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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 AidIg & s J@e?ea @

i1 DFV Connect Home v @nichmondsaMTem. v X BIC00001S1Z|Case v X Pl RebeccaThunsday|.. v X Fe REF-D00000TOFS| fe

Today's Tasks

Open Refarrals by Contact Attempt

Record Count

Support team

If you need to speak with someone regarding a DFV Connect issue, please contact the Legal Aid NSW
WDVCAP Unit.

Type of issue Legal Aid NSW Team Contact
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Technical issues and policy
or practice related

WDVCAP Unit @

questions Mon — Fri wdvcap@legalaid.nsw.gov.au

08:00 - 17:00

Abbreviations

ADVO Apprehended Domestic Violence Order

col Conflict of Interest

CRP Central Referral Point

DCJ Department of Communities & Justice

DFV Domestic & Family Violence

DVO Domestic Violence Officer

DVLO Domestic Violence Liaison Officer

DVSAT Domestic Violence Safety Assessment Tool

FASS Family Advocacy and Support Service

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

Term Meaning

DFV Connect DFV Connect is an online client and case management system for
WDVCAS and FASS 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

DFV Connect User Guide — WDVCAS v2 6
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Cases

Case records in DFV Connect are used to record services and
support provided for clients. For WDVCAS staff, there are three
different types of cases — case coordination case, case
management case and SAM case.

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 WDVCAS
user, the funding program will always display as WDVCAS.

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
AVO.

List Views

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

Service Area

Service area refers to the catchment area within each funding
program.

Service Location

Within a WDVCAS Service Area, there will be one or more Service
Locations. For WDVCASs, this is the Safety Action Meeting (SAM)
catchment area. For example, South West Sydney WDVCAS will
have one Service Area and three Service Locations (Bankstown
SAM, Liverpool SAM and Fairfield SAM).

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 CRP referral

e Manual

e Internal
Types of referrals made for a client:

e External

e Internal

Related Referral

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

Service Provider

External service provider

CRP Referral

Referral received from the CRP (Central Referral Point).
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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.

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

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

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

The DFV Connect User Guide — WDVCASs should be read in conjunction with the WDVCAP Policy and
Procedure Manual.
Document purpose

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

This document aims to assist WDVCAS 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 WDVCAS staff using DFV Connect.
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System overview

DFV Connect Overview - WDVCAS
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Visibility

Service Client, Referral Case Case Management SAM Case
Provider/ Dependant, (CRP, Coordination
Contact Other Party Manual, See below for list See below Case Plans, See below for SAM Record,
Internal) of Case for Case Action Plans list of SAM SAM Items
Coordination Management Case
Service Events / Service Management
Functions (*) Events/ Service Events /
Functions Functions (***)
(**)
All DFV Users X
Within Funding X X X
Program
Workers X X X X X X
(within service area)
Caseworkers X X X X X X X
(within service area)
SAM Coordinator X X X X X X X
(within service area)
Managers X X X X X X X X
(within service area)

(*) Case Coordination Service Events / Functions - Information and Support, DVSAT, External Referral, Safety Planning, Mandatory
Reporter Guide, Child Protection Report, Court Advocacy. Prepare Internal Referral, Case Management Assessment, New Note, Court
Diary.

(**) Case management Service Events / Functions - Information and Support, DVSAT, External Referral, Safety Planning, Mandatory
Reporter Guide, Child Protection Report, Court Advocacy, Prepare Internal Referral, New Note, Court Diary, Case Plans.

(***) SAM Coordination Service Events / Functions - Safety Action Plan, Information and Support, DVSAT, External Referral, Safety
Planning, Mandatory Reporter Guide, Child Protection Report, Court Advocacy. Prepare Internal Referral, New Note, Court Diary.

Privacy and user access

Access to DFV Connect is restricted through User identification and authentication controls. Each
User will be uniquely identifiable to ensure accountability for use.

Only the Legal Aid NSW Administrators (WDVCAP Unit staff) can authorise Users to access DFV
Connect. Only Users who are employed directly by the following agencies or organisations will be
granted access to DFV Connect:

e Legal Aid NSW

o NSW Department of Communities and Justice (DCJ)

e A Women’s Domestic Violence Court Advocacy Service (WDVCAS)
e A FASS Social Support Service.

Access privileges to information in DFV Connect will be limited to the minimum level required to
fulfill the functions of the User’s position. Individuals requesting access to DFV must:

e Be aware of their obligations regarding information sharing and privacy
e Undertake training on the operation of DFV Connect
e Sign this Agreement.

In line with privacy legislation, Users should only access or use any information in DFV Connect:
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To provide WDVCAS or FASS services, or for another directly related reason, such as referral
checks

Where required or permitted by law

Where necessary to prevent or lessen a serious and imminent threat to the life or health of a
person

Where another exemption under the privacy legislation applies.

Users must not use or access any information in DFV Connect:

For any reason not listed above, unless they have client consent to do so

To gossip, out of curiosity (e.g., if a case is in the media), or for personal benefit

As a favour for another person

To search DFV Connect for familiar names or to access information about family, friends, co-
workers or acquaintances

In a way that is not consistent with the impartial exercise of your regular functions as a
WDVCAS or FASS employee.

Users with access to DFV Connect must observe the following measures:

Each User will be assigned an individual username

Each User will be asked to set a password that complies with the password requirements
noted below

The level of access for each User will be determined by the Legal Aid NSW Administrator and
will be based on the User’s funding program and role.

Legal Aid NSW will undertake an audit of access to DFV Connect on a quarterly basis.
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User account set-up and login

Access and delete request

WDVCAS Managers can access and download the Access and Delete request form (see Appendix) 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, SAM Coordinator, DFV Specialist Worker, Caseworker,
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

e  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
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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 User Guide — WDVCAS v2
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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 User Guide — WDVCAS v2
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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
Authenticator to your account. The app sends a
notification when we need to verify your identity, and
you verify with just a tap. You can also enable location
services to have the app verify you automatically from
trusted locations. The app provides codes to use as an
alternate verification method
1. Download Salesforce Authenticator from the App
Store or Google Play and install it on your mobile
device
2. Open the app and tap to add your account.
3. The app shows you a unique two-word phrase. Enter
the phrase below.

Two-Word Phrase

Choose Another Verification Method

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

Legal Aid
Choose a Verification Method

How would you like to verify your identity?

) Use the Salesforce Authenticator mobile app

I 8 _Use verification codes from an authenticator app I

_

5. The Connect an Authenticator App screen will display.

Legal Aidgy

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.

I Can't Scan the QR Coda

Choaese Another Verification Method

6.

If you haven’t already, go to the App store on your mobile phone, and download
Microsoft Authenticator .

®

On your mobile phone, open the Authenticator App and click + to Add an account.

DFV Connect User Guide — WDVCAS v2
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Step Description

a3

= Authenticator

@ Legal Aid NSW

daviss@legalaid.nsw.gov.au

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

Add account

WHAT KIND OF ACCOUNT ARE YOU ADDING?

Personal account

== Work or school account

Other (Google, Facebiook, sic.)

Add work or school account

Sign in Scan QR code

9. Your mobile phone camera will open.

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

DFV Connect User Guide — WDVCAS v2 18



Step Description

Scan QR code

1 his QR code
jenerated 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.

4:30
= Authenticator

() LeosiaaNsw
daviss@legalaid.nsw.gov.au

dfveonnect
sally.weston@dfvconnect.com

712701 @

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

DFV Connect User Guide — WDVCAS v2
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Step Description

Legal Aid
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. Downlead 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

‘ Back ‘

[ Can't Scan the QR Code

Choose Another Verification Method

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

Google Chrome is the optimum browser for using the system.

Process steps

Step Description

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. G-
On your mobile phone, open the Microsoft Authenticator App

A verification code will be displayed.

DFV Connect User Guide — WDVCAS v2 21
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Step

Description

119
= Authenticator

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

dfveonnect
sally. weston@dfuconnect.com

360417 C

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

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

DFV Connect User Guide — WDVCAS v2
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Log out

Process steps
Step Description

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

Click Log Out .

onformance | Vi X | I

see  Sally Davis
legalaidcgmumizsignofnsw--sit.sandbox.my.s...

DISPLAY DEMNSITY

o
il

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

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

DFV Connect User Guide — WDVCAS v2
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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

NOTE] b sent to your email on record.

Note: Password cannot be reset by you more than once in a 24-hour period. If you
need to reset it within this period, please contact wdvcap@l|egalaid.nsw.gov.au

3. The Check your Email screen will display.

Legal AidI
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 resend the email or

contact your Salesforce administrator.

Return to Login

4. Check your inbox and find an email from support@emea.salesforce.com.

Click on the link in the email.

DFV Connect User Guide — WDVCAS v2
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Step

6.

7.

Description

[EXTERNAL] Sandbox: Finish resetting your Salesforce password

QA_SUPPORT@salesforce.com © Repty | € Repiy Al | > Foword || B
To @ Davis, Sally Fri0

18 PM

Salesforce recently received a request to reset the password for the username sally.davis@legalaid.nsw.gov.au.sit. To finish resetting your passward, go to the following link. This link expires in 24 hours.

hitps: i i it.sandbox.m: ce.com/ nc_external/identity/ui/login/ForgotPasswordinterstitial?
1=00D250000036URK005MN000000pgmICjwKMwoPMDBEOHMwWMDAWMDM2VVIr Eg8wMkdNbjAWMDAWMDAAUWIaDzAWNU1uMDAWMDAwCHFtOR|7ze 38p DESELC38TqEzZKWudrTdzwkXiOAaDEtHCpals
ITIGhrrSISkFBeZM LILOMXBD331 059FIUCI5ae)Vhz6X0GpUgasSAGielNBn00z41aNz65YGiia&di 77547cf-6465-44ea-8a78 50ca24a361571483140a-8f5a-47f2-a443 fe2049546a6

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

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

Legal Aidg
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 Aidy

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
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Step Description

m:19

= Authenticator

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

dfvconnect
sally weston@dfuconnect.com

360 417 ¢

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

Legal AidRg
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

‘ 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 Aidigy

Change Your Password

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

least:

@ 12characters

@ 1uppercase letter
@ 1lowercase letter

@ 1number

@ 1 special character @

* New Password

Good

* Confirm New Password

Change Password

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

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

Note

e You will not automatically be taken to your homepage each time you log in, you can access
the Home page at anytime via the main menu.

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 (Cases

e Contacts

e Calendar events

e Reports

e Safety action meetings

DFV Connect User Guide — WDVCAS v2 28



e Service events

The global search functionality uses ‘fuzzy search’, meaning the system will search for records that
closely match the term you have entered including terms that are slightly misspelled.

The global search function is recommended for searching for existing records (eg., 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 your WDVCAS for support, to locate
their information.

Step Description

1. In the Global Search bar located at the top centre of your screen, enter the search
criteria, for example:

e Person name

e Referral number (eg., REF-0000000251)
e Case Number (eg., CA-00001176)

e Service Event Number (eg., 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.

[n Y el il a¥a Ta e ta Ta rd S aTa) e = orc oononnnnaon o =

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 cases that have not been created within your
service area).

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.

DFV Connect User Guide — WDVCAS v2 29



Step Description

|. Search: All w | Q, suzan smitH

Q, susan Smith accounts [:IY] Susan Smith
Account
Q, susan Smith cases

I + Follow
Q, susan Smith contacts -

I 5 Person Account
B Susan Smith
v
Account I
i Preferred N
E Susan Smith eferred Names

Contact « Susan Smith

Person Type
] client
Show more results for “suzan smith” | DOB
1/3/19%0
I Gender |dentity
Female
CN
I 99887766
Funding Program
Safer Pathway WOVCAS
Preferred Service Stream
I\-‘\fcmen (WDWVCAS, Fass F...

Edit ‘ Delete -

e I |

| Related List Quick
Links

O Related Ac

Iﬂ Referrals (Client) (3)

R b
3. Or click enter to see all records in the system.
“-; We searched for “susan smith’
Accounts
I Perso.. v Account Name « | Preferred... | ParsonType v DOB « | Genderide.. ~ CNI v Funding Program ~  Preferred Sarvice Straam | Mobile
fte&nals 7

The ‘Person Account’ box indicates whether it is a person account, ie. If it is a service

provider account, the box will be unchecked.

Accounts

3 Results » Sorted by Relevance w

Is Person ... * | Account Name

+ Susan Smith Suzy Client
v Susan Jo Smith Sue Client
v Suzan Smith Client

~ | Preferred... * | Person Type *~ | DOB

24/10/2000

13/10/1983
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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 and for SAM Coordinators, Safety Action Meetings.

Legal Aidigy SLERERN |
31 DFV Connect .
Daslde] A I r—
WDVCAS Hol N ”
Castreresneatocss| O ——
(=]
Open Referraisby Lod [ < Open Referrals by Record Type
B -
ooks ce and dear
. ESal
vomonn |2 | B ‘
smona |2 Today's Tasks
[ =
b | o serral Reerral
£as

Open Referrals by Risk Rating = Open Referrals by Contact Attempt = Recent Records

— 0 g

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.

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, or a Safety Action Meeting members.

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.

O

Referrals Selecting referrals from the main menu will take you to referral list
views. You can also create a manual referral when the referral
Y. record is selected. From the referral record, you can record contact

attempts, consent status, and create a case.
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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.

B

Safety Action Meeting The Safety Action Meeting contains all SAM records created within
your service area.

Note: A SAM record is the record of the safety action meeting (ie.,
the individual meeting, not the record of actions).

B

List views

List views display records (e.g., Referrals, Person Account, Cases etc,) in a table format for users to
quickly see high-level information about a record. Selecting certain list views will display a list of
records specific to what has been selected.

When selecting a component from the Main Menu such as Referrals users can access certain list
views relevant to their required needs. For example, accessing the WDVCAS Service Area — Work
Allocation list view when clicking on referrals will show all open referrals where consent status has
not been recorded.

A ma2?aa @

i1 DFV Connect Referrals v

B Referrals
Recently Vier

s |m-lcl7s e Y

eferr.. v ReallocationR... ~v CRP.. v Location v Organisation v Referrer Risk Rating v  Contac... v | Contac... v Contac

There are two options available for displaying records:

1. Table view
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2. Split View
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.

t1 DFV Connect

Rafarral
a Recently Viewed » 1

Client Record

Record Type

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.

- @a?2 a8
33 DFV Connect Referrals
2 Recently Viewed v+ . =
3 ReFb000000960
.-
CRP - NSWPF

Recontly Viewsd + tempt d

Activity

o] a a -

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 Aid : A @e2na

i3 DFV Connect

Referrals
a WDVCAP - Work Allocation v %
eferral Number  Fiitered by WOVCAP - Status. Senvice 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 Risk Rating
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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 (ie., 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.

| Quick-action buttons |

i e mALEL

E REF- 122 I e b o '|

5 | Rolalodl Activity

1‘?‘;‘"‘ BN mwterrals (uiutec Rufurrsi) (0] , a8 e -
al

Status Bar
I - T |

 Upcoming & Overdue

0 csesm

3 assessements 21

£ s

— Related Tab Activity timeline

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 (eg.,
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.
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Legal Aid s@e2 e
DFV Connect Feterats v x
2% REF-00000009%6.... 22 G H e x
Feterral »
REF-0000000960 PRRSSENON S er i 2 B
Related Activity
. B retermais (Related Reterral ©) L : | 8 -~
Fiers: AL teme » AR actvies < AU ypes @
B} otherpary (1) ® | | Nee - : :
1 e « Upiated 2 hown 395 T o g
Other Party Nomber - First Name - Last Name | Gender | Person Record v S v
General terms
See below diagram for key terms in DFV Connect.
List View s.e“‘:h bir. :::rsy record you access willopened in a (iR
To cl?angeor filter Find a specific TEED eI TR s e, You have a new
the list record message

Holding "Shift W’ will close all tabs.

& Logged in as Eleanor FASSF~ vv:n</ (eleanor@team622794.testinator.com) | Sandbox: SIT | L g out as Eleanor FASSFE-Worker
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Qsearch
H DFV Connect Referrals v PREF00.. v X  FeREF-00. v x BETOtS. v X  REF00. v X [ OpenR. v X Q@FASSH. v X MoreV
PR Referrals ew
Wi FASS Service Area - Work Allocation v #
Search this list >
3 items = Sorted by Referral Number « Filtered by All referrals - Status, My Service Area, Funding Program « Updated 33 minutes 3go Sesrch this lst ¢ s ey
Referral Number T~ | ClientRecord *~ FirstName * LastName v  Referral Date - Organisa.. v Status ~ | Location | Record Type ~  OwnerN.. v LlastMo.. v
1 Phyllis Fox Phyllis Fox Received FASS Referral efass efass v
2 Ju-Lee Kim Ju-tee Kim Received FASS Referral efass efass -
3 Ju-Lee Kim Ju-Lee Kim 23/9/2023 Received FASS Referral efass efass v
? Help @ iSOl —
Help History
Access to support ey 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:

1. Person Account

2. Service Provider Accounts

Service Provider Accounts

The Service Provider Account stores details about external service providers (eg., external referral
partners and SAM members) and their individual contact information.

These accounts are a good 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

Uil 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
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Step

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.

Dl = | 2 Preferred N ~ | Person Type DOB. Gender Iden o Funding Progra ™ Preferred Service Stream ~ | Mobile

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

New Account

| 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.

SAM agency category: The SAM agency category has additional values which should be
entered when SAM coordinators create new SAM members. This information populates
onto the SAM record and ensures all actions are properly tracked.
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Step Description

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.

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.

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.

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

access the account.

Legal Aidigf

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.

B i Maragement Community Services - Chatsmood

oets [27] aaties

 Upcoming & Overde
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Step Description

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

. JPS Management Community Services - Chatswoad [~
Belated Activities
Related Contacts (5)
[ servie brens (organisaion (0 —
5. The account name will automatically populate with the service provider account

details. Enter the details and click on the Save button.

M e,

6. The individual contact is now saved as a contact on the service provider account.

Legal Aidgy

Actitiss

Person Account

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

e (Client
e Other Party
e Dependent Children
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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
(ie. WDVCAS 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., CRP, 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’ CRP referral which will be referred to a SAM.

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 (WDVCAS, FASS Women, FASS Men) and either:

e Date of Birth
e Email

e Street and city or postcode
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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 If 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.
a I @e2na @

stails dvities Chatter
3 We found 1 potentil duplcate of ehis Account. —— |
[ Retated Accounss ) R Resh + rpand 4 View A

« Amanda Smithers may not be automatically picked up as a duplicate of Amanda Smith

o with the same address unless both records also have the same email, work or phone
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.
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o

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

Compare accounts

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.

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

WDVCASs receive referrals for women experiencing domestic and family violence from a variety of
sources including NSW Police, Local Courts, victim-survivors themselves, other WDVCASs, FASS Social
Support Services and external service providers.

All referrals are visible by users within your funding program (eg., WDVCAS only).

Visibilit . : . .
Y Users can only edit referrals assigned to their service area.

These referrals are recorded in DFV Connect as three different types of referrals:
1. CRP Referrals: referrals received from the CRP and processed by NSW Police and Local Courts

2. Manual Referrals: referrals manually entered in the system, including self-referrals and
referrals received by external service providers

3. Internal Referrals: referrals made internally through DFV Connect by DFV Connect users, for
example, referrals made from one WDVCAS to another (eg., client lives within your service
area but has a court appearance at another service area, or from a FASS Social Support Service
to a WDVCAS)

Referral Status

Received Initial referral status —ie, ‘new’.

Contact Attempt Contact attempts are being made on the referral — this status
must be selected to record contact attempts.

Active Cases Where there is an active case created from the referral.

Closed Closed status - referral can only be closed when all services are
complete and all associated cases must closed to close the
referral.

Process CRP referrals

WDVCAS staff must manage all referrals received.

Please note: process outlined is primarily applicable to CRP Referrals but should also be applied to
referrals received externally from the system and processed as Manual Referrals.
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Process Overview

Confirm and
create other
Create Case party
Obtain Consent Coordination account
Case

Complete
DVSAT
No Consent

Contact Attempt (At Threat)

Link referral View and
to client verify
account referrals

Receive
referral

Reallocation Consent Not
request Obtained Create SAM Case
(At Serious Only
Threat)

Access referrals

Description

Referrals (CRP, Manual and Internal) can be accessed by selecting ‘Referrals’ from the main menu.
Once selected, you can access certain referral list views to see information about referrals. There are
four list views specifically designed to assist you with your work:

Name Description

WDVCAS Service Area — Work Allocation | All open referrals for your service area where consent
has not been recorded and should be used for making
contact attempts.

WDVCAS Service Area — All Referrals All referrals within your service area.

WDVCAS Service Area — CRP Updates All open referrals with a CRP update within your
service area.

WDVCAS Service Area — SAM Referrals All open referrals with a risk rating of serious threat
within your service area.

All list views with prefix “WDVCAS Service Area’ only display referrals within your assigned service
area.

Practice Rules

e  The ‘WDVCAS Service Area — Work Allocation’ list view must be checked reguarly throughout
day.

e The ‘WDVCAS Service Area — CRP Updates’ list view must be checked regularly (3 times per
day) as the work allocation list view only displays referrals where consent is not yet recorded.
As all referrals remain open until all services are complete and cases are closed, this list view
will display those referrals where consent is recorded and services are being provided.

