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Familiarisation

1 Familiarisation

This section introduces you to the Ivo interface - that is, the various ways that Ivo will
communicate and interact with you.

Some of the concepts may be new to you, but don't be concerned at this point. The section
called Getting Started - Entering new data will give you more information on how you
actually go about doing the things that you, as an Advocate, will be most likely to do with
the system.

Ivo uses a 'web-style' interface that incorporates hyperlinks and a lot of white space. While
we endeavour to make the layout intuitive, and, as far as possible, reasonably self-
explanatory, there will always be a learning curve involved in coming to terms with a new
system.

However, we've invested a lot of time in managing to accommodate different approaches to
data entry, while still achieving consistent data input.

It's also important to remember that much of what you see in the system can be altered on
an organisational basis. For example, one organisation’'s "client advocacy" may be
another's "case management"”. Many of Ivo's textual labels and buttons can be renamed to
accommodate such differences. As a result, the pictures in this document may not exactly
mirror what you may see on your screen.
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1.1 Ivocontrols
|

Ivo is designed to be user friendly, and one of the methods of achieving this is by utilising
consistent visual prompts which help you to recognise what on-screen controls do and how
they behave. The following describes the icons used in Ivo to designhate certain control

types.

The application "ribbon" toolbar

The ribbon remains in view throughout the Ivo application, and incorporates two key areas
as indicated in the figure below:

e 'Tabs’, which divide areas of functionality into logical groups, for example, the "Work" tab
and "Reporting" tab.

e Within each tab, buttons are grouped into sub-groups (e.g. the Dashboard button is
located in the "Common Functions™ grouping). Note that this area of the ribbon provides
an indication of where you are currently working in the system, by way of the highlighted
button.

Work

Reporting

DL ]
Dashboard| What's Notepad Find Calendar Create
Mew! Mew [tem -

Common Functions

Help and Support

Buttons
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Mandatory fields

In any robust information system which provides meaningful data reporting, some data
entry fields must be mandatory. However, Ivo aims to assist your workflow rather than
obstruct it, and as such, there are degrees of "mandatory" within the system.

Genuinely mandatory fields - those which must be completed before you can move on - are
indicated on-screen by a red asterisk in the control:

Funding Source: | % -

Date Opened: | #*

Fields which are mandatory for a client to be included in funding reports, but which are not
required right now, will be brought to your attention in the client details tab. Any records
for which these fields are incomplete, are classed as having "incomplete data", and will
need to be completed at some point in the future. However, you will still be able to move
on to another task without being forced to enter the information immediately.

Client Detailz | Service History | All File Maotez | Conzent and Privacy Record - Mone Becorded

Entity 10: | 146
Client Code:

Also known As:

Gender:|
Diate of Birth: (estimate DIOE)

Lucatiun:|

Country of Elirth:|
tdain Language atHDme:|

Fields that must be filled in before reporting to your funder are coloured red, fields that are
non mandatory but highly desirable by the funder, are coloured orange and blue fields are
optional.
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Hyperlinks

Any text underlined in the application features 'hyperlink' functionality, which will open
another area to provide more information on the underlined text.

Johnny Cas@ File note DEtiDﬁ Date of Bir‘l’ﬁj

Date & time fields

Ivo uses 'intelligent’ date and time fields consistently across the system.

Consider the date 22-Jul-2020. Any of the following entries would be accepted for this date
in a date field within Ivo:

"22/7/2020"; "22/7/20" The common way the date would be entered

22/7 A handy shortcut in Ivo - if you omit the year, Ivo will assume
the current year.

"22-jul-20"; "22 july" You can use the abbreviated or full month name

"22-7"; 1"22.7"; "22,7"; Use can use slashes, spaces, dashes, fullstops, commas to

"22 July 2020" etc separate the parts of the date

Provided the format is date followed by month, and if specified, year, Ivo will be able to
determine the date. Regardless of the format you use to enter the date, Ivo will display
the date in the format "dd-mmm-yyyy" eg. "22-Jul-2020" - this ensures there is no
ambiguity regarding the date.

Ivo User Manual © 2020 -1024



Familiarisation

Ivo has some other useful date shortcuts that can make your job much faster and easier:

"t" for today In the date field, type the letter "t" and press the tab key on
your keyboard to enter today's date.

"y" for yesterday Type the letter "y" and press the tab key to enter yesterday's
date.

"t-3" for 3 days ago Type the letter "t" then "-" (minus) then "3" then the tab key

to enter the date from three days ago.

You can enter "t-" any number and Ivo will work out the date
that you mean.

Similarly, time fields behave intelligently too, for example -

Entering this... Results in this....

2 2:00 PM (because Ivo knows it's unlikely that you're working at
2am)

2am, 2a 2:00 AM (because 'unlikely' doesn't mean 'impossible')

9 9:00 AM

9p 9:00 PM

15, 1500 3:00 PM

3:25, 3.25, 325 3:25 PM

Note that wherever you find a Duration field, you must specify both the Hours (even if that
is zero) and the minutes. When you enter a value into the minutes field, Ivo will autofill a
zero value into the hours field.

Dwuration: |0 hours |50 minutes
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1.2 The Dashboard screen

The Ivo Dashboard places commonly used information easily within your reach, and is the
first thing you see when you login to Ivo. The data you see here is particular to the
workload of the logged in Advocate. If that Advocate doesn't have any records in the
system yet, they'll be greeted with a fairly clean slate.

Work Reporting Help and Support

WY OAD ) &3 % 6

Dashboard|What's Motepad Find Calendar Create Manage Manage Check Show DEX
Mew! Mew ltem ~ Clients Activities My Data Tools

Common Functions by Work
Current Clients Current Activities

Current Clients

Bun Query Show Collation Tools
Mo Recards

The default options are the Current Clients and Current Activities tables, as seen above.

When viewing the Current Clients or Current Activities, double-clicking a record will open it
on the Manage Clients screen. The Dashboard also features a print button at the far right
end of the toolbar, which is handy if you need to print a list of current clients or activities
for a planning meeting, for example.

" FrE == : . — — _.\.-::_. 1
MV DDQAE ) A EEX @
Dashboard| What's Motepad Find Calendar Create Manage Manage Surveys Check Show DEX

Mew! Mew ltem ~ Clients Activities My Data Tools
Common Functions My Wark Dashboard Options

Current Clients Current Activities

Current Clients

Run Query Show Collation Tools

9 Clients
Client Name Primary Phone |Primary Email Primary Address
Cyndi Lauper tom.hardy@gmail.com

Donald Bradman
George Clooney 03 6298 1313 tom.zelleck@yahoo.com.au 58 Glamorous Way, HOBART TAS 7000
Johnny Cash
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Other notifications

The Dashboard also provides notifications to you, for such things as -

'x activities actioned by other staff' - when another staff member adds a file note to a
client you are managing (for example, if you were away sick or on leave)

'x activities transferred/assigned to you' - when an activity record (eg. advocacy issue,
education session etc) is either transferred to you, or assigned to you when created

'x recovered file notes' - Ivo automatically saves file notes as you type them. If
something goes wrong, such as losing power to your computer, then Ivo will
automatically recover the file note.

Notifications look like this -

Ive Client Management Software X Ive Client Management Software X

MOTE: MOTE:

-1 recoverad file note -1 activity actioned by other staff

Fecowver File Mote | acknowledge | hawve read this

When you click the "OK" button, the list of notifications will be displayed, and the first one
will be automatically selected. The details of the notification are displayed on the right-side
of the screen. Every notification has actions that can be taken, such as "Recover File Note",
or "I acknowledge I have read this" as shown above. You must take an action in order to
resolve the notification. Ivo will continue to notify you every time you login until each
notification is actioned.

When you click on the Recover File Note button at the bottom right hand side of the screen
it will open the file note you were working on, so you can continue entering details.
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1.3  Clipboard functions
|

Microsoft Windows has a built in ‘clipboard’ which allows you to move text, images, and files
from one location to another, which can save you time and effort when entering data in
Ivo.

You don't need to know how to use the clipboard to use Ivo, but this section has been
included simply because understanding the clipboard can have a very positive effect on
your efficiency when using all Windows applications (not just 1vo).

The clipboard is not something you usually see on a computer, it's just there all the time, in
the background. You can put things onto the clipboard either by copying or cutting.
Copying leaves the original in place and places a copy on the clipboard, whereas cutting
actually removes the item to the clipboard.

Consider this sentence. If I copy the "this" in the sentence, the following occurs:

The word "this' is
copied to the
clipboard

!

Consider wii#%] sentence.

If I cut "this", the following occurs:

The word "this' is
removed from the
sentence and placed on
the clipboard

Consider | sentence.
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The clipboard is best thought of as only being able to hold one lot of cut or copy material at
a time. You can select multiple things and copy them to the clipboard successfully (if you
select them all and copy them all at once), but if you copy things one at a time, only the
last thing copied remains in the clipboard.

