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My Dashboard



My Dashboard- Tabs
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My Dashboard (continued)
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• All client’s referrals will link to an episode automatically and fall into the Identified Cases-

Assigned to Pool under the FSS staff’s dashboard.

• After the manager/supervisor assigns the case to counselor, it will appear in staff’s My Identified 

Cases.



What is Episode?
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• An episode represents the program a client is enrolled in. It links all documentation of all 

activities done with or for the benefit of the client while they are enrolled in that program. 

The Family Support Services (FSS) episode works best when the client’s initial referral 

and all related encounter (enrollment, outreach, visits) documentation is linked to it. 

• The client’s basic enrollment information including the date the client was identified, 

started receiving services, stopped receiving services, and the client’s enrollment status 

need to be accurately documented on the episode. 

• For FSS’ many clients who receive services at multiple, distinct points-in-time, it is vital 

that the start dates, end dates, and initial referral linked are matched to the correct 

episode. This will ensure that all encounters and their attached documentation, are 

associated with the correct service time period and are reported correctly.



My Identified Cases



• Under Chart Review, select the Referrals 
tab

Click the blue hyperlink under Referral 
information
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My Identified Cases (continued)
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Working from My Identified Cases

View 

Expired 

Report

• Under the My Identified Cases, select “view expired report”

• Select the patient then click “Chart”
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My Identified Cases (continued)

• View the Diagnoses & 

Reason for Referral

• Start Outreach to the 

Client (see Outreach 

Section)
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Identified Cases- Assigned to Pool

• The entered referral for will appear in the Identified Cases-Assigned to Pool. 

Select “Edit Episodes” to assign this episode to staff.
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Identified Cases- Assigned to Pool (con’t)
Once you add yourself to the case team, the client will move to My-Identified Cases pool.

Select “Add Me”

Update the enrollment reason



Workqueue
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How to locate the workqueue

• Type on the search bar 

“workqueue” and it will 

bring you to the main 

page where all of 

NYU’s workqueues are. 
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Locating the FSS workqueue

• To find the workqueue, 

select New Filter and 

enter the WQ name or 

ID

• Select Apply once you 

have located the 

correct list

• Save it to your favorites 

(Favs). You can add it 

to your favorites by 

clicking on the Star 

icon



Family Support Services-Compass Rose Training Guide17

Workqueue (con’t)

• When Selecting 

‘Show mine” you 

will be able to see 

patients assigned 

to you by 

Program 

Manager or 

yourself.

• Double click on 

your patients row 

or use the side 

bar to review the 

referral



FSS Encounter Workflow



Client Outreach-Phone
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• For Family Support Services, every client needs to be outreached TWICE with the 

exception of a successful outreach already happening during that 1st phone call or in the 

case of a refusal of services. 

• Initial outreach should occur within 5 business days of referral assignment. Second 

outreach call (if initial call was unsuccessful) should occur within 5 business days of 

initial call. 

• Outreach is considered successful when you call a client and they are receptive to 

services and they agree to a scheduled appointment or they agree to have an initial 

appointment on the phone at that time.

• If a counselor calls a client and they either don’t answer the call, a voicemail is left, or 

they answer the call and decline the services that is considered an unsuccessful 

outreach attempt.



In order to document both 
successful and unsuccessful 
patient outreach from the 
action buttons you will select 
Triage and then from the drop 
down menu you will select Pt 
Outreach, or select “Pt 
Outreach” tool bar.

Please note both 
successful and 
unsuccessful outreach are 
documented the same way, 
but successful outreach 
should lead to a booking of 
an appointment (How to 
book an appointment is 
under the Successful 
Outreach section)
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Outreach- Documentation How To’s



Family Support Services-Compass Rose Training Guide21

Outreach-Initiation Tab
• Once you select the client and click “Create an Encounter”, your encounter will open. You will be 

brought to the Initiation tab in which you will document initial call and if you were able to get in 

contact with someone 

• You will then document an outcome based on your encounter. Be sure to check the appropriate 

settings for your encounter (type- phone, in-person, etc)

Fill info of 

person 

you 

contacted



Outreach-Initiation Tab
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• Begin with you Contact 

Section and fill in how 

the client was 

contacted (Incoming 

Call/Outgoing 

Call/Other, see 

previous  page).