DFV Connect User Guide — WDVCAS v2 45



e Alllists are default sorted by date

e You can sort columns depending on your need, for example, you can sort
a list column and by referrer risk rating to see referrals sorted by at

Sort columns threat/at serious threat

Referral

s
'WDVCAP - Work Allocation v  #

~ | Organisation

5-day KPI Breach e Flagto identify when a referral is
) reaching the 5-day KPI breach or is
CRP Referral in breach
Flags
CRP Referifl Update e Flag to identify when a CRP Referral
;;J update has been received
Location e You can use the search bar to view referrals for a specific location only
Client Record e Youcan see if a person has been linked to a client record when the ‘Client
Name’ column is filled
Pinicon . t ' List views can be pinned for your most frequently viewed list. You

can click on the icon to pin preferred list view as a favourite.

WDVCAS Service Area - Work Allocation List View

The WDVCAS Service Area — Work Allocation list view is the main list view you will use to process
referrals. This list view displays all open referrals are where consent has not been recorded.

Key fields in this list view include:

e Client information: Client Record, Client Name

e Referral information: Referral Number, Referral Date, Referral Flag, Service Location,
Referrer, Record Type, Referrer Risk Rating, Status

e Contact attempt information: Contact attempt dates 1, 2 and 3
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Process Steps

Step Description

1. From the Main Menu drop down, select Referrals.
From the List View drop down, select the WDVCAS Service Area — Work Allocation.

Legal Aidy

NEW SOUTH WALES

i3t DFV Connect I Referrals Iv 8 C-00001649 | Case v X

Referrals

WDVCAS Service Area - Work Allocation v

A0iters » Sorted by Referral Number » Filtered by Al referrals - Referral Consent Status, My Service Ares, Funding Program »
Referral Number T« Client Record - First Name + Last Name ~ | Referral

Stephanie Alexander 5/7/202

Stephanie Alexander 6/7/202,

5 REF-000000012€ Stephanie Alexan..  Stephanie Alexander 411202

« Next to the List View title Service Area — Work Allocation is a push-pin icon. You can
NOTEJ (lick on the icon to pin this list view as a favourite.

2. The list will display all referrals that have been allocated to your Service Area requiring
action. This means that the consent status has not yet been recorded for these clients.

Assign referrals (optional)

Description

Some service areas may like to assign received referrals to manage their daily workload. All referrals
in DFV Connect can be assigned to staff by changing the ‘owner name’ - this process is optional.

Changing the owner does not affect other users accessibility or ability to update the referral at any
time.

Practice Rules

e All staff within the allocated service area can work on CRP referrals at any time (including
when it is not assigned to them). For example, if a client calls while the referral is assigned to
another staff member, all other staff members can continue to support the client.

Process steps — assighing an individual referral
Step Description

1. To assign individual referral

Click on the Referral Number on the WDVCAS Service Area — Work Allocation list view
to open a referral for assignment.
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Step Description

Legg\'lsoﬁuivudﬁ' l Q, Search..

EEE DFV Connect Referrals v | BREF-00. v x| @C

Referrals
WDVCAS Service Area - Work Allocation »

36 items = Sorted by Referral Number » Filtered by All referrals - Referral Consent Status, My Service Area, Fund
ago

Referral Num... T »~ | Client R... “~ | First N... ~ | Last Mame *~ | Referral ...

30 REF-0000000850 Courtney Leggett 30/8/2023
3 REF-0000000851 Kim Hamill 27/8/2023

2. On the referral record, click on person icon to the right of the current Owner Name to
open the Change Referral Owner screen.

Referral —
REF-0000000950 Create e
Client Record Referral Date Referral Status Referrer Risk Rating Latest Risk Rating Organisation|
30/8/2023 Received Serious Threat CRP - NSW|

Received Contact Attempt Active Cases

Details Related

~ Referral Details

Funding Program  Safer Pathway WDVCAS 4 Owner Name WIDVCAS Narthern Rivers Quauem
Service Area Northern Rivers s Record Type CRP Referral

3. Type in the name of the user to be assigned to in the Search Users box. Names of users

matching the entered text will appear below this box. Click on the username from the
list once the right username is displayed.

Change Referral Owner

w Search Users..

Send nofification email

The new owner will alsa become the owner of these records related to REF-0000000950 that are
owned by WDVCAS Northern Rivers Queue.

o Motes and attachments

o Open activities

Note: Only assign referral to users within the same referral’s Service Area.
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Step Description
4, Once the username is populated and the Change Owner button to complete the
assighment.

The system would automatically send the new Owner a notification email if ‘Ticking the
Send notification email’ box is ticked.

Change Referral Qwner

By camilz WOVCAS-5AM

nc notification email

Camila WDVCAS-5AM will also become the owner of these records related to REF-0000000950
that are owned by WDVCAS Northern Rivers Queue.

o Notes and attachments

& Open activities

T

Link referral to client person account

All referrals (received from the CRP, internally referred or manually created) must be linked to a
client person account to obtain a complete client and referral history and to prevent ‘orphan’
referrals within the system. This is regardless as to whether they become a client or not.

To link a referral to client account:

1. Search for an existing client in DFV Connect (either from the referral or using global search
function)

2. Where the client exists, select the client account and link to referral. Where a client does not
exist, you can easily create a client using the Create Person Account button in the top
righthand corner and automatically link a client account to the referral.

While you are linking the referral to a client person account, the client’s actual start date will be
recorded when the first case has been created for the client.

Practice rules

e CRP referrals where no information is provided or is ‘unknown’

Where the client’s name is unknown or is missing, you should contact the DVO for the client details
and then link/create a person account (see process steps) by manually entering their information to
the client person account. If you are unable to obtain any information, contact the victim to seek
more details or close if you cannot obtain any contact information.
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e Manual referrals where no name is provided

In instances where no name is provided (eg., self-referral who does not disclose their name), you can
create a manual referral and link this to an ‘unknown’ client account. To ensure these referrals are
correctly managed, we have created one ‘unknown’ person account for each service area - with first
name as ‘unknown’ and last name as the name of the service area. For example, South West Sydney
will have a person account, ‘Unknown South West Sydney’ to link these unknown referrals to. See
process steps below on how to link these unknown referrals.

Create and/or link to client person account

Process steps
Step Description

1. Open referral and click on the pencil (edit) icon next to the Client Record field.

52 aa

pensicpe

2. Search for client in the Client Record field. It is important that you always search for the
client person account to avoid duplicates and ensure the client’s history is properly
recorded.

LegolAig!i Fma2ea @

i DRV ec

o (o |

In instances where the client’s name was not provided or is ‘unknown’, search for
‘Unknown [Service Areal’, eg., ‘Unknown South West Sydney’. Each service area can
use this account to link these unknown referrals to, so they are properly recorded.

3. If the search results shows that client record | Go to step 4
does not exist

If the search results shows that client exists Go to step 11
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Step Description

4, If the search result does not show client record exists in the system, close the Search
result window.

Client Record

Penelope

No results for ' Penelope Accounts

5. Click on the Cancel button to close the edit mode.

Legal Aidgy b dmeren B
1 DY Connect o v Rowem v x| Becowe v x| AAsmene v x| Aeswewn v x| Blopee v % | Gasomoen v % | fssemen v % | Ol ieed v X
? B
6. Use the Create Person Account button in the top right-hand corner to create person

record and link the referral to a new client account.

31 DFV Connect Reterals v BRI v X BREROI. v X BREON. v X AREON0. v X WRE00. v X BlopmRe. v X BSEON. v X ferd

2 REF.000000044... B NSW00. v x  @Amesme. v x % OPO0M0. v x

B Rgfarral
REF-0000000447

Client Recard Latest Risk Rating Organisaton

CRE - NSWFF CRP Referral

Comtact amempt Active Caes
Details  Related Activity
v RafaralDetas B8 [=]
Sater Pathway WOVCAS WDVCAS Cumbarland Quaue
Cumberland CRP Referral
Pamamatts Received e O

Note: The Create Person Account button pre-populates the information from the
referral onto the person account, unfortunately creating a new client account from the
client record field does not have this function
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Step Description
7. The Create Person Account quick-action pop-up will be displayed. The information on
the referral will be pre-populated onto the client person account.

Enter as many Client Details, Contact and Demographic information as you can. Click
Submit to save.

8' Create Person Account

Note: This is a ‘quick-action pop-up’, you can add additional details once you have
checked submit and created the client account (ie., click on the hyperlink client name).

9. The success pop-up screen will display. Select Close.

Create Person Account

Person Account is successfully created.

10. The client person account is now created and/or linked to the referral record.
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Step Description

o © Mo

Note: To access and view the client account click on the blue hyperlink of the client’s
name.

11. e If the search results display that the client exists with an Account, and you are sure
this is the correct client record select it. Ensure that the details are correct before
linking the client to the referral.

e If the search result displays multiple client accounts, please review each of these
client records and then select the most appropriate. Refer to Merge duplicate
person records if there are multiple accounts for the same person.

12.  After you have created the person account from referral or linked referral to an existing
client account, you will attempt contact and record consent.

View client history

All information and data about your client in DFV Connect is stored within their client person
account.

Once you have linked the referral to the client person account, you can review the client’s history by
looking at the related tab on the client’s person account. You can do this to get an understanding of
your client’s history with WDVCASs and view their details.

Process steps

Step Description

1. To search for the client person account, select Accounts from the Main Menu (You can
also use the global search to find your client, however this searches for every record
type in the system).
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3.

To access the account, click on the hyperlink in the account name.

The Person Account screen will be displayed.

The Details tab displays information about the person (Personal details, Residential
Address, Other Address, Contact, Aboriginal and Torres Strait Islander, Demographics,
Health, Dependent Child Information, Client Information, Comments).

Legal Al
i DFV Connect
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B

e Upcoming & herduc
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Click on the Related tab to view related records and information about the client.

The related tab displays all associated records for the client, including:

Related accounts - any other person records that have a relationship with this
person e.g. If you are viewing a client, you will be able to see the related Other
Party and Dependent Children person accounts.

Referrals (Client) - all referrals where the person is the client

Cases — all cases for the person

Service events — all service events created for this client

Referrals (Other Party) — all referrals where the person is the other party
Case Plans - all case plans for the client

Assessments — all DVSATS completed within DFV Connect for the person

Files — files uploaded to the person account. It is not recommended that files
are uploaded to person account as these are visible by all service areas and file
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information should be stored in your client’s case.

Legal Aidigy

.......

View CRP referrals

Description

NSW Police Force and Local Courts referrals are processed through the Department of Communities

and Justice (DCJ) system, the Central Referral Platform (CRP). These referrals are received in DFV

Connect and are indicated by the ‘referral type’ being CRP Referral.

It is important to view information on referrals to check they have been correctly received and
assigned to the correct service area and location. If there is an incorrect allocation (eg., incorrect

postcode), you must still link the referral to client person account before processing a reallocation

request.

POI aged under 10/Victim aged under 16

If you receive a CRP referral and the POl is under 10 years old and/or the victim is under 16 years

old:

e Email the DVO to check the date of birth is correct and has not been entered in error.

e |f DVO confirm the POl’s is under 10 years and/or the victim is under 16 years, close the

referral on the system as an ‘Incorrect Referral’.

e For further details on how to record this as a contact attempt refer to ‘Referrals - Record

Contact Attempts’.

Practice Rules

e You should review the referral information, including the Other Party and DVSAT prior to

making contact attempts so you have an understanding about the client’s situation.

Notes

o Referrals in DFV Connect are treated as a reference record of the information received and
can be updated with processing information. E.g. contact attempts. Information relating to
the client are now stored on the Person Accounts and support provided are stored in case
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and court diary records.

e Assuch, almost all fields on a CRP referral fields cannot be edited. This is because any
updates received by police will override any changes made in DFV Connect. You can edit
some fields on the CRP referral that will not be affected by CRP referral updates.

Key Fields

Field Name Description

Indicates the gender from the CRP referral. All referrals received

Pref i
referred Service Stream should be marked as ‘Female (WDVCAS, FASS Female)

Contact Indicating the name of the referrer/LAC

Indicating the referring organisation or PAC/PD who made the

Organisation
& referral

Indicated by the CRP delete request box being ticked in the referral
details section on the referral. CRP delete requests mean:

Delete request e the client may not be a victim of Domestic and Family
Violence for the incident and/or

e the referral has changed, e.g., the ADVO has been withdrawn

View Referral Information

On the details tab of the referral, you should review the below to ensure the referral is correctly
allocated:

e  Funding program and service area
e C(Client’s names

e C(Client’s address and postcode

e Preferred service stream

e Delete request field

Process steps
Step Description

1. Click on the Referral Number link of the referral to be verified on the WDVCAS Service
Area — Work Allocation List View to open the referral.

555 DFEV Connect Referrals R ML Catherinz L

Referrals

WDVCAS Service Area - Work Allocation v [#]
2 itemis « Sorved by Referral Mumber « Filtered by All referrals - Referral Conzent Status, My Ses
Referral Mu... T » | Clien... % | First ... ~ | Last... * | Referral...
1 REF-DD0000T534 Amb Lia Amb Lia 22/10/2023

Effi Sws 22/10/2023
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On the details tab of the referral, review the followings:

1. The Funding Program and Service Area are correct for residential address.
If the postcode is a split postcode or incorrectly allocated to the Service Area see
Reallocating referrals (reallocation request) on how to reallocate the referral to
WDVCAP.

2. Client’s names are present
If there’s no names provided on the referral, you should contact the DVO for the
client details and then link/create a person account with the correct details
provided. If you are unable to obtain any information, contact the victim to seek for
more details or close if you cannot obtain any contact information.

3. Preferred Service Stream is Women (WDVCAS, FASS Female).
If it’s not, proceed to the Reallocating referrals (reallocation request) section to
send to referral to the WDVCAP Unit.

4. Delete request field is unticked.
If the field is ticked, and if the referral is to be deleted (i.e., closed), then record
actions/outcomes in the contact attempts and consent section on the referral,
enter comments using the log a call function in the referral activity timeline, update
the referral status from contact attempt to closed, and use the ‘incorrect referral’
option in your dropdown closure reason list.
If the referral is to be deleted (i.e., closed) and you still have concerns for a client’s
safety and are unsure of next steps, discuss with your Manager and/or DVO, before
closing the CRP referral without attempting contact. These cannot be returned as
reallocations.
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Referral

REF-0000007544
Client Record Refemral Date Refermral Status Referrer Risk Rating Latest Risk Rating Organisation
22/10/2023 Received Serious Threat CRP-MSWPF

Details Related

v Referral Details

Funding Program Safer Pathway WDVCAS & Kym Melior Fy
0 Service Arsa South-West Sydney CRP Referra
Location @ Liverpoo ra Refarral Date 22/10/2023

Female CRP Referral History @
CRP Update Date

External Referral Id MSW-TRKMO1E

Referral Type Inbound s Comments '

v Client Details

Clien Record e
First Name B TadE Name
e Last Name Swis ™o 980247016

= TSP Deceased

Brafarred Sarvice Women (WDVCAS, FASS Female)

Age Rangs From @ 2000 Ageflange To @ 2010

tial Street 41 Kennedy St Residential Suburb Liverpoo!

tial Stste NSW 0 I Resicential Fostzode 2170 I
Mobile 4 123 116 - il |

Work Phone Contact Notes @ Contact mobile only

Proceed to view referrer’s assessment and other party information where referral has
been correctly allocated.

3. If all referral details are verified and If referral is not correct (wrong gender,
confirmed that it has been correctly postcode is not correct, shared postcode,
assigned to the correct service and conflict of interest) please reallocate
location, start the contact attempt referral back to WDVCAP Unit (see
process. Reallocating referrals section of this

manual).

IMPORTANT: Before reallocating referral
you first need to link referral to a Client
Account.

View referrer’'s assessment (DVSAT) and Other Party information

Review DVSAT and Other Party information on the referral received to ensure you have reviewed all
referral information and understand the client’s situation before attempting contact.

When reviewing DVSAT information review the:

o Referrer risk rating
e (Questions
e Comments

Notes
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Where the referral has been linked to an existing client account, the Latest Risk Rating field on the
Person Account is shows the rating from the most recently completed DVSAT by any users within the

same funding program. This rating may be relating to a separate incident and/or referral and may
not reflect the risk rating of the new referral received.

Process steps

Step Description
1. From the referral screen click on the Related tab.

Legal AidRy

[

Re 0000000956

e REF-0000000447

2. The Related tab displays information from the CRP about the other party and the
DVSAT results. Click on the Other Party link OP-XXXX to view their personal details and
legal information including the Grounds of the AVO.

Legal Aidgf =
[ R ooooo0osss
I;IW'I a a
0 e
3. When you select the Other Party link the Other Party details are displayed. You can

review information about the other party and the legal information including AVO

details and ‘Grounds for AVO’ information. Click on the Related tab of the other party
record.
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selecting the referral tab.

View the information about offences and informants. Go back to the referral by

v | meopen, x| msrawes. v x
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OP-00319
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Original Value N Volue
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Law Pt Cose

Staton

In DFV Connect, all DVSATS are created as an Assessment. To view the CRP referral’s

threat assessment, click on the blue hyperlink to view the DVSAT made by the referrer.

Dewils Relsted
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related tab.
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7. Review the DVSAT responses. The screen will display the answer and comments for
each question.
Leoa Al 5
=
C!V ‘‘‘‘‘‘ (-] o
=
8. If all referral details are verified and If referral is not correct (wrong gender,
confirmed that it has been correctly postcode is not correct, shared postcode,
assigned to the correct service and conflict of interest) please reallocate
location, start the contact attempt referral back to WDVCAP Unit (see
process. Reallocating referrals section of this
manual).

IMPORTANT: Before reallocating referral
you first need to link referral to a Client
Account.

Record Contact Attempts
Description
There are two activities to record contact attempts made on a referral:
1. Recording the date and mode on the referral under contact attempts and consent.

2. Recording a contact attempt comment using the call function in the referral activity
timeline

You will only be able to record today’s date on the referral record. The WDVCAP Unit can back-date
a contact attempt if required. This action can only be performed in limited circumstances.

As part of Safer Pathway, WDVCASs are required to attempt to contact each woman referred to
them by the end of the next business day. For example, if a referral is received at 10:00 am on
Monday, WDVCASs must attempt to contact the client by 5:00 pm Tuesday. If a referral is received
at 4:00 pm on Friday, the WDVCAS must attempt to contact the client by 5:00 pm Monday.
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WDVCASs should attempt to contact clients by telephone. If a client does not answer, WDVCASs
should attempt to contact them at least another two times by phone within five business days.

WDVCASs should record all attempts to contact a client within DFV Connect so these are
properly reported on.
As part of Safer Pathway, initial contact is to be attempted within one (1) business day of
receiving the referral on the system.
If you are unable to attempt contact because there is no phone number listed, an old or
incorrect number, or there is a ‘CRP delete request’, then your first attempt is still to be
made by the next business day. WDVCAS workers should contact DVOs to try to obtain
current contact details for the victim, or confirm the CRP delete request. Record your
actions as a contact attempt 1 in the contact attempts and consent section on the
referral and enter comments in the activity timeline, e.g., “l emailed the DVO for contact
information” or “l emailed the DVO to confirm the CRP delete request”. Your second (2)
and third (3) contact attempts will be noting the outcomes of those actions, and the
referral should be closed within five (5) business days. Referrals should not be kept open
waiting for information to come in, they can be re-opened again if required.
If you receive a CRP referral and the POl is under 10 years old and/or the victim is under
16 years old, email the DVO to check the date of birth is correct and has not been
entered in error. This action would be recorded as your first contact attempt in the
contact attempts and consent section on the referral and enter comments in the activity
timeline. If DVO confirm the POl’s is under 10 years and/or the victim is under 16 years,
record this information in the activity timeline and close the referral on the system as an
‘Incorrect Referral’.
If you receive a ‘CRP delete requests’, the CRP delete request checkbox in the referral
details section on the referral will be ticked. CRP delete requests mean:
e the client may not be a victim of Domestic and Family Violence for the incident
and/or
e The referral has changed - eg., the ADVO has been withdrawn

If the referral is to be deleted (i.e., closed):

record actions/outcomes in the contact attempts and consent section on the referral, enter
comments using the log a call function in the referral activity timeline, update the referral
status from contact attempt to closed, and use the ‘incorrect referral’ option in your
dropdown closure reason list.

and you still have concerns for a client’s safety and are unsure of next steps, discuss with
your Manager and/or DVO, before closing the CRP referral without attempting contact.
These cannot be returned as reallocations.

If the referral is not to be deleted (i.e., closed):

proceed to attempt to contact the client as usual, and record your contact attempts.
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Notes

A total of three (3) attempts at contact should be made within five (5) business days of
receiving the referral on your system, and each contact attempt recorded before the
referral processes to case coordination or is closed on the system.

Record initial and subsequent contact attempts on separate days, using contact attempt
1, contact attempt 2 and contact attempt 3 dates and modes on the referral under
contact attempts and consent, and record contact attempt comments using the log a call
function in the referral activity timeline of the referral. You should only record brief
comments about your contact attempt or contact with the client in the activity timeline
as this information is visible to all service areas i.e., time of the call, outcome of the call
(e.g., left a voicemail, phone disconnected, male answered).

More than three (3) contact attempts may be made, however, WDVCAP Unit considers
three (3) attempts on different days/times as best practice. For example, you make the
1%t attempt at 10:30 am on the day you receive the referral (within 1 business day), you
try again at 3:30 pm on the same day. The contact attempt made at 3:30 pm should not
be recorded as the contact attempt 2, rather, it should be recorded by logging a call in
the activity field, noting a follow-up contact attempt on the same day. Please note, only
one additional attempt can be recorded on the referral record, e.g., an SMS sent after
the 3™ attempt if safe to do so. However, you can make as many additional contact
attempts as needed, recording these as tasks in the activity timeline.

If a client calls back the WDVCAS on the same day that you have already recorded a
contact attempt on the referral under contact attempts and consent, this is to be
recorded in the log a call function in the referral activity timeline of the referral noting
‘client called back’.

