a m Bccounts
Case Number E Contacts Account Nam|
1 || 0000128 7 ﬂ Cises Noreen Sher A
) = a Refer
4 00 Service Events Hee O
C U alenda: "9
6 C- ee Ki
B Reports Hee Oh
g o -~ . . i ng
9 C- & Edit
10 ' | 00001090 Ca
2. Your Calendar screen will display, defaulting to the current Week.

All events that are assigned to you, or that you have been added to (under Attendees,
People) will be displayed.

Click on an Event to see its details.

Use the Monthly calendar on the right hand-side to select a specific date or week.
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Step Description

Legal ANy ToE e
HIOLANSWOCMS  colense 0 s S 4. % REE 00000000 [Fe— B b e Bt [ - o
D 6-;|:gusl 2023-12 August 2023 < T E

[j Click on the icon to switch to a Day, Week, Month or Table (list) View.
WOTE

There is an option to search for events in the Table view.

< ¢ |& ~] wewevent E
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General Functions

Print for offline working

You can print a document that includes all relevant information that you might need to take to
court, in particular where you will not have access to a laptop or WiFi at the courthouse. From the
system, you can separately print the Person Account record, Referral record, and any Service Event.

Please note that any screen can also be printed using your internet browser e.g. Google Chrome,
however this custom button ‘Printable View’ will ensure that the Person Account, Referral and
Service Event are neatly formatted. Please be reminded that all printed documents are classified as
‘Sensitive — Personal’ as they contain sensitive and personal information, and you should be careful
to not share these, as well as dispose of them properly when they are no longer needed or relevant.

Notes

o Jometpton

e FASS records may be the subject of subpoenas. A FASS Manager should
obtain legal advice before responding to a subpoena (refer to the FASS
Subpoenas Policy & Procedure Manual)
e If advised to provide documentation after legal advice FASSs can print and
then redact necessary information.

Step Description

1 Print Person Account

Details Related Activities Chattes

 Upcoming & Overdue

Note: this screenshot shows printing the client record. You can also print the Other Party or Child
Dependent Account in the same way if required.

Print Referral
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Step

Description

5 DFV Connect Reterr WREFO00. v % WREED00. v X BAFO0. v X GAEF000. v X ESE000 2 REF-000, X Ca0om.

- x m 2 Reterral 2 REF-0000.. + x

B3 Re¥ 0000000193

S T

Detalls  fclated Activity

~ Upcoming & Overdue

o-@ - 0:-

Print Service Event

E Court Advocacy

Detils  Related Activity

© suftDesis D-\e

When the relevant screen opens, click Print This Page in the top right-hand corner
= Close Window

« Expand All | Collapse All

DFV Connect FASS User Guide V1.0
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Upload a file

Uploading files

As DFV Connect has been purpose built for WDVCAS and FASS services with specific fields and
functions to record information. There should be less need to upload files to the system and where
possible, information should be recorded within the system so its properly recorded and reported
on.

There should no longer be the need to scan or upload documents such as:
e Intake assessment
e File notes and
e DVSAT results etc.

Almost all records in DFV Connect can be printed if a hardcopy is required (e.g., at court). It is
encouraged you only upload files where necessary.

File visibility

While DFV Connect can store files within an account, referral, and case records, it is recommended
that you upload files to the client’s case only as this information is visible to your service area. Please

be mindful of uploading files to a client account and/or referral and only upload these where
necessary as this information will be visible to all service areas.

System steps

Step Description
1. From Referral or Case, click on the Related Tab. Scroll down to the Files section of the
related tab.
Legal Aidigy
331 DFV Connect Referrals v | Za REF-000 o REF-00D. 2 REF-000. X o REF-000. i CA-0000. 2 REF-00
REF-0000000464

Referrals (Related Referral) (0)

Other Party (0)

B s
3 assessments (0)
S T |
Files (0)
: |
| & I
e S S — T e o o o e - —
2. Click on Add Files, locate the document you wish to upload, then click Open.

Alternatively, you can drag and drop a File into the Files section of the page.
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Step Description

You are permitted to upload PDF, Word, Email, JPEG, PNG, or Excel files. The file size
limit is 25MB.

Files (0)

« All files will be scanned for viruses. If your file is deemed unsafe e.g. if it contacts a
[@ virus, you will see that the file name becomes HARMFUL CONTENT REMOVED. In this
instance, the file will not be uploaded, and cannot be opened by any user. The Support
Team will also be notified. If you need to upload the file and are unsure how to ‘clean’
it using an Antivirus tool available within your business, contact the ICT Service Desk.

Files (2)

[HARMFUL CONTENT REMOVED] ExamplescanbonyinusT

8 Sert 20

Please note there is limited file storage within DFV Connect and costs will be incurred if
the limit is reached.

There should no longer be the need to upload documents such as client contact sheets,
intake forms, etc. You may upload emails or letter templates that are edited or
received from external providers, Child Protection Reports, and Duty Solicitor Forms.

3. Click on the File name to preview it.

From this screen you can Download, Edit File Details or Delete. You can only delete
files that you uploaded.

