THE CAREWAYS GROUP

EWP Practitioner Orientation

Version 1.2, January 2010

© 2010 Careways (Pty) Ltd



© 2010 Careways (Pty) Ltd



THE CAREWAYS GROUP

Index
(RS o] =10 o] =V = U Lo o K= 3PS 1
VAT = o o 1 ¢ = U SSSPPPRSR 3
A O T =TT | PSS UPPPPPPTT 4
2.1 WAL IS CArEWAYS?.....cieeeiiiiii i e e e ee et eee s e e e e e e e ettt aa e e e e e e e e eett e e e aeaaeseasttaaaaeeaeeeeeeteannnnns 4
3 What services does CareWays FENAEI? ......cooiveiiiiiiii e e et e e e e e e e 6
3.1 Executive health CONSUIALIONS .........oiiii i e 6
0 T2 0 1510 = U (ot =3 g 1= T [ To¥= | 6
BB HEAIN TAYS ... 6
3.4 Voluntary counselling and testing (VCT) ...oooo oo 7
3.5 Financial wellbeing CoONSURALIONS. .........cooeeeiieeeee e 7
3.6 Legal wellbeing CONSURALIONS .........coooieieeeeee e 7
3.7 Health and dietary information ............ooooee e 8
BiB TTaAINMING oo 8
3.9 Psycho-social and wellbeing consultations (EWP)...........ceeeiiiiiiiiiiiiee e 8
3.10 Critical incident stress management (CISM) ........ccooiiiiiiiii e 9
1T 0 I @ g1 i o= 1 I T o4 o (=] 0 A= (1 [ 1 o] o KPP 9
G Tt 0 T2 = U oo PSSR 9
3.10.3 Critical incident stress debriefings (CISD) .......oooiiiiiiiiiieee e 10
Y oY= = Lo T I ) T 0 P 11
oI =TT o T o] U RSP 12
5.1 Dual client relatioNShID ...... e 12
2 o] o1 i{0 1= 1K= 11 PSS 12
5.3 EWP as a management tOO] ............uuuuuuuuuuuiiiiiiiiiiiiiiiii e 12
5.4 Assumptions of therapy within the EWP CONtext.............uuiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiees 13
L R Y =) 1 [T =T oV 13
6 Attributes of an EWP affiliate .......coooiiiiei e 19

© 2010 The Careways Group (Pty) Ltd i



7 Service models and DENCNMAIKS ... ..oeie et eaaaeas 20

7.1 Service models within the EWP framework ...........coooooviiiiiiii e 20
7.1.1 Assessment and referral model (A&R) .........oovvvvviiiiiiiiiiiiiiiiiie 20
7.1.2 FEe fOr SEIVICE (FFS) ...ciiiiiiiiiiiiiiiiieeeeeeeeeeeeeee ettt 20
7. 1.3 FUIl SEIVICE (FS) .eeiiiiiiiiiiiiiiiiiiiiiiieeeee ettt 20

A == o o1 0 F= U PSS 20
7.2 1 Scheduling of @pPOINTMENTS .......ovviiiiiiiiiiiiiieiiee e 20
7.2.2 Loading Of SESSION NOTES ....ccevviiiiiiiiiiiiiiiiiiie ettt e e e 21

8 How does the referral proCess WOIK? ... 22

8.1 How employees acCeSS the SEIVICE ......ciiiiiiiiieeiicee et 22

8.2 How affiliates receive the referral........ ... 24

G V(=T o1 Ta o] o o] £ 7= o[ USSP 25

8.4 Statement of understanding (SOU) (see AnNnexure B) ........cccoeeiieeiiiiiiiiiiin e, 26

8.5 SESSION NOLES ... ettt e nrnnes 26
8.5. 1 BENCHMAIKS .....coiiiiiiiiiiiiiiiiiiie ettt 26
8.5 2 Session utilisation and SESSION FEQUESES ........c.ciiviiiiiiii e 27
8.5 3 SESSION NOES ...ceviiiiiiiiiiiiiiie ittt ettt ettt e e e e e e e e e e e e e e e e e aeaaeees 27

O QUAITLY MANAGEIMENT....iiiiiiiiiiiiiiiiiie ettt ettt ettt ettt ettt ettt e e ettt e e et e e e e eeeeeees 34

9.1 First, Intermidiate, and |asSt SESSION FEVIEW ........ivuiieniiiiiieeee et e et e e et eaeeaas 34

0.2 SESSIONS FEVIEW ....eeeeeeeeeiiiie s et e e et ettt e e e e e e e e e e ettt s s e e e e e e eeaataaaseeaaeeeeesaan e aeeaeeeennennnnss 34

9.3 REU fIAYGS ..t 34

9.4 Formal or mandatory referralS .................euuueueeiii e 35

0.5 COMPIAINTS ... e 35

L0 I AN e 36

O A Y o o LSRN O SRS 36

10.2 HOW O [ USE ICAIET? ... eiieeeiiiiie et e e ettt e e e ettt e s e e e e e e e e ettt s e e e e aaeeeasataaeeaaaaeeeannes 37
10.2.1 Viewing eVent detallS ........ccooeieeiieeeeeeeeeeeeee e 40
10.2.2 HOW tO l0ad SESSION NOLES ....ceviiiiiii et e e e e e e e e e e 42
10.2.3 Adding @ NOLE 10 @ FIl€ ... e 53

10.3 HOW dO | Claim ON ICAIE?. ... et e e e a e e e e e e eeeeees 56
10.3.1 A NOC @VENLS ... e e e e e et e e e e e e e e eeeean s 56
10.3.2 Claiming for CloSed fil€S ........oouuiiiiiie e 59
10.3.3 Additional claiming iNformation.............ooeeeuiiiiii e 64

10.4 Other fEatUreS ON ICAIE ....uuuti et e e et e e e ettt a e e e e e e e eeaet e e e e e eeeeeeeaannaaeeeeaeeenenes 65
O ST =T Vo = o] 0 1Y/ ] [0 o PR 65
10.4.2 MY PIOTIIE .ot e e e e ettt a e e e e e eeaa s 65

© 2010 The Careways Group (Pty) Ltd ii



O B D Lo Yo U [T £ 65

10.4.4 Frequently asked qUESHIONS (FAQS) ...ccoooiieeeeeeee e 65
10.5 Problems WIth ICAE .......eeeiiiiiie e e et r e e e e e e e eeeat e a e e e e e eeeennees 66
L2 PrOtOCOIS e 68
12.1 Referring clients outSide the EWP ............uuiiiiiiiiiiiiiiiiiiiiiiiiie e 68
I ST | £ 1= = 68
12.3 Children iN the EWWP ........iiiiiiiiiiiiiiiiieiieiieiiieeeeeeeeet et sssssbsssssbsssssnnnnnes 68
12.3.1 Child physical + sexual abuse in children............cccciiiiiiii e, 69
D B 01U o] L= PSSP 69
12.5 FOrensiC OF [€Qal CASES........uuiiii i e e e e e e e et e e e e e e e eeaaee 70
12.6 Non-attendance at EWP SESSIONS ........uuuuuuuuiuiiriiiinniieennnennnsennnsnnnsensnnnenennennrnns 70
D2 T A @ ] o] [=Ter 1)Y= T PP 71
2 T o 1o VPP 71
D2 T T I [ o (0 o= PP 74
12.6.4 RECOI KEEPING ..o 74
12.6.5 ON-SItE CHNICS....ciiieeiiiiii e e e e e e e e e et s e e e e e e e eeanaaaas 75
12,7 HOME VISIES . ieeeiiiiie e e e e ettt e ettt e e e e e et e e ettt a s e e e e e e e eeee e aaeaeaeeeeasaennaaaaaeaeeennnes 75
12.8 SUDSLANCE AQDUSE..... o e e e e 75
12.9 Use of a receptionist and/or a voice-mail SYSteM .............uuuuuiiiiiiiiiiiiiiiiiiiiiiiiiiiiiniiiinens 76
12.10 Leave and IOCUMS ......ooiiiiiiiiie e e ee et s e e e e e ettt e s e e e e e e e ee e a e e e e aeeeeesatsnaaaaeeeeeennnes 76
L2.00 THAVEIIING ...ttt 77
12,02 REA FlAGS -ttt 77
12.13 Critical incident stress management (CISM) ...........uuuuuuiuiiiiiiiiiiiiiiiiiiiiiiieieeieeieieeeeeaens 78
12.13.1 Critical iIncident @dUCALION .......cccoeeeeeeeeeeeeee e 78
12.13.2 ON-SCENE SUPPOIT SEIVICES. ..ceveuuieeeaeeeeeeitiaaa e e e eeeeeeatt e e e e e aaeeeeaaenaaaaeeaaeeeaeennnnnns 78
D2 T B D = 1 L= o PR 79
12.13.4 DemMODINISALION ....ceiiiiii et 79
12.13.5 Critical incident stress debriefings ............uuiiii e 80
12.13.6 Individual CONSUIRALION .........oeiiiiiii e 80
12.13.7 FOlOW-UP deBIEfiNg ... ..coeiieeeeieiiee e e e 80
12.13.8 Post-trauma COUNSEIIING ......eeeeiiiii e e 80
12.14 Critical incident stress debriefing (CISD) .......cooouiiiiiiii e 81
12.14.1 What i s a..q.c.tr.i.t.i.c.al..i.nc.i.dent.05.2.81
12.14.2 How does critical incident stress debriefing differ from crisis intervention?......... 81
12.14.3 What clinical approaches are used to treat traumatic Stress?............ceevvvvvvvvnnnnn. 82

© 2010 The Careways Group (Pty) Ltd iii



12.14.4 CISD Preparation .......ccc..cceieeeuiiiies e e ee et s e e e e e e et s e e e e e e e e et e s e e e e e e eenseaaas 83

12.14.5 Who should attend @ CISD?.......coii i e e 83
I A S O 15 B S = o SRR 84
12.14.7 Debriefing the affiliate ... 90
12.15 DOMESEIC VIOIENCE ...ttt e e e e e e ettt e e e e e e e e e e eeatnaaeeeeeeeennees 91
12.16 PSYCNOMELIIC ASSESSIMEINTS .....evieiiiiiieiiiiiiiiiiiiteeeeeteeeeseeeseeseeeebesebeeseessnennssssnnsnennnnnnnnes 91
ANINEXUIES ..ottt ettt e ettt e oo e ettt et bb oo e e e ettt eeb b e e e e e et eeeebb e e e e e aaeeeeebban e e eeaaas 93
AANNEXUIE A e et e ettt oo ettt e e ettt e e e et bt e et et e e e et e e e era e aeenans 93
Consent to release iINFOrMAtioN .........cooe e e 93
ANNEBXUIE B .o ettt ettt e et et e e e et eeeerb e eeeeans 95
Statement of UNderstanding ............oiiiiiii i e 95
ANNEXUIE € .ottt e ettt e e ettt e e et et e et ee bt e e eeba e e e eeta e eeerba e eeeeeans 97
First emotional SESSION NOTES......ccceiiiii e 97
ANNEXUIE D oo ettt ettt e e et et e e e et e e e e et e e e eenn e aane 105
INtermediary SESSION NOTES .......ccciiiieiiiieee e e e e et e e e e e ettt a e e e e e eeeraaaaas 105
ANNEBXUIE E o ettt e et et e e e et e e e e et e e e eean e eaees 110
EVENE CIOSUIE ... 110
ANNEXUIE P e et e ettt e e ettt e ettt e e e e et e e e eetnaaaaees 113
FIFST SESSION FBVIEW ...t e e e ettt e s e e e e e e e aeataa e e e e e e e eeanennnes 113
ANNEXUIE G oottt e ettt e e ettt e e e ettt e e e etta e e e e eta e e e eta e eeeataeeeeaannaaaees 115
CASE ClOSUIE MBVIBW.....uueuieee e ettt s ettt e e e e e et e ettt e e e e e e e e eaattaa e e e e eaeeeannennnaaeeeees 115
ANNEXUINE H e ettt e et e e et e e et e e et e e et e e et aeeanaaes 117
Y= (= 0= e (oo 4 1= o | PR 117
ANNEBXUIE Lo et et e et e et e e et e e et e e et e e eea e e ea e e et aaennae 120
Practical guide to feeling better (CISD handout to employees) ..........ccoeeveeeeeeeeiieeeeeeenn. 120
AANNEXUIE J oottt e et e et e e et e e et e e et n e et e e et e e et e e ea e e et e eaaaae 123
How to help your employees (CISD handout for managers).........ccccvvvvvvvieiieeeeeeeennnnnnnn. 123
ANNEXUIE K e ettt e et e e ettt e e ettt e e e eta e e e eeta e e aeennnaaane 125
Critical incident stress information sheet (CISD handout for managers and employees)
..................................................................................................................................... 125
ANNEXUIE L. et e et e e ettt e e et et e e e eta e e e eaba e e aeenaaaaee 128
Postt rauma dodés and dondéts (ClI SD ha.nd.outl2g
ANNEXUIE M. oot e et e e ettt e e ettt e e e eta e e e eeba e e aeeanaaaaees 130
L0111 B TS (o o I [0 (S 130
ANNEXUIE N e e ettt e ettt e e e et e e ettt e e e e eaa s e e e eea e e e eeta e aaeannnaaaee 133
AENAANCE TEGISTEN ... e e e e 133