When contact is made and consent provided, the referral status should be updated to
active cases. Create a new case coordination to record the information and support you
provide to the client (eg., DVSAT, information and support).

Note __Descripfon

e You can advise clients their information is stored by Legal Aid NSW, if they

Privac . . L
¥ ask how their personal information is stored.

Status e Referral must be updated to contact attempt status before you can record

your contact attempt date and mod on the referral
e You should only enter brief comments about your contact attempt or
contact with the client in this task as this information is visible to all service
. areas.
Logging a call

e You can record detailed notes/service events after recording consent in
your case coordination case (cases are only visible within your service area).

Process steps
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Step

Description

To record contact attempts, update the referral status Contact Attempt.

Click on the edit icon (pencil) in the Referral Status field.

Legal AId
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The referral status will change to Contact Attempt (indicated by top bar and referral

status field update).

Recording contact attempts in DFV Connect, involves two steps, on both the left and

righthand side of the screen:

e Activity timeline — log a call (record notes about contact made)

e Contact attempt section in the referral details (record date and mode of contact

made)

Legal Ay
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Step Description

4, To document you contacted client, click on the log a call function (Phone thumbnail)l in
the Activity timeline.

Activity

a8 -8 v

w Upesming & Overdue

5. The subject line will automatically default with ‘Contact Attempt’ - enter the number of
your contact attempt so it is clearly marked.

In the comments, include short description of your contact attempt.
Select Save.

Note: Only record brief comments about your contact attempt or contact with the
client in the Activity timeline as all information recorded on the referral is visible to all
service areas within your funding program. Examples include left a voicemail, phone
disconnected etc.)

8 Contact Atternpt 1 _ S X
Subject b
| Contect Attempt 1 al
*Assigned To Due Date

[ i WOMCS.Case., | | 207902023 @ |

Camrrents

Client advised their address provided in referral is incorrect,

Hame Related To

REF-0000000884
E w Search Contacts,

-

6. The Activity feed will display a record that you have contacted client, however the
contact attempt must also be recorded on the referral details. You must also record the
date and mode on the lefthand side of the screen in the Contact Attempts section and
record the Date and Mode.

To record this, click on the thumbnail icon.

DFV Connect User Guide — WDVCAS v2 65



Step

Description

NOTE: When selecting the Contact Attempt Date (1, 2 or 3) you will only be able to
select today’s date

Vile

Follow the same process to record any other contact attempts.

Additional contact attempts

Only one additional attempt can be recorded on the referral record. However, you can make as
many additional contact attempts as needed and record these as tasks in the activity timeline.

If the client cannot be contacted after three attempts within a reasonable period and there is a
mobile number provided, an SMS can be sent, if safe to do so.

Sending an SMS between call attempts to the client, may help them to identify who has been
attempting contact (particularly where your phone number is private/no ID).

Step

SMS contact should not be made as the 1st, 2nd, or 3rd attempt to contact the client.
SMS contact is regarded as an additional contact attempt, unless the referral specifically
advises contact by SMS only.

An SMS can only be sent from the referral and for making contact attempts. Confidential
information should not be sent in an SMS as it is visible to all service areas.

If you need to send an SMS for a client regarding referral information, confidential
conversations, court information etc., you will need to send the SMS from a work mobile.

Description

If the client cannot be contacted after three attempts within a reasonable period and
there is a mobile number provided, an SMS can be sent, if safe to do so.

Sending an SMS between call attempts to the client, may help them to identify who has
been attempting contact (particularly where your phone number is private/no ID).

To send an SMS, click on the drop-down arrow in the top righthand corner of the
referral record. Select Send SMS.
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Step Description
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Note: You cannot send an SMS from other areas of DFV Connect (e.g. Case).

2. The Send SMS screen will display.

The client’s mobile number is pre-populated from the referral record but is editable.
Please ensure you check this number from the person account and update if required.

The message content is pre-populated, however you can edit this message where
required. For example, if the referral did not come from the NSW Police, you should
update the sentence “After your recent contact with police, your number was passed
on to a women'’s support service".

Click Send.

Send SMS

* Phone Number

| 0424713 118

* Message (Limited to 320 characters)

Hi Nicold|
After your recent contact with police, your number was passed an to a women's support service.

-

If you would like information or support, please call us back on 1800 928 227 and enter your postcode. 4

Note: Please ensure that you update the call back number to suit your office where

required.
3. A grey pop-up window will appear indicating that the message was successfully sent.
o Messaging Service Response

Message sent successfully to the recipient

4, The victim will receive a SMS.
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Step Description

Hi Amanda

After your recent contact
with police, your number was
passed on to a women's
support service.

If you would like information
|

Please don't reply to this
SMS.

GO
r OC0=+80

5. The SMS sent will be recorded and saved in the referral activity timeline.

LegaIAid' & 5= @srna @

« Do not send any subsequent SMSs unless you have confirmed the mobile number with
NoTE the victim and obtained consent.

6. You should also record the Additional Contact Attempt on the referral screen.
Click on the pencil icon in the Contact Attempts section in the referral to edit.

Select the Additional Contact Attempt Date and Select Additional Contact Attempt
Mode as SMS.

Click Save.
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Step Description

v Contact Attempts

Contact Attempt 1
Date

Contact Attempt 2
Date

Contact Attempt 3
Date

Additional Contact
Atternpt Date

Consent Date @

25/9/2023

26/9/2023

27/9/2023

28/9/2023

Bt

Bt

Bt

Bt

Bt

Contact Attempt 1
Mode

Contact Attempt 2
Mode

Contact Attempt 3
Mode

Additional Contact
Attempt Mode

Referral Consent
Status

Call

Call

Call

SMS

--None--
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If the client cannot be contacted after three attempts within a reasonable period, you can generate
a letter to the clients known address. Do not mail a letter to a client unless you are confident it is
safe to do so, e.g., the POl lives at a confirmed different address, the DVO has advised the victims

address is safe to receive mail etc.

Practice rules

a. Sending a letter to a client should not be made as the 1st, 2nd, or 3rd attempt to
contact; they are additional contact attempts, unless the referral specifically advises

contact by letter only and advised by DVO it is safe to do so.

Process steps
Step Description

1. From the Referral, first check that the client has an address recorded. If not, click the
pencil icon to go into edit mode and in the Client Details section, enter a Residential
Street, Residential Suburb, Residential State and Residential Postcode.

2. Next, on the top menu, click on the drop-down arrow then select Generate Referral
Letter
Legal Aidigyl RN X,
o soEE
3. The Document Generation Tool screen will be displayed. Select the Template Type

Microsoft Word.DOCX Template and then select the Generate Document button.

Legal Al £e
DRV Camest erss . 2 e i

[ Gerenaie.

O Dotssant Gensrasion Tos

4. The Pick a Template screen is displayed. Select Additional Contact Attempt — Letter to
Client and then click on the Next button.
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Step Description

Legal AidRgl
=
]

5. The Generation Options screen is displayed. Enter a Document Title and select the Next

button.
Tegal ARy

6. The Additional Contact Attempt Template is displayed. Click on Download Word if you

need to make changes to the text of the document.
Legal Aidigy
=] (o7 .

7. The Word document will download to your computer. Open the file in Word, edit to suit
your requirement, temporary save on your computer, print the letter and post it in the
mail.

8. Next, you need to record that you have sent the letter. From the Referral, click on a

pencil to enter edit mode. In the Contact Attempts area enter an Additional Contact

Attempt Date and select Additional Contact Attempt Mode as Letter. Click on the Save

button.
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Step

10.

11.

Description

v Contact Attempts.

b
3
&
s
=]
E
3

6/9/20; ™ v
ttempt 3 Dat 12023 & t Attempt Emai v

Addit Attern 0 & t Attempt Lete v ‘

Date

Con . O = —-None- -

On the Referral, Related Tab, you will notice that the generated word document is
displayed in the Files section. If you edited the letter, you can upload the new version on

the letter. Click on the View All link under the Files heading.

Legal/

GOl PR X

[ )
B commr
0 fam

[= EERp—

Cosismaiama sty
[ rrmr— - (o] el-al-

0
[ Asscssmenss 01

Click on the drop-down icon next to the document and select the Upload new version

option.
Legg'|m»%!g' Q sec ‘@e2e @B
] Referrals v | C-00002147 | C X | Po REF-0000001114 v

Mia WDVCAS-Caseworke: 30/10/2023, 217 pm

« | Last Modified & v | Size

Find the edited version of the Word document and upload it to the Files areas to keep a

record of the letter sent to the client.
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Step Description

@ open X
« ~ 4 B> ThisPC > Desktop vy O Search Desktop
Organize v Mew folder > O @

Telephany
Templates

Test

Testing links in PDF
Testing links in PDF 2
Testing OneDrive

uss
WDVCAS

0 ce
onnect_Foundation Part 1

[ DRV Connect - Foundation 1 - Men, 23 Oct 1-3.,
Whiteboards 139 23 October 2023 Newsletter
Work for TW_Digital Transformatic 3 Attendees 23 October f
- - 3/
N ThiseC €3] Release 1 - Identity Connect - Enhancing ITAcc.. 18/,

v o< >

File name: | [Alfites v

Reallocating referrals (reallocation request)

In instances where the referral has been incorrectly allocated to your service area, you can
reallocate the referral by using the reallocation request function to send the referral to WDVCAP to
action accordingly.

If you have made contact and provided with new information, it is important that you record this as
part of your (in particular, logging the call) so the reallocated service area will have this information.
When the referral has been reallocated to the correct service area (where needed), the referral’s
status will be set to receive and all contact attempt information on the referral will be removed.
However, they will be able to view any contact attempts made prior to reallocating in the referral’s
activity timeline, if the call was correctly recorded.

Reallocation request reasons

Interstate referral Victim lives in another state or territory

Incorrect or new address Victim address was incorrectly listed on referral or victim has now moved
to another Service Area

Shared postcode Victim address is in a postcode that is shared between two Service
Locations, and needs to be reallocated to the other Service Location

Incorrect gender Victim gender was incorrectly listed on referral or victim does not identify
with gender listed on referral. Referral needs to be returned to CRP for
action by a LSS by WDVCAP

Conflict of interest Service Area has a conflict of interest with the victim and cannot assist
them (i.e., victim or POl is a member of staff)

Practice rules

o Referrals should be linked to a client person account before requesting reallocation.
e WDVCASs should only return a referral if the client affected by domestic and family
violence lives in another area, has been incorrectly referred to your WDVCAS, or there is
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a conflict of interest for your WDVCAS.

e Referrals can be reallocated at any workflow stage.

e Referrals will not be returned to NSW police. If you require more information regarding
the referral prior to reallocating it, you must contact your local DVO and ask for more
information, specifying the event number.

e You must record all contact attempts in the log a call function (where made), select a
reallocation reason and provide information in the reallocation request comment field
before reallocating a referral.

e CRP referrals where the POl is under 10 years old and/or the victim is under 16 years old
cannot be reallocated. You should mark this information on the referral ‘victim aged
under 16’ and see referral closure reasons for steps.

You should review the process steps for each reallocation request reason as processes may
differ depending on your request reallocation reason.

A reminder that referrals should be linked to a client person account before requesting
reallocation. Client person account information must be updated before requesting
reallocation and information must be recorded in the request reallocation comment.

Incorrect or new address and interstate referrals

If a client discloses new information, such as a new address or interstate referrals, please ensure the
suburb and postcode information is updated on the Person Account before requesting a
reallocation.

If you receive this information, you should:

Record the conversation and the new information provided in the referral ‘log a call’ activity
timeline.

Update the client’s person account with the new information

Provide the updated details in the request reallocation comment (including reason for
reallocation and the correct address)

Where you receive information or identify the address listed is incorrect, the client resides at
a different location, including interstate addresses, you must:
record this information using the log a call function in the referral activity timeline
update the new details in the client person account
process the reallocation request by selecting the reallocation request reason and
provide a comment in the reallocation request comment box
Any conversation (i.e., with a client or other service) where new information is provided
must be noted in the log a call activity timeline so there is a record of where this information
came from.
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Reallocation request as client does not live at address provided on referral. Client’s correct address
is: <insert full address>. Confirm the client’s person account has been updated with these new
details.

Shared postcode

WDVCAS areas may have postcodes that are ‘shared’ with another WDVCAS. This is because some
NSW Police commands have boundaries in the same postcode but for different suburbs or towns.
Sometimes even a suburb/town is split. The WDVCASs that are affected have a shared postcode list,
so they know which suburbs/towns they accept and which suburbs/towns they return for
reallocation.

If you determine that the referral belongs to another WDVCAS even though the postcode and
attending police command indicates it is yours, you must provide the relevant information in the
reason for reallocation request. If you do not, it will be sent back to you.

If you identify there is a shared postcode, you should:
e record this information in the ‘task’ function in the activity timeline

e process the reallocation request by selecting the reallocation request reason and provide a
comment in the reallocation request comment box

Practice rules

e Use the shared postcode list to confirm a suburb and postcode is shared with another
WDVCAS.
e [f you confirm the suburb or postcode is shared with another WDVCAS, you should:
1. Record this information in the task function in the referral activity timeline (eg., checked
and confirmed the provided postcode belongs to another WDVCAS).
2. process the reallocation request by selecting the reallocation request reason and provide
a comment in the reallocation request comment box (eg., ‘Shared postcode with [Service

Areal’.
Notes
oo omepin
Shared WDVCAP allocate referrals with shared postcodes strictly according to the

postcode list shared postcode list.

New postcode | Please contact WDVCAP if you think a postcode provided is new or are unsure.

Reallocation request comment example

Shared postcode.

Process steps
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Step

Description

Record the conversation about new information received using the log a call function or

record the confirmation the referral belongs to a shared postcode using the task
function in the activity timeline (mark as complete once reallocated).

Activity

ar-mer-ral

Filters: Al time « All activities « All types ‘ P ‘

Refresh = Expand All » View Al
v Upcoming & Overdue

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

v November - 2023 This Month

Activity

a-/al-/al-

v Upcoming & Overdue

Filters: All time «+ All activities « All types

2]

Refresh - Expand All - View All

~ [ Shared pestcode confirmation Today \z|
v Contact Attempt 1 Today (=) You have an upcoming task
You logged a call Hecerintion
gsi‘(l‘a‘ittm(;\\enlanc they advised they now live at 3 Berrima Close, Stanmore. | Checked and confirmed the pDSt(Dde is shared with S:,’dﬂE‘J- WDVCAS. Will
advised them we would have to reallocate their referral to another WDVCAS reallocate
2. Incorrect or new address / interstate Go to step 3
referral
Shared postcode Gotostep 6
3 DER-E-E - W
= g-enar
4. Person record will be displayed. From the Details tab, click the pencil next to the details

you want to edit.
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Step Description
Legal A'd' oa s

Edit the details to update their address, then click Save.

Legal AIAY
it r Referrati i C.000MEH3 | Caie 2 REF-0000000960 | R M. Penclope Peach | Ac.

s Pensdape st

Go back to the referral (you can also access referral via the Related tab on the Person

record).

—
Legal Aidgy

@ Fosioreran
-

[

7. Select the Reallocation Request button.
Legal Ai ? N i mecea
B3 Rr-soo0000sss
- - ;ﬂw -] [ = B
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Step Description

8. The Reallocation Request pop-up screen will be displayed. Select the Reallocation
Request Reason and enter Reallocation Reason Comment. Select the Save button.

Reallocation Request

nt does not live at address provided on referral. Client's correct address is 3 Berrima Rd, Stanmore. ‘

Cancel m

service area to reallocate it to, e.g., if you request a reallocation with reason “Client has
relocated to the Sydney area” and have not updated the address on the client person
account, WDVCAP will be unable to reallocate, and the referral will be returned to you.

[j WDVCAP will return your reallocation request if they cannot determine the correct
WOTE

Wrong gender

All incorrect genders must be reallocated to WDVCAP as soon as possible so WDVCAP can reallocate
these to the male cohort. Important fields regarding wrong gender reallocation are:

e Preferred service stream: This field is mapped to the CRP gender field and controls the
visibility of female and male referrals. You will not be able to edit this field on the referral,
but you should update this on the client account before reallocating.

e Gender identity: DFV Connect has a more inclusive list to represent gender identity in the
client account. This field is not included on a referral so should be updated on the client
account before reallocating.

Refer to the WDVCAS tip-sheet on working with transgender and non-binary clients for more
information.

e If you contact a person referred to you and they identify as nonbinary or other, you should
ask them what type of service they would prefer to work with. You can update this
information in the ‘gender identity’ field on the client person account.

e Where you receive information or identify the client should be referred to LSS, you must:

e record this information using the log a call function in the referral activity timeline (eg.,
client advised they are male and would like to be contacted by LSS, | advised them we
would reallocate their referral)

e update the new details in the client person account (eg., preferred service stream —
male and gender identity — male)

e process the reallocation request by selecting the reallocation request reason and

provide a comment in the reallocation request comment box
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Any conversation (i.e., with a client or other service) where new information is provided

[ ]
must be noted in the log a call activity timeline so there is a record of where this information

came from.

Request reallocation comment example
Reallocated for incorrect gender. The client’s person account has been updated.

Process steps

Step Description
1. Record the contact attempt in the log a call function on the activity timeline.
Activity
B\-al- el
Filters: All time » Al activities » All types ‘;|
Refresh « Expand All « Vi ejH
~ Upcoming & Overdue
No activities to show.
Get started by sending an email, scheduling a task, and more.
v November - 2023 This Month
v Contact Attempt 1 Today ()
You logged a call
Description
Contacted client and they advised they were male, and would like to be contacted
by LSS. Advised we would reallocate their referral to LSS.
2. From the referral record, go to the client’s person account to update their information.

Person record will be displayed. From the Details tab, click the pencil next to the details

you want to edit.
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Step Description
o ¢ s 8
B Fariopapesch
= [ ] =
A
4, Update the gender identity and preferred service stream fields.
~ Person Account Information
e i o ST PRl DM S — — — — om0 #4 Charlotte WDVCAS-Worker
Preferred Service Stream Women (WDVCAS, FASS Female) - Person Id CCMSD0000509
o o e e o e mm o mm o omm o =—pcAwn Type Available Chosen
Other Party P | Client
Dependant
4
v Details
*Account Name Preferred Names @ ‘ ‘
Salutation — S RS RS RS RS RS RS B B B e
[ore- T e eniy [[Femer -1
5 Go back to the referral (you can also access referral via the Related tab on the Person
record).
Leaal Al : 5
8 e
i
6 From the Referral, click on Reallocation request in the top righthand corner.
B REF-0000001142
D S R
7 The Reallocation Request screen will be displayed.

Select Referral Request Reason — Incorrect gender and enter a Reallocation Request
Comment (e.g., this client identifies as a male and would prefer to be supported by the

LSS.) Select Save.
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Step Description

Reallocation Request

*Reallocation Request Reasan
Incorrect gender v

Reallocation Request Comment

Client is male and would like to be contacted by LSS.‘ ‘

Cancel m

a WDVCAP will then receive and review the referral. They will then return the referral to
|N0TE| the CRP, so that the referral can be re-allocated to the male cohort.

Conflict of Interest

If you identify a conflict of interest with a referral received in your service area (eg., victim or POl is a
WDVCAS staff member), speak with your manager to determine whether you should reallocate the
referral to WDVCAP who will contact the client to offer support.

Reallocating a referral due to conflict of interest involves:
e Recording the information in the conflict of interest section on the referral

e Processing the reallocation request by selecting the reason and providing a reallocation
request comment.

Pracfice rules
e |tisimportant to notify the WDVCAS Manager immediately if you identify a conflict of

interest because you are either listed as the victim or the POl in an incident, or you know the

persons involved, e.g., the victim is your sister.

e The WDVCAS manager should assess how the conflict can be managed to ensure safety,
confidentiality and privacy are adhered to. WDVCAS Managers can reallocate these referrals
to the WDVCAP Unit.

e In cases where the conflict of interest involves the manager, these referrals should be
returned to WDVCAP Unit for appropriate service and support to be offered.

e When managing conflicts of interest, it is important to abide by a range of policies and legal
frameworks including your service policies, WDVCAP Policy and Procedure Manual and

statutory regulations.

Request reallocation comment example

e <Conflict of Interest or COI> identified — Please reallocate to WDVCAP for service.

Process steps
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Step

Description

From the referral record, click on a pencil icon to edit.

In the Conflict of Interest section, select Conflict of Interest drop down option — Yes.

Then enter a Conflict of Interest Description and Save the referral.

Ls

| Ad'

el PN X,

Click on the Reallocation Request quick-action button in the top righthand corner of

the screen.

et —

a-x

Legal Aid ) * ara

The Reallocation Request screen will be displayed.

Select the Reallocation Request Reason as Conflict of Interest.
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Step Description

Enter a Reallocation Request Comment and click Save.

Record Consent Status

When working with clients, workers must seek consent from clients. The consent status must be
recorded at the time of making a call after contact has been made or after all call attempts have
been completed and consent could not be obtained.

Referrals cannot be closed when there are active cases (see clients and cases for case information).
There are three consent statuses:

Consent status Description

Consented Client consents to continuing the conversation

No consent Client does not consent to continuing the conversation

Could not obtain consent at time of call or after contact attempts

Consent not obtained
made

Please note the referral status as there are different processes for each status recorded. For
example, for client’s who have ‘consented’, a case coordination case is created, and the referral
remains open. In instances where there is no consent (at threat risk rating), the referral is closed —
see process steps for more information.

