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Coordination of Care

Purpose:
To clarify the process for ensuring continuity of care and discharge planning for clients
discharging from out of county psychiatric hospitals.

Confidentiality Issues
An Authorization to Use/Disclose PHI is not required to facilitate a referral for appropriate services
(W&l Code 5328 (a)).

Overall Process
e The Sierra Mental Wellness Group (SMWG) Dispatch Center will track each SLO County
beneficiary who has been transferred to an out of county psychiatric hospital and will work
with outpatient providers to facilitate effective, timely discharge planning.

Procedure
A. Clients open to outpatient services.

1. Notification of hospitalization - SMWG will notify outpatient providers and program
supervisor when a client has been transferred to an out of county psychiatric
hospital. Notification messages through the Electronic Health Record SmartCare will
include: the name and contact information for the admitting hospital.

a. In Client Program (Client) open the SMW Dispatch Hospital Placement (3130)
program as “Requested.”
Write Service Note including hospitalization information.
Use SmartView to see client’s treatment team.
Use Select Action (three dots) to send progress note as a message.
Include Treatment Team members and Central Health Information staff as
staff message is being sent to.
f. Discharge client from SMW Dispatch Hospital Placement (3130).

®cooo

2. Scheduling follow-up appointments
a. If SMWG staff schedule the post hospitalization appointment, they will use the
current scheduling procedure guidelines and will email the outpatient providers
and supervisor to inform them of the scheduled discharge appointment.
b. If outpatient staff coordinate a discharge plan with the client, client’s guardian,
and/or the hospital staff they will notify SMWG Dispatch Center staff of the
scheduled post hospitalization appointment. Dispatch Center: (805) 788-2509

B. Clients not currently open to outpatient services
1. SMWG staff will launch an Inquiry and follow guidance (see appendix) to assign to
Central Health Information staff.
2. Use current scheduling procedure guidelines to schedule post hospital follow-up
appointments for clients being discharged.
3. Add information about appointment to Inquiry.
a. Assign Central Health Information staff to Inquiry.
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. In Client Program (Client) open the SMW Dispatch Hospital Placement (3130)

program as “Enrolled.” Use contact date as enrolled date.

. Write Service Note including hospitalization information.

a. Use SmartView to see client’s treatment team.

b. Use Select Action (three dots) to send progress note as a message.

c. Include Treatment Team members and Central Health Information staff as
staff message is being sent to.

. Discharge client from SMW Dispatch Hospital Placement (3130) using planned

hospital discharge date as program discharge date.

. Central Health Information staff will:

a. Enroll client in clinic program and ensure scheduled appointment is on staff
calendar.

b. Verify information on Inquiry and mark complete.

c. Verify client insurance information, add to coverage screen if needed.

d. Verify client information screen.

Clients discharged from a hospital are scheduled for an appointment within SEVEN days.

Closed Cases:

1.

2.

Clinic med managers will have at least three 1-hour timeslots for post-

hospitalization appointments on their Scheduler each week.

SMWG will schedule post-hospitalization appointments into med manager's available post-
hospitalization appointment timeslots.

. Use Magnifying glass to search for “Appointment Search.”

2. Under Location, select desired clinic location, and click “Any Weekday,” Minutes: 60,

Appt. Type “Urgent Appointments” then click “search”.
1. Use the schedule appointment icon to enter appointment details.
2. Procedure is TCM Targeted Case Management
3. Duration (Face to Face time = 60 minutes)
4. Emergency indicator=Yes
5. Program

If SMWG receives discharge paperwork from the hospital, they will fax it to the clinic.

The clinic is responsible for contacting the client/family if any changes are to be made to
the post-hospitalization appointment time (for example, schedule a full assessment).

Central Health Information Health Information Technician will complete the inquiry, open
program (Onboarding a client procedure) and forward message to clinic site Program
Supervisor, Health Information Technician and Administrative Assistant.
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Open Cases:

1. Check client programs and staff schedule. If a client already has a service scheduled
within seven days of the discharge date, change Emergency Indicator to Yes.

2. If the client does not have a scheduled appointment within seven days of the discharge
date schedule an appointment with the client’s LPT or Clinician if no LPT assigned to case
(identify by using SmartView to see Treatment Team) search staff’s "Post appointment"
timeslot.