© 2010 The Careways Group (Pty) Ltd iv

or

empl o



© 2010 The Careways Group (Pty) Ltd



List of abbreviations

A&R
Aids
B-Psych
CAT
DSM IV
EAP
Etc.
EWP
CBT
CIS
CISD
CISM
CNA
DAP
DNA
e.g.
FAQ
FFS
FS

GP
HIV
HR
ICD-10

KFD

Late cancels

MFRC

Millon

MMPI

MSE

© 2010 Careways (Pty) Ltd

assessment and referral

acquired immune deficiency syndrome

Bachelor of Psychology degree with honours

Children's Apperception Test

Diagnostic and Statistical Manual of Mental Disorders, 4" edition

employee assistance programme

et cetera

employee wellness programme

cognitive behaviour therapy

critical incident stress

critical incident stress debriefing

critical incident stress management

could not attend

draw-a-person test

did not arrive

for example

frequently asked question

fee for service

full service

general practitioner

human immunodeficiency virus

human resources

International Statistical Classification of Diseases
and Related Health Problems, 10th revision

identification

that is

intelligence quotient

kinetic family drawing

late cancellations

Micro Finance Regulatory Council

Millon Adolescent Clinical Inventory

Minnesota Multiphasic Personality Inventory

mental status examination



N/A not applicable

p. page
PF Personality Factor Questionnaire
PTSD post-traumatic stress disorder
RFC reason for call

SSAIS Senior South African Individual Scale
SFT solution-focused therapy

SLA service level agreement

SMS short message system

SOuU statement of understanding

TAT Thematic Apperception Test

VCT voluntary counselling and testing
WAIS Wechsler Adult Intelligence Scale

© 2010 Careways (Pty) Ltd



1 Welcome

The Careways Group( her ei naf t er 0 wdlconees youiaS the E¥MP practitioner
(hereinafter c atd duradyhanicgamiyc\Weibelieve thaeaurovprking
relationship will be prosperous and fruitful.

Please note that all information contained on this orientation CD is copyright protected by
Careways. In the contract you signed with Careways, you agreed to protect the intellectual
property and not use, reproduce, distribute or sell any of the contents of this CD for your
personal use or for any other purpose than to render services on behalf of Careways.

Careways can take legal action against you should you breach the copyright laws.
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2 The Careways Group

To begin this orientation it is best to start with the company itself. To understand the company
is to know what you, as a practitioner, are part of and where you fit in.

2.1 What is Careways?

Careways is a company that delivers tailor-made, integrated solutions designed to promote

the emotional and physical wellbeing of corporate workforces. We ar e Sout h Africabds |
provider of psycho-social and on-site healthcare services.

Careways is a comprehensive and integrated solution provider. The Company has the ability
to provide a one-stop solution addressing psycho-social, lifestyle and medical aspects.

Carewaysd s s ol ut i o sedand pesonalised serwicei No one client will receive the

same off-the-shelf solution.

All components of care are available through all the channels, namely telecare (Service

Centre, and electronic-based care), in-person and group sessions.

2.2 What are the aims of the company?
Carewayso0 sision is to be the provider of choice of wellness support solutions in southern
Africa and to be acknowledged for the relevance of its technology and expertise on a

worldwide basis.

The mission of Careways is to provide integrated and comprehensive wellbeing solutions to
target populations within organisations, thereby:
1 Contributing to the business effectiveness of these organisations

1 Improving the quality of work and life of the people working for them.

The values of Careways are aimed at optimising work and life through:

Diversity (relevance, empowerment)

1

1 Excellence (professional, learning and evidence based)
1 Logic (experience, business model and implementation)
1

Magic (innovative, dynamic, integrity, zest and care).

© 2010 Careways (Pty) Ltd 4
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3 What services does Careways render?

Careways has several service options for the clients to consider:

3.1 Executive health consultations
Sustained high performance is perhaps the largest challenge executives have to face and
dealing with personal health and related matters on behalf of the company is a crucial

component of their success.

Careways has designed a comprehensive wellbeing solution to address the physical,

emotional and lifestyle management needs of the executive.

The outcome of these services is to:
1 Identify risk associated with the physical, emotional and lifestyle functioning of these
key individuals
9 Provide suitable resources to manage the identified risk as well as facilitate strategies
to improve the wellbeing of these executives

T Facilitate the executivebs decision making abou

3.2 Insurance medicals

Careways provides a risk screening service to a number of insurers. Careways Service Centre
is contacted to coordinate the visits of nurse practitioners to the workplace or at home. These
short medicals are done for either insurance purposes or to support decision making

regarding the management of the quality and cost of care.

3.3 Health days

Mass screenings are provided at the workplace:
I To establish the health profile of the workforce to plan and manage future wellbeing
initiatives
To create awareness of the importance of a healthy lifestyle
These know-your-status campaigns can include measurements of blood pressure,

diabetes, cholesterol, stress, body type, lifestyle practices and VCTSs.

© 2010 Careways (Pty) Ltd 6



3.4 Voluntary counselling and testing (VCT)

Careways does VCT testing at companies so as to:

1 Identify people who are HIV-negative in order to reinforce change in risk behaviour,
thereby reducing the risk of contracting HIV

1 Identify those that are HIV-positive also to modify risk behaviour and thereby reducing
transmission of HIV
Provide access to preventative treatment
Identify HIV-positive employees for the purpose of providing them with the option of
early access to medical care and ongoing emotional and social support.

3.5 Financial wellbeing consultations
General financial wellbeing advice can be defined as direct client intervention where
Careways will only communicate directly with the client (no external parties will be contacted,
challenged or consulted). Employees can access this facility via the Service Centre, Website,
e-mail or their HR department. This would include the following services:
1 Providing information to the client for financial decisions based on financial calculations
1 Providing assistance on drawing up budgets
1 Providing advice to individuals on a step-by-step process of addressing their over-
indebted situation
1 Inspecting debt documentation to identify irregularities based on the Usury Act,
Exemption to the Usury Act, Debt Collectors Act and MFRC regulations and advising
the client accordingly
1 Providing guidance onwhatthec | i ent 6 s st eps should be in chall
directly.

3.6 Legal wellbeing consultations

A telecare service run by qualified and experienced in-house attorneys who will provide

guidance and information on all legal matters is available 24 hours a day.
Careways undertakes to assist employees who have legal problems through the application of

an assessment, lifestyle or legal wellbeing advice and information and referral to a specialist

in the legal field.

© 2010 Careways (Pty) Ltd 7



A panel of practising attorneys is also available who will provide the client with a free initial 30-
minute consultation, should this be considered necessary. If required, the practising attorney
will draft one letter or make one telephone call to a third party.

3.7 Health and dietary information

In the case where an employee needs advice on any health issue or information on his or her
diet; Careways renders a telephonic service where a registered nurse or dietician will give the

employee the requested advice.

3.8 Training

Careways offers a number of workshops to companies depending on the need expressed.
Topics include stress management, conflict resolution, HIV and Aids, substance abuse and

parental guidance among other things.

3.9 Psycho-social and wellbeing consultations (EWP)

Employees and their immediate household members are able to access the services of
Careways for a wide range of personal and work-related problems that include emotional,
physical, mental and health issues. The outcome of these services is twofold, namely:
1 Providing proactive ways to improve and maintain physical, emotional, psychological,
occupational and social health and wellbeing

1 Identifying, assessing and intervening with troubled and at-risk employees timeously.

The employees are able to access wellbeing services via:
1. Self-referral, whereby an employee calls Careways Service Centre for an appointment
2. Informal referral, whereby an employee receives a recommendation for wellbeing
consultation from a manager or supervisor
3. Mandatory referral, whereby it is required that the employee make use of the
wellbeing facility as a result of a work performance related issue, for example testing
positive for drugs or alcohol, being absent without leave, or a drop in work

performance.

Whenever a client accesses the employee wellbeing programme (EWP), Careways will assist
the caller in scheduling a face-to-face appointment with one of our practitionersi n t h e

local community.

© 2010 Careways (Pty) Ltd 8
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Carewayswi | I ensur e t holerhs ate theroughly aseesseddaad bpef solution
focused intervention (typically 1 to 8 sessions per case) is provided.
1 Wellbeing services will be offered for all personal and work-related problems including,
but not limited to:
o0 Personal and family crises or emergencies
Interpersonal difficulties
Stress
Job or career issues
Bereavement
General emotional difficulties

HIV and Aids wellbeing intervention (pre- and post-test counselling)

O O O o o o o

Substance abuse wellbeing intervention(hamely assessment, motivation for in-
or out-patient treatment, after-care programme, reintegration into the workplace
and relapse prevention)

o0 Referral outside the EWP will be made when longer term or in-patient treatment
is required. When a referral has been made, Careways practitioner will follow
up by contacting the client to ensure that a solid treatment match has been

made and that the client is satisfied with the referral choice.

3.10 Critical incident stress management (CISM)

Critical incident stress management (CISM) is the comprehensive approach to managing
critical incident stress (CIS). Included in the comprehensive approach to the management of

traumatic stress by Careways, are these components:

3.10.1 Critical incident education

Critical incident education is provided to an organisation prior to an event. This includes two
components, namely consultation with management and training sessions for employees and
management. A needs assessment is conducted to determine the client organisation6 s
potential risk for a critical incident and encourages the organisation to develop a critical
incident policy and a CISM plan. Training for management and employees should include

normal post- trauma coping skills.

3.10.2 Defusing
Defusing (and critical incident stress debriefing) normally follows a specific telephonic request

from a client organization after a critical incident has taken place. Defusing is a short version

© 2010 Careways (Pty) Ltd 9



of the more formal debriefing process and is usually performed within a few hours of the
critical incident. It is typically informal and supportive. There are three segments:
1 Section 1: Brief introduction in which the guidelines for the process are described
1 Section 2: Discussion of feelings and reactions in relation to the incident
1 Section 3: Summary and normalization of reactions where suggestions are given

regarding coping strategies.

The goal is to defuse the impact of the event and assess the needs of the group. The process

is brief (usually 20 to 45 minutes). A full debriefing can occur at a later time if indicated.

3.10.3 Critical incident stress debriefings (CISD)
Critical incidents may fall into many categories but, in the context of EWP, there are two main
categories; personal CISD and occupational CISD.

The critical incident stress debriefing model addresses employees affected by the traumatic
incident at the work site. The premise is that by participating in the debriefing immediately
following the incident, the employees will be able to resolve the trauma more quickly and the

potential for delayed stress reactions will be reduced.