Consented

Where a client has provided consent to explore a referral or has provided implied consent by
choosing to continue the conversation, this is deemed a consented referral. Where consent has been
obtained and the consent status updated, this allows for a case coordination case to be created in
DFV Connect. Once a case coordination case is created the DVSAT or assessment and further support
functions can be accessed.

When consent is obtained and the referral updated, you should at minimum:

1. Create a case coordination case
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2. Complete the DVSAT
3. Record your conversation in an Information and Support Service Event

e Consentis not required to create a SAM case

o The referral status will automatically be updated when there is an active case created from
the referral (this includes where consent has not been recorded and a SAM case has been
created).

e When a client has agreed to engage with WDVCAS, the worker must update the consent
date and change referral consent status to ‘Consented.” These fields are in the ‘Contact
Attempts’ section of the referral.

Step Description

1. Before recording consent, ensure you have recorded all contact attempts made (i.e., date
and mode) in the Contact Attempts and Consent section of the referral and in the log a
call activity timeline.

' - . -y

2. To record consent, enter the Consent Date and the Consent status in the Contact
Attempts and Consent section of the referral. Select save.

If the Consents status is Consented, you will generally have to:

e create a case coordination case

e record completion of threat assessment using the DVSAT and

e any other services provided using relevant service events e.g. information
and support, safety planning etc.
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Step Description

v Contact Attempts and Consent

Contact Attempt 1 Date Contact Attempt 1 Mode

Contact Attempt 2 Date Contact Attempt 2 Mode

Contact Attempt 3 Mode

NN N
AR AR Y

Contact Attempt 3 Date

Add
Mode

| Contact Attempt

Consent Date @ 2/11/2023 e Referral Consent Status Consented s

« Contact attempt details will be visible to all WDVCASs.
WOTE

No consent — at threat referral
Description

Where a client has not consented after contact has been made, and is an at threat referral, this
referral can be closed on the system (this includes manual referrals from external service providers).
This only applies to ‘at threat’ referrals and is not suitable practice for ‘at serious threat’ referrals.

Practice Rules

e When contact has been established for a referral for a client, the worker must confirm
consent to continue the conversation e.g., “are you okay to continue talking to me?”

e If the client chooses to not engage in further conversation or declines to discuss the referral,
no consent has been provided. In this case, you should update the consent status and close
the referral. You will not be able to create a case coordination case where consent has been
recorded as ‘no consent’.

e Forreferrals received not by the CRP (ie., manual or internal referral), it is best practice to let
the referring service provider know the client declined to engage, and no further action can be
taken on the referral made.

Process steps

Step Description

1. Before recording consent status, ensure you have recorded all contact
attempts made (i.e., date and mode) in the Contact Attempts and Consent
section of the referral and in the log a call activity timeline.
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2. To record consent, enter the Consent Date and the Consent status in the
Contact Attempts and Consent section of the referral.

Where you have contacted the client and they have not consented, select the
Consent Date and “no consent” for the Consent status. Select Save.

' Contact Attempts and Consent

[ 30/10/2023 & l

3 l ° l q
3. For referrals with an ‘At Threat’ risk rating, you will then need to close the

referral. See close referrals.

For referrals with an ‘At Serious Threat’ risk rating, this referral will remain
open until the SAM case is closed.

Consent not obtained - at serious threat referral
Description

When consent has not been obtained for ‘at serious threat’ referrals (e.g., you cannot contact client,
it is not safe to contact the client etc.), you should update the referral consent status to ‘consent not
obtained’. The referral should remain open until the SAM case is closed.

The SAM coordinator will be able to create a SAM case where consent has not been provided or
obtained and the referral will remain open until the SAM case is closed.

A SAM case is separate from a case coordination case. For ‘at serious threat’ referrals where consent
is not obtained, a case coordination case cannot be created. If consent is obtained at a later stage
the referral consent status can be updated to create a case coordination case.

Process steps

Step Description

1. Before recording consent status, ensure you have recorded all contact
attempts made (i.e., date and mode) in the Contact Attempts and Consent
section of the referral and in the log a call activity timeline.

In this scenario consent is not provided by the client (or there was no attempt
as identified on the referral or directed from NSW Police, e.g., the client stated
they did not want to discuss the referral details or to work with the service).
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2. Enter the Consent Date and select the “Consent not obtained” for the Consent
status. Select Save.

Legal Aidy 3 2,

DFV Con foral Baom. v x| @O0 ZRFO00. v x| BLCaMee|_ v x & donShe

* 2 REF.00000002

3. If the referral is “At Serious Threat” risk rating, after consent status has been
updated to “Consent Not Obtained” and you notice a SAM case has been
created, please update the referral status to ‘Active Cases’.

Please see Safety Action Meetings for next process steps.

Link referral to other party account

After you have spoken with your client and confirmed the other party’s details, you can link the
referral to the other party person account. This may not happen at initial contact and can be linked
at any time. It is best practice to check the other party’s details before linking the referral and/or
creating the other party account to ensure they are correct.

Once you link and or create the other party account from a referral, their information will be
automatically populated onto the client’s person account as a ‘related account’.

All Other Party person accounts must be created from the referral not the client person account.
Practice rules
e Unknown Other Party
e Do not create an other party person account where the name is unknown
e You can update this at a later time if and when there are more details provided
e Multiple Other Parties
e Determine from the DVO or client if there is one main other party. You can add the
other party and information to the referral and then link/create the other party

person account to the referral

Search, link and create new other party person account
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Process steps
Step Description

1. From the referral, select the Related tab.

Legal AidN e A

i DFV Connect

2 REF-000000085...

B 5 oonocosse -

Activity

 Upcoming & verdue

2. To view the other party information, select other party number.
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Legal Aidiy [

i = Refermals P REE000GO00M4 | v X | Fa AEFOGO0960|. v X Ja REF0ODD00S84|. v X T REF0000000433|.. v X EdOpenfstemaboy. v X RE0000000800 . v X | P
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3. The Other party details will display in a new tab.

Click on any edit icon (pencil icon) on the Person Record field to search for the other
party person account.

Legal Aidg B Becea B
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Detalls  felated Activity
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4. Enter other party’s name in the Person record field and click on the magnifying glass
icon — Show All Results.
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Step Description

Legal Aidgy 2 S EEE Y-

e - onaom
B crioohis

Detsils

5. Where there is no existing other party person account, close the search window and
select the Create Person Record button.

2 o003

B Sraoine |

Detalls  feletzd Activity

6. The Create Person Record quick-action screen will appear.

The other party details will be auto--populated onto the new other party person
account.

Add additional details and when complete, select Submit.
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Step Description

Create Person Record

@ Besan Details

Fitars

[omear

[

P

[

o
=

e

7. Set the relationship type as ‘Other Party’ and Next.

Create Person Record

v Relationshi - Party Type
by Tpe

~siore- i
Lo

Depsecirt
Ctne oy

8. Select the Relationship to Client.

Create Person Record

9. Select Client relationship to other party.
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Step Description

“ Select Relstonship.

Create Person Record

10.  Once you complete all details, the Other Party Person Account will be created and

automatically linked to the referral.

This is indicated by the person record field filled with a link to the other party person

account.

Legg(l,_&j_g' o sew Fesr2za®
31 DFV Connect Rafemss v T REECO00N00S 1. v X | e AL-ONOOOD .. v X o REF000000964|. v X | Ta AEEONONIMI . v % Bl Gpmfeemisby. v X | T AE-00000M01 L. v X | T AEF0N004 . v X
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11. The other party person account willl also be automatically linked to the client’s person

E‘ Person Account
Kalyah R Ross
Person Type DB Gender ldentity Latest Risk Rating Client Start Date
Client 1121975 Femsle Threat 17/10/2023
Details Related
We found no potential duplicates of this Account.
Related Accounts (2) Add Relationship
2 items » Sorted by Account Name « Updated a faw seconds ago
Account Name ~ | Person Type | Gender Identity ~ | po8 v ‘ Relationship with Account ‘
1 Cameron Rodgers Other Party Male 2/2/1963 Ex-partner
2 Timmy Turner Dependant Male 30/1/2010 Child =
View All

person account.

L}
I NOTE I

DFV Connect User Guide — WDVCAS v2

All Other Party person accounts must be created from the referral not the client

91



Step Description

PR Person Account
Kalyah R Ross
Person Type DoB Gender Identity Latest Risk Rating Client Start Date
Client 1/2/1975 Female Threat 17/10/2023
Details Related

3 we found no potential duplicates of this Account.

Related Accounts (2)

‘;;.HG’H Add hip ‘
2 items - Sorted by Account Name - Updated a few secands ago
Account Name * | Person Type

| Gender Identity « | DOB

| Relationship with Account v/

1 Cameron Rodgers QOther Party Male 2/2/1963 Ex-partner E\

2 TimmyTumer Dependant Male 307172010 Child &3]
view All

Search and link existing other party person account

The other party person account should not be linked where there is no information provided (see
practice rules).

Process steps
Step Description

1. From the referral, select the Related tab.

Legal AidIgy o * 2208 @
H DV Comea - . 5 * ot o | e < | B < < | B :
2, REF-0000000%5. . LoRoMTe. v x

Wl REF-000001

 Upeaming & Overdue

To view the other party information, select other party number.

—
Legal AidI 3l
% RE-0000000844 | . -0 “ REF-00 0000 x| Blopennsny. v % | 7 BERRG0DNT |
e
Getalls  Related Activity
e (Retted Referrl) ) -la al-
et -
*- ][] | e
~ | Gender v Persom Rec.. v & C— Ll
P i Mt
[ comion > [ <omac ansmps
[ oo

The Other party details will display in a separate tab.

Click on the edit icon (pencil icon) on the Person Record.
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Step Description

* )
sy
8|8
oo || =
; .

4, To search for the other party, enter other party’s name in the Person record field and
click on the magnifying glass icon — Show All Results.

x- Ba?aa
Fye——" ROy pr———
B crioohis T T
(@
o RES-0000X " *
. °
°

5. Where an existing other party person account is found, review the existing account to
confirm it is the same as what was provided.

To link the other party account to the referral, select the existing other party account.
Then select Save.

Legal AIdY Q e

WP SOUTH WAL

i3 DFV Connect Referrals ~ | B C-00002147 | Case v x| EaRelationships Austral . v % B lee
2 REF-0000000984 £20P003.. v

Ry Other Party
OP-00338

Details Related

* = Required Information

OP-00338 Referral REF-0000000984

~ Person Informatian
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Step Description

6. The Other Party Person Account is now linked to the other party component of the
referral.

This is indicated by the blue hyperlink of their name in the person record field.

Legal ANy . YYFYY:

#DRV

0P-00319

Detalls el Activity

. Rodger

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 contact a 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’.

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)

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

FpSallySmi.. v X g, REF-0000000191

@ 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®
B sy smin oS
[ = |
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.
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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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Process CRP Updates

All CRP updates need to be confirmed (to remove the flag) after being viewed and/or actioned
where required.

Confirm CRP
referral update
and/or update

View the CRP
referral updates
made

Access updated
CRP referral actions to
remove the

update flag

At any time, NSW Police may make an update to a CRP referral, and this information will be sent to
DFV Connect through CRP. This is identified in the DFV Connect by:

1. WDVCAS Service Area — Work Allocation list view: this flag will appear CRP referral
update flag which indicates when a CRP referral has an update that is yet to be
viewed/actioned. This list view will only show updates on referrals which have not yet
obtained consent.

2. WDVCAS Service Area — CRP Updates list view: this list view contains all CRP referrals that
have received updates and are yet to be viewed/actioned. This list view includes all open
and closed referrals for the service area. You should check this list view as well as your work
allocation list view as the work allocation list view only displays open referrals where
consent is not yet recorded. The WDVCAS Service Area list view will be most useful to view
referrals that have cases linked to them.

Referral fields updated by NSW Police will be recorded in the history section of the referral and
other party history sections (on the related tab in these components) and you can check these
sections to see what has been changed. The referral and/or other party history section will indicate
what field has been updated with the old and new values. You should also review the DVSAT to see if
new information has been populated. If there has been an update made to the DVSAT the created
date will be changed on the DVSAT.

Please note only the referral and other party sections will indicate what values have been updated
by police, if the DVSAT has been updated there will be a new version provided.

Once you have reviewed the new values, you need to ‘confirm update’ to indicate the referral has
been viewed and any actions have been completed so others know. For example, you might have to
update the client’s person account where the name, address, contact has been updated.

Practice rules

o Delete requests, in instances where a ‘delete request’ checkbox has been ticked. This
means NSW Police have marked the referral in their system for deletion. If this is ticked,
contact the DVO and see if they mean to delete it.

e If yes, confirm the update and there is no need to make contact. Close the
referral with the reason Incorrect referral.

DFV Connect User Guide — WDVCAS v2 98



e If no, request they uncheck this delete request so the box is unchecked. You
must also confirm the CRP update and make a note in the CRP update
comments that this referral is to remain open and record the conversation using
the ‘log a call’ function in the activity timeline.

e Almost all CRP referral fields are not-editable. This is because any updates received by police
will override any changes made in DFV Connect. You can edit some fields on the CRP referral
that will not be affected by CRP referral updates.

e To process CRP updates, you may need to update the client’s and/or other party’s person
account to ensure the information is correctly stored.

Step Description
From the Service Area - Work Allocation List, any time the NSW Police make an update

to their referral, the icon will display under the CRP Update column.
Click on the Referral number (Ref-XXX) to access the referral.

WDVCAS Service Area - Work Allocation » #

Alternatively, you can check the WDVCAS Service Area — CRP Updates list view. This list
view displays all referrals with CRP updates that are yet to be confirmed and/or
actioned. This list view also has a CRP Update Date column indicating the date the
update was received.

Legal Aidigy a TEETY-

i1 DFV Connect Reterrals v MCMWM. v X | TR0 v X | TeREEON. v x | EISE00. v x  EICOON. v X | ERODMO. v x  BREROO0. v X | o

Referials
WDVCAS Ser - CRP Updates » &

Note: You should check this list view as well as your work allocation list view as the
work allocation list view only displays referrals where consent is not yet recorded. The
WDVCAS Service Area list view will be most useful to view referrals that have cases
linked to them.
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Step

Description

2. When you access the referral, you should firstly check to see if the CRP Delete Request
checkbox has been ticked. If it has, this means that the NSW Police have marked the
referral in their system for deletion. If this is ticked, contact the DVO to see if they
meant to delete it.

e If yes, confirm the update and there is no need to make contact. Close the
referral with the reason Incorrect referral.

e If no, request they uncheck this delete request so the box is unchecked. You
must also confirm the CRP update and make a note in the CRP update
comments that this referral is to remain open and record the conversation
using the ‘log a call’ function in the activity timeline.

Click on the related tab to see if other fields have been updated
Legal Aidy Ba 2 &
REF-0000000956
D S NN
al-
e L
3. On the referral’s related tab, scroll to the bottom to view the referral history.

In this section you will be able to see fields that were updated with the old and new

values. For CRP updates, the user will be a system name.

This section will also indicate whether delete request has been made.

Legal A
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Step Description

e Client details (for example contact and demographic information): update the
client person account. If you believe your service have the most up-to-date
details, you are not required to change these details.

e Client’s address: update the client’s person account. If the client should now be
supported by another Service Provider due to an address change, you will need
to reallocate the referral. See reallocating referrals (reallocation request
section).

4, To check whether updates were made to the other party and AVO information, click on
the other party number on the related tab of the referral.

Click on the related tab of the other party to see the other party history. You may need
to update the

Teool Ay TYITY:

If the NSW Police have updated:
Information on the referral’s other party:
e AVO details: review the new information so you can better support the client.

e Other party details (for example, name and additional information): update the
other party person account or create the other party account. See link referral
to other party account.

5. To check whether updates have been made to the DVSAT, select the DVSAT name in the
Assessment section of the related tab on the referral. Check the created date on the
DVSAT record to confirm if an update has been made (it will be later than the referral
created date field).
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Step

Description

&

Details

Review the new information so you can better support the client. This includes any
updates to the referrer risk rating.

Note: if police have updated information on the DVSAT, you will not be able to see a
prior version or history of fields changed. This means you should always check the
DVSAT if the CRP referral update flag has been checked.

When you have reviewed the referral update information, updated the client and/or
other party person accounts (if needed) or determine the update can be ignored, you
will need to confirm update to avoid other staff members unnecessarily re-checking the
update.

Select the Confirm Update quick action button in the top righthand corner (this will only

appear when an update has not been confirmed).
Legal Aidig ) ETEERY -

The Confirm Update pop-up will display.

Enter details about confirming the update in the comments section, if required, (eg.,
confirm delete request made by police was made in error) and select Save.

Confirm Update
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Step

Description

This will remove the CRP Update flag from the Work Allocation list view and the referral
will be removed from the CRP updates list view. The flag will re-appear if a subsequent
update is processed by NSW Police.

Related referrals

A ‘related referral’ is a referral received that relates to the same incident for a referral already
received and in DFV Connect. These circumstances include:

There is a CRP referral in DFV Connect and your service subsequently receives an external
referral by an external service provider (e.g., Health) with similar incident details, same POI,
time & date of incident etc.

CRP Referrals with the same event number for the same client

There is a CRP referral in DFV Connect and the client self refers to your WDVCAS

Please note you should always link subsequent referrals to the original referral received so the
referral history is properly recorded. This means you should not link a referral to another referral
that has the related referral field filled.

All related referrals must be closed after linking to the original referral.

Step

When you receive an external referral (either from another provider or client themselves),
search DFV Connect to see whether there is an existing referral relating to the same DFV
incident and POI. Contact the client to confirm it is for the same incident and there hasn’t
been a new incident you may be unaware of.

If there is no prior referral located in DFV Connect that relates to the same incident, you
must create a manual referral in DFV Connect to ensure the referral is properly recorded and
managed.

In instances, where an additional CRP referral is received and you identify it has the same
event number, same POI, incident date and time, contact the DVO to check whether it is a
duplicate referral.
o  Where a duplicate referral is confirmed, you should process the referral as a related
referral (see process steps below)
e Where itis a new incident, action the referral per usual practice.

Description

Once you have confirmed there is already a referral in the system that relates to the
same incident of a subsequent referral received, you can relate the new referral
received to the original referral. See below process steps on how to relate the new
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Step Description

referral to the original referral and assumes there is already a referral created in the

system.
1. On the new referral received/created, scroll to the related referral field in the
Additional Referral details section.
Referral
REF-0000001180
Client Record Referral Date Referral Status Referrer Risk Rating Latest Risk Rating Organisation
9/11/2023 Received
Vv Additional Referral Details
Sexual Assault @ s Homicide @ rd
Victim Aged Under 18 @ s Related Referral @ e
Child Protection Concerns @) rd
Dependent Child o rd
Information
2. Select the penicon to link the related referral. The system will always display the most

recently accessed referrals.

It is assumed that you have previously searched and reviewed the original referral to
link the new referral to, so this should be the most recent record accessed.

Select the referral if displayed.

v Additional Referral Details
Sexual Assault @ | None. - ‘ Homicide @ ‘ None— - ‘
Victim Aged Under 18 @ | None- v ‘ Related Referral @ Search Referrals... Q‘
Child Protection [:] Recent Referrals
| By e,
if:ﬁ:jiz‘n:md o‘ a REF-0000001180
a REF-0000000659
3. If the referral is not available, you can search the client’s name to view all referrals for
the client and select the correct referral. Select Show all results to see all referrals.
“ Additional Referral Details
Sexual Assault @ ‘ —None-— - | Homicide @ | —None— - ‘
Victim Aged Under 18 @ ‘ None— - )
Related Referral @ [ stephanie orange niqf
| Q, Show Al Results for "Orange”
child protection -] | + NewnReferral
o /)
4. The search results will display in a new window. Select the referral number.
Related Referral
Referrals
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Step

Description

The referral number will populate into the related referral field

. Select save.

Vv Additional Referral Details

Sexual Assault @ ‘ ~-None-- v | Homicide @ ‘ ~-None--

Victim Aged Under 18 @ ‘ —-None-- v

Related Referral @ [B REF-0000001142

Child Protection o

= - |

The original referral will now appear on the referral record.

To confirm the referral has been successfully related, click on the original referral.

x
v+ Additional Referral Details REF-0000001142
4 Client Record Referral Date
’ REF-0000001142  ePhanie Orange
Referral Status Referrer Risk Rating
Active Cases
Dy atest Risk Rating Organisation
On the original referral, click on the related tab.
2o REF-0000001179 .. s REE-0000... ~ X
[’ Refemal
] REF-0000001142
Client Record Referral Date Referral Status Referrer Risk Rating Latest Risk Rating Organisation
Stephanie Qrange 2/11/2023 Active Cases
Details Related

If it has been successfully recorded, the referral will appear in the Referrals (Related)
section of the original referral.

Details Related

B3 other Party (1)

1 item - Updated a minute age

o) (e ]

[] Other Party Number v

g

FirstName + | LlastName \ | Gender v | Relationship to Client | PersonRec... v

OP-00402 Partner -]

View All
Assessments (0)

a Referrals (Related Referral) (1) ‘

1 item » Updated a few seconds ago
[] Referral Number v

O w

Record Type v | Status v | Referral Date | Organisation v | CreatedBy

000001179 Manual Referral Received

09/11/2023 ewdve =

All related (subsequent) referrals must be closed as cases and information will be
created from the original referral. See section close referral for process steps.

Note: if the original referral received was ‘serious threat’, the related (subsequent)

referral will automatically populate onto the SAM agenda if it has been properly
recorded.
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Multiple active referrals for the same client

WDVCASs may receive multiple referrals for the same client from the CRP or external providers over
a short period relating to multiple domestic and family violence incidents.

