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Appendix A- Raintree Enhancement Requests and User Frustrations

! consumers throughout the work day and find the process time . . |the system works as the consultant recommends that it
i _ consuming, with multiple steps to remember. It would be helpful if  |should.
the “guick list" search screen couid lead directly to various consumer
(information screens once the consumer ID is selected. ( It does)
.Scheduler module  The module that allows for scheduling staff into available dates and
: times and consumers into those appointments has gained a - _
reputation for being quite frustrating to use. Users reported having to A _ m
use & number of “works around” for years in order to do their jobs. S
They noted with some frustration that some of these issues are
known to Sound Data and have “been on the list for years” as o
requests for improvement, but apparently the issues have not been |
addressed. Sound Data indicated that a new and improved update
1o the scheduling system is scheduled for release this Fall. Some 9ﬂ
5@ current frustrations mentioned include:

+ 1. When scheduling a consumer for an appointment, even if : Y .
they know the consumer's ID number, they have fo go back 1. The ma‘.h description indicates that the person |
to the main search menu, enter enough identifying consumer . Teporting this has not been adequately trained in |
information {first and last name, or part of a name, etc}, find how to schedule an appointment. The full client
consumer in the displayed list, and then activate the search is imbedded in the scheduling module and:

) does not require a user to move out of the
scheduling module to schedule that consumer. Appointment Module to find the client.

~» . 2. Front-desk staff expressed frustration at havingto - 2. The user group reviewed this scenaric and
navigate eight {o nine screens in order to enter a new . concluded that this issue was also a training M
appointment. (User group determined this was a Training ~ issue for the person who reported this.

o issue) They describe a series of steps where they first enter
i " the appointment in the staff's calendar, then go back out to

: the search module, find the correct consumer, drill down to

: the area to schedule the appointment and then enter that

.3. ‘We are aware of this intermittent bug being
reported, but have not yet been able to identify
-the cause and solve it permanently. ttis being

|
_ i . consumer into the set up appointment. worked on.
| ¢ 3.Cne provider reported a known “bug” that causes a good 4. Each staff member is assigned a home pregram
_ deal of frustration and use of staff time to “work around”, " in the provider table. in the Appointment
. when new staff are added to the scheduler, they oftenhave | ° = Module, a staff can be listed in multiple programs,
- to close their whole session and restart Raintree tomake the |~ but when an event ticket is printed the system
. addition work. ~* - pulls the home program from the provider table
s 4, In the scheduler, each staff is assigned a “home” program - not the Appoiniment Module. There are technical
in the system but can't be assigned to more than one. This " and design reason that it was programmed this
causes problems because staff enters the clinical credentials - - way based on decisions by the steering group
" in the home program in the provider table but only have one " -when the system was implement. The user group
place to put in the program, however, some staff work in _ " has added this item to there list of possible
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Appendix A- Raintree Enhancement Requests and User Frustrations

* for them to train other staff on use of Raintree due to the use
-~ “of function keys and user interaction with entry screens.
- .- Training lssues

o & New siaff offer commonly heard feedback and
compiaints that the application uses non-standard
- functions that are frustrating fo learn. For example,.
.. the use of function keys rather than the jescape| and
- " |Enter| keys common o other graphical user
- interfaces. Some noted the inconsistent use of
-.various keys, where in some screens the |Enter| key
- .is used to advance to the next field, while in other
. screens the user nesded to use the down arrow, and
" in some, the user has to use mouse-click to navigate
to the next section. Training issue -

o 6. The |Tab| key is both used to advance to nex{ field
and to open a table at various fields. Again, nota
‘consistent use of interface functions.

ﬁ <<:m: viewing demographic screens, users complained
that when they were done, even if they had made no

-changes, they always get prompted about whether they

“want to abandon changes™? This can be confusing and is
annoying for users. Training lssue

8. Frustration was noted for various fields that are available
to enter data into but for which apparently Sound Data
specifies to not fill in certain fields. This has beceme a

training issue where staff has to remember to orient new
- staff on how o interact with certain fields. Screen

highlighting, comments, or some indicator of optional and

-required fields would aid in data entry.

9. There was a common theme among a number of nBSaQ

-agencies that in general, they found the screen layouts
.. “frustrating,” non-intuitive and often not iaid out in a way they

expected, for particular business functions. All screen

.. designs were approved by agency designated staff during

the design phase and all changes have been recommended

 and/or approved by current user group.
© 10. Some users reported that if they find 2 consumerin a

global search, in order to add them to their program for the
first time, they have to enter the consumer's demographic
informaticn again. Training Issue - Need example

The upgrade to fix this problem was implementing
info the production system on January 15, 2009.
In the previcus system the ESC key was used to
save or confirm, in Raintree the F10 key is used
to save orconfirm.  Most screens have been

“modified to allow movement upon any key. The

- User group agreed to review these concerns at
- their agencies to determine if it was training

- updated. At this point SD has not received any

.. --changed.
- Both Sound Data and the User Group could :oﬁ

0.
" what the problem might be. The basic design of
. Raintree moves data between VOA Access and

.. ‘prevent duplicate entry of demographic data.