• Document the outreach 

reason accordingly. For 

example, if you are 

contacting a client from 

your referral WQ, 

please document the 

Outreach Reason as 

“Referral Received.” 
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Unsuccessful Outreach 
• After two unsuccessful outreach attempts, receiving 

needed services from external programs, patient 
declines services, you have to manually close the 
referral within the WQ by selecting closed from the 
drop down menu under “Status”

• Closed referral outcome status needs to align with 
closed referral reason: 

•  For unsuccessful outreach attempts that have 
declined services, document the outreach effort using 
previous steps and change referral status in WQ to 
“Patient Refused Service”

• For unsuccessful outreach attempts in which a client 
reports receiving services from external source, 
document the outreach effort using previous steps 
and change referral status in WQ to “Receiving 
Service Out of Network (OON)”

• For unsuccessful outreach attempts that did not 
answer the initial and follow up call, document the 
outreach effort using previous steps and change 
referral status in WQ to “Unable to contact patient 
after 2 attempts” 
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Unsuccessful Outreach (con’t)

If outreaches are 

unsuccessful , change 

from identified status to 

either the case declined or 

closed within the care 

management tab 

Note: Graduated & 

Declined tab on this 

diagram are no longer 

valid. Use the Closed 

option, then choose the 

appropriate reason. 
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Successful Outreach 

• If the client is 

interested in 

getting help but 

doesn't have time 

for a phone 

session during 

your outreach call, 

please schedule 

an appointment 

with the client.

• Go to the 

Appointment desk, 

search for patient 

(Remember to 

correct identify 

patients by using 

3 point 

identification- 

Last Name, First 

Name & DOB
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Successful Outreach (con’t)

• Select Book It 

for 

appointments 

scheduled in 

the future & 

Walk-In for 

same day 

appointments.

• Select your 

visit type

Visit Types
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• Add yourself as the provider 

(Counselor)

• Select a date and time that 

works for you and your client

• Note: Make sure you 

deselect the In-Network 

button

Successful Outreach (con’t)

NOTE: Make 

sure to deselect 

the In-Network 

button
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• You will know you 

have successfully 

created an 

appointment for your 

client when you see 

this in your 

appointment desk

• Note: The referral will 

auto-close from the 

referral WQ if you link 

the referral to the 

appointment. (See the 

How to linked referral 

section)

Successful Outreach (con’t)
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• If an outreach is 

successful at the 

point of successful 

contact client is 

enrolled into our 

program

• From the Care 

management tab 

please select “New 

Program” to add 

new program

Successful Outreach (con’t)

Fill in the Support & Service Provided



Outreach Notes- Examples
• If an outreach call turns into a visit then you should book the appointment through the 

walk in tab in appt desk while you are on the call. Outreach note will be documented 

through the appt reflected in the counselors schedule. 

• Clients who came in through a referral (I.e. REDCAP, EPIC etc.) will have their 

appointment scheduled through book it within the appt desk. A hybrid note can be 

completed. 



Patient Check-In
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Once the patient 

has arrived you 

will go to the 

appointment desk 

and look up the 

patient using Full 

Name, DOB and 

Sex



Patient Check-In (con’t)
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• Counselors will select 

the patient from the 

“Schedule” highlighting 

the patient’s information 

row

• Next the counselor will 

select the “Check in” 

activity button

• This will take the 

counselor to the check 

in screen where they 

will complete the 

Communicable 

Disease Screening
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Patient Check-In (con’t)

• There are two parts 

to check in a patient 

first confirm all 

patient 

demographics. 

• Second complete 

Communicable 

Disease screening[
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Patient Check-In (con’t)
• After you have successfully checked in your patient return to the Schedule tab

• In order to open up the patients chart to begin your session visit documentation double click on the 

patients appointment row

• Note: If the client is enrolled in Medicaid, please use EPACE to verify whether the client is eligible to 

use the UnitedUs platform services. (Refer to the United Us Training PPT for instructions on how to 

document/navigate in Unite Us)



WAYS TO LOCATE INSURANCE 
INFORMATION



FSS Workflow: UniteUs36

• To locate a client's insurance on EPIC there are 

several options to locate this

o On EPIC from the appointment desk screen, you can 

navigate to

o Then click Registration

EPIC



FSS Workflow: UniteUs37

• Once in Registration, find Pat Guar and Cvg. This is 

the insurance area within EPIC.