For example, you may receive a CRP referral regarding an incident that has occurred on a Saturday
night. By Monday, the client reports to police that the POI continued to harass her over the following
day, so another CRP referral is received on Monday morning in relation to this new incident. This is
referred to having multiple active referrals for the same client as your service will have two CRP
referrals for the same client in relation to separate incidents.

Multiple active referrals for the same client must be treated as separate referrals and should not be
processed as a related referral. If the referrals are ‘serious threat’, a separate SAM case must be
created for each referral, and both should remain open until services are complete.

Practice rules

e Action referral as normal in DFV Connect, contact the client again to check in that they are safe,
and offer support as circumstances can change quickly.

o If making contact attempts for multiple referrals for the same client and the same POl in the
one day, only make one attempt per day and record the actions and outcome of the attempt in
the clients' other referrals to ensure all of these referrals KPI's are being met.

e If the client consents to support, you should create a case coordination case for each referral.
However, you should only record services and support within the main case coordination case.
You should record the main case coordination case number and make a note in the description
field on the additional cases.

Process manual referrals

Where referrals are received outside of the CRP (e.g., self-referred, another service provider), you
can create a ‘Manual Referral’ in DFV Connect to record the referral.

Create referral and

No existing client person account

Search for client Add other Contact

party details attempts Copseps 2
Create referral and
Existing client link client person

account

Practice rules

a. All manual referrals must be entered into DFV Connect (eg., self-referrals, referrals received
by Corrective Services — DVEM, external service providers, etc.)

b. You should always search to see whether there is an existing client person account before
creating a manual referral.

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

See related referrals section where referrals received relate to the same incident. For
example, a referral is received by an external service provider that relates to the same
incident of a CRP referral in the system.

Category field: this field refers to the category of the referring organisation.

Description

Before creating a referral manual referral, check to see whether there is a client record
in DFV Connect.

There are few ways you can search for a client in DFV Connect.

1. Using the 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. Selecting Accounts from the main menu and using this search bar. Only names
can be searched in this search bar, if you need to search other criteria (eg., DOB,
use the global search function).

Brafarred Namas | Parsan Type ~ | pos o | Gande ety o

Existing client person account found Gotostep 3

No existing client person account found Gotostep 7

If the client exists, access their account by selecting on their name (blue hyperlink).

Legal AId

If there is an existing client in the system you should create the referral from the person
account so you do not have to duplicate client details onto the referral.

Before creating the manual referral, you should make sure the client details are up-to-
date as this information will populate onto the referral.

To create a manual referral for an existing client, from the client person account, select
the Create a Referral quick-action button in the top righthand corner.
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Step Description

B Stephanie Orange
Client 2/8/1989 Female

Details Related

~ Person Account Information

Safer Pathway WDVCAS

5. The Create a Referral quick-action pop-up will appear. All client details from the client
person account will automatically populate onto the referral. This pop-up does not
contain all of the required referral information - you must save the referral to enter key

referral information.

Key fields:

o Referral Type: is a mandatory system field that cannot be removed, it does not
matter which option is selected (inbound/outbound)

e Location: Select the referral location. The referral will always be created with
your staff funding program and service area.

e Referral date: enter the referral date.

e Preferred service stream: will default to WDVCAS and cannot be edited.

Select submit to create the referral and enter required referral information.
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Step Description

Create a Referral

w Referral Details

6. A success message will be displayed. You can open the referral by clicking on the link in
the notification. If you select close, you can also access the referral in the related tab of
the client account. Go to step 9.

Create a Referral

Referral created successfully for Stephanie Orange.

Qlick here to open Referral REF-0000001179

7. If the client does not have an existing record in the system, you should create a referral
and then link/create the client person account.

To create a manual referral for a new client, select Referrals from the Main Menu. On
the list view, select New to create a manual referral.

onnect Raterls v o, 15000 2o ReF01 % rer00 i cam00 # es-oum, 2000

yViewed + 1 =1

8. The New Referral: Manual Referral quick-action will appear.
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Step

Description

Referral Details

Funding Program
Service Area

Location @ ~-None-- v

Referral Purpose

Ayailable

New Referral: Manual Referral

Safer Pathway WDVCAS Ouwner Name

Northern Rivers " Referral Date I | = ]

= Referral Type

Referral Description

The Manual Referral form is divided into following areas:

Referral Details - Funding Program, Service Area, Location, Referral Date,
Referral Type, Referrer Risk Rating, Referral Purpose,] and Description

Contact Attempts - Contact Attempts, Consent Dates, Consent Mode, Consent
Status

Referrer Details — Self Referred tick box, Contact, Referrer Phone and Email,
Category, Organisation, Referrer Mobile

Client Details - You can search for existing client record, if client doesn’t exist
enter as many details as you can (phone number cannot have any spaces or
brackets included)

Client Demographics - Aboriginal, Country of Birth, Culturally and Linguistically
Diverse, Interpreter Required. LGBTQIA+, Disability, Torres Strait Islander, Temp
Visa, Primary Language...

AVO and Charge Details — AVO Case Number, Charge Case Number

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

Conflict of Interest - Conflict of interest, Conflict of interest description

Referral Status — For new referrals, leave the status as Received and ignore the
other fields.

Complete as many fields as you can and ensure that you complete the mandatory fields
marked with asterisk.

Once complete, select Save.
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Step

10.

11.

12.

Description

The Referral screen will be displayed. The status will be Received.

REF-0000000001

To add the Other Party details, select the related tab on the referral.

Select New on the other party section.

SR —— o | e vaie -

7 p B

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.

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

it is saved to the record.

DAY Conne

Legal Ay " o2

Enter the other party details and save.

DFV Connect User Guide — WDVCAS v2

111



Step

13.

14.

Description

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.

Legal Aidy a Ba -2 o

2, opooss

= op-00382 :l
Dewls Rttt

A quick-action pop-up will appear Similar to creating the client person account, the
information will be pre-populated.
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Step Description

Create Person Record

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

Create Person Record

v Relatiorstip - Pty Trpe
“pany e

[averrr

e
et

16. Select the relevant relationships.

Create Person Record

17. 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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Step Description

Legal

18. 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.

Legal AidIf

DFV Canny

ZBEROOCNL o oemm. v

[ e

[ [ M—
BN norerras (etsted moterea
[ O
19. If the client has consented to support and you need complete the DVSAT, you will need

to create a case coordination case. See create case coordination case and DVSAT for

process steps.
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Clients and cases

All referrals must be linked to a person account (client) when they are received. The client start date
is therefore recorded when the first case has been created for the client.

All cases are created from a referral.

Visibility All cases are visible and editable by users within your service area.

There are three types of cases in DFV Connect, depending on the type of service required by a client:

core bt S

Created for when consent has been obtained and All workers
o services are required. This case is similar to a client file
Case coordination case  3nd contains all information regarding case
coordination services provided for a referral.

Created for current WDVCAS clients where they have | Caseworkers
Case management case  paen assessed as suitable for casework.

SAM

SAM case Created for ‘at serious threat’ referrals.
coordinators

Case Case
Coordination SAM Case Management
Case Case

View open cases

All referrals can be accessed by selecting ‘Cases’ from the main menu and accessing a list view
displaying high-level information about cases and can be selected depending on your activity needs.

You can access certain referral list views to see information about cases.

Process steps
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Step Description
1 Once you are logged on, from the Main Menu drop down, select Cases. Then from the
List View drop down, select My Open Cases.
Click on the relevant Case Number to open it.
Legal Aidigy
NEW SOUTH WALES
EEE DFV Connect Cases
Cases o
All Open Cases v | #
) The list of all cases you are owner will be displayed. To open the Case, simply click on
the link.
Legal AR ases W B2 a8
i3 DFV Connect Cases v | ECA-0000189 |Case v x | Q annwi- Search v x
E x;roPen Cases v A&
50+ items « Sorted by Case Number « Filtered by All cases - Case Status » Updated a minute ago < i
Case Number * | Contact Name v | Subject ~ | Case Status ~ Priority | Case Origin ~  Case Owne... »
Ne Medium - |
3 If desired, you can change the view. E.g. switch from a Table View (cases displayed as a
table of records — see screenshot above).
Change Owner Printable View Add to SAM
search this list.. g~ | E-||C £ €T
Time Clos... ~ | Last Modified Date ~ Display as v
12/9/2023, 3:33 pm » Table % |
Kanban |_|
Split View I}
4.  If you select the Split View - left hand side of the screen displays the list of records, and

right-hand side of the screen display the overview of the selected record.

...........

A me e a
151 | Cas
= £
Feed
Kyen Melbor
i
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Case coordination clients

Following receipt of a referral and when consent is obtained, WDVCASs will provide case
coordination to provide support.

In DFV Connect these services are recorded within a case coordination case. The purpose of a case
coordination case is to record all service events and manage clients. A case coordination case is
created from a referral and when consent has been obtained.

Case coordination services include (you can record all of these within a case coordination case):
e Assess her level of threat using the DVSAT
e Provide information and support
e Make referrals to external services, FASS Women and other WDVCASs where needed
e  Assist with safety planning
e Provide court advocacy support

e Ensure they comply with mandatory reporting obligations including completing MRG and
making a child protection report where required

e Complete casework assessments for clients within their WDVCAS

LEE G

Case Coordination Case

Avdilable service events/functions See case See SAMs
See service events and functions for more management clients
information

Mandatory Reporter
Guide

Information and support ~ Child Protection Report

DVSAT

External referral Court advocacy

Safety planning Internal referral

Case management

Case note (function)
assessment

Court diary

System process
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Record service
events

Obtain Create case
consent coordination case

Referral

Manage court
diary

Practice rules

e Consent must be obtained by the client before you can provide case coordiantion
services to a client.

e Only one case coordination case can be created per referral received.

o  Where the client is a supported by a hearing support worker, select the ‘hearing support
client’ checkbox.

Create case coordination case

Process steps
Step Description

1. From the Referral click on the drop-down menu on the right-hand side of the screen and
select the Create New Case Coordination option.

Legal ARy Came ] TR

i1 DFV Connec t Aaferrals v | % REF-00000008% Re. v X

.....
i osss [t s | contempane | concomrtnnin | <]

-

CRP - NWPF

RefersiEate Referat S
11972023 Contact Attempt

v

Activity

(@-al-[al]

oTE
If the Create New Case Coordination button isn’t available, check that the Person

Account has been created and consent has been obtained and recorded.

2.  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.
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Step Description

3. 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. ) 4

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

Details  Related

B3 Referrals (Related Referral) (0)

B casesn) %+ || & | ChangeOuner
S items - Updat S

4, The Case record will be displayed. You can now record Service Events such as
Information and Support, Safety Planning etc.

Legal Aidigy a sed - @e 2 e e @

[ —

Service events and functions

Description

A service event typically refers to an interaction or action related to providing service or support to a
client or on behalf of a client. Service events in DFV Connect function as a comprehensive record of
all interactions and activities related to your clients and are crucial for tracking services and support
provided to your client, ensuring accountability and consistent and effective service delivery.

Each client may have one or several service events created within their case.
Practice rules

a. Service events should be completed at the time of providing a service or shortly
afterwards. This allows the client history and actions to be accurate and up to date.

b. A service event must be recorded for each action provided by a WDVCAS to the client
directly, or to another service on behalf of the client.
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Notes

The Domestic Violence Safety Assessment Tool (DVSAT) is a
DVSAT standard means of assessing the level of threat to people
experiencing domestic and family violence.

When any information and support is being provided to the
Information and support client and to record detailed conversations you have with the
client or to record details of contact on behalf of the client

An external referral is used when sending the referral to any
External Referral provider that it not using the DFV Connect system, where
consent has been provided

Safety Planning to address clients’ immediate safety needs
Mandatory Reporter Guide This action is used to record that the online MRG is completed

. . This action is to record that a Child Protection Report has been
Child Protection Report
made
To record contact relating to the client’s court matter —
Court Advocacy . .
Mention, Hearing Charges etc
Is used to send the referral to another provider within the DFV
Prepare Internal Referral
Connect system e.g. Court support or FASS Women
WDVCAS workers will complete a case management
Case Management Assessment | assessment for intake and for the WDVCAS Manager to review
(see refer client for casework for description)

Notes to attach to client’s file. Saved notes are not recorded as
New Note service events. This function is not used to record a client’s
sensitive or personal information.

Complete DVSAT
Description

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.
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Referrals received through the CRP will have a DVSAT Risk Rating, as it is mandatory for the NSW
Police Force to complete a DVSAT with every victim of domestic and family violence where the
victim is 16 years and other party aged 10 and above.

WDVCASs are mandated to complete the tool with victims as part of Safer Pathway. All other service
providers are encouraged to use the tool where appropriate. External referrals received from other
service providers may also have a risk rating included.

WDVCASs need to re-assess the level of threat to client safety using the DVSAT when they contact a
client. A DVSAT assessment can be completed from any type of case.

This is important because:

e The threat level may have changed since the incident or report that caused the referral
being made

e The threat level identified by the referring service provider may not be accurate. For
example, a woman may not feel comfortable disclosing certain information to the NSW
Police Force but may be more forthcoming with a WDVCAS worker.

Please refer to the WDVCAP Policy and Procedure manual for more information on the DVSAT,
regrading a client’s threat level.

Case availability

Service event Case coordination Case management

DVSAT v v v

Pracfice rules

a. Check it is safe to complete the DVSAT or arrange another time to do so

b. The DVSAT used by WDVCASs aim to elicit the same information as the NSW Police
Force DVSAT however the questions are worded and ordered differently. The DVSAT is
also completed using a more conversational approach.

c. Checkif the client needs an interpreter

d. Apply a trauma informed approach.

e. If you are unable to complete all the DVSAT questions choose “Don’t Know” and enter
the reason in the free text box or “Don’t Know” can be used when the client is not sure
e.g., does the other party have alcohol or other drug issues? And she says, ‘he used to
but I’'m not sure now,’ or he used to have access to guns but not sure now.

f. If the questions are not applicable for the victim e.g., non-intimate relationships, choose
“Don’t Know” & then “N/A” in the comments.
g. If you are unable to complete the DVSAT you can add a comment to explain this.
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Process steps

Step Description

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

Legal Ay

- 3001
O Giyah e ross

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.. ~ x

Steps

O Part A: Risk identification checklist

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

i 00001240 Ca B OVSATA.

4. The Competed page will be displayed.
Click Next
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Step Description

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

LegalAldy

i DRy

voes [

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 Aidigy

 Uszaming Sarss

[J If you navigate back to the Case you will see that the DVSAT will appear in the Feed,
NOTE

and will also be available from the Related tab/Assessments area. You might need to
refresh the page for it to appear here.
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Step Description

Legal Aidy as A Be2oa B

If you navigate back to the Person Account, the Latest Risk Rating will display this latest
risk rating.

Legal Aidigy ) L TR -

~ Upcuming &:0ver o

If the rating has been upgraded to Serious Threat, the referral will now appear on the
SAM Coordinators List View - At Serious Threat Referrals.

Information and support

As noted in the WDVCAP Policy and Procedure Manual, WDVCASs can provide legal information but
do not provide legal advice. If a client needs legal advice, they must be referred to a legal service or
legal practitioner (see external referral service event for more information).

When contact is made, and consent has been obtained you can record all detailed conversations
with the client or on behalf of the client in Information and Support in the service event summary
section.

A client can have one or more information and support service events.

Case availability

Service event Case coordination Case management SAM case

Information and
support

Practice rules

e Where hearing support is provided to a client, ensure ‘hearing support’ is selected in the
referrals/information provided picklist.
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Process steps

Step Description

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

Legal AId

- @a? o a @S

@ C-00001.. =

- Mark Case Status a3 Complete

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.

Information and Support

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

Ls

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

e Select one of the available options for Contact with Client or Service/Agency.

e If you contacted a Service or Agency, you will also need to select a
Service/Agency Category to assist with reporting.

o Select the Mode of how you provided the information and support e.g.
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Step Description

Telephone

e Select the option that represents what type of Information/cold referral you

provided.

Options are: Case Management, Community support services, Counselling
services. Education, Financial, Health, Housing, Legal, Police, Victim Services,

Other.

e 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 (bold, bullet point...) with a character limit of 120,000
characters (approx. 4 x A4 size pages document).

e (Click Save

Legal AldR

5.  The Information and Support Service Event will be saved and available from Related tab.

Legal Aidigf

Racerd Type Conate Dt

uuuuuuuu

External referral

An external referral is used when sending the referral to any provider that it not using the DFV

Connect, e.g., a Family Support Service for counselling. This may be a warm or supported referral

with the client's consent.
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When creating an external referral do not enter any details from the NSW Police CRP referral, DVSAT
or narrative in the Referral Description as this should not be shared with External Service Providers.
You may choose to share the WDVCAS DVSAT or threat rating with the external service provider.

Case availability

Service event Case coordination Case management SAM case

External referral v v v

Pracfice rules
a. Obtain consent from the client to make an external referral on client’s behalf
b. Create an external referral for each separate external warm referral made for the client

¢c. When completing external referrals ensure you include your generic WDVCAS email so that
responses will be received even if you are on leave.

Use these instructions to refer the client to another external Service Provider:
Step Description

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

Tegal ATy ~ EEETEETY-

2.  The External Referral pop-up screen will be displayed. Select if this Referral is for a
Dependent Child (Y/N).

Click Save

External Referral

3.  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
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Step Description

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.

Legal A ) e ua

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.

DFV Connect User Guide — WDVCAS v2 128



Step

Description

Legal Ald

e * = SE0OO0.

The information recorded on the service event (including contact, external provider

account and email) will automatically populate onto the letter (If your CAS prefers
sending referral letters). Select Generate Referral Letter button.

-are

Fenals

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

Generate Document

The Pick a Template screen will display. Select the WDVCAS External Referral Letter and

select the Next button.
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Step Description

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

Next

10. The Document will be generated. If you need to make any changes you can select the
Download Word option.

Legal Aidigy L s &

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.

Related

Filas (1)

To upload a new version of the file (if you have downloaded the Word document click

12.
on the drop-down menu and select Upload New Version.
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Step Description

Legal AidRg e
- e = =

Find the new version of the generated letter and select OK. The new version of the

13. .
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.
TegaT ATy : TETEEXY:
ks noees ,
. e -8
The email window will be displayed in the bottom right corner. To expand the window,
click on the “maximise” arrows.
f"y' |8 (]
15.
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Step Description

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.
= =
Select Insert Template and select the WDVCAS External Referral Email template.
= -
17.
The email template will be displayed in the email body. Please note the information in
brackets automatically populates after sending the email. You can type all details of
your referral in the email body and send.
18.
= u
19 The details that the email was sent will appear on the Activity timeline.

DFV Connect User Guide — WDVCAS v2 132



Step Description

s me s a s

Activity

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

[EXTERNAL] Sandbox:

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

IZ_E:_ZI We could not verify the identity of the sender. Click here to learn more.

~

@ Sally Smith External Referral V2.docx
59 KB

referral test text

Safety planning

WDVCASs should seek to address clients’ immediate safety needs when speaking with them. DFV
Connect has a service event titled safety planning which includes a checklist that can be used to help
guide your conversation and remind you of some critical discussion points. Safety Planning can be
completed at any time whilst working with the client.

Case availability

Service event Case coordination Case management SAM case

Safety planning v v v

Process steps
Step Description

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

2.

Description

Legal Aid a e A @er2na @

i DRV Conne

U Test UAT Client

ct cases v ECA00lEes|Cae v ox  QLamwri-Search v x| 0001 | Case

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

E1E3

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

L 4 -

Legal

DFV

D Test UAT Client

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. There are no
additional mandatory fields, so complete the relevant fields to ensure we have a record
of your discussion.

In the Details section:

e Enter the Location of Safety Concerns — At Court, in General, or both
e Typein a general 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.

DFV Connect User Guide — WDVCAS v2 134



Step Description

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 A
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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)

WDVCAS workers are mandatory reporters. Mandatory reporters are required by law to report
suspected child abuse and neglect to government authorities.

Mandatory reporting is regulated by the Children and Young Persons (Care and Protection) Act
(1998) and mandatory reporters should refer to the NSW Mandatory Reporter Guide (MRG)

If a WDVCAS worker has concerns for the safety, welfare or wellbeing of a child or young person, the
worker should use the MRG, regardless of whether a report has already been made by the NSW
Police Force or another agency. DCJ Child Protection recommends that mandatory reporters
complete the MRG on each occasion they have risk concerns, regardless of their level of experience
or expertise. Each circumstance is different, and every child and young person is unique.

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

Visit the Child Story Reporter website for more guidance regarding use of the MRG.

Case availability

Service event Case coordination Case management SAM case

MRG v v v

Practice rules

a. Complete the online MRG via ChildStory as normal, record actions in this service event to
reflect work & outcome of MRG
b. If needed discuss the outcome of the MRG or decision not to report with your Manager.

Step Description
1. From the Case, click on Mandatory Reporter Guide in the quick action bar (top menu).
Legglﬁ}wi%dn' @ searc A @a?ea

331 DRV Connect cases v ECADNOMESS|Cxe v X Q anawri-Seach v % | ERO0001031 | Case

2. 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.
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Step Description

Mandatory Reporter Guide

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 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
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

e Refer to Support Services Yes or No

e Type in a Service Event Summary (free text)

Click Save
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Step Description
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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.
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Make a child protection report

In cases involving a child or young person, WDVCASs may share information under Chapter 16A of
the Children and Young Persons (Care and Protection) Act 1998 (Visit the DCJ webpage, Protecting
Our Kids’ for more guidance regarding child protection).

WDVCAS workers are mandatory reporters. Mandatory reporters are required by law to report
suspected child abuse and neglect to government authorities.