DFV Connect Training Sch. ,i, Download |'r_’,’ Share o View File Details |z|

WOTE

[J You can Share an uploaded file only with a user who using DFV Connect. When
you Share a document the person you are sharing it with will receive an email with a
link to the shared document.

Log a call

Log a call activity can be uploaded to the person account, referral, or case.

Use this transaction when you need to keep a record of contact, eg., when you contact the client or
referring person, or if you do a follow-up contact.
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Step Description

1. From the

e Referral screen, go to the Activity area on the right-hand side and select the

LN
Phone icon. Note that client phone number is available from the drop-

down menu. OR

e Case screen, go to Feed area on the right-hand side and select Log a Call

Q search @22 ¢a @
353 DFV Connect Referrals v ZREF00. v X GREF0L. v X  BLRohtS. v X  BREF00. v X @FASSH. v X MoreV
Referral
REF-0000000983 Create Person Account  Change Owner | Clone ¥
Referral Status aferer Risk Ratin atest isk Rating Organisation Record Type
Received FASS Referral
Details Related Activity
“ Referral Details M E D -
Funding FASS Wormen Owner Name " Eleanor FASSF-Warker Home Phone |All activities « All types g
134343 Refresh « Expand All » View All
Service Aren FASS Sydney Record Type FASS Referral Mobile
Location @ 23/9/2023 VP 410088
Reterral Purpose Inbound
Referrs Referrer Risk
? Hep @ History

The Subject is defaulted to Contact Attempt.

Assigned To field is prepopulated with your details and the Due Date is set to today's
date. You can add Comment and also, use the Name field to search for the details of

the person you have contacted. Select Save.

Contact Attempt X
Subject -
Contact Attempt Q ‘
* Assigned To Due Date
28/9/2023 &
B Eleanor FASSF-Worker 28197202 =
Comments
%
Name Related To
REF-0000000983
a-
-
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Step Description

Activity

-

aq,
1]

Filters: All time « All activities « All types | g
Refresh = Expand All - View all
v Upcoming & Overdue

Mo activities to show.
Get started by sending an email, scheduling a task, and more.

v September . 2023 This Month

> Contact Attempt Today | ¥
| You logged a call

Create a task

Tasks allow you to track activities as a to-do list in the application. You can relate tasks to specific
referral or case records, and you can create single or recurring tasks.

Tasks that you have created, and that are due today, will also appear on your homepage under
Today’s Tasks.

Step Description

1. From the:
e Referral screen, go to the Activity area on the right-hand side and select the
Task & icon. OR

e Case screen, go to Feed area on the right-hand side and select New Task

REF-0000000471

Ky Fieids

hat should go here for Manual Referrals?

2. The New Task screen is displayed.

Enter a Subject and a Due Date. The Assigned To field is prepopulated with your
details. You can add the relevant client in the Name field to search for the details of the
person you have contacted. Select Save.
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Step

Description

—

‘= Follow up with Amanda Smithe

*Subject

Follow up with Amanda Smithe

Due Date

14/9/2023

Bt

Name

E Amanda Smithe >

Comments

* Assigned To

B Sally Davis

Related To

B} rer-0000000471

»

Save

Send an email

You can send emails from cases and service events created in DFV Connect to keep a record of
services provided and ensure a record is kept within the system.

You can also send an email from your work email domain and attach the email to the file to your
case or service event if this is more suitable (particularly in instances where you choose to have the
entire email thread uploaded.

Please note: you should only send an email from a referral where it is related to making contact with

the client.

Process steps

Step

Description

From the case, service event or referral record in the Activity feed, click on the

envelope icon.

DFV Connect FASS User Guide V1.0
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Step Description

) 2 5
—
2. If you get a message about sending emails through your office 365 account, click No,
Send through Salesforce.
M Email — X
Do you want to send emails through your Office
365 account?
Start here to connect your Office 365 account to Salesforce so you can send
email through that account for better deliverability and open rates. You can
also see the emails you've sent in your Office 365 account's Sent Items folder.
Mo, Send through Salesforce ﬂ Ves, Connact Office 365
3. The Email pop-up window will be displayed.
You can click on the arrows to expand the email pop-up.
Ba?ea @
v e-1a
=
4. Enter the address, subject and body of email.

If the client or service provider contact has been created in the system, their

information will appear when you start typing their name.

Click on the paperclip icon to attach files.

DFV Connect FASS User Guide V1.0
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Step Description

B U Aalz= e a=0

B3
5. The email sent will display in the activity feed of the record.

LeguIAid' A ae
| = [
Bv_‘ ‘;“’ =] el (a

= ’ o : g

a u:
6.

The recipient will receive an email from noreply@salesforce.com on behalf of your

email address.

Please note: if they click on reply, it will automatically default to your work email

address.

[EXTERNAL] Sandbox:

5 noreply@salesforce.com on behalf of Sally Davis <sally.davis@legalaid.nsw.gov.au=
. To

(i) We could not verify the identity of the sender, Click here to learn more,

@ Sally Smith External Referral V2.doox
59 KB

referral test text

DFV Connect FASS User Guide V1.0
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Referral and Case Closure

Referrals

Close a Referral

Pre-requisite to close a referral is to enter a Consent Status and close any related active Cases.
Step Description
1. Search for the Referral and click on the referral link (e.g. REF-000xxxx) to open it.