• You will be able to see if the client has Medicaid, 

Managed Care, Medicare, etc.

EPIC



FSS Workflow: UniteUs38

• Another area where you can see the insurance 

is within the chart. If you are creating an 

encounter to document your notes, on the side 

bar of the client's chart there is an area where 

the insurance is located:

• Reminder: If the client is enrolled in Medicaid, 

please use EPACE to verify whether the client 

is eligible to use the UnitedUs platform 

services. (Refer to the United Us Training PPT 

for instructions on how to document/navigate 

in Unite Us)

EPIC
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• Ensure that the 

Reason for 

Outreach and 

Outreach 

Management 

sections are filled 

in. 

• Outreach 

Management is 

filled in during 

Initial visits

Visit-Initiation Tab
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Visit-FSS Tab

• Once your patients 

chart is open select the 

FSS tab 

• From the left hand table 

of contents (see 

screenshot to the right) 

you will work your way 

down to complete 

patient documentation 

within each section

• Reminder: Screen 

Client for MIH case 

management eligibility 

and Benefits Eligibility 

(under Supplemental 

Screeners).

Benefits

2. Work 

through 

the 

sections 

under 

FSS
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Visit-FSS Tab Con’t

• SDOH screener only 

needs to be completed if 

it has not been 

completed  by referring 

provider (confirmed 

completion by going into 

providers medical visit 

note for assigned client). 

• PHQ 2/9 should always 

be completed regardless 

of whether the SDOH 

screener was completed.

• Screeners will have a 

date completed below 

the header
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Visit-FSS Session
• Once in the Session Note area, 

fill out the all information 

necessary, including session 

information, participants, areas 

of concern-which include 

Employment, Financial 

Resource Strain, Food Security, 

Housing and Utilities, and 

Transportation)

• Select your concern and fill in 

type of information and continue 

to your session/case note. 

• •For follow-up encounters 

(Application), when the 

benefit amount is available, 

you must go to the encounter 

of the original date of 

application, create an 

addendum encounter, and Fill 

in Application Outcome Date, 

Outcome, Benefit amount, 

and Frequency.



Family Support Services-Compass Rose Training Guide43

Visit-FSS Session (Create Addendum)
• Under Chart Review

• Select the date of 

encounter that you want 

to addend

• Right click and select 

“Edit or Addend 

Encounter”

• Click “Create 

Addendum”

• After finishing the edit 

or addend, sign the 

addendum encounter 

by clicking “SIGN 

ADDENDUM”
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Find Help Referral System
• Any time you are making a 

referral you should first click 

on FindHelp to see if the 

organization you want to 

refer to has a claimed 

account.

• On the FSS tab on a patient 

chart, you can find “FindHelp 

Link" in the Referral section. ​

• To access, select the arrow 

or the hyperlink within the 

“FindHelp Link" section.
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Find help (con’t)

• After selecting the link, a separate 

FindHelp tab will open with the 

FindHelp tool integrated directly into 

the chart. From the patient profile, 

verify the correct patient and select 

“Start a Referral".

• Use the search function to find 

appropriate resources, or explore the 

category tiles
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Find Help (con’t)

• When you are ready to 

connect your patient to a 

resource, select the teal 

action button in the 

bottom left of the program 

card. In our example 

below, it is labeled “Apply 

Here".

• Reminder: Only refer 

clients to the Claimed 

Organization, which has 

a green checkmark.

Note: The teal action button will have different available actions depending on the resources. 

See the FindHelp – Refer to Programs tip sheet for more information.The link below will bring 

you to the resource. Please log in using your Kerberos ID and password to access 

https://central.nyumc.org/clin/epic/tips/Epic%20Tip%20Sheets/FindHelp%20-

%20Refer%20to%20Programs.aspx

Claimed Organization

https://central.nyumc.org/clin/epic/tips/Epic%20Tip%20Sheets/FindHelp%20-%20Refer%20to%20Programs.aspx
https://central.nyumc.org/clin/epic/tips/Epic%20Tip%20Sheets/FindHelp%20-%20Refer%20to%20Programs.aspx
https://central.nyumc.org/clin/epic/tips/Epic%20Tip%20Sheets/FindHelp%20-%20Refer%20to%20Programs.aspx
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Find Help (con’t)

• Complete any 

screeners or 

information 

request and select 

“Next".