3. If the client does not have a scheduled appointment within seven days of the discharged
date and the LPT or Clinician does not have an available post-appointment timeslot,
SMWG will schedule the post-hospitalization appointment into one of the other clinic med
manager's available post-appointment timeslots.

4. Appointment Search
1. Use Magnifying glass to search for “Appointment Search.”
2. Under Location, select desired clinic location, and click “Any Weekday,” Minutes: 60,
Appt. Type “Urgent Appointments” then click “search”.

1. Use the schedule appointment icon to enter appointment details.
2. Procedure is TCM Targeted Case Management
3. Duration (Face to Face time = 60 minutes)
4. Emergency indicator=Yes
5. Program
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APPENDIX
Dispatch Inquiry

Client Search & Inquiry
1. Search for the Inquiry screen using the search icon.

2. Select Inquiries (My Office)
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3. This will bring you to the Inquiries list page. Create a new inquiry by using the new icon.
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4. This will open the client search window. You may search to determine if the person is a current client.
a. To search for a client, enter their name and click “Broad Search.” You can also search by SSN by

entering their social security number and clicking “SSN Search.” You can do the same with date of
birth (DOB), phone number, etc.
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b. If you find the person in the system, meaning they show in the Records Found section, click the
radial button to the left of their name, then click “Select” to bring their information into the Inquiry
screen.

Client Search (7]

Mame Search Incluede Cliznt Contacts ©nly Inclede Active Clients (Checking will not allow option to create new Client)

Broad Search Type of Client @) Individual () Grganization JEUERIEIEEETET

| Last Name Test | First Marne Program i

Other Search Strategies

Phone # Search

DOB Search B Master Client ID Search
Primary Clinician Search ' | Client 1D Search
Authorization ID [ # Insured ID Search

Records Found

ID Master ID Client Neme A Chosen Mame SSM/EIN DOB Stafus  City Primary Clinician
[o 4023 1023 Test, Allen | o G555 01/10/20... Active Oceano -

019 1018 Test, Anita £548 07/05/20... Active

4012 4012 Test, Clarence £549 05/20/19... Active Irons, Jory

1 1 Test, Client 5432 01/01/20... Active  Chicago

1022 1022 Test, Hello 5555 10/10/1%... Active  PlanetEa..

1007 1007 Test, Mike 1234 04/19/1%... Active

= —

c. If aperson is a new client, or you cannot find them in the system, click “Inquiry (New Client)”.

m Eﬁ'..‘.&e:-:r::::':: Found
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Crthver Search Strategies

A Master Client TD Seanch
W
Records Found
el HasierID ClsntMame & ChosenMame SSMUEIN OB Status O Erimary Cunician
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5. This brings you to the Inquiry Details screen. Complete the information about the Inquirer in the top
section.

a. Enter Relation to Client, first and last name (if inquirer is someone other than the client.)
b. Enter the call back phone number.

C.

Make sure to input the start date and time. There are buttons for today “T” and “Now” to help make
this quick and easy.

Inquiry Details

Initidl  Insurance  Demographics

Inquirer Information || Crisis

Relation To Client | Aunt v | WFirst Mame | Aunt Mid ne Last Mame Mhet
Call Back (805) 474-1212 B Email

Start Date ogisi2023 [ RlB~ |stertrime zo1pw m

Client Information (Potential)

6. Complete the information about the client/person in crisis.

oo

—T@ o

Complete the First Name and Last Name fields. Middle Name is not required but can be added if
given.

Complete the SSN and DOB fields. If the client refuses to share, or does not know, you can simply
check the box “SSN Unknown/Refused.” Once saved, this will fill in the SSN with “999999999”,
which is SmartCare’s version of “no SSN”.

Complete the Sex field.

Complete the Urgency Level, Inquiry type, and Contact type fields. The options for each field are
listed in the tables below. This includes a description of when to use each option.

Complete address.

Enter referral date & referral type.

In the Presenting Problem box enter information about hospital stay. Name of hospital and dates.
Assign Inquiry to staff handling call.

