	Mathematica Well nFORMED Training Day 3:
Recording workshop participation and individual services
[Hannah McInerney] Hi, everyone, and welcome to day three of our nFORM and CQI training. So if you haven't had a chance yet, please continue to put your name in the chat, what grant you work with, and then the curriculum that your program is either offering now or plans to offer. It's really helpful to see how many common specific curricula there are. And it really does look like there are a handful that stand out as potentially the most popular for this cohort, just based on what we're seeing in the chat. So, I see a lot of love notes, within my reach, a lot of 24/7 dads, real essentials, and then we saw other curricula as well. So, really interesting to see those connections between the grants. 
All right. So, now that we're all here. Let's just dive into today's training. Presenting today are both myself, Hannah McInerney, and my colleague Danielle Robinson from Mathematica, representing the Data Capacity and CQI TTA team. For those that may not have had the opportunity to meet us on day one, we're both excited to bring our experience in providing support to programs on how to use their data for improvement for this cohort of HMRF grants. Before we get started, I'd like to cover a few housekeeping items. 
First, please make sure to keep your line muted during today's session, and note that you can ask your questions by using the chat feature in Webex. Second, closed captioning is available by clicking the CC icon in the lower left corner, or by selecting Control+Shift and the letter A. We'll be using Webex's Slido feature to launch polls as well. When we ask a question, the poll will automatically pop up in your right-hand panel, but if needed, you can click that "Apps" button at the bottom of your screen and select Slido from the options. 
We are recording today's session, and both the recording and the slides will be made available on the HMRF Grant Resource site at hmrfgrantresources.info. And we ask that you share the materials that are posted to the resource site with anyone from your team that was unable to join us today. So far, we've learned about setting up nFORMs, creating applications, and enrolling clients, and administering surveys. 
Today's session will cover how grant staff will monitor profiles for clients in the outreach phase and those who have been enrolled, how to create session series, and record workshop participation, and individual services. As a reminder, our next session on continuous quality improvement will take place on Tuesday, June 9th at 1 p.m. Eastern Time. We'll kick off today's training by discussing how to manage client profiles in nFORM, including how to review and update the information available within a client's record. 
Next, we'll walk through how to set up workshop series and record attendance, including tips for managing registrations, documenting participation, and handling make-up sessions. And then after that, we'll discuss how to capture individual service contacts, or ISCs for short, including different ISC types, and a walkthrough of how to record those one-on-one interactions for both outreach and enrolled clients. We'll then review how to track referrals to outside services and how to document incentives and program supports provided to clients. 
And finally, we'll reserve time for questions and answers at the end, but please feel free to add your questions to the chat throughout the presentation, and we'll get to them. Note that the features and the functions we discussed today will all live under the Clients and the Workshop tabs in nFORM, which, as a reminder, is not quite yet available to grant recipients, but we will notify programs when the system is available. Before we talk about monitoring client profiles, tell us by responding to our Slido poll about what your role is, will be in service delivery. So the poll should pop up in a moment or on the right-hand side of your screen. 
And when it does, you'll let us know if you're a data manager, a case manager, a workshop facilitator, if you otherwise collect and track participation data. We know many grant staff wear multiple hats within your organization. So feel free to select more than one role if that applies. We asked this question because today's content touches several aspects of service delivery and data management. So while some of you may focus primarily on entering data into nFORM, others may work more directly with clients or facility workshops. 
So let me pause here for a moment. Let folks go ahead, enter your responses into the poll, and let's take a look at what your roles and responsibilities look like. So we absolutely have a lot of data managers on the call, and that is fantastic. And it's great to see as well that we have folks that are directly facilitating workshops, providing case management services, and just are kind of otherwise involved in data collection and management as well.
[Laura Zatlin] Hannah, just a note, it's asking for a passcode. Would that be the RC4ULQ?
[Hannah McInerney] Yep. Apologies about that. If it is asking for a passcode, let's put in right-- can you say that again for us, Laura?
[Laura Zatlin] Yes, it is R as in Robert, C as in Catherine, 4, U as in Umbrella, L as in Laura, and Q as in Queen.
[Hannah McInerney] Perfect. Thank you so much.
[Laura Zatlin] Of course.
[Hannah McInerney] All right. Let's take a few more moments here to add in your response. And remember, you can select more than one if you have multiple roles at your program. But it really does look like-- what we can see here from these results is that truly nearly all staff are using at least some type of service delivery data to just inform their work and their role at the program and also just help support program improvement. Great. Thanks, everyone, for responding. All right. So, now, let's shift into our first topic for today, which is managing client profiles. 
So, accessed under the Clients tab in the top menu in nFORM, the Client Profile that we had talked about on days 1 and 2 serves as an essential hub for participant information in nFORM. This is where grant staff can go to get a holistic view of where a client is in the program's flow. Each client's record includes a profile tab, which you can see at the top, and it also displays first by default. And then an outreach tab, which houses all the details of individual service contacts and referrals provided to a client prior to enrollment. The service history tab also displays individual services provided to clients, but only those given after a client enrolls, which includes service contacts, referrals, and incentives. 
And then the final workshops/sessions tab displays workshop registration, attendance, and other details. But let's focus for now on the profile tab, which has a lot of this key client information. So starting in that top left box of the profile, the program information section shows a client's enrollment date, which is the same date that they complete the entrance survey on, their current client status, and status change date. Below that is the client information section, which includes a client's demographics and contact details, including additional contacts. Grant staff should periodically review this section and make updates to client details as needed. 