• A confirmation 

window appears 

with further steps 

concerning the 

referral.
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Find Help (con’t)

• You will be able to see 

the referral on the 

patient's profile page. 

• Note: When your work 

in FindHelp is complete, 

continue documentation 

in Epic's FSS Referral 

Made section as 

always.
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Making a Referral-FSS Referral Made
• The first step is to check if the 

organization you want to refer 

to is listed under FindHelp as 

a claimed organization. If so, 

refer the client using Find 

Help. The second step is 

documenting the referral using 

the FSS Referral Made smart 

form. 

• You will complete both the 

Program Community 

Resource and FSS Referral 

Made sections

• Using the magnifying class to 

select the organization you are 

referring the patient to. Please 

complete every section within 

Referral made with the 

exception of Referral outcome 

and referral outcome date. 
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Making a Referral-FSS Referral Made (Con’t)

• The Referral outcome 

date and outcome 

sections should be left 

empty the day of 

referral

• FSS internal workflow 

policy is that all 

counselors must follow 

up with patient in 

regards to the referral 

within 45 days of the 

referral and input a 

referral outcome and 

date of outcome



Family Support Services-Compass Rose Training Guide51

Making a Referral-Follow up

• If you want to follow up 

with a patient who you 

previously created a 

referral for, please create 

a patient outreach 

encounter, then 

document the referral 

outcome. 

• This will allow you to view 

the appointment date that 

aligns with the date the 

referral was made 
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Visit-Pediatric Session
• When you receive a pediatric referral, 

you will first document your outreach 

efforts in the child’s chart. Select the 

“Caregiver (pediatric patient)” tab 

appears under FSS registration.

• If the outreach to the family is 

successful and the caregiver agrees 

to a visit you should click: "Client's 

caretaker" under "FSS registration” 

under the "FSS" tab unless you are 

meeting with a pregnant teen that is 

under 18 in which case you should 

click “client”.

• If you click the client’s caretaker tab, 

please enter the caretaker’s 

information including MRN #. All 

additional questions (education, 

country of birth etc.) should be 

answered from the perspective of the 

caretaker. If you put, “Client”, all 

questions are answered from the 

client’s perspective.

Fill in caretakers 

information 
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Visit- Care Management

Episode status under Care Management 

tab:

• Identified – Refers to all clients who 

have been assigned to a counselor 

and need outreach

• Enrolled- Active client cases. Refers 

to clients who are receptive/verbally 

consented to enroll in Family Support 

Services 

• Closed- Inactive client cases who are 

no longer in need of services for FSS

Note: Graduated & Declined tab on 

this diagram are no longer valid. 

Use the Closed option, then choose 

the appropriate reason
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Visit- Care Management (con’t)

• Next navigate to the 

Care Management Tab 

and select +New 

Program to add Family 

Support Services

• Keep identified status for 

all clients until they are 

enrolled

• Clients should be 

enrolled in FSS program 

when they agree to 

receive services from 

FSS and when an 

appointment is 

scheduled 

In order for notes 

to be linked to 

the program, 

make sure your 

“Enroll” button is 

highlighted. 

Don’t forget to fill 

in your Support & 

Services 

Provided tabs!
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Visit- Care Management (con’t)

• When creating a new 

program make sure to 

document reason for 

referral, enrollment start 

date and Enrollment 

Reason

• Enrollment start should 

reflect the date client 

verbally consented 

enrollment into FSS

• Under Support and 

Services provided 

please include referral 

reason

Select 

Enrollment 

Reason



1. Link all the encounters to the episode,  such as Pt Outreach, Case 
Management, and Social Care Visit encounters. If there is more than one 
episode, you need to select the Family Support Service episode (to link the 
encounter)

2. Once you select the bubble to 
link the FSS episode, the 
encounter that you are in will be 
linked to it:
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Visit- Care Management (Con’t)



Family Support Services-Compass Rose Training Guide57

Visit- Care Management-Targets

• Under the Care 

Management Tab, 

counselors are able to 

document patient 

targets and tasks to 

support counselors with 

tracking service 

progress

• Targets are similar to 

goals clients are 

interested in working on. 