Entering child protection reports is critical in adhering to WDVCAS obligations and responsibilities as
mandatory reporters. If you do not make a child protection report after completing an assessment, it
is important that you record the reasons for this.

Please note that you still need to make reports even if you believe another agency has made a
report.

Case availability

Service event Case coordination Case management SAM case

Child protection
report v v v

Practice rules

a. Reports to the DCJ-Child Protection should be made in consultation with the client wherever
possible and when it is safe to do so.

b. Upload a copy of the child protection report in the service event

c. Record the child protection report outcome at a later date once received

Step Description

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

- @a?2aa @

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.
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Step Description

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
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
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Step Description

—
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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.

Prepare internal referral

The Prepare internal referral service event can be used to send a referral to another provider within
the DFV Connect system. When sending a referral to another provider within the same funding
program (between WDVCAS’ or between FASS Women), the Client Account will be shared (e.g.
referring from one WDVCAS to another WDVCAS). However, if an internal referral is sent to different
Funding Program, i.e., from a WDVCAS to FASS, the Client Account will not be shared, only
information you’ve placed in the Internal Referral form will be visible for the other funding program
office.

Practice Rule

e If a Serious Threat referral needs to be listed on another Location for SAM purposes, you
must NOT send it as an Internal referral. These referrals must be reallocated.

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

DFV Connect User Guide — WDVCAS v2
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The 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:

Referrer Details — Staff Funding Program, Staff Service Area, Staff Name and
Referrer Work Phone, Email and Mobile will be pre-entered if they are on
record.

Referral Details — Select the Funding Program, new Service Area and new
Location to receive the referral, and Consented to Referral (mandatory fields),
Referral Date, Latest Risk Rating, Referral Purpose and Referral Description
Client Details — data in client details will be pre-populated, however you have
the ability to add additional details that may be useful — Gender Identity,
Contact Note

Client Demographics - Aboriginal, Torres Strait Islander, Country of Birth,
Temporary Visa, Culturally and Linguistically Diverse, Primary Language,
Interpreter Required, Interpreter Language Required (mandatory if they require
an interpreter), LGBTQIA+, LGBTQIA+ classification, Disability, Disability Details
Additional Referral Details — Indicate if the referral related to Sexual Assault, or
Homicide, Child Protection Concerns or Dependent Child Information.

Once all fields are completed, select the Save button.

Prepare Internal Referral

v Referrer Details

Staff Funding Program
safer Pathway WDVCAS

Staff Name

Staff Service Area
WDVCAP

Referrer Work Phone

‘ Sally Davis

Referrer Mobile

| sallydevis@legalaid nswgovau

‘ ‘ 0421061253

' Referral Details

* Funding Program

--none selectad -~

Referral Purpose
Available

Latest Risk Rating

‘ Threat

Court Support
safety Action Meeting

Specialist DFV Support

*Consented to Referral

Referral Description

142



Step Description

3. Click on the Service Event link to open it

Prepare Internal Referral

Event request is successfully created.

pen Service Event Numb: 78

4, The Service Event screen will display

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

E Internal Referral

e =

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

6. The Review & Send Internal Referral screen will display

Confirm the details are correct then click Submit
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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

7. 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

| Previous | Next

8. You will receive notification the internal referral has been successfully created, close to
be taken back to the internal referral service event.

Internal Referral Record successfully created

Review & Send Internal Referral

=

9. Once submitted, the referral number field on the internal referral service event will
populate with the internal referral number created and the Prepare Internal Referral
quick-action button will be removed.
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Step Description

' Referral Details

en £ 4

FASS Mid-Coast g s

Port Macquarie FCFCOA I'd 4
Court SupportSpecialist DFV Support s

s
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Court advocacy

WDVCASs provide advocacy to women going through the court process in relation to domestic and
family violence matters. In particular, WDVCASs help women obtain legal protection through
Apprehended Domestic Violence Orders (ADVOs), tailored to meet the client’s individual needs.

In DFV Connect, you can record all your court advocacy services using:
1. Court advocacy service event: used for at-court services provided

2. Court diary: record client’s court matters and related court events (listings) and
outcomes including any orders made

Case availability

Service event Case coordination Case management SAM case

Court advocacy v N4

Step Description

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

LI e —p— B L e SR o

< C a s dcemmiscrctoan-aa it i e e P

Sanchor 4T | Loaout

Al @e?ea @

2. The Court Advocacy 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.

Court Advocacy
a.-
[ o ] son ]
3. 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.
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Step Description

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.

e Court Event Details — enter Court Event date and what the matter is listed for
(Mention or Hearing)

e Reminder - tick box to confirm that you have updated the Person Account
details

e ADVO Details — Type (ADVO/APVO, Private/Police application), Police Area
Command/District, what is client/Police seeking (Advice, withdrawal, order
variation revoke/annulment), Other Party Seeking/Charges, AVO Conditions,
duration, Dependent Children...

e Children Information — number of children, are children on ROSH, is DCJ
involves, children details

e Client History and Background — DFV Experience and Background Details

e Domestic Violence Duty Scheme — DVDS Solicitor Present, DVDS Details and
contact with client. You can upload a copy of the WDVCAS DVDS form if
required.

e Referral Information — Referrals/Information provided at Court

e Additional Information — Service Event Summary

Click Save

T N N N N N N N N N ]
Legal Aidigyf 3 B

HLANSWCTMS - e PY— . i s st | o -

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

The Case 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.
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Court advocacy for new clients

To assist clients you have met at court for the first time, you can create a manual referral for these
clients and use the court advocacy service event in DFV Connect. If your internet is slow, or you
prefer to record information by hand, there is a court support template you can use.

The process for assisting new clients at court is to create a manual referral and link to a client person
account, create a case and court advocacy service event.

Link and/or
create client
person account

Create manual Add other party Create case Create court

referral and link/create coordination advocacy service
other party '

Add dependent
child account Update court diary
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Court diary (court events and outcomes)
Description

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 at the Prosecutor Pre-Hearing Clinic.

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

Access Court Diary Add court matter AT IINIE ©F Gl Record court outcomes
courf event

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 the Prosecutor clinic and Practice Note/Compliance
directions.
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 (e.g., ADVO or APVO).

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., the defendants bail status, sentence outcome and warrant issued.

d. The Court Dairy only has the function to be able to record the court location/s to your
Service Area (i.e., WDVCAS). 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 listed at a court location outside your Service Area, 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, including
Prosecutor Pre-Hearing Clinics 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 fo this court event you
can also record information about the next court date e.g., client is required to attend
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court, will be bringing a support person, requires an interpreter etc.

Example scenarios:

Macarthur WDVCAS is assisting their client via AVL from their office or local court to attend a
court mention/hearing at another local court outside of their service area- In this example
the client is not being referred to Hunter Valley WDVCAS for the Hearing because the client
is not attending Maitland Court in person but is attending via AVL from Macarthur WDVCAS.
Macarthur WDVCAS can record this by-

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 Macarthur WDVCAS
office, matter listed at Maitland Court for Hearing.

Court Diary - use Matter Description to explain again

Court Event - choose ‘none’ for court location, you can also choose - client attended court &
supported. In the notes section state via AVL from Macarthur WDVCAS for Maitland Court.

In this example the client was not referred to Hunter Valley WDVCAS for court support and the client
remains working with Macarthur WDVCAS.

Step

2.

Southern Sydney WDVCAS has a client who has a court matter listed at Nowra Court, you
can internally refer the client to be supported by the WDVCAS who services this local court,
South Coast WDVCAS. This avoids the client from having to retell their story again and this
WDVCAS can make contact to connect & offer support while the client is attending their
local court. In this example South Coast WDVCAS would the 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. South Coast WDVCAS can
communicate with the client and Southern Sydney WDVCAS re the court outcome. This
client would effectively have the support of both WDVCASs, Southern Sydney WDVCAS for
case coordination & South Coast WDVCAS for Court.

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

Note: screenshot below displays creation of Court Diary from Court Advocacy service
events.

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

DFV Connect User Guide — WDVCAS v2 150



Step Description

Legal Ald : 18a20s®

3.  The Create New Court Matter screen will be displayed. Funding Program and the Service
Area will be pre-populated, complete the other required fields Court Case Number, Other
Party, Matter Description - free text notes about the client’s court matter including
whether it is an ADVO/APVO matter, charges etc Click Save.

Create New Court Matter

Client

u Sally Smith
Court Case Number

2023/123456
Funding Program

safer Pathway WDWVCAS -
Service Area

WDVCAP -
Other Party
u John smith X

Matter Description

Listed for mention \

]

Save

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

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

Court Diary - Sally Smith

Court Events

Court fvemt Number | Courtvant Type | CourtEvemtOute | Coart bvemt Locatisn - | Aaprese nad By Court Event Outeoma . Ordes Ouseome v | order Mase Order xpiry Dave | Chent amandd?

6. The Create New Court Event screen will display.

Enter the Court Event Date, Court Event Type. Court Event Location, Represented By, Order
Expiry Date, Court Event Outcome, Client attended? Order outcome, supported at court?
Order Made, and Interpreter used?

In the Service Event field, select the Court Advocacy Service event (if support was provided,
else leave blank). Enter any Notes.

In the Order Condition section, select the relevant checkboxes in line with the AVO. Where
relevant, enter the Input Text. Click Save

Create New Court Event

*Court Matter Funding Program -
CM-0000018 Safer Pathway WDVCAS -

= Court Event Date Service Area

3 Oct 2023 = WDVCAP -
*Court Event Type Court Event Location

ADVO Mention - --None-- -
Represented By Order Expiry Date

Private Solicitar v &
Court Event Qutcome Client attended?

Adjourned for mention R 4 --None-- -
Order Outcome upported at court?

Interim order continued - Yes -
Order Made Interpreter used?

By Consent - Yes R 4
Service Event
B s:=-oo000033 X

Notes

Order Condition
v | You must not go into: any place listed here - (Input Text)
Input Text

Mrs Smith's workplace or Timmy Smith's Primary School

You must not go within (Input Number) metres of: any place where <<protected
people=s < <lives/lives >,
Input Mumber

-

Note that the court event is now saved and the left-hand 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 and
information about orders made. To record the court outcome, select the circle button of
the court event and click on edit.

DFV Connect User Guide — WDVCAS v2 152



Step Description

@ IR

Court Diary - Kalyah & Ras

o

8.  You can enter relevant court outcomes and information about relevant orders made.

e [tisimportant that you select whether the client attended, was supported or an
interpreter used

¢ Inthe notes section you can record information about the client’s bail status,
sentence outcome and warrant issued

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

When all information is entered click on the Save button.

Update Court Event

9. Note that the details of the court event are now complete after we entered the outcome.

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.
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Step Description

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.

Legal

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. For example, you
can record the variation of the AVO as one event, and the adjournment to hearing
as another event.

e To view the AVO conditions, click on the radio button of the Court Event, then click
View Order Conditions.

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

Refer client for casework

In DFV Connect, In DFV connect, casework referral and intake involves:

e Workers will complete a case management assessment, create a case management case and
allocate it to the WDVCAS manager so they can assign accordingly.

e The manager or assistant manager will then triage these cases by reviewing the case and
service event and assign to a caseworker, add the client to a waitlist or decline the referral if
it is not appropriate for casework

e When the caseworker receives a case management case, they should review the case and
case management case and contact the client to provide support and develop a case plan.
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Worker responsibility Manager responsibility

Add case to
wigitiist

Complete case
management

assessment
{incl. consent)

Reviews case
management case for
assignment

Assign casetoa
coseworker

T

Caseworker responsibility
Review client and case
information

Contact client and
develop case plan

Case management assessment

All WDVCAS casework clients must be WDVCAS clients — caseworkers cannot receive referrals from
external services or agencies.

In DFV connect, casework referral and intake involves:
1. Completing a case management assessment and
2. Creating a case management case

3. Assigning the case to their WDVCAS manager so they can assign accordingly (assign to
caseworker, put on waitlist or close where necessary).

Complete Case Create a case Assign case to

Management management manager for
Assessment case review/assignment

Case availability

Service event Case coordination Case management

Case management
assessment

Casework eligibility criteria

WDVCAS caseworkers provide case management services to WDVCAS clients who:

e Have been assessed as having complex and serious needs
e Are not able to be referred to another case management service in the area
e Consent to being referred into case management

Practice rules
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e WDVCAS workers are responsible for maintaining contact with the client and providing case
coordination as needed while the intake process is occurring (i.e., manager assigning case
management case to a caseworker).

Step Description

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

2. The Case Management Assessment screen will be displayed. The Client, Case Number,

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

Case Management Assessment

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, enter the:

e Assessment Date
e Assessment Location — Home visit, At court, Office or Other
e Contact Type — Face-to-face, Telephone, Letter, Email or SMS

In the Casework Assessment section, select the relevant checkboxes:
e Client at Serious Threat
e Repeat Victimisation

e Drug and/or Alcohol Issues
e Complex Mental Health Issues
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Step Description

e Enter a Service Event Summary

In the Outcome section select:

e Client Consent
e Recommended for Casework?

Click Save

If you select Yes to both Client Consent and Recommended for Casework, the Create New
Case Management case button will appear.

Legal Aidigyl a7 sa @
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Create case management case and assign to manager

Following a Case Management Assessment being assigned to the caseworker via the manager, the
caseworker will create a case management case.

Step

«Q
| NOTE l

Description

Following completion of Case Management Assessment, the Create New Case
Management will be displayed. Click on the Create New Case Management button.

If the Create New Case Management button isn’t available, check that Case
Management Assessment was completed and client consent has been obtained and
recorded. The referral needs to be in an Active Cases status for this button to be
present.

The Create New Case Management pop-up screen will be displayed.

The Contact Name, Referral, and Case Status will be pre-populated.

Select the Casework Consented Status. Consent must be obtained.

You may also enter a Description (optional) and then click on the Save button.

Create New Case Management

Contact Name Referral

B sally smith REF-0000000191

rk Consent Status

- Consent -

Description

Cancel save

The Case “CA-00000xxx” was created pop-up will be displayed.

Click on the CA-000 number on this pop-up to navigate to the Case.

DFV Connect User Guide — WDVCAS v2 158



Alternatively, if the pop-up disappears before you click on it, from the Referral, Related

Tab, under Cases.

Details Related

B Referrals (Related Referral) (0)

B cses®

5 items » Updated 3 few seconds ago
CaseNumber v | Subject v | Case Record Type

New

Open

®- | C

“ | CaseStatus s | Date/Time Opened

15/8/2023, 8:32 am

15/8/2023, 8:24 am

Change Qwiner

v

New

4, Once you create a case management case, next step is to assign it to a CAS Manager so
that they can review and assign a case worker, if available, or waitlist if there is no
available caseworkers. If required, you may add a note or upload files to the case

before.

. . . g}
To assign a manager, from the Case screen, click on Case Owner icon + .

O S seien

,_

i

5. Start typing the name of the manager to find and select them, then click Change
Owner. You can tick the Send notification email so the Manager receives and email

notification, or you can tag a manager in the comment.

Change Case Owner

Send notification email

The new owner will also become the owner of these records related to C-00001459 that are owned
by you.

© Notes and attachments

o Open activities

6. You can also add a comment to the case by clicking on the comment o thumbnail
add @ before the manager’s name so the WDVCAS manager receives a notification

about the case management case.
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7 Managers are to review the cases assigned to them and either:

e Ifthereis a caseworker with capacity, assign a case worker

e If there is no capacity, add client on a waitlist
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New case note

Notes can be created within a case coordination case. Notes should be used to record anything that
is not attributed to a service, email or a call.

Practice rules

a. Notes should not be used for client sensitive information e.g., you could use a New Note to

advise location of the client file prior to DFV Connect.

b. When naming a note choose a title that accurately reflects the content and purpose of the
note, making it easy for anyone reviewing to understand its context and relevance.

c. The Note will be displayed in the Feed (Activity timeline of the case) and is visible across the

Funding Program.

Process steps
Step Description

1. From the Case or Case Plan, click on New Note in the quick action bar (top menu).

M WOVEAS oo

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.

=]

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
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Step

«

| NOTE I

Description

b)

Connect is in XYZ)

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.

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

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

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.
When entered all information select the Done button.

2

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

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.
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Case management clients

Case management involves developing a person-centred case plan with each client that identifies
their key safety issues, needs and goals, and options for addressing these. It also involves engaging
with clients regarding their experience of violence to empower them to make safer choices for
themselves and their children.

Case management is undertaken within a trauma-informed, strengths-based framework that aims to
respect and support clients’ autonomy.

Short-term outcomes may be that:

e Clients and families are connected with appropriate services that meet their legal and social
welfare needs in a timely manner

e C(Clients recognise their experience as DFV, understand their options and know where to get
help if they need it in the future

e Clients and families have a safety plan and appropriate legal protection in place
e C(Clients and families have safe accommodation.
Long-term outcomes may be that:
e Clients gain the information and supports needed to stay safe and pursue their goals
e C(Clients develop the skills to be independent of services.

The overall aim of case management is to help clients and families recover from their experience of
DFV physically, emotionally, mentally and practically, and help clients escape the cycle of violence
wherever possible.

Please refer to the WDVCAS Case Management Policy.

Case management case

Where clients have been assessed as suitable for casework and a case management case has been
created (see refer client for casework). The caseworker can use the case management case to record
service events, create a case plan and add file notes.

Case management case

Service events and functions
See service events and functions for more information

DVSAT Mandatory Reporter Guide
Information and support Child Protection Report
External referral Court advocacy

Safety planning Internal referral

Case note (function)

Case plan

Court diary
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Assign to a caseworker

Where a manager has assessed caseworkers’ capacity and case management assessment, they can
assign a case management case to a caseworker.

Worker responsibility Manager responsibility

Reviews case
management case for
assignment

Assign case toa

cassworker

Caseworker responsibility
Review client and case
information

ct chent and
develop case plan

Practice rules

a. A case management case will be assigned to the Manager/team leader for intake, you may
receive a notification to alert you. You can access & review the case under the Service Area-
Case Management list view.

You can also access the case coordination case to see other services provided

c. You can assign the case to a caseworker, waitlist or close the case (see Close case
management case for details on how to close the case management)

d. Whilst the intake process is occurring, the referring WDVCAS worker is responsible for
maintaining contact with the client and providing case coordination as needed.

If a client declines to be case managed or you decide the client is unsuitable for case management,
you may decide to close the case management case.

Process Steps
Step Description

1. From the Main Menu, Select Cases
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Step Description

Legal AidI

31 DRV Connect cases v

Cases
Home
My Cases v  # EJ
3Jitems + Sorted by Case Number « F m fecsuniz cond

Case Number B Contacts Al

“1000a0

2. Select the List View All Open Cases and click on the relevant Case Number.

@Ee?ea

3. The Case is displayed. To assign a manager, from the Case screen, click on Case Owner

. .y
icon & .

4. The Change Case Owner pop-up is displayed. Start typing the name of the manager to find
and select them, then click Change Owner.

If needed, tick the Send notification email checkbox, and then select the Change Owner
button.
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Step Description

Change Case Owner

IE Zoe WDVCAS-Caseworker

Send notification email

Zoe WDVCAS-Caseworker will also become the owner of these records related to 00001340 that
are owned by you.

© Mates and attachments

© Open activities

5. The case worker will receive an email with a direct link to the case.

[EXTERNAL] Sandbox: Case transferred to you.

o G > e
Case Notification <noreply@sale @%|% e
To © Allsopp, Loanne 5:51 PM

Case CA-00001040 has been assigned to you. Please click on the link below to view
the record.

https://legalaidcommissionofnsw--
uat.sandbox.my.salesforce.com/5008s00000DqUKH

6. Alternatively, you can comment within the DFV Connect and tag the caseworker to receive

notification that the case has been assigned to them. Click on the comment icon " to
enter details. To tag caseworker and symbol @ in front of their name.

[a s NER: PN W W,

I L T

Feed

n|=[k]=]-]e]s]

Chatotia WOVCAS-Warkar 1

Note: When DFV Connect user is tagged in the comment they will receive notification
(top-right hand corner next to the bell icon).
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Assign to waitlist

You would use this option if your team does not have the capacity to accept the case management
case immediately. Clients should be waitlisted for a short period only.

Practice rules
a. Managers should review the waitlist regularly, managing a waitlist can be helped by-
e QOverseeing the caseloads of the caseworkers in your team

e Ensuring case plans are reviewed regularly, support caseworkers as they move through a
client's case plan and

e Ensuring that clients are effectively exited from case management in a timely manner

Whilst the waitlist process is occurring, the referring WDVCAS worker is responsible for maintaining
contact with the client and providing case coordination as needed.

Process steps
Step Description

1. From the Main Menu, Select Cases

Legal AidI

it DFV Connect Cases v

Cases .
My Cases v # ﬂ o

Jpooe

2. Select the List View All Open Cases and click on the relevant Case Number.

3. The Case is displayed. To change the status of the case to Waitlisted, click on the
Waitlisted status bar on top of the screen and click on the Mark as Current Case Status
button.
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Step Description

WBa2ea B

cass Managament
122, 808 pn
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Accessing an assigned case management case

When a caseworker is assigned a case management case, they should:

e Review the case management assessment (on the case management case) to understand
client’s circumstances and
e Contact the client and in consultation with them, develop a case plan.

Caseworker responsibility
Review client and case
information

Contact client and
develop case plan

Process steps
Step Description

1. There are few ways to access case that has been allocated to you:
1. Click on the link from the email that you received titled “Case transferred to you”
2. Navigate directly to the case via the Main Menu > Cases > My Open Cases.