So if you cut or copy something, remember to paste it where you want it, before copying
something else.

The clipboard Cut, Copy, and Paste options are usually available by at least two methods:

1. The mouse's right button menu.
2. Shortcut keys.

To cut/copy using the mouse, select the text you want to put on the clipboard (highlight by
clicking the left mouse button and dragging, and then click on that highlighted text with
the right mouse button:

Right click on "this’

)

Consider ii% sentence.

You can then select a cut or copy action from the resultant menu (which may be arranged
differently, depending on what software you are using:

Consider m coantonra

Undo

Cut

Copy I/\\r

Paste
Delete

Select All

Note that the Paste option is also available via this menu. To paste from the clipboard, just
put the cursor/mouse pointer where you want to paste, and select Paste from the mouse's
right click menu.
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The shortcut key method of interacting with the clipboard simply replaces the mouse's
right-click menu. So, to copy via shortcut keys, you select the text and then activate the
copy shortcut keys. The Windows default shortcut keys are as follows:

e To copy, use CTRL+C (i.e. hold down CTRL and tap C whilst CTRL is still held down)

e To cut, use CTRL+X

e To paste, use CTRL+V

Cut l Copy

Paste

Hold "Ctrl" key down,
then press one of these

Many software applications also have clipboard controls available in their toolbars:

Copy |

Cut

Ivo User Manual © 2020 - 1024
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1.4  Help & Support
|

1024 endeavours to make help available for all important areas of the system over time,
but due to the continual enhancements made to the system, it is likely that documentation
for some areas will not be up-to-date with the current version of Ivo.

What's New!

The What's New! button opens a webpage describing recent changes to the software. It's
worth checking this out with each new version of the software, as while we may take some
time getting all the documentation up to date, we will list important changes here as a first

priority.

tloe o9 ® 2

Waork Reporting v Tools Help and Support

Dashboard |What's| Motepad Find Calendar Create
Mew Item -

Common Functions

Whenever Ivo receives a significant update, the user is automatically taken to the What's
New when they click the OK button on the message below -

Ive Client Management Software

lvo has been upgraded to a new version. Please read about the
changes now on the 1024 Helpdesk website,
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Quick Help

Some areas of the application include on-screen text in the area in which you're working.
This is designed to give quick, brief instructions on important points, and on how to work
with that particular area of the screen. In many cases Quick Help provides you with all the
info you need to get you moving along - but if you get stuck, you can dig for more detail in
other areas of the help system.

Quick Help

The client should always be recorded as the person being
advocated for

'‘Online Support’

Ivo features an online help function.

You can click on the Support Home button on the toolbar which links to 1024's support
page in our website. You can view our Self Help Articles to find a solution to your questions.
If you can't find an article that answers your questions, then click on the New Support
Request button and you will be taken to the Online Support Request Form where you can
enter the details of your request.

2lo > 90 2

Waork Reporting Help and Support

9|0 EO ¢

Obtaining My Iva Remote
Support | Preferences || Manual Support H::ume Request
Help and Support Gptl:uns
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Manual

A traditional manual, in PDF format, is available from the 1024 website, and can be
accessed via the Help and Support tab, or view it as a web page by selecting the Online

option.

Waork Reporting Help and Support

OS¢

My Email a file Ivo Remote Support New Support
Support | Preferences to myself Manual[‘&iuppnrt Home Request
L]

Help and Support H oor Ens
Obtaining SuH S A/

@
@
Q
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1.5 Data entry concepts
|

Before we get into the nuts and bolts of how to enter data, it's important to understand
some key concepts about how Ivo handles your data:

¢ |vo uses a single database. What that means for you is that if one of your colleagues
enters Joe Bloggs into the system today, and Joe Bloggs calls you in three month's time
with a different issue, his basic details will not need to be re-entered.

e Your data is critical and confidential. We always recommend that advocates use
password-protected logins. Passwords can be maintained in the My Preferences area of
the Help and Support tab.

Waork Reporting Help and Support

o) @"H@@ &

Obtaining My lvo Remote Support New Support
Support "Preferences|| Manual Support Home Request

Help and Support [} Options

¢ You should be aware that Ivo maintains an internal audit trail along with the data you
see. If a staff member edits or deletes a file note, for example, Ivo makes a record of that
fact: who did what, and when, as well as maintaining an archived copy of the original file
note itself.

e The central record type in Ivo is the 'entity' record. Entities encompass clients,
organisations, staff, service providers etc. However, the term entity is not always used
within Ivo - instead we refer to the main kinds of entities in the system, which are clients
and organisations.

e Activity records (such as Advocacy, Education Sessions, Waiting List and Inquiries) are
attached to entity records. File notes are attached to activity records.
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Note that contact details can also be recorded against activities, to cater for those activities
where a certain contact may only be applicable to one specific activity.

(A,
— Sl €08
—"

File note

e Very broadly speaking, Ivo divides the management of data entry into two approaches:
creating new records, and managing existing records. So, for example, if you need to
open a new Advocacy record for John Smith (regardless of whether John is already on the
system or not), you'd do this through the Create New Item button. If you want to add
detail to that record, once it's already created, you'd do that through the Manage Clients

button.

Waork Reporting Help and Support

V7oA D

Dashboard|What's Motepad Find Calendar
Mew!

Ivo User Manual © 2020 - 1024
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o Like all rules, there are exceptions (in this case, for the sake of convenience)... The
Notepad allows you to record 'freehand’ text to use somewhere else later.

Waork Reporting Help and Support

DA B ]

Dashboard What's [Motepad| Find Calendar Create

Mew! Mew [tem -
C-:umTr%.mcti-:uns

You can create ad-hoc
notes here and paste
them into records later
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Getting Started

2 Getting Started

Ivo has been specifically designed with the workflow of the advocacy process in mind, and
largely this means that Ivo operates on the assumption that for much of what you do there
simply is no set workflow. An Advocate's role is largely communication and mediation
between different parties, in many shapes and forms, which can have a large number of
outcomes and new issues, at any point in the process.

While you need to capture these activities for the purposes of reporting and trend analysis,
a system that tries to squeeze your workflow into a strict 'do this, now this, now this, and
finally this' approach before you can actually get back to dealing with your clients, is not
going to advance your effectiveness as an Advocate.

Ivo therefore gives you different ways of entering data, from that more ‘regimented’
approach for the unusual occasion when you do actually have the luxury of entering all the
data the system needs, through to an almost 'freehand' approach which lets you get the
information you recognise as important into the system, so you can refer to it and/or
complete it later on.

Ivo has also been structured to flatten your learning curve. For example, once you've learnt
how to enter a new Advocacy record, you pretty much know how to enter Systemic
Advocacy, Education Sessions, and Waiting List records as well, because the on-screen
process is the same, and the on-screen layout has been kept as similar as possible.

This section will get you started with the key points you need to get your important records
into the system.

Ivo User Manual © 2020 -1024



Getting Start

2.1

ed

Introduction to the Manage Clients screen

The Manage Clients screen is where you will spend most of your time in Ivo. From here you
can do everything you need to do for a client.

Waork Reporting Iva Tools

. o
Fi .
\IJ |' ! I N
Mew!
Common Functions

Search for any client here:

or select one of your clients:
= My Current Clients
Antonio Banderas

Iggy Pop

Jane Fonda
Jessie Bradman
Jimmy Fallon
John Mayer
John Saffron

John Travolta

Kylie Minnque

Dashboard What's Notepad Find Calendar

Help and Support

vo BN TENE &

Edit Donald

Bradman
Manage Cli

2

Manage| Manage Check Show DEXHACC
Clients | Activities My Data Tools
My Work

Donald Bradman - Admin Aleri!

Create
New ltem -

Client Detads | Service History | All File Motes | Consent and Privacy Record - Hone R

Print Options

ents Options

ded | Risk A

Barbara Streisand Enmy ID:218

Brad Pitt Client Code

Cyndi Lauper

Also Known As: The Don

Donald Sutherland Gender | Male

Ella Fitzgerald ) = =
George Cloaney Date of Birth: 1-Jan-1920 (100 years old; estim:
Gomez Addams

Government Welfare Location: KENSINGTON PARK, SA, 6068

Cultural Background: Aboriginal or Torres Strait [slande

intry of Birth

Main Lanquage at Home
Indigenous Status

Australia
'|[English
- |Neither Aboriginal or Torres Strait

Edit Contacts and Details

Contacts for Donald Bradman

Add New Contact

Donald Bradman)
B Jessie Bradman (Spouse/Partner)

Contacts for current activities
= Client Advocacy Issue - Financial abuse
@ Robert Hawke (Bank Manager)

= Client Advocacy Issue - Ongoing financial abuse is|
{no contacts)

= Client Advocacy Issue - Advocacy support - Neediy
{no contacts)

= Client Advocacy Issue - Home maodifications - requ
{no contacts)

= Client Advocacy Issue - Transport to outpatient ca)
(no contacts)

= Client Advecacy Issue - Limited opportunities for (
{no contacts)

The Manage Clients screen is divided into two main sections. The panel to the left allows
you to select a specific client, whether that is a person or an organisation, from your
Current Clients list.