A base line of the critical incident model is that all people involved with the incident need to be

included in the debriefing services.

An affiliate is sent to the worksite to conduct a CISD session.

© 2010 Careways (Pty) Ltd 10



4 Where do | fitin?

As a practitioner of Careways, you will be delivering the following services: psycho-social and
wellbeing consultations or sessions and CISDs. The Care Centre will refer any client for face-
to-face wellbeing sessions to you. It is extremely important to remember that you are the
face of Careways and should uphold Careways6 s name a c Carewdys expgetty .
the practitioner to render a professional and a confidential service. When clients visit the
practitioner® office, they think that they are visiting Careways. Thus, as a Careways
practitioner, you must view yourself as a Careways Representative, not a therapist in private

practice, when consulting with a Careways client.

© 2010 Careways (Pty) Ltd 11



5 EWP focus

The EWP focus has the following as main factors to take into account:

5.1 Dual client relationship

The practitioner must always keep in mind that he or she is serving both the client and the

employer at all times. The EWP simultaneously serves the employer and employee by helping

the employee in a confidential manner to resolve personal problems that may impact job

performance. Likewise, it serves both the employer and the employee by providing

management feedback on managing troubled or problem employees. The focus is on

ensuring that the empl o\atteedanse nua ahvagshemaaimtaimed.a nd wor k
EWP interventions are viewed as an essential component of the business processes. The

practitioner thereby engages with a dual client relationship, namely the individual client as well

as the awareness of the cl i &Mithindhs coatextrofptrieddual pr oduct i v
client relationship a more deliberate therapeutic intervention is required so as to produce

change or action leading to solutions.

5.2 Confidentiality

Confidentiality is the cornerstone of the EWP and is treated with extreme conscientiousness.
Any breach of confidentiality places the entire EWP in jeopardy. Clients should have every
confidence that their privacy is protected within the limits of the law. All requests for disclosure
or clinical records should be reported by the practitioner to the Quality care consultant at
Careways. The &onsent to Release Informationéform (see Annexure A) must be signed
before any feedback will be given. Feedback should always be done through the Quality care
consultant at the Careways Care Centre. There should be no contact between you as the
practitioner and any manager, family members and/or third party. If a situation like this should
arise, the practitioner should give the contact details of the third party to the Quality care

consultant to contact.

5.3 EWP as a management tool

Client organisations contracted with Careways view the EWP as a management tool in the
sense that the EWP should assist the manager to deal with a problematic employee in the
workplace. Managers do not necessarily have the time and/or expertise to deal with an

empl oyeeds personal problems. The expectation is t
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the employee to return to the workplace and that he or she will be productive and motivated

again. Although Careways does give limited feedback regarding a case to the manager, with

the consent of the employee, no contact will be allowed between the Practitioner and the

empl oyeebdbs manager. All f Quwldylcarechnsutdanta | | be done via

5.4 Assumptions of therapy within the EWP context

Traditionally therapy has focused on the past, sea
the presentsymptoms experienced. A current Omegatrendb6 i n
away from explanations of problems and pathology towards solutions, competencies,
capabilities, resources and strengths, a n cheré anénowd as expressed in social

constructionist theories.

Furthermore:
1 Therapy is viewed as a means to a solution, not an end in itself
1 A small change can be sufficient and can generalise to beyond the immediate problem
1 Clients are encouraged to practise behaviour outside of sessions. The use of
homewor k tasks maximises thkekeapeanhi sessmendpent
facilitates a continuation of the wellbeing dialogue
1 The therapeutic focus shifts to what is possible and changeable for the client. In this

way the emphasis is first on behaviour management and then character change.

5.4.1 Brief therapy
It is very important to maintain an EWP focus in your intervention with Careways clients. The
interventions within the EWP seek resolution of problems in living rather than basic character
change. The emphasis is on working with the existing skills and resources, and to address
knowledge and skill deficit. The process involves the setting and maintaining of realistic goals
that are achievable. It requires active and direct participation of the practitioner to provide
structure, interpret behaviour, offer suggestions and assign homework activities so as to allow
the individual to practise behaviour change outside of the EWP environment. The practitioner
has to focus on a workplace intervention. It must always be kept in mind, how the problem
(whatever it may be) is influencing the clientos p
important to do a thorough screening of the following factors with every client:

1 Productivity T how it is influenced by the presenting problem

1 Attendance i how it is influenced by the presenting problem

1 Substance abuse i screen to see if it is present

© 2010 Careways (Pty) Ltd 13



9 Suicide risk and/or harm to others i screen to see if it is present.

It is important to remember that the employer is offering this service to its staff with the view of
improving productivity; thus results need to be seen.

Although time rationed EWP sessions may not provide sufficient time to assist clients to
rebuild new personality structures, it is often adequate to help meet the challenges of many, if
not most, of the issues that prompt them to seek outside assistance.

The maximum amount of pre-approved session is determinedbyac ompany 6s choice of

contract (see section 7).

Assumptions of solution-focused therapy (SFT)

1 Clients have resources

Change is constant

Small change leads to big change

The therapist dsorigtensifychdange t o ampl i fy
All goals are identified by the client

There is no ONE reality; different views are valid

= =4 4 -4 -a -

The therapistodos focus is on what is possible

Some SFT techniques

SFT has been referred to as a model of questions governed by three rules:
N § itds not broken, donot fix it
1 Ifit works, do more of it

9 I f it doesnot wor k., do something different

Problem-free talk
Problemtalk (,e.t al ki ng about the problem) fills the clien
constantly used to describe the difficulty. The role of therapy is to assist clients to recognise

what they want versus what they do not want. The goal of SFT is to ask questions that do not

elicit problem-saturated talk but explore the exception to the problem.
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Exception questions

Asking questions about exceptions Thesetuesionpr obl em e

explore when the problem does not occur, or occurs less often.

Why now? question

&hat makes it important for us to be discussing this problem now rather than two weeks
ago?6

Thed why muestidh&eeks to identify the precise moment or event or thought that
triggered the decision to seek help and in this way; it identifies EWP intervention leverage to
encourage change.

Scaling

Scaling questions rank and estimate possibilities and help to create a platform for exceptions.

For e x a madcae frondlQaeil0, how badly is the problem affectingyour| i f e ? 6

Goals

Goals are expressed in terms of the presence of something rather than the absence of
something. Goals should be expressed as small, concrete, realistic, observable and

achievable.

Inside or outside question
Inside questionsex pl ore a clientds inner resources.
Examples:
1 @&midst this overwhelming problem,howd o0 you manage to sl eep or get

1 &hatgaveyouthe strength to come here today?5o

Outside questions are relational questions that explore external resources.
Example:

1 & hat would your daughter say that you are doing to try to solve thispr ob |l em? 6

Miracle question

The miracle question creates a possible picture of life without the problem, an exception to the

problem. It is a future-oriented question.
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Parameters of working within a framework of brief therapy

Although some suggestions of SFT techniques have been made, Careways does not

prescribe the way in which the practitioner conducts EWP sessions.

Irrespective of the theoretical orientation or preference of the EWP practitioner, developing a

way of work that is compatible with a brief therapy framework is needed. The following factors

needs to be adhered to:

Time-management of the referred event

1 The EWP sessions are limited in number and require the practitionerd s

respect for time

1 The EWP interventions are necessarily productive and require maximum benefit to the

client with the lowest practitioner time invested in relation to the cost invested by the

corporate client company

1 The EWP sessions are 60 minutes in duration, start and end on time, and occur

weekly
T The clientds presenting problem can be
o Eliciting the active collaboration of the client at all times, specifically pertaining to

o O O O O

the definition of the focal material needing resolution and the prioritising of other
needs to be addressed

Agreeing to a solution plan

Developing tasks or homework

Reviewing tasks or homework

Reviewing progress

Collectively deciding on matters that require specialised and/or longer-term

interventions.

Rapid establishment of rapport

f The practitionerds professional war mth

establishment of a working therapeutic relationship and are relevant at the time of

scheduling of consultations

1 The practitionerd s sensi tivity t o, -cuturalior gemdaroraaligosss

factors and willingness to work within unique contexts is essential in order to establish

t he O b e s-therdpisttrefationshid e nt

© 2010 Careways (Pty) Ltd
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9 Early orientation of the client on what to expect from EWP consultations facilitates
emotional safety and personal control

1 Transference issues are selectively not used as a therapeutic tool in brief therapy
models but, when routinely addressed upon early identification, the client-therapist
relationship is facilitated. Alternatively, the client can be re-referred to a more
compatible practitioner.

Clear and specific focus

9 Brief therapy models focus on interventions that address the target problem as
perceived by the client

I This sense of focus does not imply that other problem areas do not exist (either as
specified by the client or as identified by the practitioner) but rather encourages the
selective attention and selective neglect of the practitioner in order to channel the

clientds resources to a specific i ssolwtwmn and
to other life areas
1 To maintain this focus, the practitioner often needs to take a more directive stance in
the therapy session.
Encouragement of theclienté6 bei ng 6 BWPtsessiome o f
T The use of homeworktasksf aci | i t at es telofea dafined rangd obtaskspr act i s

and supports the client in improved functioning in one or more major areas in her or his

life

1 Tasks gi vwen wWeewrnbédisressi ons facilitate acti

undertakes to create change, the more confidence is created.

Inextricability of assessment and intervention

1 The assessment creates focus on a climate for change. It forms part of the wellbeing

intervention process.

Time limited solution plan agreement
9 The collective establishment of a timeline within which a solution can be realised
assists clients to remain focused and it identifies the benefits of moving towards a goal
1 Working with a clear solution plan conveys a sense of optimism, incentive and

perspective. The early determination of a termination date ensures that the wellbeing

© 2010 Careways (Pty) Ltd 17
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intervention process remains predictable, thereby creating emotional security for the

client.
Brief wellbeing intervention with Careways EWP encompasses comprehensive assessment,

brief, solution-orientated intervention, referral (if necessary), follow-up and quality care within
the context of the workplace.
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6 Attributes of an EWP practitioner

As a practitioner within the EWP you need to have the following attributes:
1 Comfort and skill in maintaining the dual client relationship
1 Understanding of the performance and productivity needs of employers and
acceptance of the work cultures of various client organisations
1 Ability to make workplace recommendations on handling the troubled or problem

employee

1 Expert knowledge, skill and attitude in assessment, intervention, referral and follow up

of substance abuse cases
T Expert knowledge, skill and attitude as a generalist practitioner for most problems of
daily living

1 Be comfortable to work within the brief therapy model.
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7 Service models and benchmarks

7.1 Service models within the EWP framework

7.1.1 Assessment and referral model (A&R)

This model provides 1 to 4 sessions to clarify, define and assess a problem. When
appropriate, the client is sent to a provider (private or community resource) outside the EWP
context best suited to respond to the assessed problem. This model relies heavily upon the
use of employer group medical aid benefits, private insurance or the availability of government

resources. All referrals must be supported by a signed referral document.

7.1.2 Fee for service (FFS)

This model provides for a maximum of 3 sessions only and no further sessions can be
authorised in the EWP context. Clients have the option to continue treatment on their own
medical benefits privately.

7.1.3 Full service (FS)

This model provides for brief solution orientated intervention, typically accomplished in 1 to 8
sessions, depending on the presenting problem. When specialised or extended treatment is
necessary, the client is referred to a provider outside the EWP. All referrals must be supported

by a signed referral document.

About 75% of clientsé problems can be resolved wit

c |l i e n tem$require ceferdral to some kind of treatment option outside the EWP.

Clients have the option to continue treatment on their own medical benefits privately.

7.2 Benchmarks
7.2 1 Scheduling of appointments
1 Routine appointment: See the client within 5 working day
1 Mandatory or formal referrals: See the client within 48 hours
1 Redflag:
0 Urgent: See the client within 24 hours

o0 Emergency: See the client within 4 hours.
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7.2.2 Loading of session notes

1

1
1
1

Routine case: Load session notes within 3 working days
Formal or mandatory referral: Load session notes within 24 hours
Red flag: Load session notes within 24 hours

CISD: Load session notes within 24 hours.