3. Alternatively, as the caseworker who has just been assigned a case and your
manager has commented on the case, you have received a notification (see
screenshot below

Legal Aidy

2.  The Case Record will be displayed.

Check that the status is in ‘assigned’ status. The status is indicated by both the tab bar as
in this screen short and it is also recorded on the case in the case status field. You can
change the status by clicking on selecting the status and marking it as complete or
clicking on the pen icon and updating to assigned.

You should then review the case management assessment service event to see why the
client was referred. You can access directly from the case record.
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Step Description

Emma WOVEAS Mansger

Review the assessment and see why the client was referred for casework.

You can also access the case coordination case to see other services provided to the

client and information about the current situation.

T@mac2ea B

B i hapement Assessment

Activity

Detalls  Felated
s e S IGE IR IE

4.
on the related tab.

DN N W

Fasd

From here you will be able to review their history. You can also access the client’s

5.
person account to see more information about the client.
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Step Description

deerea @

] Nome | pactcpant v Role -

v Crostnd Date v | SuttName

Mia WOVCAS Caseworker

6. The case is now in Assigned status and ready for caseworkers’ activities. See Service
events (also applicable to Case Management cases) for list of activities.
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Create a case plan

Once you have contacted the client and determined their needs and goals, you should create a case
plan. You cannot create separate case plans for dependent children, actions required on behalf of
the client’s dependent children can be recorded as a case plan task.

In DFV Connect, each case plan will have goals and a related issue description. For each goal, you can
add as many tasks as required.

Goal (1) Goal (2) Godl (...)

(includingissue) (includingissue) (includingissue)

There are twelve goals that can be selected when creating a case plan. In DFV Connect they are
called ‘top goals’, however, can be viewed as the related high-level goal or means to categorise your
client’s issues. When creating a case plan all goals can be selected or you can select the required
ones and add additional goals later.

Top Goal List
DFV understanding and recovery | Drug and alcohol support Education and skills
Empowerment Financial General health
Housing Legal Mental health
Parenting Physical health Safety

Create case plan Adkd goaks Add tasks Recots] good and Close case plan

(including issues) task outcomes

Conduct case
plan review

Process steps
Step Description

1. From the Case Management case, click on the Case Plan tab, then click Add.
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Step Description

Legal AIdR

.......

e (Case Plan Title

e Case Plan Description

e Caseworker — search for and select the assigned Caseworker

e (Case Plan Status - should be set to Active for new plans

e Case Plan Template - select the Case Plan Template

e Case Plan Start Date - as today

e Case Plan Completion Date and Outcome comments leave blank.

e Participant — add the clients name

Click Next

2. The Create Care Plan will be displayed. Complete the fields as required:

DFV Connect User Guide — WDVCAS v2
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3. Based on the selected template the list of goals will be displayed. By default, all goals are
selected. Un-tick any that are not relevant to your client.

Note: New ‘top goals’ can be added by admins — let us know!

Click Next

Description

Description

Description

Description

Pravious

Assign Care Plan Template

Sally Smith - Case Plan - Smith, Sally Sept 2023
Select the Goal Definitions and Benefits that you would like to offer to the enrollee.

+ DFV understanding and recovery 1os cosperimon

Enrollee
Sally Smith

Drug and alcohol support Tor cos oermimon

Enrollee
Sally Smith

+ Education and skills 7or coat ozrmon

Enrollee
Sally Smith

+ Empowerment 7op coaL oerimion

Enrollee
Sally Smith

Financial Tor coat perrimon

Status
Active

Status
Active

Status
Active

Status
Active

Add v

4. For the first goal that you have selected, enter the Issue/Need and the Goal Description.

Click Add to add Tasks for the caseworker to remind them of activities needed to help the
client reach this goal.

Search Goal Definitions and Benefits,

Goal Definitions and Benefits

Drug and alcohol support
TOP GOAL

Financial
TOP GOAL

Legal
TOP GOAL

Care Plan Tasks
Case Plan - Smith, Sally Sept 2023

Previous

Edlit Care Plan

Top Goal Definition: Drug and alcohol suppart

*Enrollee

sally Smith

Goal Start Date

18 Sept 2023

Goal Status

Active

Tasks

Task Assigned To Due Date

Role

v Client

Goal Description

AA counselling services

Goal Completion Date

B

Goal Outcome Comment

Status Priority

B

Add

5. Click on the next goal, and enter the Issue/Need and the Goal Description.

Continue until you have details recorded for each Top Goal.

Click Save.
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Q. Search Goal Definitions and Benefits,

Goal Definitions and Benefits

Drug and alcohol support

Financial
TOP GOAL

TOP GOAL

Care Plan Tasks

Case Plan - smith, Sally Sept 2023

Previous °

*Enrollee

sally Smith

Ilssue/Need

Goal Start Date

Goal Status
Active

Tasks

Task

Top Goal Definiti

Assigned To

Edit Care Plan

Role

- Client

Goal Description

Goal Completion Date

Goal Outcome Comment

Due Date Status Priority

Add

N S

Legal Ay

Q search

The Case Plan will be created. Click Edit Care Plan to make any changes.

*[- o
DFV Comnect caves v | aRrmn, v x| ek, vk BREom. v ok BAmsd. v x| RS v X | MOKN0L v X | @O v x| R v x| Moy
20 REF-0000000830. o
B Sy smin SV - R——
[— ot st et
Cave Mansgement New o

et
Details Redated Case Plans Feed
[ coserimms 1 o
pra .
[T Case Plan Tith o Status | CasePlan.. v | CasePlan.. v
actue Q] Wast Recam dciviy
o
say v
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Referral and Case Closure

Close referral

A referral is closed when all services are complete for the referral received.

Before closing a referral, you must:

Record the referral consent status and date
Close all related active cases

Practice rules

a.

Step

In the scenario where the consent status is — No Consent and the Assessment (i.e., DVSAT)

is ‘At Threat’, where a client has not consented for an ‘At Threat’ referral, you can close the
referral after recording ‘No Consent’ and closure reason "No Consent". This only applies to
‘At Threat’ referrals. The referral can be closed on DFV Connect after adhering to KPI's i.e.,

one (1) contact attempt by 1 business day and three (3) contact attempts within 5 business
days from receiving the referral.

Where contact has been made with an ‘At Threat’ referral the case coordination case and
referral will remain open until the court matter is completed or client disengages with your

service.

Where a client has not consented for an ‘At Serious Threat’ referral (e.g., you cannot
contact client, it is not safe to contact the client etc.), you should update the referral
consent status to “Consent Not Obtained” and you should not close the referral. For all ‘At
Serious Threat’ referrals a SAM Case will have to be created. In DFV Connect, the referral

remains open until all services have been completed.

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

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

Click a pencil (edit) icon
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3. Scroll down to the Referral Status section and select a Closure Reason from the drop-
down list — See Referral closure reasons for further information to assist you in making
the most appropriate selection

Enter a Closure Reason Comment. Click Save.

W Referral Status

callocation Request

R
Re

Reopen Reason

--None--

--None--

No consent

no consent

--None--

--None--

v Reopen Reason

Comment

4, The Referral status will now show that referral is Closed.
a ;[FtﬂﬂnﬂﬂﬂﬂMZ
T B D B R
« For CRP referrals, the referral status and closure reason will be automatically sent back
NoTE to the CRP and the corresponding referral will be closed.

There is no need for you to access the CRP.

If you get an error message ‘Please close all related Cases before closing this Referral’,
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 of contact attempt for
the referral. An example is, the original number provided is a wrong number and belongs to
someone else; police provide a new contact number, and you make 3 contact attempts on the
updated number which are unsuccessful, the phone rings out or goes to voicemail. This referral
would be closed as ‘Phone not answered’.

Referral Closure Reason Description

Contact was made with the client, consent was obtained, a case
was created, and support was provided. Applies to both ‘At
Threat’ and ‘At Serious Threat’ referrals.

Support provided

Contact was made with the client who did not provide consent for
support services. The client was rated ‘At Threat’.

No consent
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Contact made - No consent,
SAM only

No services required

Missing or incorrect contact
details

Phone not answered

Incorrect referral

Related referral

Person deceased

No Contact - Not attempted,
SAM only

Re-open referral

Contact was made with the client who did not provide consent for
support services. The client was rated ‘At Serious Threat’. The
referral should not be closed until after the SAM Coordinator has
removed it from the SAM agenda.

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 such as the Police DVO to confirm the victims
contact details before closing a referral for this reason. You
should also record the contact with the DVO.

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 or DVO, and it was determined
that the referral has been made in error e.g. NSW Police issued a
delete request, the POl is under 10 years old and/or the victim is
under 16 years old.

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

Victim is deceased and services are not required. Be sure to also
update the Person Account and update the Deceased Status on
this record.

No contact after contact attempts made — Serious threat referrals
only.

Contact has not been attempted for the client who is rated ‘At
Serious Threat’ where it has been advised it is unsafe to attempt
contact, client is incapacitated.

These referrals should not be closed until after the SAM
Coordinator has removed it from the SAM agenda.

If the client makes contact after the referral has been closed, if the referral was closed in error, or
for other circumstances such as the closed referral needs to be listed on a SAM agenda bail list,
WDVCAS workers can re-open a referral by following these steps:

Step Description
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NOTE

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

In the top-right hand corner select the Re-open button.

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 back to ‘Received’

Click Save

Re-open

m

The Referral status will now show that referral is in Received status.

Legal Aid| - @ s B

B3 s aoonooare

For CRP referrals, the referral status and re-open reason will be automatically sent to
back the CRP and the corresponding referral will be re-opened. There is no need for
you to access the CRP.

Re-open reasons

Referral Closure Reason Description

Closed in error Referral was closed by accident or with an incorrect closure
reason

Victim contact after closure Referral was closed after unsuccessful contact attempts, or

contact was made but victim declined support. However, victim
then contacts service after referral closed to ask for support
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Other/exceptional For example, reopening referrals for the purpose of listing on
circumstances SAM agenda bail list

Close case coordination case

a. InDFV Connect if you are closing a case, then the referral linked to the case should also be
closed.

b. The case coordination case and referral will remain open until the court matter is completed
or client disengages with your service.

c. WDVCAS Managers will need to run a report every 6 months on open cases to check if any
cases can be closed on the system, to avoid them from being open for no reason.

d. Case management case and SAM case will remain open until all work has been completed.

Step Description
1. From the Case record, click on a pencil icon to go into edit mode.
a Sally Smith
Case Record Type Case Status Date/Time Opened Case Owner
Case Coordination Open REF- 23/9/2023, 8:24 am Sally Davis £
Details Related
v Case Information
Case Number CA-00001032 Referral REF-0000000191
Case Record Type Case Coordination Case Status Open
Date/Time Opened 23/9/2023, 8:24 am Date/Time Closed
Case Owner Sally Davis Case Closure Reason
Description Case Re-Open
Reason
2. Change the Case Status to Closed and select a Case Closure Reason. See Case

coordination closure reasons for further information to assist you in making the most
appropriate selection. Click Save
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v Case Information

Case Number CA-00001032

Case Qwner Sally Davis

Record Type Case Coordination

Date/Time Opened 23/9/2023, 8:24 am

*Referral |a REF-0000000121 X |

*Case Status | Closed M |

view all dependencies

Date/Time Closed

" Case Closure | All supports provided and no court mat... v |
Reason

view all dependencies

Case Re-Open | - -None-- - |
Reason

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

Case coordination closure reasons

Case Closure Reason

All supports provided and no
court matter

All supports provided and
court matter finalised

Client disengaged

Client deceased

Description

Client does not require support and they do not have any court
scheduled matters.

Client does not required support anymore and their court
matters are finalised.

Client is not open to receive support and does not attend
sessions nor engage with support workers.

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

Close case management case

Step Description

1. From the case, click on the status Closed and then click on the Mark Referral Status as

Complete button.
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w Additional Information

2. The Edit Dependency Screen is displayed. The Case Status is pre-set to Closed. Select a
Case Closure Reason - See Case management closure reasons for further information to
assist you in making the most appropriate selection. Select Done

*Case Status

Edit Dependencies

‘ Closed

M ‘

Case Closure Reason

‘ --None--

M ‘

| Cancel ‘ Done

other open cases, the referral(s) and the person record.

@ If closing a case because the client is deceased, please remember to also record this on
NoT

Case management closure reasons

Case Closure Reason

Client disengaged

Client deceased

Case plan completed

Client exited from case
management by WDVCAS

Description

Client has become unresponsive, uncooperative or has
discontinued their involvement in the case without resolution or
completion of required actions.

Client deceased

The client has met their goals and requirements and support
and assistance have been provided. Case management has been
completed.

WDVCAS office overseeing the case management has
determined that the client no longer requires their services
and/or does not meet the eligibility criteria for case
management.
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No available case workers Case management cannot continue to be managed because
there are no caseworkers available to oversee the case and may
be referred to another case management service.
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Safety Action Meeting

SAM process

SAM During SAM After SAM

a
Document was last saved: Just now

Add andfor

confirm SAM Cenerate and

send SAM record

Create and of acfions

:] S
Generate and
. ; . Record members record Safety
Create SAM SETEISAL] attendance Acfion Plan

agenda i
g actions Remove from

Add SAM cases SAM clients
and update
category
Close SAM cases

Update
action status

SAM terms
N

SAM record type There are two SAM record fypes:
+  SAM template: template used to create SAM
+  SAM: Safety Action Meeting, a new SAM is created for each 3AM using the SAM

template.

SAM item All SAM cases are added as a ‘SAM item’. All SAM cases will have a ‘SAM item” created
for each SAM they are added to.

SAM item category The SAM referral status in relation to SAM. There are three SAM item categories:

1. New Referral
2. Existing Referral
3. Re-graded Referral

SAM list views

1. WDVCAS Service Area — SAM Referrals (Referral list view)

All serious threat referrals (referrer risk rating and latest risk rating from referral) where no
SAM case has been created.

2, Service Area - Active SAM Cases (Case list view)

All open SAM cases for your service area.

Create SAM Case

To add serious threat referrals to a SAM, you must create a SAM case.
WDVCAS Service Area — SAM Referrals

e You should create a SAM case from the WDVCAS Service Area — SAM Referrals list view.
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e This list view displays all referrals where the referrer risk rating and latest risk rating from
the referral are at serious threat and where no SAM case has been created. This list view
should be used to ensure you have created a SAM case for all at serious threat referrals
received.

Service events and functions
See service events and functions for more information

DVSAT

Mandatory Reporter Guide

Information and support

Child Protection Report

External referral

Safety planning

Internal referral

New note

SAM items and SAM actions

Court diary

Process steps
Step Description

1. To create a SAM case, go to the WDVCAS Service Area — SAM Referrals list view and
click on the referral number.

9 ks e

Note: If you are a SAM coordinator that also makes contact attempts for “at serious
threat” referrals, you can use this list view but the WDVCAS Service Area — Work
Allocation list view may be more suitable for you to use as the referrals will disappear
after you have created a SAM case.

2. You can create a SAM case when:

e The referral is at serious threat
o The referral has been linked to a client account (see link referral to a client
person account)
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Step Description
e You are a SAM coordinator

Click on Create New SAM Case.

Legal Aidigy
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3. The Create New SAM Case pop-up screen will be displayed.

Select the Save.

Note: You can select whether client has consented to the SAM (this is separate to the
referral consent status — you can record this at any time).

Create New SAM Case

e
REF-D000009051

Clent coment 1o san

|

Cone
-

-

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

" was created.
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Step Description

Alternatively, if the pop-up disappears before you click on it, you can navigate to the

Related tab and click on the case number.

Details Related

Referrals (Related Referral) (0)

Other Party (1)

1 item « Updated a few seconds ago

Other Party Number v | First Name v | Last Name v

B casesy

1 item » Updated a few secends ago

00001505 SAM Case Open

Case Number | CaseRecord Type | Case Status | Date Opened

28/9/2023, 3:47 am

| Created By Alias

Note: Once you’ve created the SAM case, the create SAM case button will disappear

from the referral, as you can only create one SAM case per referral.

5. The Case record will be displayed. You'll notice that there is an additional SAM

information section on the SAM case, including:

e Client consent to SAM: you can enter this information at any time and this will

populate onto the SAM agenda

e First SAM date: this field will automatically populate once the case has been

added to a SAM

e Safety Action Meeting: this will display the most recent SAM the case has been

added to

o Safety Action meeting Notes: this field will display on your SAM agenda, and is

where you can include a summary of information about the client..

6. To make additional changes to SAM case, click on the edit (pencil) icon. Make required

changes and select the Save button.
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Create SAM Members (contacts)

In DFV Connect, all SAM members will be created as an individual contact from an existing service
provider account. All external service provider accounts can now be saved in the system, similar to
an address book.

The service provider accounts will be visible and editable by all users in DFV Connect. In light of this,
we encourage all staff to always do a thorough search of any service provider account, before
adding a new account. There may be instances where you will have to create a service provider
account to create a contact. See create service provider account for process steps.

Contact

Service Provider
Account

Service Provider

oo

VISIBILITY
Service Provider Accounts are
visible across Funding Frograme.

SAM Agency Category

On all service provider accounts there is a SAM agency category field. This information populates
onto your SAM, and should be recorded to ensure your SAM members information is probably
tracked.

Process steps
Step Description

1. To create a contact (SAM member), select the Related tab on the service provider
account.

Legal Aidgy o e simecea

[ EZ Management Community Services - Chatemocd (3

Rctivities

SAM agency category: ensure this field is filled with the relevant category when
creating your contact.
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Step Description

2. The account name will automatically populate with the service provider account details
including their title (eg., Detective Sergeant) and email (this will populate when sending

your agenda and record of actions).

Select Save.

CemNewe.

3. The individual contact is now saved as a contact on the service provider account.

Legal Aidigy
i DRV ot ccounts

[ sorvic tveos rpanton 01

Activitios

Before SAM

Prior to a SAM, you will:

o C(Create a SAM
e Add and confirm SAM member roles

e Add SAM cases and update the SAM item category (ie., the SAM referral category).
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Before SAM

Add and/for
confirn SAM
member roles
Generate and
send SAM
agenda

Create 5AM

=D
=3

Edit SAM template and create SAM

Process steps

Step Description

1. To create a SAM, you will need to access the Safety Action Meetings component from
the Main Menu.

Legal Aidy w1 A@a2es @

i DFV Connect Fatorac.

WDVCAS Servic [ Nen |

[e]l-]le]~]

lepoeooaoat

2. Once you've accessed Safety Action Meetings are, you will be able to view list views
depending on your requirements.

e The Service Area — Active SAMs displays all upcoming SAMs within your
service area

o The Service Area — All SAMs displays every SAM created for your service
area.

o The Service Area — SAM Template will display all SAM templates for your
service area.

There are two SAM record types:

1. SAM Template — there will only be one SAM template for each location. Only
WDVCAP can create a SAM template, and your service area will only have
access to the SAM templates within your service area. The SAM template can
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Step Description

be edited by you and should be used to create all your SAMs as it will include all
your regular members and standing SAM information, so you do not have to re-
enter this information for each SAM.

2. SAM —the SAM is a record of each individual SAM, you will create a new SAM
using the SAM template for each fortnightly SAM.

If your service area has more than one location, all the SAMs created will be visible.

Legal Aidl

' 2 N+ K- )

3. To edit a SAM template, select the required SAM template.

Note: This screenshot has test data visible, in production WDVCAS offices will have only
one template for each location.

4, The SAM template will have two sections for you to update:
e SAM Members and

e SAM details.

To add regular members, you can select the add contacts button.

LegalAldNg ‘ TTEETY:

i DRV
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Step Description
Note: The SAM template looks like the SAM but is indicated by the Safety Action
Meeting Record Type as SAM Template, and the name.
5. Search for the contact:
e If you have already created the contact, then this contact will appear.

e If the contact has not been created, then you can also add it by selecting new
contact option.

Add Contacts to Safety Action Meeting

a
=]
E1]
B
[ c
D]
E1]
£

6. Make sure the tick next to the contact is selected before clicking next (you can add
multiple members at once).

Adkd Contacts to Safety Actian Mesting

a
a
F
a
[+
-]
[l
‘t

Note: You must include your name to this member list as this information will populate
onto the generated SAM documents.

7. On the SAM template, the member status should remain as invited. You should only
update their status when you have created the SAM.
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Step Description

Add to Campaign

4 Contacts Selactad

camguign

[ P —,

8. You will receive confirmation that you have successfully added the members to your

template.
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9. Once you've added your regular SAM members to your template, you can update their

roles. Select the arrow to the right of the column in the member you would like to

update and edit.
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10. A quick-action pop-up will appear, where you can select the relevant role for the SAM

member.
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Step Description

Edit Safety Action Meeting Member

Safaty Actizn Mesting Mamsr infarmation
Sty e Vitiog Bngnzng Watar SAM Tamplst
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11. Once selected, their role will be updated.

Once you have updated all your SAM information and any other details on your SAM
template, you can now create your SAM.

Go back to the Safety Action Meeting list views to show this (Safety Action Meeting >
Service Area — SAM Template).
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12. From the Safety Action Meeting > Service Area — SAM Template, select New.
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13. The mandatory fields in this pop-up are:

SAM name - this name will populate with the date selected so you can just
write a generic name when creating.

SAM template — when using the system, you should search for the name of
your SAM location to select.
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Step Description
e Date and time — enter the date and time of your SAM
e Location — select the SAM location

Please note that while SAM address and other business information are blank on this
pop-up, the system will generate with information saved from your SAM template if this
has been filled so you do not have to enter this information here.

Legal Ay ‘TEELY:

i DFV Connect

14. Upon creating the SAM, the:
o Name will automatically populate with the location of the SAM and the date.
e SAM members from the template

e SAM member category — this will display in the SAM only. If this information is
blank, you should select the name of the organisation and update the SAM
agency category so it is properly recorded so it is able to be reported.

e Record type will display as a ‘SAM’ record.

e Other Business information will populate onto your generated word
documents. You can edit this information by clicking on the pencil icon.