Additionally, at the top left corner of the navigation panel is a search box that can be used
to find any entity record in the system. Once a client has been selected in the left panel,
their details are available in the panel to the right.

Ivo User Manual
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Ivo also searches all the other columns that you can see below; entity ID, client code,
D.O.B and also known as.

i FrrEE ) P s - ——— 3, ga It
fl L4 ) | =l —=| 2%
\J) -\ il g= = '-'-'r b &’-
Dashboard What's Motepad Find Calendar Create Manage| Manage Check Show DEX/HACC
MNew! Mew [tem = Clients |Activities My Data Tools

Common Funcdctions by Work

Search for any client here:

Donald Sutherland
I Dionald I . . . .
o Matches
E ntity (D Clignt Code D ate aof Birth Alzo Enown A E ntity M arme
- |1-Jan1320 Donald Bradman
20-Jun-1341 Donnie Dionald Sutherland
115 Dianald Trump
242 Fonald McDonald House

In the right hand panel, the following functions are available:

e Adding/Editing contacts & details

e Adding/Editing demographic data

e Specifying administrative alerts for a client

¢ Reviewing/creating/editing service history for the client
e Adding activity-specific contacts

e Completing statistics

¢ Printing client summaries and file notes.
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2.2 Creating activity records
|

This section provides an overview of how Advocacy records are entered into lvo. Remember,
once you are familiar with how to add an Advocacy record, the process of entering other
record types will also be familiar to you.

It is important to note that your 'Create New Item' menu will likely be different from the
menu you're viewing here, as it can be customised for your organisation

N

Create
MNew ltem ~

of) cEntity [ﬂs

File Mote

The process of Waiting List Record

creating a record is
much the same for
all these options

Ingquiry

Client Advocacy Issue

Citizen Advocacy Relationship

Education Session

PBB &P O

= General Activity
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221  Step1-The Create New Item button

The Create New Item button is a central entry point to raising new records in the system.
The button acts as a drop-down list which allows you to select the type of record you would

like to create:

Work Reporting v Tools Help and Support

g e — .l:".-.__:'l
= b — -___-"\., -:|

.

Dashboard| What's Motepad Find Calendar) Create Manage Manage Check 5h
MNewy! Mew [tem = Clients Activities My Data 1

Common Funcdions

File Mote

Waiting List Record

Inquiry

Client Advocacy lssue

Citizen Advocacy Relationship

Education Session

General Activity

Systemic lssue

GLUPBBER O

To create a new Advocacy record, choose the Client Advocacy Issue option. This will open

the New Client Advocacy Issue screen.
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222 Step 2 - The New Client Advocacy Issue screen

This is a "one-screen-captures-all" method of entering the required data for a record, and
uses a unique, unobtrusive 'wizard' for recalling/creating client s.

In the early stages of working with a client, you will often not have all the information
relating to either the client, or their issue. Therefore, at this stage, Ivo only requires a
minimum of mandatory data - such as a brief title, date, funding source etc. Depending on
the funding source selected, one or two additional fields of data may also be required.

The left side of this screen is devoted to locating the correct client for the issue. The right
side is devoted to the details of the issue.

When you start typing the client's name, Ivo performs an instant search based on your
every keystroke after the first two letters. If you type "Do", Ivo will offer you a choice of
clients who are already in the system:

Mew Client Advocacy |ssue

Person you are advocating on behalf of;
Do

Create New Client

I= the client listed here?
If zo0, click the name to select.

Entity ID | Date of Birth |Entity Name

113 | |Bridget Bardot

3 20-lun-1941 Donald Sutherland
115 Donald Trump

177 1-Jan-197% Jane Doe

41 Madonna
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If you keep typing, so your entry says 'Don’, the names with "Do" drop out of the
suggested matching names, leaving only those names that contain the letters "Don"

anywhere in the name:

Mew Client Advocacy lssue

Perszon you are advocating on behalf of:
Dl:un|

Create New Client

I= the client listed here?
If =0, click the name to =elect.

Entity ID' | Date of Birth |Entity Mame

20-Jun-1941 |Donald Sutherland

115 Donald Trump
41 Madonna

If one of the displayed names is in fact the client you're creating the issue for, you would
just click on the name. For example, if your client was Donald Sutherland, clicking on his
name populates the "Person you are advocating on behalf of" field with the whole name:

Mew Client Advocacy lssue

Person you are advocating on behalf of:
Donald Sutherland|

Create New Client

I=s the client listed here?
If =0, click the name to select.

Entity ID' | Date of Birth |Entity Mame

20Jun-1941 |Donald Sutherland s |
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If, on the other hand your client is not in the system, Ivo will alert you to this by replacing
the suggested matches with some input fields in which you can enter the personal details
of your client. For example, if the client name 'Donald Bradman' is entered, as soon as the
'B' is entered, Ivo recognises that it has no matches, and instead, starts entering the name
as a new client record:

Mew Client Advocacy lssue

Person wou are advocating on behalf of:

Donald B

Mew entity i= a: |Person -

MNew Client name

Given: Middle Mames: Family:
Donald B
Gender: Date of Birth:

= |E5t|

Primary Address:

Note that Ivo will also assist you in the process by using the text you enter to automatically
split the data into the Given and Family Names fields:

Mew Client Advocacy |ssue

Person you are advocating on behalf of:
Donald Bradman

Mew entity is a: |Person ~

MNew Client name
Given: Middle Mames: Family:
Cranald Bradman
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If there is already another client in Ivo with the same name, but you still need to create a

new record for a different person, you can check the "Create New Client" check box:

Remember that Ivo looks at all the records in the system when searching - so just because
you haven't worked with a person before, that doesn't mean they won't already be in the

system.

Once you have specified the client, you can move on to the details of the issue itself, and

Mew Client Advocacy lssue

Perszon you are advocating on behalf of:
Conald Bradman

Q}Create Mew Client

hit the Save and Close button.

Activity Title:

Funding Source:

Date Opened:

MOAP Topic:

Financial abuse

MOTE: Flease ensure yvou enter a meaningful title. Brief titles that are just
zingle keywords (eg. 'Finances'), or are too generic {eg. 'Phone call'), make
it hard for other staff to quickly understand the client's actual issue.

NDAF -
7-Feb-2020

The date vou began providing assistance for this particular Activity.

Finances -

Save and Close | Cancel

N
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On saving the record, Ivo redirects you to the Manage Clients screen where you can select
your new client and review, edit, and enter data. See the section on the Manage Clients
screen for more details on this area.

If you move to the Dashboard screen, you'll now see you have an additional record, which
you can recall if you wish, by double clicking on the client's name.

Lle > 88 2

Waork Reporting Help and Support

Y 0 Q ©

Dashboard| What's Motepad Find Calendar
Mew!

Common Funcdctions
Current Clients Current Activities

Current Clients

Run Query Show Collation Tools
9 Clients

Client Name Primary Phone |Hf
Cyndi Lauper 1

I
George Clooney I:IS 6298 1313 1
Johnny Cash
Johnny Depp

For the purposes of this introductory manual, you've learnt as much as you need to, to
create most new records. Systemic Advocacy, Education Sessions, Inquiries, Waiting List,
and General Activities records etc are all created in a similar way.

To add more data to the record as you continue working on the activity, see Step 3 - File
Notes

Also, see the calendar for information on how to enter activity data around a time and date-
oriented view.
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2.3 Manage Clients screen

This screen is designed to be a one-stop-shop for managing your day-to-day work. As with

many functions in Ivo, there is often more than one way to manage your client data, but

this area is designed to place all client information within easy reach.

(Note that you can actually manage any entity from this screen, such as service providers,

contacts etc, not just clients).

Work Reporting Help and Support

Mew! Mew Item ~ Clients | Activities My Data
Common Functions My Work

Search for any client here:

Johnny Cash

YVOQAw )= % B

Dashboard What's Notepad Find Calendar Create Manage] Manage Check Show DEX

Tools

g oy X
— .:Eﬁ )
Edit Johnny Print Options
Cash ~ E
Manage Clients Options

or select one of your clients: || Client Details | Service History | All File Naotes

Conzent and Privacy Record - Mone Fecorded

= My Current Clients
Cyndi Lauper Entity ID: | 145
Donald Bradman Client Code:
George Clooney '

Johnny Cash Also Known As:

Johnny Cepp Gender:|

Louise Parker Date of Birth: (estimate DOB)
Macaulay Culkin

Meryl Streep LDCEltiDn:|

Olivia Newton John

Zaul Hudson Country DfBiI‘ﬂ"li|

hain Language at HDme:|

Indigenous Status:|

Ivo User Manual
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231 Client details tab

By default, the client details tab is the first view selected when you go to the Manage
Clients screen. It contains demographic data, contact information, and other important
information that you're likely to need to know 'up front'.