© 2010 Careways (Pty) Ltd

21



8 How does the referral process work?

The Careways Care Centre is a national call centre based in Midrand, Gauteng, managed by
clinically qualified and multilingual staff providing around-the-clock access to care.
Internationally benchmarked protocols and procedures manage incoming calls.

The Care C e nt highl§ sained staff:

1 Provide convenient access to care

1 Conduct risk streaming, that is conduct an initial assessment and develop a service
plan that is appropriate for the needs of the caller (i.e. immediate telephonic
intervention, referral for face-to-face wellbeing intervention in the local area, or referral
to other resources outside the programme)

1 Initiate care through the national networks of affiliated psychologists and social
workers and provide telecounselling when appropriate

9 Monitor the progress of care, to ensure quality care at all times (Quality care
consultant).

8.1 How employees access the service

Careways has developed a referral process that limits the paperwork and administration for
the practitioner. All our systems are as user-friendly as possible and we have a support

system in place should the practitioner experience problems.

The practitioner is also expected to keep to the benchmarks. Careways renders a service to
client companies and is expected to perform according to the timelines as negotiated with the

client companies. A full discussion of the benchmarks follows.

The services are available to employees and their household members. Eligibility for the
service is determent by the Service Centre. These individuals can either call, e-mail, fax or

SMS their request for assistance.
Self-referral

The employee decides on his or her own to call in to the Careways Care Centre for an
appointment.
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Manager informal referral

The employee receives a recommendation for EWP intervention from his or her manager or
referral agent. The employee agrees that feedback regarding his or her attendance will be
given to the referral agent. No personal information is disclosed.

Mandatory referral

The employee is required to use the EWP services because of a work performance problem.
This referral could be a condition for further service. Only process feedback is given (is the
client participating in the treatment, progress and suggestions for further management in the

workplace).

Practitioners must not give any feedback to managers directly. All feedback about a
Mandatory referral should always be channeled through the quality care consultant.
Should a manager contact you directly please refer him or her to your quality care

consultant.

The Careways Care Centre is divided into three levels:
1 Employee care consultants
1 Corporate care consultants

1 Telecounselling.

On contacting the Careways Care Centre, the employee will reach the first level in the Care
Centre called the @mployee care consultantd This level is responsible for allocating the call to
the right department (legal, financial and/or emotional services). In the case where emotional
intervention is needed, the employee care consultant does a basic risk assessment. This risk
assessment consist of four basic risk questions to screen for harm to self and/or others and
substance abuse. The risk questions are:

1 Are you at risk of harming yourself or someone else?

1 Are you at risk of being harmed by someone else?

1 Are there any conflict at work that you cannot safely resolve?

1

Are you using alcohol and/or other drugs to cope?

Shoul d t he e mmbbonyaryef treese sisk questiohs, the employee will be referred
to you the practitioner a s rauting referrald Always remember that the benchmark to have

an appointment in such a referral is 5 working days.
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I f an empl oyyesonany sf the nisleqliestions, the call will go through to the
second level in the Careways Care Centre called the @orporate care consultanté The staff in
this level are all qualified social workers, psychologists. The function on this level is to contain
any situation before the client gets referred to you as the practitioner. The staff at this level
also do an in-depth assessment to understand the nature of the emergency. Client referrals
that will be referred to you out of this level in the Careways Care Centre are drgent6 or
@mergencyd You need to set up an appointment for these types of referrals within:

1 Urgenti appointment within 24 hours

1 Emergency i appointment within 4 hours.

The corporate care services also manage mandatory and informal referrals. A manager will
contact the Careways Care Centre to refer an employee that might experience personal
problems that have an impact on work productivity and/or absenteeism. The corporate care
consultant will take all the referring details from the manager and contact the employee to
open a file. This is then referred to the practitioner as a 6 andatory referrald

1 Formal or mandatory referrals i appointment within 48 hours(unless exceptions

like, sick leave etc).

The third level in the Careways Care Centre is the telecounselling services. In attendance are
qualified social workers and psychologists(who are also classified as EWP practitioners) who
do telephone counselling with any client that cannot travel to a practitioners rooms or prefer

this as an option instead of face-to-face wellbeing intervention.

8.2 How affiliates receive the referral
A consultant from the Careways Care Centre will call the practitioner to refer a client. If the
practitioner is not available, an sSMS may be sent requiring the practitioner to respond whether
the case is accepted or not. A telephonic referral or sms will always be backed up by an e-
mail.

9 Practitioners are requested not to take calls during sessions

9 Practitioners should not contact the clients at their workplace. If you must call the client

at work, you must not mention that you are from the EWP or that you are a therapist.

We recruit practitioners in the numbers and locations necessary to meet contractual access

standards. Face-to-face appointments are available Monday through Friday during normal
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business hours as well as in the evenings and on weekends to accommodate client

schedules.

Practitioners always have the responsibility to indicate immediately via phone call or sms to
the Careways Care Centre their intention to accept or reject a client. The practitioner must
contact a client within 24 hours to set up the appointment. In the event that an affiliate
rejects a referral, the referring consultant must be informed immediately at the Care Centre so
that the client can be referred to another practitioner urgently. If an practitioner is aware that

an appointment is out of benchmark, please inform the referring care centre consultant.

The practitioner must try to contact the client three times to secure an appointment. If for any
reason the contact by the practitioner with the client does not result in an appointment, the

affiliate must notify the quality care consultant immediately.

After an appointment has been set up between the practitioner and the employee, the
practitioner need to let the referring care centre consultant know when the first appointment
has been scheduled. The practitioner can do this by either contacting the referring care centre

consultant or the practitioner can reply on the sms he or she has received.

8.3 Event importance

Clients have toll free access to care 24 hours a day, every day of the year. All clients

requesting referrals are assessed for risk and events are flagged according to assessed risk.

Red flag

1 Emergency appointments
Events posing a serious risk to life, for example suicide; require an appointment within
4 hours

1 Urgent appointments (red flag)
Serious events but with no immediate threat to life require an appointment within 24
hours. After the idiiltaig@®l cpgract&ienédrmusttpioiede the a
quality care consultant with information as to whether the client is contained or not

1 Routine appointments

Routine cases require appointments within 5 business days.
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Shoul d a routine case Ipeactiboner has atespersibifity ta

©
@)

notify the quality care consultant urgently. Uncontained cases are also escalated

for management and support from a quality care consultant.

8.4 Statement of understanding (SOU) (see Annexure B)

During the first session the practitioner must discuss the statement of understanding (SOU)
with the client and have him or her sign it. The practitioner must ensure that the client
understands all the points outlined in the SOU. The signed SOU must be kept in a safe place
for the legally required five-year period and may at any time be requested by the quality care

consultant and/or Team manager: Network care and Management.

The statement of understanding (SOU) describes the terms under which the EWP services
are provided to the employee, what the client can expect and is entitled to, and the scope and
limits to confidentiality. It is and should be regarded as both a clinical and a legal document.
Discussion of the SOU in the first session provides the appropriate framework for the EWP
intervention and protects the client, the employer, the practitioner and Careways. If the client
refuses to sign the SOU, the practitioner must terminate the session at that point. If the
client is in an acute suicidal or homicidal frame of mind, the crises should be addressed before

releasing the client. The quality care consultant should be informed immediately.

Issues addressed in SOU:
T Prepaid services by the employeebs company
Includes assessment, treatment or referrals
In the event of a referral, it is for the client® own account

1
1
9 Limits of confidentiality
9 Formal referrals

1

Cancellation agreement and policy regarding missed appointments.

8.5 Session notes
8.5.1 Benchmarks

For routine referrals:
1 Session notes to be loaded on iCare within 3 working days after the session.

Forfor mal or mandator-fyl ag@gdecasaeés: and o6red
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1 Session notes to be loaded on iCare within 24 hours after the session. The Benchmark
for feedback to the referring manager is 48 hours, thus the quality care consultant
need the session notes after 24 hours to be able to draw up the report within
benchmark.

Files are to be closed within 5 months.

8.5 2 Session utilisation and session requests

Most presenting problems should be contained and addressed within an average of 4 to 8
sessions. On receiving the referral an initial three sessions is provided. In your first session
notes there is space to indicate how many sessions you require. Sessions request is best to
done after the first session notes are completed. Should you require more sessions, you can
request isessienmedumstd AGsession request can be done from the client file.
Clinical motivation, as well as completed first session notes, is required before such a request
can be considered. The quality care consultant will allocate the sessions, limited according to
the client SLA and intervention solution plan (if necessary the quality care consultant will
conduct case discussion regarding solution plan with the practitioner).

8.5 3 Session notes

While often cumbersome and time consuming, session notes within the EWP context serve a
number of purposes. From the psycho-social practitioner6 s poi nt of view it
any other client, a method of record keeping. Should there be a query about a particular client,
session notes offer an easily accessible source of reference for this purpose, while it also

serves as a record for invoicing purposes. Secondly, session notes provide information on a
particular event, such as personal details, the initial assessment at the time of call and of the
wellbeing intervention in terms of the progress towards set goals and objectives. The writing of
session notes also provides an opportunity to verbalise your understanding of process (as
opposed to content) considerations of a particular session and to reflect on the dynamic

interactions you had with a client.

The quality care consultant manages events referred to you by Careways, and apart from
conversations with you about a particular client, the quality care consultant may in some
instances only have your case notes to refer to. Complete, comprehensive (not cryptic) and

coherent notes are therefore of the utmost importance as the affiliate case manager will use
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them to ensure that our affiliate network provide a quality service to the employees of our

client companies.

Refer to Annexure C (First session notes i emotional), Annexure D (Intermediary session

notes) and Annexure E (Event closure) for examples of the forms to be used.

The first session

Presenting problem and psycho-social detail

An assessment should start with the clientédés view
relevant psycho-social history detail. Clients need affirmation and validation of their view of the

world and therefore it remains imperative that you elicit this from them, irrespective of how

much prior knowledge you may have of the referral. Any presenting problem also has an

inevitable process of events that lead to the current state of affairs and these need to be

reflected in your notes. The history of a problem can vary and, if relevant, childhood

experiences should be included.

The miracle question

The miracle question is a further exploration of the presenting problem and: a) allows a client
to narrow down what is most pertinent in his or her life; b) prevents vague or diffuse
descriptions of problems; ¢) suggests the goal directedness of the therapeutic process; and d)
provides an opportunity for the client to consider the possibilities of her or his life without the

problem being present.

Work impact

As a work-based programme and management tool, within the EWP context, the impact on
work functioning of personal challenges or problems remains a primary assessment
screening. This prompt keeps the assessment contextual, can be used as an indicator of

progress and to provide feedback to the employer in the case of formal referrals.

Cultural or religious factors

We live and work in a diverse society and your knowledge of the cultural or religious context

within which a problem exists should be reflected in your notes. Although not applicable in all

cases, cultural and religious factors can play a role in precipitating and maintaining certain

problem behaviour. In this regard, factors present which impact on the therapistorc | i ent &6f it &

also need to be noted.
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Risk screens
The screens below are viewed as critical screens in standard practice as well as Careways
contractual commitment to companies to assist in managing risk:

1 Domestic violence or child abuse or sexual violence

1 Present risk of domestic violence

1 Self-harm or harm to others or ideation or suicide plan

1 Present risk of self-harm.

Emotional rating scale: This scale converts your answer into a statistic from which we can
draw reports for any particular client company indicating clinical effectiveness. It is important
that, should your client still be uncontained at the time of the case closure (if no remaining

sessions exist) that a clear referral plan of action is in place.

Emotional i mental status assessment
The mental status assessment questions review seven general areas of functioning and
provide an indication of the extent to which certain concerning behaviour and symptoms are

present.

