


After completing this lesson, you will be able to:

Understand the call process utilizing the client’s telephone or any 
phone associated with the client.

Explain the different Call Reference Guides (CRG) available for use.



TVV is available as an alternate to the mobile (SMC) check-in/check-out 
process. TVV should be utilized in cases where SMC is not available (e.g., 
the device has not been charged, connectivity issues, because the device 
has not yet been delivered, etc.).

When using TVV, caregivers can call-in/call-out from any authorized phone 
number listed in the client record.

Agencies are assigned two toll-free numbers for their account.





Note: The specific steps of 
the CRG will vary based on 
your system  configuration.





In addition to the Call Reference Guide, a 
provider agency may also receive a Tasks 
and Services list (based on system
configuration).

These codes should be entered during the 
call-out call process.

Each item has a unique ID for entry on the 
call when prompted.



Multiple clients in the same home

• If a provider cares for more than one client in the same home (e.g. husband and wife), but not at the same time:
The caregiver calls in and out and enters the Client ID of the client receiving care at that time.

• If both clients in the home are receiving care, back to back:
The caregiver calls in and out for each client receiving care. The caregiver enters the Client ID for each 
client’s calls. A total of four calls are made for this type of visit. 

Multiple providers caring for a single client at the same time

• If multiple providers deliver care to a single client at the same time:
Each caregiver calls in and out for their visit, capturing the visit hours and service performed.

24 hour Live-In cases

• If a client receives 24 hour live-in care:
The caregiver calls upon arrival, then once each day around the scheduled start time (enters tasks 
completed for the previous day, if applicable) and calls when leaving at the end of the shift.