Client Detailz | Service Higtary | All File Maotes | Conzent and Privacy Record - None Recorded

Entity 1D | 218
Client Cade:
Also Known As: | The Daon
Gender: kale
Cate of Birth: | 1-Jan-1920 (100 wears old; estimated)

Location: KEMSINGTOMN FARK, SA, 5065

Country of Birth: Australia
bdain Language at Hame: English

Indigencous Status: | Meither Aboriginal or Tarres Strait Islander

Househald Cummusitiun:| |

Accommodation Tw:ue:| |
DA Card Status: | |

Haomeless Indicatar: | |

Education Level:| |

Employvment Status:| |

[ncome Source: | Other income including superannuation and investments

From here, you can quickly:

e Add/Edit client contacts & details
« Add/Edit d hic d

e Specify administrative alerts
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2.3.1.1 Adding/Editing demographic data

Important client details can be entered via the hyperlinks on the Client Details tab of the
Manage Clients screen:

Click the blue link for the field you wish to add detail to;

Donald Bradman

Client Detailz | Service Histary | All File Motes

Entity [0 218
Client Code:

%D Furoin A
Gender:

Date of Birh: | (estimate O

The Enter Value window will open for you to add the new value of the field to;

Also Known As

The Dor|

| J| Save and Cloze | Cancel

Click the Save and Close button and the new value will be added to the field.

Donald Bradman

Client Detailz | Service History ‘ All File Motes

Entity [D: 218
Client Code:
Also known As: The Don

Gender;

Date of Birth: | (estimate [
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You can edit the client's name by clicking the client 's name hyperlink itself and selecting
Edit Name from the list, or by clicking the Edit Client button, which is available from the
Manage Clients or the Manage Activities screens.

Donald Bradman

Edit Name s Q;EJ EI El Kr-]

Print Summary

Manage| Manage Surveys Check Show DEX
Record Admin Alert Clients |Activities My Data Tools

My Work

Client Deceased

= = O X

Al <Y
L) 4
Close Undo
Changes
Mavigation

Donald Bradman

Entity ID: 218 Alzo Known As: The Don
Title: @ h Gender: -
Given Name: Donald Date of Birth: | est |
Middle Mames: |George Age not known

Family Mame: |Bradman

Both these methods open the client record with the ability to edit the client's title, names,
'‘also known as' name, gender, and date of birth.
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2.3.1.2 Adding/Editing client contacts & details

Be mindful of the difference between 'contacts' and 'contact details'!

Ivo 'contacts' are other people who may need to be contacted in relation to a person you
are dealing with (e.g. next of kin, or a lawyer). 'Contact Details' refers to information such
as phone numbers and addresses.

So, a client will probably have their own contact details, but they may also have contacts,
who in turn each have their own, different, contact details. lvo caters for both, and there is
no limit to the number and variety of contacts and contact details that can be recorded for a
client.

Ivo also allows you to record contacts and details for specific activities, rather than for the
client record. For example, for Donald Bradman you may like to record his carer's details as
well as his own contact information, and both these could logically be recorded against
Donald's main record.

However, one of your activities for Donald may involve, for example, a fellow respite
resident who is willing to corroborate Donald's story. This person could be entered as a
contact specific to the activity, rather than as a contact you want to be available from
Donald's entity record on an ongoing basis. Adding contacts to activities is described in the

section called activity-specific contacts (but the process is exactly as described here).

To add a new contact to a client's record, click on the "Add New Contact” link in the
Contacts and Details section of the Manage Clients screen.

Add New Cuntﬁ Edit Contacts and Details

Contacts forDonald Bradman
E-Donald Bradman!
b (no details for Donald Bradman)

The "Add new Contact for "[Client-name]" window will open to fill in the details. The
"Contact Name" and "Relationship" fields are mandatory, as indicated by the red asterisk.
The "Relationship Description” field is an optional text field which provides the ability to
further describe the relationship, or to add something more abstract such as "Do Not Call".
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As with any name field within Ivo, once you start typing the first letters of the name, a list
of existing records will be shown where you will find if your contact's name already exists in

the system.

2% Add new Contact for Denald Bradman

Contact name:
Jes *

Create New Contact

Is the contact listed here?
If =0, click the name to select.

Entity ID' | Date of Birth | Entity Mame Al=o Known As Client Code
221 | lesselames | | |

Of course, if your contact doesn't already exist then Ivo will allow you to create a new entity

record as part of the process.

2% Add new Contact for Donald Bradman

Contact name: Relationship:

Relationship Description:
Mew entity is a: Person -

New Contact name

Given: Middle Names: Family:
leszie Bradman
Gender: Date of Birth:

| - [est]|

Frimary Address:

Frimary FPhone Mumber:

Frimary Email Addrezs:

Primary Web Address:

Save and Close Cancel

leszie Bradman Spouse/Partner -

Ivo User Manual

© 2020 - 1024




Getting Started

Editing contact details

To edit the contact details for both the client and the contact of the client, click the "Edit
Contacts and Details" link.

Add New Contact  Edit Contacts and Dez?ils

Contacts for Donald Bradman
E-Donald Bradman
i (no details for Donald Bradman)

This will open the Edit Contact Details window -

I Edit Contact Details — O

Donald Bradman Selected

Contacts for Donald Bradman Create new - Contact Address Phone Number Email Address Web Address

(no details for Donald Bradman)
- Jessie Bradman (Spouse/Partner)

Contacts for current activities
B Client Advocacy Issue - Financial abuse
‘- (no contacts)

The Client and their Contacts are listed on the left-side of the screen. When this screen first
opens, Ivo automatically selects your client's name, so you can add more details for your
client immediately, which you do by clicking the various blue hyperlinks (eg. Address,
Phone Number etc), filling in the fields for each, and then clicking the "Save" button.

To add details to a contact, simply select the Contact's name from the panel on the left
(note the name displayed at the top-centre of the window changes to the contact's name),
and then use the blue hyperlinks to add the necessary item.

¥ Edit Contact Details

Jessie Bradman Selected

Contacts for Donald Bradman Create new - Contact Addrespy Phone Number Email Address Web Address
E--Donald Bradman E‘I

e oo detaile for Dionald Bradman’

EI Jessie Bradman (Spouse/Partn Address Type:
i (no details for Jessie Bradman) Home -
Address:
Contacts for current activities 50 Alexandria Drive
=3 C_Iient Advocacy Issue - Financial abuse
‘- (no contacts) Town / State / Post Code

RANDWICK, NSw, 2031

Other Description
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for Current Activities" to select it;

If you need to add a contact for a current activity, click the activity listed under "Contacts

B Edit Contact Details

Contacts for Donald Bradman
£ Donald Bradman

i (no details for Donald Bradman)
Bl Jessie Bradman (Spouse/Partner)

Contacts for current activities

E-iClient Advocacy Issue - Financial abuse:

(no contacts)

Finandal abuse Selected

Create new - Contact Address Phone Number Email Address Web Address

You can then add the contact details using the same processes as explained above.

E Edit Contact Details

Contacts for Donald Bradman

E-Denald Bradman

- (no details for Donald Bradman)
[H- Jessie Bradman (Spouse/Partner)

Contacts for current activities
=-Client Advoca i i

Issue - Financial abuse
-Robert Hawke (Bank Manager)

----- (no details for Robert Hawlke)

Robert Hawke Selected

Create new - Contact Address Phone Number Email Address Web Address

You can also edit existing contact details by clicking on them in the left-side of the window.
Lastly, for any entity you can add as many Addresses, Phone Numbers, Emails etc, as
necessary.

you're returned to the main client record screen.

When you are finished adding all the contact details you can, click on the Close button and

Ivo User Manual
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2.3.1.3  Specifying/Editing administrative alerts

Administrative or "Admin Alerts" are designed to give staff a prominent reminder of
important information. For example, a client may have a particularly complex or sensitive
guardianship arrangement, of which all staff dealing with the client should be made aware.
Such a case is catered for by the Record Admin Alerts function, and provides the

information up front:

Donald Bradman - Admin Alert!

Client Details | Service History

Admin Alerts can be recorded via the client name hyperlink, or from the Options drop down
list on the Toolbar.

Donald Bradmj\]er
Edit Name
Print Summary
Record Admin Alert

N

Client Deceased

Record a new Admin Alert for Denald Bradman

Employee: Meryl Streep »
Date: 11-Jun-2020

Syl
.:-:.fr*ib
Options

-

Al File Motes | Congent and Privacy Recaord - Mone Recorded

Options for Donald Bradman

Record Admin Alert

Client Deceased

Hotes

By using either method, the alert is entered via the Record a new Admin Alert screen.