Substance related

Within the EWP context early detection of substance abuse or addiction remains imperative
because of thework-b ased i mpact and cost to the employeeds ¢
and absenteei sm. Pl ease al so c onaddictbeinthdshnee empl oy e e
light. We require your assessment of substance abuse or addiction to indicate the quantity of

substance use, the recent increase in substance us

substance use on various life areas.

Inparticular , we strongly recommend that you obtain the
collateral information from family members should the substance use have a possible impact

on them.

Clinical formulation of a problem
A clinical formulation of a problem is not a psychiatric (DSM IV or ICD-10) diagnosis or a
restating of the presenting problem, but rather:

1 Your understanding of the current and historical context within which a problem exists
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1 Predisposing (family of origin), relevant factors or events fromthe ¢l i ent 6 s hi
past that may be contributing to the current presenting problem, for example, childhood
experiences (abuse) and learning in family of origin

1 Precipitating (trauma):

o Factors or events in the cl i entoderapyercent
counselling, for example, recent losses, escalating interpersonal conflict or
traumatic experiences

71 Maintaining (enabling) factors:

o Factors that are keeping the problem alive currently and preventing progress or
change, for example, limited insight and motivation, ongoing interpersonal
difficulties, functionality of symptoms or problem behaviours (pay-offs), enablers,
substance abuse (secondary to presenting problem), personality disorders or rigid
and limited interpersonal repertoires, resistance

9 Protective factors:

0 Those factors that can contribute towards a positive and constructive outcome, for
example, good support systems, previous positive experiences in therapy,
willingness to change, etc. Here we are also looking for prognostic considerations
T in other words, we would like you to make a prediction on the likely outcome of
therapy and on the relative success of interventions

1 The functionality of symptoms or problem behaviours (how do certain behaviours
@vorkofor clients, communication through symptoms)

1 Coping skills and resources (previous crises and outcomes)

71 Availability of and interactions with support systems (family, friends, colleagues,
community involvement, social isolation)

1 Prognostic considerations (motivation, insight, emotional maturity, commitment,

addiction, defensive operations).

A clinical formulation is the sense that you
integration of the dynamic interaction between the different variables that influence a person
and his or her behaviour, cognition and mood, which in turn would form the basis of your

working hypothesis.

Solution plan
Based on your clinical formulation, you need to develop a solution (therapeutic or action) plan

that is relevant, specific, achievable and measurable. Since therapy is a collaborative
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endeavour, the target problem(s) and goal(s) need to be discussed with the client and agreed

on by both parties. The target problem can be the presenting problem or what you, based on

your clinicalexperie nce and expertise, regard as probl ematic
fringe factors that are relevant to and impacting on the most obvious problems. Goals are not

the mere stating of therapeutic approaches or techniques or the obvious (d@narital counsellingg
@ognitive behBT§dOUrelti edr d p ydn efdamagementdhbdtthe 6 an g

end results that need to be achieved to ensure better general functioning or solving the

problem.

Example: The client presents with depression and feels used by others, taken for granted and
not appreciated
Target problem: Lack of assertion, poor boundaries

Goal: Appropriate expression of needs and feelings in different contexts.

Number of sessions

Although every case is unique and dynamic or evolving, you need to indicate the number of
sessions you would require to achieve the agreed upon goals based on your initial
assessment. Continue to explore the need for further sessions as you progress through

therapy. A session request may be completed should this be indicated.

Rather indicate the minimum as opposed to the maximum number of sessions as a) you can
always request more sessions and b) you should be able to justify this number if there is a
difference in opinion between yourself and the quality care consultant based on your

assessment.

Homework

Homewor k tasks need torogoafs bfitherépy. THeyarepften referedto p at h
as tinfbetweén sessiond , wh i c les on thehridf thdrapysprocess. Homework tasks

also keep the client actively involved in the therapeutic process and provide continuity

between sessions.

Example: In our example above, the client can be given a homework assignment to say noéto

demands from others.
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Referrral

When you refer a client to an outside agent (GP, psychiatrist, hospital, rehabilitation clinic,
etc.), please have at least one more session for follow-up purposes to ensure the referral was
successful and to determine the outcome of that intervention.

11 What is important to remember with regard to

session notes?

11.1 Clinical assessment and compulsory screens

11.1.1 Competent assessment

A well-designed, structured and thorough assessment is the foundation of effective
counselling. It helps the client focus on the most important problem to be resolved and helps
the affiliate to determine whether the problem can be solved within the EWP or whether

referral is indicated.

Accurate assessment can identify high-risk situations, such as substance abuse, child abuse,
domestic violence and sexual abuse. Without a thorough assessment these serious problems

frequently go undetected.

11.2.2 Compulsory screens
The term 6screend is used to indicate an i-niti al
depth evaluation. The following areas should be screened with each client.
1  Work and school functioning
Cultural and religious factors

1
9 Domestic violence, child abuse and sexual absue
T Self harm and harm to others

1

Substance abuse.

11.2.3 Safety Behavioural Risk Assessment (SBRA)

The SBRA provides the practitionerwi t h a pi cture of the clientds ¢
functioning. It provides a wealth of important information to the practitioner in identifying

problem areas and areas that require in-depth probing, determining whether or not the client is

an appropriate candidate for brief counselling, determining areas of emotional vulnerability,
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prominent defence mechanisms that must be considered and the therapeutic approach that is
chosen. The SBRA considers 10 categories: appearance and behaviour, speech, mood,
thought content, judgement, insight, attention or concentration, memory, orientation and

impulse control.
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9 Case management

Your quality care consultant is your contact with Careways. You can contact your
guality care consultant with any queries, feedback, question, etc. regarding anything to
do with Careways clients and staff.

The quality care consultan is responsible for supporting the practitioner with any task he or
she needs to do in order to render an excellent service to a Careways client. Once a client has
been referred to you, he or she gets allocated to your quality care consultant. The quality care
consultant is responsible for all activities related to that client.

9.1 First, Intermediate, and last session review

The quality care consultant is responsible for performing a random first-session, intermediate
and last session review. In this review, the quality care consultant will look at your
assessment, clinical formulation, goals and action plan. Depending on the need, your quality
care consultant may provide you with feedback in certain areas of your session notes. The
feedback is always aimed at ensuring that an effective service is being delivered and that in
the end the client has been assisted in resolving the presenting problem.

9.2 Sessions review

The gquality care consultant does sessions review (see Annexure F and G i First session -
case closure review). In this review he or she makes sure that the problem has been
addressed, the goals achieved and that the client does not need any further assistance. At
times the quality care consultant may provide you with feedback on the process.

9.3 Red flags

Feedback regarding a 6ed flagbmust reach the quality care consultant within the same day as
the first appointment. The practitioner must load the session notes within 24 hours after the
session took place. This will ensure that the quality care consultant can follow up with the

case within benchmark and can monitor the situation until the 6ed flagbhas been contained.
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9.4 Formal or mandatory referrals

Feedback regarding formal or mandatory referrals must be sent by the quality care consultant
to the referring agent within 48 hours of the session. Therefore the practitioner must load the

session notes within 24 hours.

The quality care consultant compiles a short, work-related report and sends it to the client
company. This report is drawn out of the session notes. It is vital therefore that session notes
for formal or mandatory referrals are loaded the same day as the session. The practitioner
must comprehensively explain what took place in the session and must include any relevant

work-related recommendations.

9.5 Complaints
The quality care consultant is also responsible to handle complaints concerning the
intervention of the practitioner. The complaints shall be handled according to Carewayso s
complaints protocol:
1 The quality care consultant will contact complainant and/or client to obtain all relevant
information directly
Practitioner to be notified of complaint
A telephone discussion will be held with the relevant practitioner regarding the
complaint; to investigate the complaint
1 The quality care consultant will draw up a report on the complaint and forward it to the
Team manager: Network Development and Management who gives feedback to
complainant

1 Appropriate actions will be taken should complaint be justified.
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10 iCare

Affiliates are contractually bound to load their process or session notes on the

Careways electronic system called iCare.

At the end of every session, you need to load the case notes on iCare. Practitioners should
keep an administration file as well for their own reference. Careways has the legal obligation
to keep confidential c¢clinical records of al
clients belong to Careways and in the event of any legal action taken, Careways will be
subpoenaed for the session notes. It is vital, therefore, to ensure that session notes are
comprehensive and clinically accurate so as to be legally compliant. Clinical information
entered by the practitioner also provides critical statistical information to assist in complying
with contractual reporting requirements as well as allows for the case management function to

take place.

10.1 What is iCare?

iCare is an interactive electronic system with which client files are registered and linked to
affiliates. The iCare system contains a database of:
1 All employees of organisations with which Careways is contracted to deliver EWP
services
A database of all contractual information
Clinical documentation

Protocols.

The interactive nature of the iCare system allows case management to take place at any
given time as well as tracking and monitoring 6éed flagécases. This enables support to the
practitioner in managing the case. This is a confidential system, which is role based and
password protected. iCare is also protected by firewalls and the necessary access procedures
to protect client confidentiality. The iCare programme has a reporting capacity that allows for
statistical data to be provided to client companies. It also allows for the identification of clinical

trends and utilisation information.
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10.2 How do | use iCare?

iCare can be accessed through the Internet by means of the following address:

admin.healthfirst.co.za/admin

(Note:Donotp ut  dowhttpd@dbefore or above the Web addresses)

Important to remember when using iCare:
Only click once. A double-click can cause the system to throw out an error message.

Wait until every page is fully functional before you move on. Moving too fast may cause
information loss.

Once you enter the site, it will look like this:

3 iCare - HDLive - Microsoft Internet Explorer provided by The Careways Group - ﬂlll
File Edit “ew Favorites Tools Help | G,
daBack ~ = - (2 at | Qhsearch  [GFavorites  Meda (# | By S -5
Adress (€] bitps:facmin healthfirst, co.2afadmin] =] #e |L|nks »
Powered b
Careways System Management 0

THE CAREWAYS GROUP

I *#:#4 Walcome to our new much improved iCare 2005 *** i

Provider Administration

i Healthfirst Content Registrations
> iGare Zone J H sz MMJ

Reporting

Reporting Zone J

Healthwise® Knowledgebase

Healthwise Login J

Available Websites

To wiew the websites login to any of the zones and dick on 'Main Mend'

|@ https:ffadmin.healthfirst.co. zafzone/provider/default, asp ’_ ’_ ’—g |. Internet

Click the button that says iCare Zone.

The next screen will look like this:
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a iCare - Microsoft Internet Explorer provided by The Careways Group

File Edit “ew Favorites Tools Help

=] x|
K
dBack - = - (D tat | Qzearch  [GFavorites Meda o | - S -
Address |@ https: {admin.healthfirst, co.zafzone/provider jdefault. asp j s |L|nks &
Careways System Management

Powered by

iCare Zone

B

THE CAREWAYS GROUP

Usermname: I
Password: I

Login

Mzin Administration Zane

|@ Done

’7 ’7 ’—g | ntermet

Enter your username and password provided to you by the network care (if you have

problems with this page, please contact the network care).

The next screen will look like this:

© 2010 Careways (Pty) Ltd

38



3 https://admin.healthfirst.co.za/zone,/provider/Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by T _&lx|

File Edt Wew Favorites Tools  Help | G,
daBack -~ = - (D e ‘ Dzearch  GelFavorites  @hMeda (% | = e |
Address I@ https:/fadmin.healhfirst.co.za/zone/providerProvider_admin_Frame.asp j G | Lirks **
iCare 2005 Zone

Menu

[servica Provision =] (1 not correct plesse update)

[etaims =] Minon Beckster

|3Ms || v| Mobila Number:|[ 0532380841

E-mail Addressi|[moosthuizen@carewaysaroup, com

[rverofte -] Longuagesd Englh

[tlient sLA's Work Area 1:[ABBOTSFORD; JOHANNESBURG) Gauteng

|Documen‘s Did we receive your contract ;| ves

[Fag's

[Main Menu

[Log-off

Mo. Date thori: i b P e i b MNanme Affiliate Awailable Sessions Options

® healthwise® J

bbbl

G) No. Date Authorisation  Importance Intervention Member  Affiliate Available Options
Number- Name Sessions
Tue Careways Grour
1 16-07- 00011-0297700- Routine Ernctional [F2F - Miss Minon 1 ; |V|ew
2007  20070716-0 FS) - Full Service Mariaan van Beckster ADCEpt REIED‘ Detail
Merwe

I

=] l_l_ ’—g # Internet

This screen will show you all your unaccepted and new events.