Click Save.
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Referral Resource
I Referral Date 08//27/2023 @ IRefc—rralT;.fpe Salf w | NReferral Subtype w
rganizetion Mame Phone
First Name Last Mame
Address Line 1 Address Line 2
City State ~w Zip Email
Comments
Urgency Level | Description/Use Case Timelines
Emergent Use if the call is an emergency Addressed immediately
Not Urgent Use if the call is a routine request for services | Appointment within 10 business days
Urgent Use if the call is an urgent request Appointment within 72 hours
Inquiry Type Description/Use Case

Requests for services/screening

Use when the reason for the call is a request for new services

Crisis

Use when the reason for the call is for crisis services

Information

Use when the reason for the call is for information

Discharge/Transition
Coordination

Use when the reason for the call is for another provider to coordinate transition
of care to/from your agency

Jail Diversion Use when the reason for the call is related to Jail Diversion programs
Consultation Use when the reason for the call is for an outside provider seeking a consultation
Other Use when the reason for the call is not addressed by any of the above

L, |

SMWG Post Hospital Coordin
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Contact Type Description/Use Case

Call Use when the inquiry was complete via telephone

Face to Face Use when the inquiry was completed via in-person, such as a
walk-in

Form Use when the inquiry was completed via form, such as a
referral that was sent to the county

Teleconference

Use when the inquiry was complete via teleconference, such
as Zoom, FaceTime, Webex, or other video-audio
conferencing software

7. Select the “Link/Create Client” button. This will bring up the client search window, with a few extra

buttons at the bottom.

JW'Mcsi*natmx

a. You must search by name by clicking on either “Broad Search” or “Narrow Search”.

b. You must also search by SSN and DOB by clicking on those respective buttons.

C.

Client Search (2] ]
Clear
Name Search Include Cliant Contacts [_| Only Include Activs Clients (Checking will not allow option to create new Clisnt)
Broad Search Type of Client @ Individual () Organization [GUESUSIEERE]
Last Name Training First Name ~ Manual Program v
Other Search Strategies
SSN Saarch 999 | |99 9999 Phone # Search
DOB Search 06/07/2002 [H~ Master Client [D Search
Primary Clinician Search| v Client ID Search
Authorization ID / # Insured 1D Search
Records Found
I MasterID Client Name A ChosenName SSN/EIN DOB Status  City Primary Clinician
No data to display

Create New Client Record

SMWG Post Hospital Coordination Procedure v.7-9-24

If no records are found based on the search you do, an alert will show at the top of the window.
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Client Search

e No Search Records Found |

Name Search " | Include Client Contacts | | Only Include Active Clients (Checking will not allow option to create new Client)

Typs of Client @ Individual () Organization  [EUENERIEEEREN

Last Name Training First Name  Manual

Other Search Strategies

Program

DOB Search 06/07/2002 '

Primary Clinician Search| |

Authorization ID f #

Records Found

D Master ID  Client Name & Chosen Name

Mo data to dizplay

SSN/EIN DOB Status  City,

Primary Clinician

3

Create Mew Client Record

d. Any search results will show in the “Records Found” area. Review the Records Found to

determine if the person is already in the system as a client.

e. Ifthe person is already a client in the system, select the button next to the appropriate record.

f. Click “Select” to link the Inquiry to the selected client.

g. Ifthe person is not a client, meaning no records were found matching the client’s information,

click “Create New Client Record.”

Client Search (2] x
Clear
MName Search Include Client Contacts Only Include Active Clients (Chacking will not allow option to create new Client)
Broad Search Type oi Client @) Individual Organization All Client Search
Last Name Training First Name  Manual Program il
Other Search Strategies
SSN Search 999 29 9999 Phone # Search
DOB Search 06/07/2002 - Master Client ID Search
Primary Clinician Search v ‘ Client ID Search
Q Authorization ID / # Insured ID Search
Records Found
ID Master ID Client Name A Chosen Name SSN/EIN DOB Status  City Primary Clinician

o_1 1234
1081

2999 08/29/19... Active
9999 09/17/19... Active

SMWG Post Hospital Coordination Procedure v.7-9-24

1072 1072 9999 03/03/19... Active
1209 1209 9999 10/10/19... Active heavyton
1096 1096 2999 08/01/19... Active Clinician, Robert
1007 1007 9999 05/27/19... Active _ Test .
1 f »
Select Cancel

| Create New Client Record |
g
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h. This will take you back to the Inquiry screen but now a client ID number will be added.

(Make note of client ID # so you can easily find client/open client record once done with

the inquiry).