Tasks are similar to the 

steps taken to 

accomplish the goal. 
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Visit- Wrap Up

• At the end of the 

visit, go to the 

Wrap-up tab and 

complete the 

"Time Spent with 

Patient" section.

• After you have 

completed this 

you can sign the 

encounter and 

you’ve 

successfully 

documented a 

FSS visit.
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Care Coordination- Quick Encounter
Care coordination = A communication with a 

service provider for a purpose that serves the 

client, and the client is not present when call 

made. 

If you are coordinating care of a client with 

another professional then that should be 

document under “Case Management” (is 

located on your tool bar) –“Initiation” tab - “Care 

Coordination” session.

Example scenarios for Care Coordination (the 

client is not present when call made): 

1. You contact CAMBA to follow up on the 

client's housing application or referral. 

2. You contact Healthy Families to follow up on 

your referral for the client. 

3. You speak to a lawyer/case manager for ACS 

case/case coordinator for early intervention 

services, etc.
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Care Coordination- Quick Encounter (Con’t)

Complete the Care 

Coordination session 

accordingly, then sign the 

encounter.
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Session Visit vs Collateral Visits

• Session Visit = Service provided (if a referral, 

assessment, screening, or other service is 

provided) = A session/appointment that takes 

place with the client.

• Collateral visit = A session/appointment 

completed with caregiver, family member etc. 

where the client is not present.



Targets &Tasks



Family Support Services-Compass Rose Training Guide63

Incomplete Outreach Task Pool 

Under “My Incomplete 

Outreach Tasks” pool: 

Select “Run expired 

report”, then select the 

client. 

Click the “Chart” tool bar

Under “Chart Review”, 

select the visit encounter 

then right click to Create 

Addendum
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Incomplete Outreach Task
• Under the Initiation tab, 

mark the reason for 

outreach and outreach 

management; otherwise, 

the client will appear as 

an incomplete outreach 

task and fall into your 

Incomplete Outreach Task 

WQ.

• Once the outreach target 

is selected, you can 

document the progress of 

the outreach. 
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Incomplete Outreach Task (con’t)

• Once you re-run 

the report, it will 

refresh, and the 

client will be 

removed from the 

Incomplete 

Outreach Tasks 

pool.



Close Out a Case



How to Close Out a Case
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From the dashboard, open My Cases pool
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How to Close Out a Case (con’t)
• Select the case, 

then click “Edit 

Episodes” 

(double check to 

ensure all 

targets/tasks are 

completed before 

you close a case)

• Change the 

status to Closed, 

enter the end 

date, and choose 

the reason for 

closure of case



Referrals
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How to View Referral Received Information

• On the referral, you 

can see patient’s 

information by 

clicking the 

Sidebar

• Under the Referral 

Information section 

you can learn why 

your patient was 

referred 

Note: All referrals 

must have a Z code 

for Patient 

Diagnoses
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Referrals Received outside of EPIC

• Referrals received outside of EPIC 

include:

– WIC

– RedCap

• Self Referrals do not need to be 

transcribed. They can be entered 

utilizing the Walk-In or Book it. 
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Transcribed Referrals

• In order to manually enter Referrals 

received from REDCAP, and  WIC, go 

to the home screen and select 

Referrals. From the drop down select 

Referral entry



Family Support Services-Compass Rose Training Guide73

Transcribed Referrals (con’t)
• You will then be prompted to locate 

patient using Patient Look Up

• Enter the patient’s information 

using key identifying information 

(last name, first name, date of 

birth). Ensure you are choosing the 

correct patient to prevent duplicate 

charts. 