For unaccepted events
Accept the event by clicking the Accept button. You can also reject by clicking the Reject

button (if you reject a case, make sure that you notify the consultant in the Careways Care
Centre via a phone call).

The file will automatically go to your new events and will look like this:
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File Edit ‘Wew

dmin_healthfirst.co.za/zone/provi

Favorites  Tools

Help

‘Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by The Carew.

= Back -~ = - @ al ‘ @Search (3] Favorites @Med\a Qs | %- =) - E

Address I@ https:/fadmin.healthfirst,co,za/zone/providerProvider_Admin_Frame.asp

j G |L|nks &

iCare 2005 Zone
Menu

[service provisian [=]
= 5]
[sms =]
[yeofie ]
[tlient sLA's

[pocuments

[Fag's

[Main Menu

[Log-off

o
e T Arrwedgebise.

©

THE CaREWAYS GROUP

Welcome Minon Beckster

Your Critical Information gf not corect please update)

Minon Beckster

Mobile Number:|

0832960841

E-mail Address:|

moosthuizen@carewaysgroup, com

Languages:|

English

Work Area 1:

ABBOTSFORD; JOHANMESEURG: Gauteng

Did we receive your contract 2:

Wes

New Events

No. Date th p e b Affiliate
Number Name
i 16-07- 00011-0397700- Routine Emotional (F2F - Miss Mariaan Minon
2007  20070716-0 FS) - Full Service  wan Merwe  Beckster

Available  Options

Sassions

1 Force Select View
Event Detail
closure

10.2.1 Viewing event details

Next to session Select is a button View Detail. Click on this button.
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a iCare - Microsoft Internet Explorer provided by The Careways Group

=101 x]

Event Detail for 00011-0397700-20070716-0

[Authorisation Number:|[00011-0297700-20070716-0 || Member:|[Misz Mariaan van Merwe

Client Company :||Medbank Group (EewWP) -
Medbank Group Ltd

Contact
details:

Telaphone
Waork: 0118474165
Mobile: 0222980241

Event Info

| Nu:”l

Client Company :||Medbank Group (EeWP) - Nedbank Group
Ltd, 00011 ,Gauteng

Mernber:”Miss Mariaan van Merwe

Event Date:|[2007/7/16

Event Importance: | | Routine

Elassiﬁcatiun:”EmpIc\',lee

Prnduct:”Ee'l.l'l."F‘

Reason for Call [ﬁategur!_.r:”Ethinnal [F2F - F5)

Primary Reason for Call :||E><tended Farmily Iszues

Interuentiun:”FulI Service

Ennsultant:”Mariaan Costhuizen

Affliates:||Mrs Mariaan COosthuizen @ 1,
Mrz Minon Beckster @ 1,

[ [ T | PR

a iCare - Microsoft Internet Explorer provided by The Careways Group

| Senior Ennsultant:”Lauren Cravis

|Ease Management Required at this point ?:”Yes

| Management Referral ? :||Nc|

| Initial Sessiuns:HS

| Remaining Sessiuns:llﬂ

Event Open?:||((Closed on 2007/7/17)
Reason for closing event:

fdhfFDIFHTQWDRT

* Initial Assesment: | |‘Ji e

Workfow:||Ernotional Counseling (Mew) (Verzion 9) Dec 27 2006
Z111PM

Link Event | Motesz | Remindears

Completed Sessions

Provider Input Session Date RFC DNA
Number Committed
Minon Ermotional - 1zt session 1 17-07-2007 Extended Farmily ]

Beckstar Izzues
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72} iCare - Microsoft Internet Explorer provided by The Careways o ]
Provider Input Session Date RFC DA ﬂ
Number Commitbed
Minon Ernotional - 1zt seszion 1 17-07-2007 Extended Farmily ]
Beckster Issues
Minaon Ernotional - 2nd zession 1 17-07-2007 Extended Family ]
Beackstar Iszues
Minon Ermotional - 2nd session 2 17-07-2007 Extended Farmily 1
Backstar Issues
Emotional - Clinical u} 15-07-2007
Assessment
Ermctional - Service u} 17-07-2007
Aszzessment
Emotional - Service u] 17-07-2007
Azzessment
Refer to Provider 0
No. Date Warning Setby
1 02- PEMALTY CLAUSES - w.e.f. 1 ©Oct 2006 there are numerous Penalty Clauses Cammy
10-  linked to our Service Levels, with Financial Penalties becoming effective if Orren
2006 we do not perform to standard, The Accesz and Clinical areas that are
affected are: - Answering 95% of Calls - Answering Calls within 20 Seconds
- Responding to Messages within 60 minutes - Scheduling appointrnents
within standard benchmarks for Routine, Urgent and Emergency
appointments - Giving feedback to Employvee / Manager within 2 busineszs j
davs renardinn the anmnintrneant srheduled - T80 - Aansite Arnnn

On this page you will get all the details on the case referred to you.
1 The authorisation number
Client company details
Client details
Contact details
Number of sessions
Service model
Thereferringcareconsul t ant i s teéfanheéedted as o6consu
The quality care consultanti s r ef | eecrtieadr acsomsul t ant o
Any notes added onto a file.

Company or individual warnings

= =4 -4 A4 -4 -8 A -_a -5 -2

Initial assessments and notes
10.2.2 How to load session notes

Click on close to return to your New Events window.

Click on Select (remember to only click once)
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seviceprovison _[[~]
>

73 Emotional Counseling {New) —- Web Page Dialog
Workdlow Steps
Workflow Steps

Click on Service Provision (on the left-hand side).

73 Emotional Counseling {New) —- Web Page Dialog

Workflow Steps
Workflow Steps

¥ Emotional First session (Reguired)
¥ Emotional Interrmediate session
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Click on Emotional First Session (on the left-hand side).

Emotional Counseling {New) -- Web Page Dialog x|
Workflow
wWorkflow Steps
Authorisation Number: 00011-0397700-20070716-0
Service Provision =
Workflow: Emotional Counseling (New)
vi{Emotianal Firsk seszion [Requirad)i
¥ Emotional Intermediate session step: Service Provision
Pre Authorised Sessions: 1
[service Assessment =]
Remaining Sessions: 1
Clase Page I Add Session |
Session /
Input 4 tance Description Committed | Date Action
Type Committed
Number
Protocol
Request Additional Sessions
Add Mew Member | Motes | SLA | Previous Interventions | Add warnings | View Warnings | Open Events | Remninders
| Completed Follaw-ups
Person Relstionships (Family Members] | Exercize Details | Allergy Details | Medication | Medical Histary |
Emnployment History | Update Member/Person Details
1] mr
https: /jadmin. healthfirst.co.zajzone/provider Modules fiCareWorkflow_Steps_Frame_0.asp?EYID=13137585haw=0 |' Inkernet 4

Click on Add Session.

Note: you can only add one first session in an event
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'motional Counseling (New)

Workflow Steps

Service Provision [~

¥ Ernctional First s2ssion [Required)
¥ Emotional Intermediate session

‘SEWi(e Assessment H - |

Close Page |

« | »

Workflowe: Emotional Counseling (New)
Step: Service Provision
Pre Authorised Sessions: 1

Remaining Sessions: 0

No Sessions Available
Session /
e e e Description Committed | Date Action
Type Committed
Number
protocol |1 ‘ jonal - 1st session ion: 6 False Please
| complete

Request Additional Sessions

Add Mew Member | Motes | SLA | Previous Interventions | Add warnings | View Warnings | Open Events | Reminders
| Cormpleted Follaw-ups

Person Relstionships (Family Members) | Exercise Details | Allergy Details | Medication | Medical History |
Ernployrnant Histary | Update Membar/Persan Details

https: /fadmin. healthfirst.co.zafzone/provider [Modules fiCarefWorkflow_Steps_Frame_0.asp?EYID=1513758&5haw=0

| nternet 4

Click on Please complete (on the right-hand side).

'motional Counseling (New)

Workflow Steps

Service Provision =

I» bx

Workflow|Emotional Counseling {New)

¥ Emotional First session (Reguired)
¥ Emotional Interrmediate session

Step||Service Provision

Function||[Emotional - First session

Protocol||[Emotional - 1st session (Session 1)

‘SEWi(e Assessment H - |

Close Page |

« | »

4 |

Did Not Amive ? [
Problam Datails - Service Provisioning

1. Problem Details - Please note: In the event of a formal referral, report clearly on: a) Presenting problem b) client's
the pracess. c) Way forward (number of sessions plannad and date of next session] as well as external referrals plann
recarnrnendations &) Return to normal duties (where person was taken off narmal duties)

‘WARNING: The iCare Online session will time -out after 1 hour
WARNING: The iCare Online session will time -out after 1 hour

2, Presenting Problem and Relevant Psychosocial Histary Detail

B

[

3. Miracle Question - Discuss: If vou went to bed and while you were sleeping a miracle happened and when you woke
problemn was gone and you felt quite satisfied with your life, what would be different? How would your spouse (partner, 1
know withaut your telling them?

|

4, Wark/Schoal Impact

[ Mene
[T absertesism
[T Tardiness

[T rcinsl re Bl mkinmhine

https: /fadmin. healthfirst.co.zafzone/provider [Modules fiCarefWorkflow_Steps_Frame_0.asp?EYID=1513758&5haw=0

4

| nternet
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Complete your session notes on this page. (Please note that the whole page is not visible in
this document.)

Please note: The system will time-out after 1 hour and your notes will be lost. Be sure

to complete noteswithinlhour . i Car e dosawbfacitity. have a

0

After having completed the session note, click on the Continue button at the bottom of the

page (if you do not press continue, the notes will be lost).

You need to wait until the next page is visible before you click on anything else. If you
do not wait your notes will be lost. Below is the page that needs to be visible before

moving on.

2 Emotional Counseling {New) -- Web Page Dialog x|

Workflow Steps

Service Provision H hd

Workflows: Emotional Counseling {New)
~ Ernctional First session (Required)

¥ Emotional Interrmediate session

Step: Service Provision

Pre Authorised Sessions: 3
[service Assessment =]

Remaining Sessions: 2

Close Page I Add Session I
Saession /
I e e Description Committed | Date Action
Type Committed
Number
| 7/17 /2007 |View
Protocol |1 i | - 15t session ion: 6 True 9:23:19 completed
| AM Session

Request Additional Sessions

Add New Mamber | Mates | SLA | Previous Interventions | Add Warnings | View Warnings | ©pen Events | Reminders
Completed Follow-ups

Person Relstionships (Farnily Members) | Exercise Details | allergy Details | Medication | Medical History |
Ernployrent Histary | Update Member/Persan Details

« | »
https: {{admin. healthfirst.co.zafzone/provider/Modules fiCarefworkflow_Steps_Frame_0.asp?EVID=1313758&5how=0 |@ Inkernet v

Thes cr e e n mues tompleted sessiondfor you to know the session notes have been

accepted. You can click on O6View Completed Sessi

completed session cannot be edited.
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Intermediate sessions
After you have seen the client for subsequent sessions, you can then continue to load your

intermediate session notes:
Click on Emotional Intermediate Session on the left-hand side of the screen.