2. The Referral screen will be displayed. Scroll down to the Referral Status section.

Click a pencil (edit) icon.

Vv Referral Status

Reallocation Request Reason Reallocation Request
Comment

Reallocation Reason Reallocation Reason o
Comment

Closure Reason @ Closure Reason Comment

Reopen Reason Comment

3. Click on the Referral Status drop down list and select the Closed option. From the
Closure Reason drop-down list select the closure reason — See Referral closure reasons
for further information to assist you in making the most appropriate selection

Enter a Closure Reason Comment. Click Save.

v Referral Status

Reallocation Request —None-- Reallocation Request

Reason Comment

Reallocation Reason —None-- Reallocation Reason @
Comment

Closure Reason @ No consent Closure Reason o consent
Comment

Does this referral —-None--

have open cases?

Reopen Reason —None-- Reopen Reason
Comment

4, The Referral status will now show that referral is Closed.

i DRV Comnect e

NEN LR TN

Re. v X RRFON. v X MRTen. v X AR, v K MoeV
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Step Description

« If you get an error message ‘Please close all related Cases before closing this Referral,’
o go to the Referral Related Tab, click on the Case Number to navigate to the Case, then
follow the instructions to Close the Case before returning to close the referral.

If you get an error message, ‘You hit the snag’ scroll up and record the Consent Date
and Consent Status before attempting to close the referral.

Referral Closure Reasons

When choosing a referral closure reason ensure it relates to the last action for the referral.

Referral Closure Reason

Support provided

No consent

No services required

Missing or incorrect contact
details

Phone not answered

Incorrect referral

Related referral

Person deceased

Description

Contact was made with the client, consent was obtained, a case
was created, and support was provided.

Contact was made with the client who did not provide consent for
support services.

Contact was made with the client, and it was determined that no
services were required.

Contact could not be made as the phone, mobile or email were
not correct. It is important that you contact the referring
organisation to confirm the clients' contact details before closing
a referral for this reason.

A number was provided on the referral however it rings out, goes
to voicemail, or the phone was turned off.

Contact was made with the client, and it was determined that the
referral has been made in error, e.g., the client has no Family Law
matters

Another referral has been received or created in the system for
the same incident

Victim is deceased and services are not / no longer required. Be
sure to also update the Person Account and update the Deceased
Status on this record.
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Re-open referral

If the client makes contact after the referral has been closed or the referral was closed in error, you
can re-open it.

Process steps
Step Description
1. Search for the Referral and click on the referral link (e.g. REF-000xxxx) to open it.

2. Select the Re-open button in the top-right hand corner.

3. The Re-open screen will be displayed.

Select a Re-open Reason (see Re-open reasons for further information to assist you in
making the most appropriate selection). Enter a Reopen Reason Comment if required.
The Referral Status should be automatically reverted to ‘Received’

Click Save

Re-open

*Reopen Reason
Referral closed in errar -

Reopen Reason Comment

*Referral Status

Received -

Cancel Save

4, The Referral status will now show that referral is in Received status.
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Step Description

o] a8 =]
~-a
Re-open Reasons
Referral re-open Reason Description
Closed in error Referral was closed by accident or with an incorrect closure
reason
Client contact after closure Referral was closed after unsuccessful contact attempts, or

contact was made but client declined support. However, client
then contacts service after referral closed to ask for support.

Other/exceptional For example, reopening referrals for the purpose of correcting
circumstances information.

Case Coordination Case

Close a case coordination case

When a matter is finalised with your client, you should close your case coordination case to maintain
a complete client history.

Please be reminded that you should also close the associated referral after closing a case
coordination case.

Step Description

1. From the Case record, click on a pencil icon to go into edit mode.
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Step

2.

&
WOTE
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Description

~ Additional Infarmation

Feed

Change the Case Status to Closed and select a Case Closure Reason. Case closure

reasons for further information to assist you in making the most appropriate selection.

Click Save

Case Number

Case Record Type

Date/Time Opened

Case Qwner

Description

» Case Information

CA-00001032

Case Coordination

23/9/2023, 8:24 am

Sally Davis

* Referral

= Case Status

Date/Time Closed

*Case Closure
Reason

Case Re-Open
Reason

‘B REF-0000000191 x |
9
‘ Closed v |
View all dependencies
)

‘ All supports provided and no court mat...  w |

View all dependencies

‘ --Mone--

M |

If closing a case because the client is deceased, please remember to also record this on
other open cases, the referral(s), and the person record.
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Case coordination closure reasons

Case Closure Reason Description

All supports provided and no Client does not require any further support and they do not
court matter have any court scheduled matters.

All supports provided and Client does not require any further support and their court
court matter finalised matters are finalised.

Client disengaged Client is no longer receiving support and does not engage with

FASS social support workers.

Client deceased Client deceased — Note — please ensure you record on their
open cases, the referral(s), and the person record.
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