Inquiry Details ~ Gude wens Romvo Client Link | _Lni/ccotc Cieni | Registor Cient UL =]

Initial Insurance Demographics

Inquirer Information | | Crisis

Relation To Client | Self w  First Nams Manual IMiddle Name
Call Back (916) 555-7878 Ext Email

Start Date 01062023 R B~  swiTime s16pM

Client Information (Potential)

Last Mame Training

h
First Mam=  Manual Middle Narme Last Mame Training S
S5M 959599999 55N Unknown/Refused DoB 06/07/2002 Age (20 Years)
Home Phone  [916) 666-7878 Call Email
" Client is pot () clentis " Client is chronically Urgency Level | Not urgent

homeless homeless homel=ss
Addressl Inquiry typ= Request for serices/screening
Address2 Contact type call
City Priority Pogulation
State v Ip County of Residence Search here
Presenting Problemn Current Client Information (If any)

Client Id: 1239

Last [nquiry Date:

Coverags History

Client Can Legally Sign () Yes () No R R

8. Click on the “Insurance” tab.

Mzl= v

Medi-Cal 1D

a. Select “Medi-Cal” from the “Payer” drop-down and enter the client’'s Medi-Cal number (CIN) in the

“Insurance ID” field. Click “Verify” to verify the client's Medi-Cal insurance.

Inquiry Details - Rermowe Gl Uk | _10/Crctc o]
=F
Initigl | Imeurance | Demogrophics

Regintiet Clicnt ﬂ i

Electrenic Eligibility Verification
| Paver v [nsurance id

Coverage Information B Show Current Plana Oniy

Plan Insured 10 Group 10 Comment

Coverage Information

SMWG Post Hospital Coordination Procedure v.7-9-24
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b. The Insurance Eligibility Verification screen opens. Click Submit Request.

Insurance Eligibility Verification

FRequest

| Coverage Plan

Insurance Eligibility Verification

Etsctronic Payer Had-Cal

Insured Information

Payer Id

610442

First Name

Insured 1d

Groun Number

| Client Information

Last Hame

Date Of Birth

Cat

047262001 B~

Relationship to the insured Sait

Dete OF Birtn 04/26/2001 -

| Date Range Start and End dats rangs cannct be graster than days

First Mame Kitty

Sex

Last Mame Cat

Start Dmte 051012029 8-

End Date

D5/10/2023 B~

Subimit Request

Click the Update Coverage button to automatically update the client’'s Medi-Cal coverage.

1w v | i

Fsurarce ERghy vercation

c. Click the Response tab to view and/or print the response. Scroll down to view additional benefits

and client information.

d. Click close to exit this screen.

Ireauranca [1igi=iiy vertication

| Rl BRI T R TS o BURSE T E R

B0 I e A0 0

Sorod do viww ol el
wrd wiphiny mlonTange

—

e. Additional insurance information can be added in the Plan field in the Coverage Information section.

f. Click Add. Select the plan from the drop-down and enter in Insured ID#.

g. Click Save.

SMWG Post Hospital Coordination Procedure v.7-9-24
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Inquiry Details ey I T - 6 EE

.
=19
Intad | lewerasits | Demograpbecs (9
Electronic Elgibitity Verification
P T WD B -
} Covedrage Information B Soow Comest P Doy
s N [ “ Crpup 1D Cormment
X -

ToueTape It oe

9. Click on the “Demographics” tab

a. We recommend completing the “Gender Identity” and “Pronoun” fields to ensure the person is not
misgendered as additional staff engage with the client.

b. Complete the “Primary/Preferred Language” field. If the client does not speak English or requires an
interpreter, make sure to check the appropriate checkbox.

c. Ifthe client has any transportation issues and will need transportation to and/or from appointments,

check the Transportation Service checkbox. Save & X to close.

Inquiry Details 6 ) N R o i @ S T X
[ T r— -‘

General Information
gl e w  Hedal Provide - Poolwsional SuMi B Activ
Coordinator
Pigfa w Tyl -
ldentitying Information
o tal St w F-wu . w Stwunl Cratrat oo -
Peastod Or B e ot Poath b ol "V']
Ethmaoty Face (et decmed to provd:
L - Flasan Larae - Deta of Birnh
aaccan Nt - Ermpricin Indian y Ethaa ity
e By Jiec s anl & ank w Yoal e [ P e Ty
Ellack LS ] HEpanic Jngn
Crrmmmriipn - Er-~ Frran = S e Bradeerad | e
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10. Open the client record. Click the Person search icon and enter client ID# or client name. Select the
client name.