Descriptson: |Don has Type 1 Duabstes

Adlachenents

Don has been known to have extreme hypoglycemic
episodes where he can have s&izures and Falrhng spells.

It is recommended that staff are aware and prepared to give
Dan & insulin snjectson If requared.

Save and Chose Cancel
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Any entity can have an Admin Alert, and you can record as many Admin Alerts as necessary
for any entity. To view existing alerts, click on the red Admin Alert! link next to the client 's
name to open the Admin Alert window. To edit an admin alert, double click on the message
in the Admin Alert window and it will open the editing window.

Donald Bradman - Admin AIE.PW!
S

Cliert Cignbagg : : R
G Admin Alerts for Donald Bradman

(205 file notes

Date Who Subject ]
11-Jun-2020  Meryl Streep Adrnin Alert: Don has Type 1 Diabetes

Don has been known to have extreme hypoglycemic episodes where he can have seizures and
fainting spells.
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2.3.2  Service history tab

This area gives you a quick overview of your organisation’s interaction with the selected
client, but also allows you to dig deeper into the full detail if required.

The Service history tab is divided into two sections: the top lists the activities applicable to
the selected client, while the bottom lists the issue details, file notes and statistics
attached to the selected activity.

Client Detailz | Service History | All File Maotes | Conzent and Privacy Record - Mone Recorded

Status | Activity Funding Opened Employee  Title

=) Status Group: Open

Open  Systemic lssue MNDAP 10-Jun-20200  Meg Ryan  Limited opportunities for cognitive therapy

Open  Client Advocacy Issue MDAP 09-Jun-2020 MegRyan  5eeking assistance with Centrelink entitlements

Open  Client Advocacy Issue MDIS Appeals  05-Jun-2020  Meg Ryan  Limited opportunities for Cognitive Therapy

Open  Client Advocacy lssue MNDAP 05-Jun-2020  Tom Hanks Transport to outpatient care facility

Open  Client Advocacy lssue MNDAP 28-May-2020  Meryl Streep Home modifications - requiring assistance to organise ng
Open  Client Advocacy Issue MNDAP 27-May-2020  Meryl Streep Advocacy support - Needing assistance to arrange cleani
Open  Citizen Advocacy Relati... Disability Roya... 25-May-2020  Meryl Streep CVS relationship approved

Open  Client Advocacy Issue MDAP 23-May-2020  Meryl Streep Ongoing financial abuse issue - Requesting legal assistan
Open  Client Advocacy lssue MNDAP 07-Feb-2020  Meryl Streep Financial abuse

Client Advocacy lssue: Transport to outpatient care facility
Status: Open (click here to describe the current status of the activity)

Detailz | Conzent/Privacy | File Motes | Stats

Add New Contact  Edit Contacts and Details

Activity (D (2] Contacts for Transport to outpatient
Title: Transport to outpatient care facility ‘- (no contacts)

Funding Source: NDAR
Employee; Tom Hanks

Date Opened: 5-Jun-2020

You can:

o Vi edi o
¢ Create activity-specific contacts
e Update activity status (e.g. close a record)

e View/edit file notes
. edi L.

e Print client summaries
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2.3.2.1 View/Edit activities

The top panel of the Service history tab lists the activities recorded for the selected client.
By selecting a record in the list of activities, the bottom panel will be populated with data
applicable to that activity.

Donald Bradman

Client Detailz § Service History | All File Maotez | Consent and Privacy Record - Hone Becorded

Status Activity Funding Opened Employee Title

=l Status Group: Open

Open Client Advocacy ls.. MDAP 28-May-2020 Meryl Streep Home modifications -
Open Client Advocacy ls.. MDAP 27-May-2020 Meryl Streep Advocacy support - Mg
Open Citizen Advocacy ... Disability Roy... 25-May-2020 Meryl Streep CV5 relationship appro
I[}pen Client Advocacy Is... MDAP 23-May-2020 Meryl Streep Ongoing financial abu
Open Client Advocacy Is.. NDAP 07-Feb-2020 Meryl Streep Financial abuse

Chent Advocacy lssue: Ongoing financial abuse 1zzue - Hequesting legal assistance

Status: Open (click here to describe the current status of the activity)

J Details | Consentd/Privacy | File Motes | Stats |

Activity |D: | 227

Title: | Ongoing financial abuse issue - Reguesting legal assistance

Funding Source: NDAF

From the Details tab you can use the hyperlinks to add or edit data.
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2.3.2.2  Activity-specific contacts

As well as contacts that are applicable to a client, you may have contacts that are
applicable to just one activity for a client. For example, if a client has a fellow resident
approach you on their behalf as someone able to substantiate your client's claims, you may
like to enter that person as a contact, against the activity rather than against the client.

This can be achieved in the Details tab of the Service History tab, using the hyperlinks
provided for the issue:

Add New Contact  Edit Contacts and Details

Contacts for Ongoing financial abuse issue - Requesting legal assistance

The process for entering contacts against activities is exactly the same as described for

Adding/Editing client contacts & details.
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2.3.2.3 Update activity status

The Status field on the Details tab of the Manage Clients screen, is a key piece of data. By
changing an activity's status, you can keep track of what activities require further action.

When you first create an activity record, its status is 'Open’, which ensures the activity will
be listed in your "Current activities" lists, and that the client in question will be listed in
your "Current clients" lists.

Client Advocacy lgzue: Ongoing financial abugze izsue - Requesting legal assistance

|Statu5: Dpenl (click here to describe the current status of the activity)

Detailz | Conzent/Privacy | File Motes | Statz

You can also optionally add a more detailed description of the status using the "click here to
describe the current status of the activity" hyperlink.

(click here to describe the current status of the activity)

To change the status of an activity, click on the Status hyperlink, then select Close this
Record -

Status: Open (click here to de
% Close this record [ [

When you close an activity, you are effectively telling Ivo that you have done all that can be
done for this activity, and Ivo will check that all necessary statistical reporting items have
been completed for the activity. If not, you will need to complete all fields on the form in
order to completely close the record.
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All the mandatory details that must be filled in before the activity record can be closed are
displayed in the yellow box. You will be able to complete all the missing fields in the Close
Record window, complete all the statistics that are coloured red, as well as adding a file
note to the record which can be done by clicking the 'create at least 1 file note' link in the
yellow box.

(Note, the statistics that must be completed will not be displayed until the 'Date Activity
Ceased' value is provided).

B Close Limited oppanuniies for Cognitive Thenpy fer Donald Bradman

Quick Help

You need to complete all fields on thas form in order ko completely dose the record.

If you can’t complete all detadls now, simply cick the "Save’ button to save what you have done - you can come back to it later. If you dick the
‘Cancel’ button, all changes made since opening this form will be discarded.

Gersder  Male - Statistics to be completed for “Limited Items in red are mandatory
opportunities for Cognitive Therapy' = Advocacy
Date of Brth  1-Jan-1920 est = m = Al Gavarnemer "
100 years old (est) 2 Local Government Area

O Add Local Government Areas here

0 Kingborough
County  Australis = ) Channel

Locstors  EENSINGTOM FERE. SA_ 5068

Largasge  Enghsh - = Primary Disability

Indhgenous.  Meither Aboniginal or Torres Strait Islander O Acquired Brain Injury
Q) Autssm Spectrum Dusorder

Dute ductivly Costed  5-Jun-2020 st b 5 2000 o o) O Developmental Delay
Ditomms: Achisved | O Intellactual Dusability
O Newrclogical Disability
&) Fhysical Disability
O Peychiairc Disability
O Sensory and Speech
04 Survey Serk Yes = O Specific Leaming / ADD
O other
= Other Significant Digabilities
Acquired Brain Injury

Dhabe Sent  9-Jun=-2020

ou necd be: Autism Spectrum Disorder
Mﬂmlﬂ thix secoed bedons you cian cloms £ Yiouw wall need to closs the Developmental Delay
!?:LLL:?E,EJENCb ve’” button so that pour cument changes ane saved) and go to e Intellectual Cisability
W s thes uboomes Bohisved Neurclagical Disability
& complete ol salmbics that aie coloured red [pou may need to sciol doven the k) Physical Disability
Peychistnc Disability
Sangary and Spaach
Spache Learming / ADD
Othar
& Nome Identifed
O Reschved
O Partial Resolution
9 r_io_iewlu_han ) -
Sarwe and Chose Cancel

Ivo User Manual © 2020 - 1024




Getting Started

If you are unable to complete all the mandatory reporting items for an activity you can click
the 'Save and Close' button to save any changes you have made, however the activity
record will remain 'open' until you return to this screen and complete all mandatory
information. Once a record has been closed, it is moved from the list of open records to the
list of closed records.