2 Emotional Counseling {New) -- Web Page Dialog x|

Workflow Steps

Service Provision H hd

Workflows: Emotional Counseling {New)
~ Ernctional First session (Required)

YiEmgtional Intermediate seszioni . -
Step: Service Provision

Pre Authorised Sessions: 3

[service Assessment =]

Remaining Sessions: 2

Close Page | Add Session |

Sassion /
Input | tance Description Committed | Date Action
Type Committed
Number
Protocol

Request Additional Sessions

Add Mew Member | Mates | SLA | Previous Interventions | Add Warnings | View Warnings | ©pen Events | Reminders
| Completed Fallaw-ups

Person Relstionships (Family Members) | Exercise Details | allergy Details | Madication | Medical Histary |
Ernployrent History | Update Mermber/Person Details

4] |
https: {{admin. healthfirst,co.zafzone/providerModules fiCarefworkflow_Steps_Frame_0.asp?EYID=13137585how=0 |° Internet v

Click on Add Session.
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'motional Counseling (New)

Workflow Steps

Service Provision [~

Workflowe: Emotional Counseling (New)
¥ Ernctional First s2ssion [Required)

¥ Emotional Intermediate session

Step: Service Provision

Pre Authorised Sessions: 3
‘Sewite Assessment H - |

Remaining Sessions: 1

Close Page I Add Session I

Session [
Input | tance Description Committed | D3t Action
Type Committed
Number
Please [odify
Protocol |1 Emotional - 2nd session Version: 2 False Session
complete
Number

Fequest Additional Sessions

Add Mew Member | Motes | SLA | Previous Interventions | Add warnings | View Warnings | Open Events | Remninders
| Completed Follaw-ups

Person Relstionships (Farmily Members) | Exercise Details | Allergy Details | Medication | Medical History |
Ernployrnant History | Update Member/Person Details

« | »

https: /fadmin. healthfirst.co.zafzone/provider [Modules fiCarefWorkflow_Steps_Frame_0.asp?EYID=1513758&5haw=0 |° Internet 4

Click on Please Complete.

'motional Counseling (New)

I» bx

Workflow Steps

. — Workflow|[Emotional Counseling {New)
Service Provision =

¥ Emotional First session [Required) Stepj|Service Provision

¥ Ermotional Intermadiate sessian Function|[2nd and intermediate sessions - reccuring

Protocol |[Emotional - 2nd session (Session 1)

‘SEWi(e Assessment H - |

Did Not Amive ? [

Close Page | Second Consultation

1, 5: Subjective: Client(s) progress report on homewerk and solution plan o

B

-]

2, 01 Objective Obszervation - Current mental status

N

2, A1 Assessment: Progress toward treatment goals, process of session including intarventions dene, and any change i

4. Pi Plan for next session

o m | e

= Harmanae hd
1] | ol | JJ
A

https: /fadmin. healthfirst.co.zafzone/provider [Modules fiCarefWorkflow_Steps_Frame_0.asp?EYID=1513758&5haw=0 |° Internet
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Complete your second session on this page (please note, the full screen is not visible in this
document).
After you have completed the session, you need to click on the Continue button at the bottom

of the page.

You need to wait until the next page is visible before you press anything else. If you do

not wait, your notes will be lost. Below is the page that needs to be visible.

3 Emotional Counseling {(New) -- Web Page Dialog él

Workflow Steps

Service Provision [~

Workflowe: Emotional Counseling (New)
¥ Ernctional First s2ssion [Required)

¥ Emotional Intermediate session

Step: Service Provision

Pre Authorised Sessions: 3
‘Sewite Assessment H - |

Remaining Sessions: 2

Close Page | Add Session |

Session /

Input - _ Date _
Type |INStance Description Committed | =8 o Action
Number
7/17 /2007 |View
Protocol |1 Enmotional - 1st session Version: 6 True 9:23:19 Completed
AM Session

Fequest Additional Sessions

Add Mew Member | Motes | SLA | Previous Interventions | Add warnings | View Warnings | Open Events | Remninders
Cornpleted Follow-ups

Person Relstionships (Farmily Members) | Exercise Details | Allergy Details | Medication | Medical History |
Ernployrnant History | Update Member/Person Details

1 D
https: /fadmin. healthfirst.co.zafzone/provider [Modules fiCarefWorkflow_Steps_Frame_0.asp?EYID=1513758&5haw=0 |0 Internet 4

For all the remaining sessions, click on Add Session and Please Complete.
To request additional sessionsSestiokhsoénohhehei war
screen. Specify how many additional session will be required and include a clinical

justification.
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dmin_healthfirst.co.za/zone/provider /Provider_Admin_Frame.a
i Emotional Counseling (New) -- Web Page Dialog
4
: Workflow Steps
i
M| |containment I~
¥ Ernctional Containrnent - Telecounseling
[ ¥ Euvent Rafarral
[ Sarvice Drovision ” -
¥ Ernctional First sezsion (Required]
¥ Ernctional Intermadiste session
N
IS ? |Sewice Assessment ” - ‘
l Close Page
4] e

Workflow

Authorisation Number: 99999-0465058-20071218-0
Workflow: Emotional Counseling {New)
Step: Service Provision
Pre Authorised Sessions: 4

Remaining Sessions: 1

Add Session

put |Session / -~
P! Instance Description Committed 2 Action
Type Committed
Number
12/19/2007 | ¥iev
Protocol |1 Emotional - 2nd session Yersion: 5 True completed
8:40:49 AM :
Session
Modify
2 Emotional - 2nd session Version: 5 False Please ||o ) cion
complete
Number

Request Additional Sessions

Add Mew Member | Notes | SLA | Previous Interventions | Add Warnings | View Warnings | Open Events | Reminders
| Gormpleted Fallov-ups

Person Relstionships (Family Members) | Exercise Details | Allergy Details | Medication | Medical Histary |
Ernployment History | Update Member/Person Details

https:{fadmin.healthfirst. co. zajzone/provider/ModulesfiCare workflow_Steps_Frame_0.asp?EVID=147331&5how=0

| Trternet

i

|@ javascript:window . showModalDialog{"Workflow_Steps_Frame_0, asp?EWID=147331&5how=0', null,'dialogHeight : 700p::; disloghwidth: 1 000p:x;c
J Inhnx - Microsaft ... | Report

HRstart || ] @ G0 B B

’_ ’_ ’—g | Internet

Case closure

Once all your session notes have been loaded on iCare, you can close the file.

| B cirical impression .. | &Login - Microsoft 1. ||@https:f/admin.h... [(VEG 0@ sazam

If you have utilised all the sessions, click on Service Assessment on the left-hand side of the

screen.
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73 Emotional Counseling {New) —- Web Page Dialog

Workdlow Steps

Workflow Steps

¥ Service Assessment (Required)

Click on Service Assessment.

73 Emotional Counseling {New) —- Web Page Dialog

Workflow

Workflow Steps

Authorisation Number: 00011-0397700-20070716-0

Workflows: Emotional Counseling {New)

Step: Service Assessment

Pre Authorised Sessions: 3

Remaining Sessions: 0

Fequest Additional Sessions

Add Mew Member | Motes | SLA | Previous Interventions | Add Warnings | View Warnings | ©pen Events | Reminders
| Completed Follaw-ups

Person Relationships (Farmily Members) | Exercise Details | Allergy Details | Medication | Medical History |
Ernployrnant History | Update Member/Person Details
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Click on Please Complete on the right-hand side of the screen

2 Emotional Counseling {New) -- Web Page Dialog

x|
|
Workflow|[Emotional Counseling (New)
Workflow Steps Step||Service Assessment
Function||Service Assessment
[service Provision =] - =
Protocol |[Emotional - Service Assessment
Service Assessment =
¥ Service Assessment (Regquired) Emotional - Post Event Assessment
1. select the Treatment Dutcome
| select = |
Close Page | 2. Doas this problem still affact the main membars functioning atwork?
Does this problem still affact the . . .
in merbers fanc tioning ot uar? | EXPIain why ||C||ent Improvement Rating
| Select =1
2. Clinical findings and place rec dations (Where appropriate)
4. Where appropriste can member resume normal duties?
ves O no O
5. Did you refer the indivi for other i jons outside the EWP?
|Did you refer the indivi for other i ions outside the EWP |[Te whom? (eg rehab, GP, Psychiat
ves O no O

Provider: I Mrs Minon Beckster vl

4

Continue == I
. Bl R A . . .. . .
https: /jadmin. healthfirst.co.zajzone/provider Modules fiCareWorkflow_Steps_Frame_0.asp?EYID=13137585haw=0

|0 Internet

B

Complete the case-closure session and click on Continue. Your case is now closed and you
can claim for the sessions rendered.

If you have not utilised all sessions (e.g. client dropped out), or you did not utilise the full
amount of allocated sessions, go to the New Events or Open Events screen and click on

Force Event Closure and complete the screen (the same screen as above will appear).
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dmin_healthfirst.co.za/zone/provider /Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by The Car _&lx|

File Edt Wew Favorites Tools  Help | G,
HBack -~ = - @ e ‘ @Search [l Favorites @Med\a Qs | %- = - E

Address Iﬁj https:/fadmin.healthfirst .co.za/zone/provider[Provider _Admin_Frame.asp j @Go |L|nks &
iCare 2005 Zone Welcome Minon Beckster

Menu

[servica Provision =] Vour Critical Information of net comec please update)

[etaims =] Minon Beckster

|SMS ” v| Mobile Number:|(D532960841

E-mail Address:|[moosthuizen@carewaysgroup,com

[yeofie ] LanguagesdEng ih

[tlient sLA's Work Area 1:[ABBOTSFORD; JOHANNESBURG) Gauteng
i i 2z

[pocuments Did we receive your contract 2| [ves

[Fag's

New Events

[Main Menu

[Log-off
Na. Date tharisati P e i b Affiliata  Available  Options
Number Name Sessions
 healthwise® i 16-07- 00011-0397700- Routine Emotional (F2F - Miss Mariaan Minon 1 Force Select View
st Aakapebiss 2007  20070716-0 FS) - Full Service  wan Merwe  Beckster Event Detail

closure

©
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=] l_l_ ’—g # Internet

10.2.3 Adding a note to a file

Please note that this CANNOT be done when a case has been closed.

You can add a note to the client& file by doing the following:
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are - Microsoft Internet Explorer provided by The Careways Group

Event Open?:|[vas

* Initial Assesment:|/View

Workflow:|[Ermotional Counseling (New) (Version 9) Dec 27 2006

3:11PM

Link Event | Edit Affiliate and Senior Consultant | Motes | Reminders

Completed Sessions

Provider

Mariaan
Costhuizen

Session

Input
Number

Ermotional - 1st session 1

Ernotional - Clinical o
Assessment
Ernotional - o
Containment
Refer ta Provider o

Current notes:

Date

Commi
18-12-2007

18-12-2007

RFC DNA

child behavioral 0
prablems

x| @ |Links »

Hember
ame

r Alice
harnas

[Event search

ETra—
Err—
T
C—

[client sLA's

[pocuments

[Fag's

[Main Menu

[Log-off

| @ heatttnanse® | =

Affiliate

Mariaan
Qosthuizen

Available
Sessions

3

&
;astart”j 65|

AN )

J @Chmcal imp...

H) Inba: - Mic...I @Lng\n - Mic... | aLngin - Mic... I @https:,l’,l’ad... ”@il:are - Mi...