Hret, Craa (1207) Doy 25/ 2000

Enroll client in your program

1. With the client open, go to the search bar and type in Client Programs and select Client Programs
(Client).

Q| &% A & TesiCH,Client(1080) + X

= QlClient Prog |

e Client Programs (Client) n

Summary
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a. Click new.
Client Programs (0) O stk _*,x

All Pragrams W All Statuses w Other W Apply Filter
Program Status Enrolled Discharged Assigned Staff Primary Last DOS Next DOS

No data to display
b. Inthe Program Name field, select the program SMW DISPATCH HOSPITAL PLACEMENT MHSA
(3130).

In Assigned Staff, select the staff member.

C.
d. In Current Status field, select “Requested”.

e. Enterin Enrolled Date (same date you provided service).
f.

Click Save and X to close.

QO h & odest AdultMHClient04(1043) @ B O O 6 ¢ + x & &9 ? TestFromOfficeSoCo= ()
Program Assignment Details O i f B sae B
Program Assignment

WxTest, Adult MH Client D4

Azsigred Staff | Weissman, Jesnifer Dawn w

General
Program Name | 3CA Cinio Adualt (Ginend) £3 °~—p,r¥ o Current Statys Errolled £3

Enrolied Date 05/25/2023] |E

Comment Discharged Daie
SI:EH::EIIciC'iEdu.E
Finish the Inquiry =

Go back to the Inquiry.
1. Search for the Inquiry screen using the search icon.

2. Search Inquiries and select Client Inquiries (Client).

3. Click the date/time link to open the in-progress Inquiry. (Make sure the filters are set to show the correct
dates.)

14 |Page
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[T B TR
Q W & Mhet Crisis(1107) + X =2 29 2

Client Inquiries (1)

Rezardad Oy All e Ampizeed To Al “~ Al Disgesitions Al Statupes Il Apply Filter

I From 06/15/2023 [ vI l To 06/15/2023 [ 'J

Inguirer Date/Time W Recorded By Assigned To Disposition Inguiry Status

06/15/2023 3:0... So Co, Tes: Front Of... In Progress

4. In the initial tab, in Dispostion comments add follow up information; scheduled appointment, clinic, and
staff.

5. Assign to Central Health Information designee.

Appointment Search

1. Using magnifying glass search “Appointment Search.”
2. Enter the fields for Clinic Location, 60 Minutes, Any Weekday and Urgent Appointments.

Appointment Search/(5)

Plan  Any rvice Area Any ~ rograms  Any ~
Location  San Luis Obispo Adult v Staff Any v | License  Any é_irf)inpse Any v
Sex  Any Speciality  Any v Category Al Allow Overbooking Up to Appeintment(s)
Minutes 60 From  8:00 AM A& To B5:00PM Fe Any Weekday T w T F 5 5

Only show time slots marked as Free Appt. Type | Urgent Appointments )Start Date 08/04/2024 v

Search for Client SA Client, Fictional 10 ¢ @ Unable to Offer a Timely Appt.

Ignore Age Range Preference

Staff Name Date/Time A Duration Type Location Name
! _ R : ; Urgent . -
(&l] X o s 07/20/2024 1:30 FM 60 mins Appointments San Luis Obispo Adult
| X Es e 07/21/2024 1:30 PM 60 mins gt San Luis Obispo Adult

3. Select the Schedule Appointment to select the appointment.

Write Note

1. With the client open, go to Service Note (Client).
2. Complete service tab and enter diagnosis or social determinant on billing diagnosis tab (marking a

priority).

15|Page

SMWG Post Hospital Coordination Procedure v.7-9-24



3. Complete Note tab and sign.

4. Using SmartView view client’s treatment team.
5. Using three dots send note via message.
a. Click on the three dots icon in the upper right side.

b. Click Send from the menu.

g q —_ i o
Jiagnosis Document = EE o 5 B¢
Effective 03/02/2023 Status ~ Signed Author  Rowe, Charla MN7120; print Amendment Requests,

View Message

Se

Document

=  PdfBytesHandler.axd

Open Claim Line Detail

6. Click in the To box and begin to type the staff member’s name.
a. To save this person as a favorite click the Star icon.

b. You may add all Treatment Team members to the list of staff to send the message to.

c. Include Central Health Information staff to the message.
7. Click the radial button to change the priority from Normal if it applies.
8. Click in the empty box below and type the message.
9. Click the mail icon to send the message.