Donald Bradman

Client Detailz | Service Histary | All File Natez | Conzent and Privacy Becord - Mane Recorded

Status Activity Funding Opened Employee
;I Status Group: Open

Open Client Advocacy Is.. MDAP 28-May-2020 Meryl Streep
Open Citizen Advocacy ... Disability Royal C...  25-May-2020 Meryl Streep
Open Client Advocacy |s.. NDAP 23-May-2020 Meryl Streep
Open Client Advecacy Is... NDAP 07-Feb-2020 Meryl Streep
= Status Group: Closed

Closed Client Advocacy Is... NDAP 27-May-2020 Meryl Streep
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2.3.2.4 View/Edit file notes

To view file notes relating to a particular activity, click on the activity record and then the
File Notes tab -

Donald Bradman

Client Detailz | Service Higtary | &ll File Motes | Consent and Frivacy Record - Mone Recorded

Status  Activity Funding Opened Employee Title

=l Status Group: Open
Open Client Advocacy Is.. NMDAP 28-May-2020 Meryl Streep Home modifications - requ
Open  Client Advocacy Is... MDAP 23-May-2020 Meryl Streep Ongeing financial abuse isy
!Dpen Client Advocacy |s.. MDAP 07-Feb-2020 Meryl Streep Financial abuse || M

Open Citizen Advocacy R... Disability ... 25-May-2020 Meryl Streep CV5 relationship apﬂ'r‘%ved

= Status Group: Closed
Closed  Client Advocacy ls.. MDAP 27-May-2020 Meryl Stree

Advocacy support - Needin

Client Advocacy |szue: Financial abuze

Status: Open (click here to describe the current status of the actj

| Details | Conzent/Privacy | File Motes | Stats |

Mew File Note File note options (2 file notes; 1 hour)

Date Duration | Whao ubject

=l Month: May 2020
31-May-2020 01:13PM 075 Meryl Streep

Don doesn't have adequate access to his house currently and requir

on is requiring a new ramp for ac

a mobility access ramp to both his

=] Month: February 2020
I} = 07-Feb-2020 12:03 PM 0.23 Meryl Streep Donald's son David has provided a

David met with me to discuss what he felt were cbvicus actions taken by his sister, Melanie to exploit the
Melanie's personal account.
L DonaldBradman_Ban... DonaldBradman_BankStatement.pdf

In this example, the selected issue regarding "Financial abuse", has two file notes attached.
You may notice that the first file note is about requiring a residential access ramp. It seems
we've mistakenly attached this file note to the wrong activity.

There are two ways of correcting this mistake (and of making other such changes to file
notes).
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The first is to use the File note options hyperlink:

Client Advocacy Iszue: Financial abuze

Status: Open (click here to describe the current status of the activity)

| D etailz | Congent/Privacy | File Motes | Skatg |
Mew File Mote Fi?f note options (2 file notes; 1 hour)

Record a Referral to somewhere i

Date bje
I~
View DEX Aszessments

=l Month: May

View Attachments L

3 in ig

Don doesn't b Print Selected File Motes o

~  View preview text
M ~  Group by Month —
1] = O . nal
Show group box (to change groupin

David met wit group box ( ge grouping) ~
Melanie's pers Transfer file notes to other client/activity h

L Delete selected entry t.p

Save these settings

In the Transfer File Notes window, select the file note(s) you want to transfer. The client
that the file note currently belongs to will be automatically selected, but this can be
changed if necessary. Click on the activity to which you want it transferred (note that,
should it be necessary, there is also the option - via the hyperlink - to transfer the file note
to a new activity.

BN Transfer File Notes - o *

Select the file notes you want te transfer:

Filter antries by (type text then press Enter): |

Date of Entry  Employes Duration | Subject Don doesn't have adequate access to
J1-May-2020 _ Don is requiring a new ramp for access to his house his EFUSC currently and m‘;]lr! ?
Feab- " 1 r ’ N - maobility access ramp to is front

T-Feb-2020 Meryl Streep 15 Donald’s son Dawid has provided a bank statement of... R B

€ >

Select the client that the file notes are being transferred to:

Donald Bradman; (1D: 218; DOBE: 1-lan-1520)

Select the activity to transfer the file notes to (or transfer to & new activity):
Status | Opened Employes Title
p |Home modifications - reg g assistance to organise new access ramp

Current 25-May-2020 Meryl Streep CVS relationship approved
Current 23-May-2020 Meryl Streep  Ongoing financial abuse issue - Regquesting legal assistance
Recent 27-May-2020 Meryl Streep Advocacy support - Needing assistance to arrange cleaning service

Tranafes Close
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The second method is to double-click the file note record you want to transfer, and then in

the edit file note window, use the 'Transfer to other activity' button:

.

Options

Transfer to other Acti*.rit_',r|

You can also view all file notes across all activities in order to gain an overall picture of
client interaction. This is achieved in the All File Notes tab;

Donald Bradman

Client Details | Service History | Al File Motes

New File Note File note options

(7 file notes; 4.92 hours)

Caonsent and Privacy Record - Mone Recorded

Ivo User Manual

Date Duration Who Activity Subject
05-Jun-2020 10:00 ... 1 Tom Hanks Transportation to outpatient c... Don requires assistance with arrang
09-Jun-2020 11:00 ... 0.83 Meg Ryan Seeking assistance with Centr... Seeking assistance with Centrelink 4
31-May-2020 01:1... 0.75 Meryl Streep Financial abuse Dan is requiring a new ramp for ace
26-May-2020 02:0... 0.58 Meryl Streep Financial abuse Den is unable to afford groceries
Q +] 07-Feb-2020 12:05... 0.25 Meryl Streep Financial abuse Donald's son David has provided a
w1 25-May-2020 10:0... 1 Meryl Streep CVS5 relationship approved Meeting about advocacy support
23-May-2020 09:0... 0.5 Meryl Streep Advocacy support - Meeding ... Deon is needing to have a weekly cle
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There are also various options to provide different levels of detail in the file note lists. The
File Note Options hyperlink handles a variety of extra tasks. The View preview text option
toggles the file note view to include or hide the first few lines of the file note;

Donald Bradman

Client Details | Service History | All File Maotes | Conzent and Privacy Recaord - Mg

Mew File Mote File note options (4 file notes; 2.5 hours)
Activity

Record a Referral to somewhere

View DEX Assessments

s View Attachments L
T Activity: Adh e s SE!ECt the_'View preview text’
2 ! option to display mare file note
x View preview text | detail.
3 Activity: v Croup by Menth -
- & 5. ¥ Show group box (to change grouping) Let tlhe cursor rest over te:-_:tlto
Transfer file notes to other client/activity activate the full text "tooltip’.

=] Activity: Fin Delete selected entry

: A Save these settings
g = o
Date Duration Who Activity Sufject
05-Jun-2020 10:00 ... 1 Tom Hanks Transportation to cutp... Doff requires assistance with

Spoke with Don about his requirements for transport service to the ocutpatient care facility he will need 888ttend twice a week for §
requiring transport to rehabilitation facility once he begins treatment for post op rehab.

09-Jun-2020 11:00... 0.83 Meg Ryan Seeking assistance with Centrelink entitlements|‘| Cent

Spoke te Don about what he needs to do before he can talk to Centrelink about pensioner payhsents. He will need to arrange birth
certificate from last employer.

31-May-2020 01:1... 0.73 Meryl Streep Financial abuse Don is requiring a new ramp
Don doesn't have adequate access to his house currently and requires a mobility access ramp to both his front and back doors.

When looking through file notes there is a useful "Text Filter" tool to make it easier to find
what you're looking for. Type the text or word you are searching for in the Text Filter field
and Ivo will start searching through the file notes based on the letters typed in the field.

Client Advocacy Issue: Financial abuse

Status: Open (click here to describe the current status of the activity)

Details = Consent/Privacy = File Motes | Stats

New File Note File note options (2 file notes; 0.83 hours --- results are filtered - Text filter:

account | Go | ¥|

Date Duration  Who Subject ‘
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2.3.2.5 Enter/Edit statistics

It's unlikely that your organisation will continue to receive funding if your funding bodies
can't ascertain that the funds that they're providing you with are making a positive
difference. 'Evidence-based planning' requires evidence, and if you can't provide it, you run
the very real risk of being under-funded or de-funded.

So, unfortunately, you have to do statistics. Yes, really. But don't worry, Ivo makes it as
easy as possible.

Note that stats are completely configurable on an organisation-by-organisation basis. So
while organisations which are funded by the same bodies will have lots of similarities
between their statistical items, an organisation is also able to customise their stats to
capture information that is meaningful and important to that organisation (rather than just
the funding bodies). So, in short, what you see here may not be what you see on your own
stats screen.