Legal Aidigl " =

I i

o The related tab, will display all SAM items and files added to your SAM.
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Step Description

e The Safety Action Plan tab will display all safety action plans for the SAM cases

added to your SAM, at present we haven’t added any SAM cases so we’ll look at
this shortly.

e The activity tab will display all files created and emails sent from this SAM
record.

Add SAM cases

You can add SAM cases to your created SAM at any time.

o The ‘select all’ option from the Service Area — Active SAM area case list view allows you to

select previously added SAM cases each time a new case is created without adding it to the
SAM multiple times.

e The SAM item category indicates the SAM referral status (existing, new and re-graded). The
system will automatically recognise if a SAM case has been added (will update to ‘new’ if it’s
the first time and ‘existing’ if it has already been added). automatically recognise if a SAM
case has already been added to a SAM and will populate as ‘existing’.

Step Description

1. Go to the Service Area — Active SAM case by selecting cases from the Main Menu.

o e

2. To add SAM cases to your SAM, we'll need to go to the Service Area — Active SAM case
list view. We can do this by selecting cases from the main menu.
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4.

If your service has more than one location, you should use the search bar to see SAM

cases for you location only.

sh@e? as &

Once you have all your relevant cases visible, you can now add to SAM.

Select the checkbox in the top lefthand corner of the list view to select all SAM cases

and then select the add to SAM button in the top righthand corner.

cat v D

Legal A @ o
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| cuest_ | netorsiome | DaeTimeopenca | Owner Name | Limmotmeaoae | Safery Action Mesting

The cases selected screen will appear.

e Select the checkbox to add all SAM cases

o Select the Safety Action Meeting box and Search for the SAM in the search area
below the list to add the cases to (only future SAMs should appear in this list).
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5. Once you've selected the required SAM, select next.

Lege

=
6. A successful notification will appear. Select finish to complete.
=3
7. Select Finish.
Legal Aidy y Tmer e B
=

Note: you can only add SAM cases once to a SAM, so you can always select all and this
screen will notify you that ones have already been added to the SAM, as shown in this
screenshot here. This allows you to always use the select all option if new SAM cases
have to be added to a SAM after you have already added SAM cases.

8. You will be taken back to the SAM screen.
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9. Go back to the Safety Action Meeting you added the cases to by selecting Safety Action

Meeting from the Main Menu.

a
e

(o flo)

10. Select the SAM created from the list view (my Safety Action Meetings will display all

SAMs where you are the SAM coordinator).

Legal Aidigy

11. To confirm the cases have been created and update their referral status, go to the
related tab of the SAM. This is where all SAM items (cases) will be visible.

e The SAM item category indicates the SAM referral status (existing, new and re-
graded). The system will automatically recognise if a SAM case has been added

(will update to ‘new’ if it’s the first time and ‘existing’ if it has already been

added). automatically recognise if a SAM case has already been added to a SAM

and will populate as ‘existing’.

e This list will only display 10 SAM cases, you can select View All to view all cases

added.

-

Lo o

12.  If you notice the SAM item category is incorrectly or the SAM case is a re-graded

referral, you can update the status by selecting the arrow and then edit in the corner of

the SAM item.

Select the relevant category and save to update it.
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Bristane Water SAM - 217112023

a0

Generate SAM agenda document

Edit 5I-0000152

T - |

Once you have confirmed the SAM members information and the items added are correct, you can

generate the SAM agenda document.

SAM agenda document first page example

Brishane Water Safety Action Meeting Agenda
Gosford Police Station, $-11 Mann St, Gosford 2250

21/11/2023 at 01:00

lane Samuels, Detective Sergeant, NSW Police

SAM Coordinator Isabella WDOVCAS-SAM, Central Coast WDVCAS

Attendees Status

Regular Members Laine Beech, Momentum Callective Invited
Kelli salter, White Ribbon Australia Invited
Jessica Lange, Central Coast Community Wemens Health Centre Invited
Theo { ips New South Wales Invited

Occasional Members

Proxy Members Cathy Southy, Momentum Collective Invited

Observers Sandra Comms, Case = ity Services - C| Invited

SAM agenda document reference (existing referral)

<Client First Name Last Name> DOB: <dd,/mm/yyyy>

<Preferred Service Stream>

CNI: <123456789>

<Client Residential Address>

<Aboriginal/Torres Strait Islander>

Client consent to SAM:

Date discussed at SAM: <dd/mm/yyyy>

<SAMcase Consent status>
Current risk rating: <person record.current risk fating.referral>

Key

Referral Information Dependent Children Information

Other Party Information

Referral Number: <Referral Number>

C <Referrer O

Event Number: <Event Mumber>

Referral Date: <Referral Date>

Referrer Risk Rating: <Referral Risk Rating>
Incident Date: <Referral Incident Date>
Incident Address: <Incident Address>

Client Consent: <E$m -onsent Status>

<Dependent Child Name>

DOB: <Dependent Child DOB>
<Aboriginal/Torres Strait Islander>
Address <Dependent Child Address>

<Other Party First Name, Last Name>
DOB: <Other Party DOB>

CNI: <Other Party CNI>

<Other Party Address>

Relationship to client <Ralaii
<Aboriginal/Torres Strait Islander>

Referral

SAM Case

Client Account

SAM

Notes / ADVO or bail conditions / Other Party custody status etc.
< Safety Action Meeting Notes> SAM case

Safety Action Plan

SAP Comments

<SAP Comments>

Contact Name Agency Action SAM Date Action Due Date | Action Status
<Contact Name> | <Agency> <Action> <dd/mmfyyyy> | <dd/mm/yyyy> <Action Status>
<Contact Name> | <Agency> <Action> <dd/mmfyyyy> | =dd/mmfyy <Action Status>
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Process steps

Step Description

1. To generate the SAM agenda document, click on arrow in the top right-hand corner of
the screen. Select generate SAM document.

O reo

2. Select generate document.

Legal Aidigy 2 ETEEEY -

Steps

O Bocument Genaration Tesl

3. Select the SAM Agenda radio button.
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6.

Note: Both your SAM agenda and record of actions will be generated from information

on your SAM record created as you will use this record before, during and after a SAM

as a record of the SAM.

Enter a document title and click next.

SR T S

You can review the document in the system or if you need to make any formatting

changes, you can download it and edit the document.

To make these edits, select the download word option to edit the document generated.

LegaIAid' T

If you have downloaded your document to make formatting edits, you can upload this

back to your SAM and send the document from the system. To do this, go to the files

section in your created SAM.
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Click on the arrow to the right of your file and upload new version.
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7. Select the file to replace with the most correct version.
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8. To send the SAM agenda to SAM members from the system, click on the activity
timeline.

To add SAM members, you can click on the Details tab to view their details while you
are typing an email and populating the To field of the email.
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9. Start typing their names into the ‘To’ field.
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As the system has saved all your SAM members as contacts, their emails will populate
as would when you are sending an email from your email domain.
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10. You can expand the email by click on the arrows next to the close icon.

To upload your SAM agenda, go to the paperclip icon. The system will display your most
recently accessed files. Select file.

Select Files

11. The record of the email sent will appear in the activity tab of your SAM.
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*  When you first send emails from the system you will be asked to send emails
through Office 365, select the No, send through Salesforce option as email is
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not integrated in the system.

& 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 265 account’s Sent Items folder.

o, send througn saestorca || I Y25, Connect Offce 365

*  The email will be sent from noreply@salesforce.com on behalf of your email.

* If the respondent hits reply, it will automatically populate with your email and
the response will be received in your work inbox (not through salesforce).

During SAM

You can use your created SAM record during your SAM to:

e Record Members’ attendance and confidentiality agreements
e Create a Safety Action Plan and record actions for SAM members

During SAM

Create and
Record members record Safety

attendance Action Plan
actions

Record members attendance

Process steps
Step Description

1. To bulk update SAM members attendance and confidentiality status, select the
checkbox in the first column and then selecting ‘update members’ using the drop-down
arrow in the top righthand corner.
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Step Description

2. Select the status of their attendance.

CegolAICRY o TR
D U Y pree— R e okt Laccont.

SN Mhember

3. And mark the checkbox for confidentiality agreement. To confirm, click next.

Legal AidW o | B ERE RN

D . U Tee——]

4, Their attendance status and confirmation of confidentiality agreement signed will be
updated.

If you need to mark certain members status, you can select the drop-down arrow next
to the members name and edit to update their attendance status and confidentiality
agreement status individually.
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Step

Description
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Select save to update.

Edit Safety Action Mesting Member

Safety Acton Mesting Mermbes Micemation

Svira Comms. Sty Acton Mectieg  Britane Wate SA - 171172025

Osener v cmes

Create SAP and add SAM Member actions

Once you have recorded members’ attendance, you can create your safety action plans and add

pre

SAM member actions for clients listed from the SAM record.

Process steps

Step

1.

Description

Click on the Safety Action Plan (SAP) tab.
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2. To add actions for your safety action plan, you can click on the radio button of the

relevant SAM item. And then click on the SAM actions tab.
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3. Any SAM actions added from prior SAMs, will be displayed. To add a new action, click

on New.
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4, For each action, you will need to enter the SAM member’s details and the action.

The SAM date will always default to today’s date so if you are entering information at

the SAM, then you will not need to change this information.
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Create Mew SAM Action
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5. Search for the relevant SAM member and select their name.

Create New SAM Action

0 comersr
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6. Type in your action, select the due date (for example, the next SAM date).

When entering new actions, the status will always default to in progress. You should
mark actions as complete or no longer required as these are made.

Create New SAM Action

B comaiz
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=

7. You can enter additional comments about the action if required, however we
understand this may not be required as you can capture the action in the action field.

Once complete, select Save.
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Create New SAM Action

Note: The Action field has a limit of 255 characters and action Comments field has limit
of 5000 characters. The comments field can be used if you need to make additional
notes in relation to the specific action recorded.

8. Once saved, you the action will populate into a table so you can easily view all SAM
actions for each client listed on the SAM. For actions, you:
e (Can edit and delete actions if required.
e Should update the action status so it is can be reported properly.

To enter comments or information about the Safety Action Plan, go back to the SAM
items tab.
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9. Select the relevant SAM item and edit.
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10. On the edit SAM item details tab, there are the below fields:
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*  SAP Comments field will be blank each time you add a SAM case to a SAM. This
is where you can enter information about the client relevant to the SAM
discussed.

* SAM Notes field will re-populate each time you add a SAM case to a SAM. This
information is recorded in the Safety Action Meeting Notes field on the client’s
SAM case. If you make updates on the SAM case, this information will appear
each time the SAM case is added to SAM.

* Remove from agenda checkbox can be selected where it is confirmed they will
be removed. This information will populate onto the generated Record of
Actions document. You will have to close the SAM case afterward as well.

Edit SAM Item Details

11. The information will be populated so you can easily view this information about the
client.
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After SAM

After and outside of a SAM you will create a SAM record of actions to send to SAM members.
If SAM clients are to be removed from the agenda, you will also have to close the SAM case.

In DFV Connect, you can also review actions and update their status from the client’s SAM case.

After SAM

Remove from

- 2NaC
of actions gzt

Close SAM cases

Generate SAM record of actions

Generating a SAM record of actions works similar to generate the SAM agenda document as these
are both generated from the SAM created. All information recorded during the SAM (eg., members
status and actions) will be populated onto the SAM record of actions document.

You should ensure all information is recorded on the SAM created so you have a complete record of
the SAM within the system.

SAM record of actions example (existing referral)

Below is an example of the information entered within the SAM.

H
Existing referrals
Fiona Red DOB: 17/09/2023 Women (WDVCAS, FASS Female) CNI: 333333333
Aboriginal: N N .
33 Blackwattle Place Cherrybrook 2126 NSW Torres Strait Islander: ¥ Client consent to SAM: No
Date discussed at SAM: 30/11/2023 Current risk rating: Serious Threat
Referral Information Dependent Children Information Other Party Information
Referral Number: REF-0000000893 Terry Red
Organisation: NSW Police Byron Bay DOB: 03/09/2004
Event Number: 123457894871 CNI: 12345789ccda
Referral Date: 20/09/2023 Address: Unit 32 456 Test Street Sydney NSW 2123
Referrer Risk Rating: Serious Threat Relationship to client: Ex-partner of client's partner
Incident Date: Aboriginal: N
Incident Address: 23 Blackwattle Place Torres Strait Islander: Y
Cl ¥ 2426 NSW

Notes / ADVO or bail conditions / Other Party custody status etc.
Client at serious threat, background etc.

Safety Action Plan

SAP Comments
Client discussed at SAM and confirmed will remove from agenda as all actions are complete.

Contact Name Agency Action SAM Date Action Due Date | Action Status
Tester Testerson TEST Action 10/11/2023 10/11/2023 Completed
Remove from SAM? Yes

Field How it is populated
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Notes/ ADVO or bail conditions /
Other Party custody status etc.

Generated from Safety Action Plan item and will also populate
from the Safety Action Meeting Notes section on the SAM
case.

SAP Comments

Generated from the Safety Action Plan item from the SAP
Comments field. This will be blank each time an item is added
to a new SAM.

Remove from SAM?

Will be marked as ‘yes’ if checkbox is selected.

Step Description
1 To generate the SAM document in the top righthand corner.
o
2.
3 Tick the radio button next to the Review of Activities and select Next.
4 Enter a title and select next.

Legal Aidigy
B o comen -
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Step Description
5 You can review the document in the system or if you need to make any formatting
' changes, select Download Word to edit from your device.
6 Once you have confirmed all information is correct on your record of actions, you can
" send the email from the SAM.
Click on the Activity timeline and access the email function. Click on the details tab to
access your member list and click on the arrows of the email function to enlarge the
screen.
Legal AiIdgy LERR RN
7.
I8
B ==
3 To add SAM members, you can click on the Details tab to view their details while you

are typing an email and populating the To field of the email.
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Step

10.

Description
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The system will display your most recently accessed files

Select Files
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Close SAM case

For all clients that are to be removed from the SAM, you must also close their SAM case. You can

access their case from the SAM.

Process steps

Step  Description

To close a SAM case, you can access the relevant SAM case from your SAM.
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) On the case record, select the closed status and mark as current case status.

If there are no other cases open for the client, you should also close the referral.
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3 Select the closure reason and then select Done.

The status will updated to close.

The case will no longer be visible from your Service Area - Active SAM cases list view so

you will not be able to add the SAM case to SAM.
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View and update SAP actions

Outside of a SAM, you can also view and update SAP actions directly from the client’s SAM case. This
function may assist you if you need to update an action status outside of a SAM and/or quickly view

your SAM client’s actions.

Other workers from your service area will also be able to view these actions on the SAM case as
they have access to the SAM case.

Process steps

Step  Description

Go to your case list view to access SAM cases.

Select the case number of the case.

Legal Aidigy
[ Seice Area - Active saM Cases v+

From the case, go to the related tab.

Tegal A = 5
0
— Lo

All SAM items and SAP actions will be displayed.
e SAM items: SAMs the client has been listed on
e SAM actions: all actions created for each client.
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To update the action status, click on the SAM action name (number).

SAM Items (4]
M AM it M
SAM Actions @
SAM Action Name SAM Member Action SAM Date Action Due Date Action Status

Select the edit (pen) thumbnail to edit the action.

i 000 ase i SA-0000...

SA-000013

Update the status and then select save.

e i 5A-0000.

SA-000013

B9 Isla WOVCAS-SAM, 14/11/2023, 12:27 pm i #3 Isl WDVCAS-SAM, 19/11/2023, 11:34 am

The action status will now be updated. This information will populate onto your created
SAM.
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General Functions

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 (eg., at court). It is
encouraged you only upload files only 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.
Leggl AldRg

331 DFV Connect Referrals v | Fa REF-000 20 REF-000.. ™ % REF-000.. v X 7 REF-000. . C4-0000 2a REF-00

B3 ReFoo00000462

Received

) Referrals (Related Referral) (0)

B} otherparty o)

B cses@

3 assessments (0)

R R R s e R O s R R A R R
I Files (0) . |
I R i
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Step

Description

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.

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 COMTENT REMOVED] ExampleScanboxinusT

8 Sant 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. However, a copy of the most up-to-date ADVO can be uploaded if
needed, by selecting ‘upload new version’. You may upload emails or letter templates
that are edited or received from external providers, Child Protection Reports, and
WDVCAS DVDS Form.

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.. ¥, Download [ Share @) View File Detaits (v ]

@
|NOTE|
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.
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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, e.g. when you contact the client or
referring person, or if you do a follow-up contact. For further information, refer to Process CRP
referrals — Record Contact Attempts.

Do not record detailed conversations in log a call. Note only call made, outcome of call etc.

Step

Description

From the

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

Phone icon. Note that client phone number is available from the drop-
down menu. OR

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

REF-0000000130

v duly 2023 2 Menths Ago

The Contact Attempt screen is displayed. The Subject is defaulted to Contact Attempt.

Assigned To field is prepopulated with your details and the Due Date is set to todays
date. You can add Comment and also, use the Name field to search for the details of the
person you’ve contacted. Select Save.
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Step Description
Contact Attempt W X
Subject a
Contact Attempt Q
* Assigned To Due Date
E Luna WDVCAS-Amgr 11/9/2023 C]
(@) To remove t
Comments
Contacted client and left a voicemail.
p
Name Related To
REF-0000000130
E Yvette Amice
5. The Activity area of Referral record will display that the record that the call was logged.

Activity

8 -

Filters: All time « All activities « All types

o]

Refresh = Expand All = View All
~ Upcoming & Overdue

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

~ 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
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Step Description

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

B R¥-o000000a71

Kay Fialds Edit Guidance for Success

Placeholder text - What sh

d 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've contacted. Select Save.

w

‘= Follow up with Amanda Smithe e X
* Subject ~
Follow up with Amanda Smithe Q,
Due Date * Assigned To
14/9/2023 & B Sally Davis
Name Related To
B 2manda smithe > B reF-0000000471

Comments

Save
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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

1. From the case, service event or referral record in the Activity feed, click on the
envelope icon.

e S ' [EHoerer S
2. If you get a message about sending emails through your office 365 account, click No,

Send through Salesforce.

& 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,

MNe, Send through Salesforce

[] Yes, Connect Office 365

3. The Email pop-up window will be displayed.

You can click on the arrows to expand the email pop-up.
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Step Description

., v x

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.

5. The email sent will display in the activity feed of the record.
- @e?7va
ﬁ [s] a8l a
ax
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.
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Step

Create events (appointments) and set reminders

Step

Description

[EXTERNAL] Sandbox:

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

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

Description

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

B Sy sien

uuuuu

The Assigned To field will have you
selected by default. You can change this to
another worker if needed.

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

Select the Start Date and Time
Select the End Date and Time
Select a Subject

Enter a Description

The Name of the Client should be pre-
populated.

Under Attendees you can add more
People — the event will appear on their
DFV Connect event calendar (not in their
personal calendar like Outlook)

Record any Resources if required.

If you wish to set a reminder, tick the
Reminder Set checkbox and select the
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Feed
Log a Call MNew Task Email ew Cale...
* pssigned To
B Sally Davis
Type
Appointment/Mesting v
Start
*Date *Time
| 24 Sept 2023 | | 8:00 pm ®© ‘
End
*Date *Time
| 24 Sept 2023 | | 9:00 pm ®© ‘
* Subject
| al
Description
£
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Step Description

Time Before Event that you would like to
be reminded (default is 15 mins prior)

Click Save
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Name

E sally Smith =

Attendees

Pecple  Resources

Search Resources...

Reminder Set

Time Before Event

| 15 minutes

Save
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[
| WOTE I

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

saved

‘ ° Event "Test 2" was created.

X

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

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

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

If you set a reminder it will look like this:

& Sample meeting v X
m Test 2
12:00 pm-1:00 pm 7 Aug 2023

a — —~ - am

B Sample meeting
e 11:00 am-12:00 pm 7 Aug 2023

I Y oy p——y s am

NEN-EREE A-)

4

Click on the x to close it.
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View event calendar

Step Description

1. From the Main Menu, select the Calendar icon.
Legal AiId
NEW SOUTH WALES
i35 DFV Connect Referrals v & REF-

»

Home

0 Sally Smith

Case Record Type
Case Coordination

Details Related

E Calendar
~ Case Information

Accounts

Contacts §0193

Cases

Oper|

Referrals

DE0BDBaaa

Service Events

B Reports

Case Number -
PR nbicotioe Lo

Case Record Type
# Edit

Date/Time Opened

Case Owner ,'—:ﬂ Sally Davis

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 it’s details.

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

[ 5 iugust 202512 nugust 2025 Ty |

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

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

<12 G ||& v | MNewEvent E
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Print for offline working

You can print a document that includes all of the 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 omerpion

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

Step Description

1 Print Person Account

G e S

Details Related Activities Chattes

v Upeaming & 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

i DRV Connect Refer 2 REF-00 X REF0C X REF0C & REF-00 1 560000, 2 AEF-0 % il cA-0000.

- " 2 Referral 2 REF-0000..

B REF-0000000193

Details  flelated Activity

ag- @ (=

~ Upcoming & Overdue

Print Service Event
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Step Description

B Gt Rivocaey oo e
Details  Felated Activity
~ sutosss ol-

= " L]

2. When the relevant screen opens, click Print This Page in the top right-hand corner
« Cloze Window
.
« Expand All | Collapse All
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Appendix

Templates

e Access and Delete Form

e WDVCAS Court Advocacy Service Event template (word doc)
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