10. NOTE: DO NOT CHECK THE BOX TO MAKE I\‘/LESSAGE PART OF THE CLIENT RECORD

Vlessage Detail

o
oTo
- dy

General
Cliant Asane, Jason (1006) Q - B4
A |

Ta Jebard

R, Charla * :
- *o

Pricrity  @Meeal Caution/Alart Urgend Make message pan of client recond

Subject: Progress Note - Asano, Jason

Pledds revigw my Sernce nole,
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Close client to program

Go back to Client Programs and discharge from program for expected hospital discharge date once all

documentation has been completed.

1. With the client open, go to the search bar and type in Client Programs and select Client Programs
(Client).

Q | % % & TesiCH,Client(1080) + X

Q |Client Prog |

e Client Programs (Client) n

Summary

S

2. Locate your program and click on enrolled.

I U T | U= 10" E U
Q W & MhetCrisis (1107) 4+ X £ %9
Client Programs (1)
All Programe bd All Statuses » COther w
Program Mame Status Enrolled ¥ Discharged Assigned Staff Primary  Last DOS Next DDS
SMW MHSA SVYRMC Cr... 06/15/2023 Seaman, Kimbe...  Yes
3. Change status to discharge.
4. Select discharge reason.
5. Select discharge date.
6. Click Save and X to close.
Program Assignment Details Ci%s@aD
Program Assignment
General
Frogram Hame Frimary Current Status Discharged w
m Mhet, Crisis Discharge Aegson | Administrasive discharge %
Agsigned Stalf | Ssaman, Kimbarty ~ Requested Date =
Enrolied Date 08/15/2023 B~
Comment |Ds-:hvz=d Date  [06/15/2023] @‘ |
Next Schaduls
Service
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Central Health Information Staff

1. Go to Inquiries (My Office)

a. Find Client Inquiry by searching by client.

b. Verify post appointment information.

c. Verify disposition entered.

d. Add end date/time to Inquiry and mark as complete.

2. Verify not a duplicate client.

3. Verify if client enrolled in treatment program for appointment. If not open requested program.

4. Verify or enter Appointment in staff calendar.

a. Verify correct program/staff.

5. Verify insurance information, and client information tabs.

6. Verify dispatch program closed.

CBO Contact for Reference if Needed:

1. If a client is open to a Community Based Provider, the following email group lists

may be used to support the internal message notifications:
a.

Seneca: Fax (805) 462-8930

1. Bonnie Lords bonnie lords@senecacenter.org
2. Emily Penn emily penn@senecacenter.org

3. Tina Lehman tina_lehman@senecacenter.org

4. Daniel Anderson daniel anderson@senecacenter.org

5. CeCe Mendoza cece mendoza@senecacenter.org

Family Care Network: Fax (805) 503-6499

1. Joanne Nibbio jonibbio@fcni.org

2. Seth Krumheuer skrumheuer@fcni.org

3. Amanda Masters amasters@fcni.org

Transitions Mental Health Association HOT FSP:

1. Mark Lamore mlamore@t-mha.org

2. Miriam Vargas mvargas@t-mha.org

Transitions Mental Health Association Adult FSP:

1. Meghan Boaz-Alvarez mboazalvarez@t-mha.org
2. AJ Folino afolino@t-mha.org

Wilshire Older Adult FSP

1. Traci Autry tautry@wilshirehcs.org

2. Caitlin Baumhefner cbaumhefner@wilshirehcs.org
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Revision History:

Date: Section Revised: | Details of Revision:
3/1/2022 | Original
procedure

9-12-23 Updated Reviewed and updated all sections

12-21-23 | Updated Adding use of Dispatch program for notes, use of SmartCare
messages to send information to Treatment Team, adding
use of Inquiry for new/closed clients. Add appendix for
Inquiry.

7-9-24 Update Adding “Urgent Appointments” Appointment type to
procedure, and screen shots to appendix.
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