Click on the Stats tab -

Client Advocacy lzsue: [Advocacy lzsue Title]

Gtatuz: Open (click here to describe the current status of the activity)

Statistics to be completed for "[Advocacy Issue Title]"

The plus symbol =
indicates there are = Local Government Area
sub-items that need -—’ ) Metropolitan Adelaide
to be addressed, if ) Eyre Peninsula
this option is selected ) Central Region

{3 Southern and Hills Region
) Murray Mallee
{) South East
Cutback
=l Cultural Background
{3 Aboriginal and/or Torres Strait Islander

Option buttons - only
one group can be
selected at any one
time

{3 Culturally and Linguistically Diverse
{3 English Speaking Background
{3 Other / Undisclosed

Cf‘:leckbﬁ}{ llgtrﬂluﬂ = Primary Dizability
alov:_s muttip Et ﬁlﬂ Acquired Brain Injury
selections, mus [] Autism Spectrum Disorder

[] Developmental Delay
[] Intellectual Disability

select at least one
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To complete the statistics, it's just a case of running down the list and choosing the
appropriate response. Once you have completed one of the questions in the view, you can
use your mouse's scroll wheel (if you have one) to scroll down the list of stats.

On the right side of the stats screen is the list of mandatory items that must be answered -

-] MDAP
Local Government Area
Cultural Backaround
Frimary Disability

Frimary Advocacy Model
Category/Type of Issue

You can click on these to navigate to the particular item. Lastly, as you answer each stat
item it will be greyed out in this list.

If you have questions about the definitions of the statistical items, these are best answered
by your manager to ensure an organisation-wide approach to consistent reporting.

It is of course likely that you will only be able to answer all the statistics questions when
the activity is considered ready to be closed, so you can partially complete statistics and
they will be retained in that state for completion at a later date - these are considered
'records with incomplete data' and will be displayed on the Check Data screen as such.
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2.3.2.6  Printing client summaries

It's great having all your data in one central repository. But sometimes you still need a
hard copy! From within the Manage Clients screen it's a simple process to print a client
summary or file notes.

[ro= <
Edit Donald | Print |Options Dﬂnald Bradman
Bradman - - Edit Mame |
Manage g Client Summary BAInEELImm
Record Admin Alert
@ Selected File Notes Client Deceased
- Mone Recard___ —

Detailz | Conzent/Privacy | File Natez | Stats

Mew File Mote File note options (3 file notes; 1.58 hours)

Record a Referral to somewhere

Date
View DEX Assessments
=l Month: May View Attachrments |
3' L
Don doesn't b Print Selected File Motes I},
2~ View preview text "

Don is wanting e Group by Month

= Month: Feb Show group box (to change grouping)
i 3 O Transfer file notes to other client/activity il
David met witl Delete selected entry

Melanie's pers )
L Save these settings

Note that you can only print file notes when you have actually selected some from the File
Notes tab.

Also see the section on The Dashboard Screen for information about printing a list of all
your current clients or activities.
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2.4  File Notes
|

Most activities involve more than what gets recorded when the activity is first created. You
usually need to enter extra data at a later date, such as what you've told a client, what
they've asked of you, a note of what services were delivered during Education Sessions, etc.

Once you're familiar with creating file notes via the client record, check out the calendar -
which provides a date and time oriented method of creating file notes.
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24.1  Creating a new file note for an existing Activity

You can create a new file note from either the 'Service History' or 'All File Notes' tab of the
Manage Clients screen. Select an existing activity from the list of activities, then select the
File note's tab and click on the New File Note hyperlink.

Client Detailz | Service Histary | All File MNotez

Status Activity F

=l Status Group: Open
:Open Systemic lssue M

Systemic lssue: Limited opportunities for

Status: Open (click here to describe thy

Details | File Motes | Shats |
Mew File Mote | File note options (0 file

Date

The New File Note window will open.

New file note for Donald Bradman - NDIS eligibility criteria

File Note Details:
Linked Activity: Donald Bradman - NDIS eligibility criteria

Employee Meg Ryan
Date must be 27-Jul-2020 or afeer

Data: | & (which is the date the record was opened)
Start Time: *
Duration: % hours % minutes
DEX Service Type: *
Subject: *
Motes | Attachments |

J Chack Speling Savaend Closs Cancel

Ivo User Manual © 2020 - 1024



Getting Started

If you add a file note via the All File Notes tab, you will need to tell Ivo which activity the
file note belongs to. This is done in the bottom half of the file note window.

Mew File Note

File Note Details:

Emplayee Meg Ryan v
Date: %

Start Time:

Duration:  * hours | % minutes
Subject: =
Mobes | Attachmenks:

Select the activity for Donald Bradman that this file note applies to -
ivity | or Create ngw activity

Status | Funding Activity Employee Opened Title -
Client Advocacy lssue |Meryl Streep |07-Feb-2020 | Financial abuge |

Current NDAP Client Advocacy Issus  Meryl Streep  23-May-2020 Ongoing financial abuse issue - Requesting legal assistance

Current NDAP Client Advocacy Issus  Meryl Streep 27-May-2020 Advocacy t - Need assist « to arrange cleaning ser...

Current HDAP Chent Advocacy Issue  Meryl Streep  28-May-2020 Home modifications - requiring assistance to organise new acc...

Current NDIS Appeals Client Advocacy Issue  Meg Ryan 05-Jun-2020  Limited opportunities for Cognitive Therapy

Current NDAF Chent Advocacy Issue Tom Hanks  05-Jun-2020 Transport to outpatient care facility

Current NDAP Chent Advocacy Issue Meg Ryan 05-lun-2020  Seeking assistance with Centrelink entitlements

Current NDAP Systamic [ssus Mag Ryan 10-Jun-2020  Limited opportunities for cognitive therapy

Current NDIS Appeals Client Advocacy Issue  Meg Ryan 23-Jul-2020 Blah

Current NDAP Chent Advocacy Issue Meg Ryan 24-Jul-2020 DRC Submission

Cureant NMTS Snnaals hant Sdvnracsy logie  Man Duan F7b2090 MNNTE slinihilibe reitaria i
B4 This file note relates to a specific chent and activity %45 Check Spelirg Save and Close Cancel

You can attach electronic files to the file note in the 'Attachments’ tab.

Maotes | Attachments |

Attach files

File Description

Look in: | Client Documents ﬂ = £ Efw

Mame
@ DonaldBradman_BankStatement

nt here

< >

ents | File name: |D|:|nald Bradman_Bank Statemert
-
Files of type: | j Cancel

ney

[ Open as read-only
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Attached files are shown on the "Attachments" tab:

Motes | Attachments |
Attach files

File
gDonald Eradman_Bank5tatement. pdf
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2.5 The Calendar
|

The Calendar is simply another way of creating and viewing file notes. There is no difference
between a file note created via the Manage Clients screen and a file note created in the
Calendar - once again, the way you create and view these records is purely down to
personal preference.

If you link a file note in the Calendar to a particular Advocacy record, the file note will also
be visible from the Manage Clients screen (which provides a neat view of all the file notes
relating to a particular entity or activity record, whereas the Calendar shows all File notes in
a time period).

Similarly, file notes created elsewhere are viewable and editable from the Calendar.

This section describes how to create file notes in the Calendar.
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25.1  Creating file notes from the Calendar

Click the Calendar button on the toolbar to open the screen.

Ele 2888 8

Waork Reporting Help and Support

L. bk ".I . Y
b 2 Qg
Dashboard What's Motepad Find |Calendar| Create

Mew! Mew [tem =
Common Functions

If you wanted to make a one hour meeting record from 10am to 11am on the morning of
Wednesday, May 25th, you would locate that date in the quick calendar view:

1 May 2020 ]
Po Tu'We Th Fr %a 5u
1 2 3

4 56 7 8 910

11 12 13 1415 16 17

181920 21 22 23 24

EE}% 27[28]29 30 31

| Today |

Click and drag the mouse to highlight the timeslot for which you want to create an entry,
and

Dy Week Month
5 Monday 26
Meryl Streep

Click and drag with
the mouse

A

then simply start typing the subject of the record. Ivo will capture your input as a new file
note for that timeslot.
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The New file note window appears - note that the Date, Time and Duration fields are
already completed according to the selection you made in the Calendar.

The top half of the screen is devoted to recording information about the file note itself,
while the bottom half of the screen is devoted to linking the file note to an activity record.

New File Note

File Note Details:

Employee Meg Ryan -
Date: 19-Oct-2020
Start Time: 10:00 AM
Duration: 0 hours |30 minutes
Subject: Phone call from....

Notes | Attachments

Search for any client here: Select an entity using one of the options to the left:

Create New

Choose existing activity | or Create new activity
or select a client of:
[Meg Ryan|
B ~
=l My Current Clients
1024
Antonio Banderas
Barbara Streisand
Brad Pitt
Cyndi Lauper
Conald Bradman L

[ This file note relates to a specific client and activity l QJ/’ Check Speling Save and Close Cancel

Note that the checkbox at the very bottom of the screen, as seen above in the red box,
determines whether the file note must be attached to an activity record or not. If this
checkbox is cleared, the lower half of the screen is removed from view allowing you to add
an "unlinked" entry to your calendar. This could be used to add your lunch hour, or a non-
work related event, for example.
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Once you save the new file note, it appears in the calendar view. Note that the subject of
the record, together with the issue to which it has been linked, appears in the view, and
other staff can view this information.