Click on Note (in the middle of the Completed Sessions screen).
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a iCare - Microsoft Internet Explorer provided by The Careways Group - |I:I|5|

Add a note 2
[Authorisation Number:|[00011-0297700-20070716-0 || Member:|[Misz Mariaan van Merwe
Client Company :||Medbank Group (EewWP) - Contact Telaphone
Medbank Group Ltd details: Work: 0118474165
Mobile: 0232960241

| Date NDbEd:”IZEID?;I |7 =117 =]

| Noted B‘J":”IMin-:-n Backstar

Heading: I

" gM5 ™ Note or E-mail —

Note: I-- Font Colour --;I -- 3

ecial Characters --;I

el

Put a brief heading and then put your notes in the open space. Click Add (you need to scroll
down and to the right to find the add button).
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a iCare - Microsoft Internet Explorer provided by The Careways Gi - |E||5| ;Iilil
| K2
j s | Links **
lessage to Affiliates: ||| ------ Massage not required ------ = |
to C ltant:| |- Message not required -—---- -
prage W Consultants| | =i b Affiliate Available  Options
ge to Seni - ame Sessions
""" Message not required ------ =
consultant:||| ° 9 = rAlice  Mariazn ] Farce Select View
hornas Qosthuizen Event Detail
il closure
Close Windaw | Print | Back
Heading Date Added Option
fghfghof Friday, August 03, 2007 Wiew
Test SM3 Monday, April 23, 2007 Miew
iCare Test SMS Monday, April 23, 2007 Migw
Test message Monday, April 23, 2007 View
test Monday, April 22, 2007 View -
Kl [+
[Event search |
forovier |
promer v ][]
[client sLA's |
[pocuments |
[Fag's ] |—
[Main Menu |
[Log-off |
® healthunse® | ha
[& ’—g # Internet
iﬂstart”J m = |_"$] ) |J @Chmcal imp...l H) Inba: - Mic...I @Lng\n - Mic... | @Lngin - Mic... I @https:,l’,l’ad... ”@icare - Mi... EQ%{%@E 1:28 PM

If you want to send the note as an e-mail, select the name of the person you want to sent the
note to and click Add. Your note will then be sent to the relevant person.

Please ighore the smMs function on this page as it is not for the use of practitioner.

10.3 How do | claim on iCare?

Log on to iCare . Click on Claims on the left-hand side of the screen.

10.3.1 Ad hoc events
Procedure for loading of ad hoc events (travel expenses)
1 Record the authorisation number (see the Events Detail page for this number) of the file
for which the travel expenses will be claimed
Click on Ad hoc on the left-hand side of the screen
Click Search
Enter the authorisation number (if you have not recorded the authorisation number, the

client ID number, first name or surname can be entered)
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¥ print Claims Scheduls
— |

Click Search

Once the file that you want to claim against has been retrieved, click Select
The authorisation number for the file will appear in the top line of the page
Select the rate ( eg travel kilometers)

= =4 -4 -4 -

Enter the date of the event:

For travel claims, enter the date that travel took place and enter the number of
kilometers travelled in the text box below
1 Click Submit.

Step-by-step procedure

Please note, travel claims are not claimed for automatically by the system. You need to
follow the following procedure to claim for them.

Under Claims, select Ad Hoc.

3 https://admin.healthfirst.co.za/zone/provider/Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by T

== x|
File Edt Wew Favorites Tools  Help

GBack + = - @D a ‘ @search  (EFavorites @iMeda £4 | B S - =

Address I@ https: | fadmin.healthFirst . co.za)zone provider fProvider_admin_Frame.asp

iCare 2005 Zone

j R |L|nks &

Menu
[service provisian [=] |
Claime = T [searche e [ clear event |
P Creste Claims Schedule
P edit Claims Schedule Rates| | Selack =1

¥ claims Paid
¥ Claims Unpaid

Intervention Date:|(|2007/7/17

|sms ” 'l Invoice Dates||2007/7/17

[werola 7] |
[tlient sLA's

[pocuments

[Main Menu

|
|
[Fag's |
|
|

[Log-off
® healtwrse’ J U
e [ susmit |
(O]
THE CAREWAYS GROUP
“ [ 8 @nemse

It must look like the screen above.
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Favorites  Tools

Help

dmin_healthfirst.co.za/zone/provider /Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by The Careways
File Edit ‘Wew

= Back -~ = - @ al ‘ @Search (3] Favorites @Med\a Qs | %- =) - E

Address I@ https:/fadmin.healthfirst,co,za/zone/providerProvider_Admin_Frame.asp

j G |L|nks &

iCare 2005 Zone

Ad Hoc Manual Entry

[main Menu

[Log-off

® healthwise®
ot W v wiedgabuse
©

THE CAREWAYS GROUP

|@ Done

Menu
[service provisian [=] 00011-0397700-20070716-0 Member: Miss Marisan_van Merwe |
Event
tlaims B2 searchs= [ clear event |
¥ create Claims Schedule
¥ Edit Claims Schedule Rate:|[4 - DHa =]
¥ Print Claims Schedule | I
¥ ad Hoe Amount: as
oo )
Claims Paid Intervention Dates|[2007/7717
¥ Clairns Unpaid
[sms =] Invoice Date:|[2007/7/17
My Profile - Client did not arrive| J
[tlient sLA's
[pocuments
[Fag's

|

[~ susmit |

[T (S @neres

Then click on Submit. Remember to print and keep a copy for yourself.
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3 https://admin.healthfirst.co.za/zone,/provider/Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by _&lx|
File Edt Wew Favorites Tools  Help G,
daBack -~ = - (D e ‘ Dzearch  GelFavorites  @hMeda (% | = e |
Address I@ https:/fadmin.healhfirst.co.za/zone/providerProvider_admin_Frame.asp j G | Lirks **
iCare 2005 Zone
Menu
|Seruite Provision || - | BEaEE e v

Typei|sd Hoc
Claims ” ~ Rate:|4 - DNA
¥ create Claims Schedule At |35
¥ Edit Claims Schedule Retainer:
¥ Print Claims Schedule iner Days
¥ #d Hoc Session /s
¥ Clairms Paid Authorisation Number:||00011-0397700-20070716-0
¥ Clairns Unpaid Provider:|Minon Beckster

|sms || v| client did not arrive 1
T
[tlient sLA's |
[pocuments |

Note

[Fag's |
[main Menu |
[Loa-off |

& .
mflﬁ-_'aﬁmf?e J Date Craated:||7/17/2007 11:20:27 AM
— Invoice:
Date Intervention:]7/17/2007

G) Date Inwoice:|7/17/2007

. Created By:|Minon Beckster
—
|&] pane ’—g # Internet

10.3.2 Claiming for closed files

Procedure for creating a claim schedule

1
1

Click on Create Claim Schedule on the left-hand side of the screen

Click on all the files that appear. You will see that the travel expense that you created
under Ad Hoc will appear here for claiming purposes

Click on Create Claims Schedule at the bottom of the page

If editing is required, this can be done before clicking on submit on this screen by
clicking on Edit Claim Schedule on the left-hand side of the screen

Whether editing has been done or not, at this point click Make Claim Schedule
Billable

The claim schedule will say Billable in red. This is the claim schedule that will be sent
to the Careways Finance Department

Click Submit at the bottom of the page (this is a vital step because if you do not
click Submit the claim will not be sent through to the Careways Finance Department)
A message will then say Claim Schedule Was Sent in red at the bottom of the screen.

Only when you see this do you know that the claim has been sent to the Careways
Finance Department
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9 For a hard copy of the claim, click Print.

Step-by-step procedure

Click on Claim and then Create Claims Schedule.

dmin.healthfirst.c

File Edit ‘Wew

Favorites

Tools

Help

ovider_Admin_Frame.asp - Microsoft Internet Explorer provided by The Careways

Gk - = - D it ‘ ‘Dhsearch  GElFavorites  {hMeda (% | B S - =

Address I@ https:/fadmin.healthfirst .co.zalzone/provider[Provider _Admin_Frame,asp

iCare 2005 Zone
Menu

[service Pravision

=]

Claims =
I—l': ¥ creste Claims Scheduls
¥ Edit Claims Schedule
¥ print Claims Schedule
¥ ad Hac
¥ Claims Paid
P Claims Unpaid
[sms =]

[oypofie ]

[client sLA's

[pocuments

[Fag's

[Main Menu

[Log-off

B healthwise®
A i i whdgeb i
(T

THE CAREWAYS GROUF

Welcome Minon Beckster

New Events

Your Critical Information qf not corect please update)

Minon Beckster

Mobile Number:|

0832360841

E-mail Address:|

moosthuizen@carewaysgroup, com

Languages:

English

Work Area 1:

ABBOTSFORD; JOHAMNESBURG; Gauteng

Did wa receive your contract ?:

ez

Mo new sccepted events exist requiring you to complete sessions for
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dmin_healthfirst.co.za/zone/provider /Provider_Admin_Frame.asp - Microsoft Internet Explorer provided by The Care:

File Edt Wew Favorites Tools  Help

HBack -~ = - @ e ‘ @Search [l Favorites @Med\a Qs | %- =

= E|

Address I@ https:/fadmin.healthfirst,co,za/zone/providerProvider_Admin_Frame.asp

j G |L|nks &

[main Menu

[Log-off

® healthwise®
ot W v wiedgabuse
©

THE CAREWAYS G

iCare 2005 Zone Unpaid Closed Events (Not on a Claims Schedule)
Menu
- = Add
[sorvco provison___|[+] o tember of - |[uthorzaton o amount|2 <
P ” *||Name . Number ¥ Claims
aims - Session
Schedule
P create Claims Schedule 1 Marizan van Merwe 17-07-2007 00011-0397700-20070716-0 194 194 r
¥ Edit Claims Schedule
¥ Brint Claime &chodule 2 Mariaan van Merwe 17-07-2007 00011-0397700-20070716-0 194 194 r
¥ ad Hec If a session is selected, all the sessions for the same event will be added to the claims schedule
¥ Clairns Paid
¥ Claims Unpaid Create Claims Schedule
[sms [=]
T —
[tlient sLA's
[pocuments
[Fag's

[T (S @neres

Make ticks under Add to Claims Schedule next to all sessions you want to include on your

claim.

Click on Create Claims Schedule.
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osoft Internet Explorer provided by The C

File Edt Wew Favorites Tools  Help

HBack -~ = - @ e ‘ @Search [l Favorites @Med\a Qs | %- =

Address I@ https:/fadmin.healthfirst,co,za/zone/providerProvider_Admin_Frame.asp

iCare 2005 Zone Tax Invoice

[main Menu

Menu
[service provisian [=]
; I Invoice Date: || 7/17/2007 11:105:43 AM | | [
clai -
Sl § Practice no /|
Invaice| .o g Company|| 000000000000
P Create Claims Scheduls Number: Y]
Registration:
¥ Edit Claims Schedule
: Print Claims Schedule Order forz |EWP services r - ‘
Ad Hoc References|[105/400 [ [
¥ Claims Paid I O ‘
¥ Clairms Unpaid "l = r ‘
[sms =] The Careways Group (Pty)
Ltd Minen Beckster
My Profile Iz‘ Invoice Toi||P.C. Box 31461 Invoice Fromi| Po Box 11915 Wisrda Park
Ky alami South
[tlient sLA's 1584
[Documents Tel Noi|[011 8474000 [ Tel Noi|| 0118474165
[Faa Fax Noi[011 S075888 [ Fax Nos|
FAQ's N

Attentions]| Clairns

[Log-off

Make Claims Schedule Billable

| <—|

® healthwise®
ettt r whedgebase

The sessions on the claims schedule cannot be modified after the status was made Eillable

No. fiember of FEr T o ate S amount
Sassion
ThE CarEways GRe 1 Mariaan van Merwe | 7/17/2007 9:114:00 AM 00011-0237700-20070716-0 124,00 1 124,00
2 Mariaan van Merwe | 7/17/2007 9:14:00 AM | 00011-0397700-20070716-0 194,00 2 194,00
3 Mariaan van Merwe | 7/17/2007 10:48:00 AM| 00011-0397700-20070716-0 194,00 2 194,00
4 Mariaan van Merwe | 7/17/2007 10: 00011-0337700-20070716-0 194.00 4 194.00
Total:|| 776.00
WAT: 14 o
Total Incl. ¥AT:|| 776.00

|@ Done

Click on Make Claims Schedule Billable.
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Click on Submit. Your claim has been sent.
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