• If the patient is not found, click on 

New to enter patient’s information
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Trascribed Referrals (con’t)
When EPIC profile is non existent, MRN needs to be created Please follow the 

steps below to create new chart

Step 1: Search for patient using all known 

credentials (LAST NAME, FIRST NAME, 

DATE OF BIRTH)

Step 2: Once EPIC notifies you that a matching 

patient is not found, you will proceed to fill in 

appropriate information and hit NEW to create a 

new chart. ENSURE YOU ARE NOT CREATING 

A DUPLICATE CHART. Step 3: 

Select 

Accept to 

Create



Family Support Services-Compass Rose Training Guide75

Transcribing Referrals (con’t)

• In order to Complete Referral entry for referrals, you must complete the first 4 sections and 

then select close after completing each section to save



Z Codes



Z Codes
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• In EPIC, FSS will use:

1. The Diagnoses section to document the referral reason(s). All referrals received 

should have at least one diagnoses code entered.

2. These Z-Codes align with the Z-Codes used on the clinical side re: positive SDOH 

screener results.

3. The Referral Reason section to document “tags” for grant reporting (workaround 

to ensure information is captured in a reportable way) These “tags” are ones we 

normally see, such as “food insecurity, education, employment”, etc.

4. Please use list of Z codes on next slide rater than searching for a code in EPIC. 



Z Codes (con’t)
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Transcribing referrals (con’t)
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• Once Completed with all 4 sections you will then select ACCEPT



Transcribing referrals (end)
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Click “Accept”
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How to link a Referral

• Referral from WQ needs to be linked to 

the enrollment episode in order to track 

referral outcome

• In order to link a Referral select the 

+ADD button and search for the referral 

to link

• If there are multiple referrals, choose 

the one with FSS Referral ID # 981, 

hover over each referral until you see 

FSS Referral ID #981

• If there are 2 referrals for the same 

client different reasons look at the Z 

code to identify referral that aligns with 

enrollment episode 

• If the referral is not already linked, you 

must use this “Linked Referrals” to 

manually link the referral in order to 

track the referral outcome. 



How to Link a Referral to Appointment
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• From the FSS referral work 

queue, highlight select & 

highlight the referral and click 

“Assign”. 

• Click “Book It” to schedule 

an appointment. 

Note: In order for the referrals 

to automatically close after the 

1st completed appointment, link 

the referral to the appointment. 

After you make appointments 

from the “Assign“ (this slide) or 

the "referral” tab (next slide), 

the referral will also be 

automatically off from your WQ.
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• On the client’s 

dashboard from the 

Appointment tab, click 

“Schedule from 

Referral

• See as well tab labeled 

Referral and schedule 

from there

How to Link a Referral to Appointment (con’t)



Family Support Services-Compass Rose Training Guide84

How to link a referral that has been scheduled
• You can assign an 

authorized referral that 

has already been 

scheduled. 

• View the referral from 

the Referrals tab to 

determine it is 

appropriate for the 

appointment

• Select the Future or 

Past appointment tab 

for the scheduled 

appointment. 

• Right-Click on the 

appointment and select 

Assign Referral. 
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How to link a referral that has been scheduled (con’t)
• The referral action activity 

launches showing the 

appointment information 

in the top pane, and the 

referral in the lower pane. 

Click Assign on the 

activity tool bar. 

• A check mark will appear 

next to the selected 

appointment to indicate 

the referral was assigned.

• Exit by clicking the X in 

the upper right corner. 

The appointment desk’s 

Referral & Authorization 

Status columns will now 

display these icons 



Appointment Workflow
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How to View your appointments
• When logging in, your first 

view is your dashboard. To 

view your appointments, you 

can Click the Calendar

• You can also View your 

Schedule at a Glance

• Ensure that you are logged 

into the correct location (FSS 

Counselors should be logged 

into FSS Family Support or 

any location you are working 

from)
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How to View your appointments (con’t)
• Click the Calendar

• To view your schedule, 

click on LFS FAMILY 

SUPPORT, then 

choose your name. 

This will allow you to 

view your specific 

schedule. 

• Counselors are to filter 

to see patients they 

are assigned to and 

are scheduled to see 

via an appointment. 

Counselors can see 

their clients on their 

schedules for the day, 

week or month 
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How to View your appointments (con’t)
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No Show/Cancelled Appointments
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No Show/Cancelled Appointments (con’t)

• Counselors will 

choose the 

appropriate 

cancellation 

reason that best 

aligns with 

cancellation/res

cheduling of 

appointment



Thank You
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