You can plan around the

addition to your own:

25 Monday
Meryl Streep

108 Donald Bradman
~—— | | (Financial abuse)
=r | | Meeting about advocacy
| |support
11°

activities of other advocates by turning on their calendar view in

May 2020

Mo TuWe Th Fr 5a Su
1 2 3

456 7 8 910
1112 13 1415 16 17
18 19 20 21 22 23 24
25 26 27 28 29 30 3

[ Bruce willis

[] Christopher Lee
[ Meg Ryan
Meryl Streep
Tom Hanks

Day

Week Month

(® Workweek () Full week

25

Monday

Meryl Streep

Tom Hanks I

Donald Bradman (Financial abuse)

Meeting about advocacy support

John Mayer (Transferring to Tom Hanks)

Meeting with John to discuss the tranfer
of his advocacy issue from another
advocate

To edit Calendar records, just double click on them! (Please note that you can't edit the file

notes of other staff).

Ivo User Manual
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2.6  Check Data

The Check My Data function automatically runs at the beginning of each month, however
you can run it manually whenever you like.

8 =S| 835 |s D’

Manage Manage Client | Check |Show DEX/HACC
Clients Activities Contact|My Data Tools

My Work

Typically you will leave all the settings at their defaults, and click the Check Data button to
run it.

Check Data - Settings | Check Data - Results | Update Workload Scores

Start Date: |1-Jan-2020 Activity: All -

End Date: 1-Jul-2020 Funding: All -
Check Data

What To Check:

(Select All/None)
Missing D ate of Buth Tick the tems that you want to check

Missing G ender ;
] HI e P " Untick the items that you don't want to check (this
Hfssm ngﬂ'n might make the function run faster).
is3ng Locahion

Mizsng Country, Language, Indigenous Status
[#] File notes before date opened

[¥] File notes after date closed

Mo fle notes for mose than 30 daps

Mo fle note in period

Education - Date of Session

[#] Record closed, but Date Closed not specified
Incomplete 5tatistics

Miszing Funding Source

MDAP Primary Disability Stats
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Ivo checks all your data and then switches to the Results tab. You can click on the little
plus symbol to the left of the Activity result, then click a client record to display it on the
right side of the screen. The yellow box at the bottom left corner tells you everything Ivo
has found in relation to this record and you can do anything it highlights, from this screen.

Check Data - Settings | Check Data - Results | Update Workload Scores

= Chent Advocacy Issue QQ&ﬂM_E[aﬂman Adm|n A'Ertl

Donald Bradman - Home modifications - requiring assistance to org

Donald Bradman - Ongoing financial abuse issue - Requesting laga o 1
Donald Bradman - Advocacy support - Needing assistance to 8rran | cranic: Open (dick here to describe the current status of the activity)
Donald Bradman - Financial abuse

George Clooney - Finances - Home modifications Chent Detads | Service Delads | File Moles | Stats

Johnny Cash - Transferring client to Meryl Streep

Johnny Depp - Transferring Johnny Depp to Meryl Streep

Entity ID: | 218
¥ylie Minogue - Internal Review ) ~
Macaulay Culkin - Bullying problems at school Clignt Coda:
Olivia Newtan John - Transferring Olivia to Meryl Stresp Aleo Enown As
Saul Hudson - Requiring assistance to locate his guitar Gender Male

= General Activity
Maryl Streep - Preparation of reports for AGM
= Waiting List Record
Cyndi Lauper - Anothear test issus for MCK issuss

Jenny Lee - Wanting assistance with NDIS appeals Cyltyral Background: Abonginal or Tomes Strait Islander
Kylie Minogue - AAT Appaal

Date of Bith: 1-Jan-1920 (100 years old. estimated)
Location: KENSINGTOMN PARE. SA, 5068

Louise Parker - Change of title test ntry of Birth: Australia
Louise Parker - Request for Advocacy Main Lan;uac a at Home: Eng1ish

=l Inquiry
15 Staig:
Johnny Cash - Adtivity title change test Ingigenon tug: Meither Aboriginal or Tomes Strait Islander

Household Composition

L » Accommodation Type:
Donald Bradman - Home modifications - requiring WA Card Stah

assistance to organise new access ramp

Homeless Indicator
S“:atus:' Open
Date of Last Action: §-Jul-2020 NDIS Elicibilit
You need to:

Clignt Syn 1

® make sure the date the record opened is before the first file note
@ there has not been a file note added to this record for 3
maonth({s)! Add a file note or close the record.
® complete the statistics
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3 Support

This section takes you through the process of obtaining support for Ivo, for instance when
you need to report an issue such as an error, request assistance for how to use a function or
learn about more advanced features such as reporting or queries.

3.1 DIY support
|

If you're a DIY kind of person, you may be able to solve your own query just by referring to
the online Helpdesk.
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3.2 How to request support
|

If you need to request support for Ivo, please note the following general guidelines:

1. For larger organisations (and sometimes for smaller ones too) we recommend that one
person per organisation is the designated "go to" person for Ivo issues. Please be sure to
make an effort to identify and contact that person before contacting 1024 direct - this saves
everyone time.

2. Please make contact for support through the following avenues:

¢ Submitting a ticket which can be accessed via the 'Online Form' link or "New Support
Request' button in the Help and Support tab in Ivo

e Email: support@1024.com.au - By sending an email to 1024 support, you will be sent an
auto-generated email that your request has been submitted and someone will be in
contact with you shortly.

e Phone: 1300 92 40 10 - By phoning us, you will be answered by a support person who

will assist you with your request.

Work Reporting Help and Support

5 - )‘ aar”
9P O kKO D e
Obtaining Wy Email a file Iva Remote Support|New Support

Support  Preferences to myself Manual * Support Home Request
Help and Support Options

Obtaining Support for Ivo

Online

This is the best method for requesting support because -

« when you fill out the]online formJyou will be shown knowle

e it provides specific options to indicate the type of problem,

If you have an urgent problem, this is the best and fastest n

Email

Send an email to support@1024.com.au
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3. Please provide as much detail as possible!

"Please help, Ivo isn't working" tells us nothing about the nature of your problem and
makes it impossible to prioritise meaningfully. It makes the resolution much easier if you
can tell us things like:

¢ In what area of Ivo were you working?

o What exactly were you doing? E.g. "l clicked on the 'Gender' drop down arrow and picked

'female’, then clicked 'Save and Close
e What happened? If you saw an error message, what was that message? Please see the
information below on taking a 'screen print'.
¢ Have you ever seen this problem before or has it only just started happening?
e Has anything else on your computer or network changed, to your knowledge?
¢ In addition to these kinds of questions, the designated Ivo support contact in your

organisation may also have some 'self-help’ questions to run through.

Taking a screen print

Most keyboards on PCs have a 'Print Screen' button. It's usually (but not always) located in
the top row of keys, and the label is sometimes abbreviated to something like "PrtScr". It
may even be incorporated in one of your function keys (e.g. a key labelled F12). To take a
Screen Print, press the Control key (CTRL) and Print Screen key (PRTSCR) at the same
time, this will capture the screen and copy it to the Clipboard. To access the Clipboard,
press the Windows logo key + "V" key together and the clipboard will show up on the
bottom right corner of your screen.

It's worth finding your Print Screen key, as it can be very useful. Tapping it results in a
"screenshot"” - a capture of the entire screen, rather like a photo of everything on your
screen at the time you used the Print Screen key. The capture is conveniently and
automatically stored on the clipboard, which you can then use to paste into an email or a
document (see the section on clipboard functions for more information on using the
clipboard).

Another useful screen capturing tool is Snipping Tool, a built-in Windows desktop app that
can be located in the Windows menu.

So, if you receive an error message in Ivo, or if something just doesn't look right, you can
very easily capture what you see by using the Print Screen keyboard button. It makes
reporting the error easier for you, and gives us vital information as well.
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3.3 Remote Support

Ivo features an inbuilt remote support tool which allows 1024 staff to access your computer
remotely to troubleshoot problems or provide demonstrations or training. Note, we are not
able to access your computer without your knowledge.

Waork Reporting Help and Support

@iu @

Obtaining My Remute Suppnrt New Support
Support |Preferences Manual Suppnrt Home Request
Help and Support ptl:uns

If you've never seen remote support in action before, you may find the experience a little
unsettling as you sit back and watch as an unseen person moves your mouse pointer
around the screen. However, this is a powerful tool, and if it's ever needed we will talk you

though the process.
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