- get more information.

fields. Use of optional fields is an agency policy

.This appears to be a repeat of item #1. Once

issues or if there were screens that need to be

feed back but will follow up again at the next
meeting.

. The members of the user group did not see this

as a problem but would check with their users to

We have tested and cannot replicate this
preblem. The only time the Abandon changes
option appears is when a data field has been

make a determination on this compliant with out
knawing which screens were being referred to.
All screens do have data checks for required

and specific workflow directed. _

again with out knowing which screens appear to
be problematic neither the User Group or SD staff
could assess the issue.

Without an example of this specific problem,
neither the User Group nor SD could determine

VOA Crisis screens to the Agency screens 1o

Appendix A- Raintree Enhancement Requests and User Frustrations_Lwith notes.doc

4% Revised: 9/0/2008  Printed: 2/4/2009



GO0TH/T PRI BOOT/E/G pasIAY 8/5

S0P"50101L (Il ] SUCHERYSILL] 195} PUR S1§3nbey IUSWBURTUT sanutey -V xipuaddy

oaoﬁ Syl
uo BulpusWwiwoosl sl Eﬂ_zmcg mE HmEs aINs 10U ale apA

2y} 9¥EBW C] JUNCIJE §,19SN 8U] 0] SO SMOPUIAA UM sabueyd
Joissiwiad,, jo Jaquunu abie| e axew o) sey uojeslidde ay)
Buieisul geys 1| ‘SUONBISHIOM JISU) U0 SO SMOPUIAA B} 01 S)yBl
- | SANBASIUILIPE SARY 10U OP SIBSN JSOLU 82UIs JBU) pajoU 0SB A8y
- 'sii@|gold
uoioaUUo2 Jo Ajieuonouny Bunooyse|gnosg ul niesh aq o) Boy
auyy ul papiacud uopeulous elep yBnous jou si ausy; ‘ Bo| Juans,
ue sey uoneondde ayy M jeuy) ples uoeoldde sanuiey sy
jo Butuonoun) eyy #ooﬁm_n:g BUE |[BISUI 1By} JEBlS || ._mv__:En_ .

* 'SUONEISYIOM
L0 QIBMLOS JUaID

'slasn pus 0} j9As| Aouabe syl 1B pelBEIUNLILIOS
Janeq aq 0) papasl sa|ni LoRoa.Los Blep

pUE sanss| AlLnoas Jey) ys; dnolg Jasn ay) aloLeq
palou sy algissod JoU § UDIDaLI00 Blep Jasn Aue 1o}
Mo|e 0] ssa004d U21eq, B O) PAADLI 8] PIN0CD WHISAS
sanuiey auy) 1ey) uondwinsse 8y SJUaLIWOD
snoinald Jo Jeadal B §f UOIBPUSWIWIODSI SIUL

‘Spouiall Q0D

Alenb pue E__mco_aoca m_n_mm_._ Buipiaoud yo [eusiod sy sey
s|u} ‘'sso00id Yaleq 2U) JO 3sn U} YyIm pajdnod ‘Isacalol
gsiwoldwoo gqeucseal e se Japlaold yoes Ag palspisucd
o aq pinoys sseoold B yong Biep snoauolla 8lalep
1o 1081109 01 Allge ABp swes, saey o) AYIge eyl paisanbal

$J8SN J0 198 B UISIA 8)15 Japiaoid auo Je ‘aaocqe pajou sy

_ ‘anss| BuiUIen & pasapIsuoD
. mp pINoo S1y | "ejep S19jep Jo abueys o) Yels Jayio Buipssu
U panoau) Alanonpodd jo §sof eyl o3 pasedwod Aousbe
Jisly) 0] SYSU |Y) suILLI}Ep puUE j8anbal 8y} m3lAsl pInoys
s18a140 AUNoas Jo ojos eu) usAlB yels Jepirold usyy ‘Japiacid
Aqg uonouny SIYL MOJIE ||iM SIeMmPOs S84 §I pue sieplaold

e Joj Aem Jeu) 18s Aleiiul s paisjus Asy; eep Buibueys

Jo Bunsjop wol) slasn sjusasid jeu Bupas Alunsas eyt g
-a|qejdsossuUn ,S|0UD JIPNE RIS,

2 YSII 8Ul SpEUI SIY] PUB "BIED [BOLCISIY USAS ‘Elep JaUo
Aue aBueyo o) s18sh 10} AlIKE 243 1043ue9 10U pinod Asy)
BOUIS SOYBISIU UMO JI9Y] 1021100 0} UEIS MO|[E JOU 0} papioap
pUB UoioUNy Syl pamaiaal pey Aeu jeu) pajou Jepiroid

~ Jsfue| sup "pabueyd sq ueo pue sbupes Aunoss Jo
[cJiuoD ayt sepun Agusiedde s Ajeuonouny siy) Aue ejep
Buunp spew SeYBJSILL UMO JI8U] 1081109 0} AJIiqeu) aU] JeAo
uonensny passaldxe Jeis Jisy) pue siepiaoid 16 Jsquinu

‘sp0dxe Apeam Ul (N U3 O3
10 syodxa Ajpubiu ul SHIN VHINSN 243 0} paniwgns usaq Apeslje aaey

18U esouyl pue Alieipaw 3uBnes ale Jey) sious Bulksy SIN aY3 03

_peonpoiul 8q UES Jey) siolie (o Buiy Joj suohenys mey € sle aley ]

eep
palajus jo Uols|ep
JO uonI8eY’

g&w«.ﬂm?ﬁn g.o.mi__ﬁnn_ sysanbayj Eoﬁaunmaﬁm_oub&mm -y xipuaddy



>v.~uo=mmﬁ A- Raintree Enhancement Requests and User Frustrations

application work, typically more than they are comfortable with.

Batch Function

Some users did not use the function at all while others used it by
opening and closing batches of data thaf they had entered, but most

_ __ did not know what it was used for nor did they gain any functionality

from using it.

The Batch function is a grouping function to make
repcrting and data completeness reports easier fo

manage. The user group once aggain determined this was

an end user training issue.

Enhancements

During site visit interviews and phone calls to providers, staff often
expressed frusiration about the lack of certain functionalities. In
discussions, it was easy to rephrase their comments as
enhancement requests; things that they readily agreed could be
included in this report and prioritized with Sound Data to have them
work on as improvements. There may already be requests that
Seund Data is aware of and is working on, nevertheless, we included
user requests here so that Sound Data can comment on them, and
those that are true enhancements could then be prioritized 1o add the
functionality.

1. For crisis services, in the caller information on agency contact

r This is an easy change, but no request has

. . |
screen, add place for the name of the agency calling, aleng with been received to make this change. |
~ the current space for name and phone number. 2. — A meeting was held with NSMHA staff and |
-« 2. The ability to track single bed certifications and reason for . VOA staff it was determined that this was |
; certification in civil commitment screens _ L currently moﬂ needed. _ _
e 3, Adding the phrase “jail” as referral source in crisis service 3 —NSMHA table — should use criminal justice
screen. _ “option _
¢ 4. Provide real-time bed availability info at Secure Detox facility ~ 4. - bed tracking was determined to expensive
Significant Addition to system . to add because agencies did not do real time
» 5. Provide way to enter ¢linical notes and tracking of each crisis . data entry — couid be looked at again.
staff that has contact with a In crisis episode section, nc way to . 8. consumer ~ RT has this ability, but it has not
track multiple staff working on referral. "~ been requested for ICRS.
¢ 6. While there IS a place to enter multiple staff in the service 6. _Not sure what is being referred to. ICRS
entry screens, request is to track multiple staff activity during User group was going to look into this.
hand-cffs of crisis calls untii resciution. 7. We assume this refers to a VPN or agency
s 7. Ability of DMHP/DCR staff ic see clinical profile of a consumer . network logon that is required prior to
during crisis or jail transiticn service without having to login with -alfowing the user to log on fo RT.
separate login/password. _ 8. User group did nct see a need for this option
* 8. In special episodes section, request a link to service entry 9. System only allows single outcome by type.
screens, similar to how links to other parts of the system work, We need fo know which report they need
so user can jump from entry of the episode info right fo entering more info on. User group felt this might be a
© the services. . 7 training issue.
o 9, While providers can currently enter multiple cutcomes for - 10. — User groups were unsure what this was
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Appendix A- Raintree Enhancement Requests and User Frustrations

‘e 18, Inclusion of an indicator of when an initial 30 day treatment
plan has been completed.
= 19, For Jail service providers doing a search for a consumer, if
the report finds no results, the report will display, along with
header labels, but no data is shown and there is no explanation
for lack of data. A better user message would help.
s 20. Provide places io enter data currently unable to be entered:
All Training lssues
o A LR/CR information. Currently many users put this
information into the “global alert” field but it doesn't get to
the RSN since they do not see global alert data.
_ : Separate fields for this information would solve this. This
ol .. is alsc issue for non-Medicaid consumers who are on an
LR/CR, since providers also request authorization for
_ - these consumers from NSMHA, but NSMHA cannot see
i "~ LR/CR information
o B. History of hospitalizations including community
hospitals, Western State Hospital (WSH) Eastern Siate
Hespital (ESH), and E&T facilities.

Training/ A number of users made comments about functionality that they
Understanding wished was present, while in fact it is. During the course of site
visits, we noted that in several cases one provider would describe
how they employ a certain function that ancther provider had
complained was unavailable. We also brought some of those
icomments to Sound Data staff for clarificaticn and in several cases,
‘were told that, in fact, that particular functionality was there.

Examples of this include statements that “there are no data integrity
-and data quality reports,” that there is no way to see what data
‘they've entered and do quality checks on it, that they have to cali
iSound Data to delete or correct any incorrect data and a lack of
.knowledge on how to get any reports out of Raintree. Need to know
heo is struggling.

~ This appears fo be an summary cbservation. Both SD
and the User Group felt that more information was

clearly a training issue as there are a number of reports
that would help this provider. SD would be glad to help

|getthis resolved.

needed in order to respond to this item. [t seems that this |
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