For example, if they get a new phone number or they move, their new contact information should be recorded here. Under the Assigned Case Managers section, grant staff who provide individual services can add one or more case managers that will be working with that client. And we'll talk more about this feature in a moment. Using that client survey section, which as a reminder, we covered during yesterday's session when we talked about launching client surveys. 
Here, grant staff can check on a client's entrance and exit survey status and determine whether follow-up is needed to have them complete. That service summary section provides a quick overview of the total number of individual service contacts, referrals, and incentives provided to a client. Note that this service summary table includes all ISCs and referrals provided to clients, both before and after enrollment. And that final section at the bottom of the profile, called the Workshop Summary section, allows staff to monitor progress towards primary workshop target hours. The workshop summary section allows staff to track attendance and also just monitor progress towards these targets. 
So just note that if updates are needed to any of the program information, client information, or assigned case managers, staff can make those changes using the edit buttons located within each section. Keep in mind that making sure client profiles are updated and accurate is a critical component of collecting high-quality data for your grant, since outdated or incomplete information will make it very challenging for program leadership to have a clear understanding of how clients are progressing through your program. 
Now client status is a field in nFORM that grant staff will update regularly to reflect where a client is in their programming, why they are no longer participating. It allows teams to easily identify clients that may require follow-up to finish enrolling, complete, re-engage in the program. To help grants make updates to this field easier, the bulk client status update feature is especially useful when staff need to update status codes for multiple potential clients or enrolled clients at the same time. To use that Bulk Status feature, you'll first navigate to the Clients tab, and then Bulk Update, and then Change Client Status. And once you're there, you'll first select whether the update will apply to potential applicants or enrolled clients. 
Next, you'll find the relevant clients using available filters. You can filter by location, status, population, case manager, workshop and series, and enrollment date range for enrolled clients. You can search by application date instead when looking for potential applicants. After selecting the relevant clients that appear under the Eligible Clients section based on your applied filters and moving them over to the Clients to Be Updated box, you'll choose the new client status and then click "Save." As I mentioned before, this feature can save staff significant time when multiple clients need that same status update. For example, if several potential applicants decide not to enroll, staff can update that group status from "outreach" to "will not enroll." 
Another example is when an entire cohort has completed workshops, individual services, and exit surveys. In that situation, staff can update the cohort status from active to completed. Using the bulk update feature helps maintain accurate client records while reducing the need for more repetitive manual updates to each client's profile. In addition to updating client status, the bulk update feature can also be used to assign or unassign case managers. To access this function, again, you'll go to the Clients tab and then the Bulk Update feature, and you'll select "Assign Case Managers." 
Like making bulk updates to client status, you'll start by identifying whether the update applies to potential applicants or enrolled clients. And then next, you'll use filters to identify that relevant group of clients. Once those clients have been selected and moved to the Clients to be Updated box, you'll then move one or more case managers into the Case Managers to be Assigned box. After selecting the appropriate case manager or managers, if more than one, you'll click "Save" to apply that assignment to all the selected clients. 
Now, note that all the clients selected on this screen will be assigned to whichever case managers are selected as well. So, for example, if I were to select all three clients from that Eligible Clients list, and then two of the case managers, each of the three clients will have both of the case managers assigned to them. 
This feature is especially helpful when staffing changes occur, or when caseloads need to be redistributed, or when multiple new clients are assigned to the same staff member. All right. So we're going to pause here for questions before we move on. And as a reminder, please enter any questions you have so far about the information we've covered right into the chat. I am going to just take a look at the chat, see if we have any questions that have come in so far. Okay. 
So, there is a question about the definition of a case manager. Because there are some programs that may not have case managers. And that's to be expected, right? Because not all programs will provide case management services, especially if you are a HEART or you're a READY4Life program, or in other words, a healthy marriage program. In those situations in which your program does not provide individual case management services, you wouldn't necessarily have those that would be defined as case managers. 
I would also recommend speaking with your FPS if you do have questions as well about program roles. Great. There's also a question in the chat about what is the SFI Fatherhood curriculum. Well, I will ask that if you are working with a program that is offering the SFI curriculum, if you wouldn't mind just adding an explanation or defining what that acronym is for us, that would be great. Okay. 
So I don't think we have any other questions at the moment, so we're going to move on. But please continue to add questions to the chat along the way. All right. So let's transition next into setting up workshop series and recording attendance. Now, workshop setup and attendance information are critical because workshop participation is a key component of service delivery for all HMRF programs. 
Setting up workshops properly establishes the framework for attendance tracking, reporting, and client progress monitoring. So before we talk about recording workshop participation, let's briefly recap how to set up a workshop under that Workshops tab in nFORM. After selecting a population for who the workshop is intended for and entering a workshop name, you'll include any important details that are not captured elsewhere on the menu about the workshop, such as additional notes from a curriculum developer. 
Grant recipients can choose to include that registration feature, which we discussed on day one, which allows staff to register clients in advance for a workshop series. If your program offers one primary workshop, the total workshop hours should align with your program's primary workshop hours target. You'll include activities and elements, depending on whether you're a Responsible Fatherhood or Healthy Marriage grant. 
You'll note whether the workshop is primary or optional, the workshop structure, and the curricula included. And as just another reminder, our day one training included more detailed information about nFORM setup, including how to create workshops. So as needed, you can access the video and the slides from that training shortly on the HMRF grant resource site. Workshop series are a set of classes offered to a new cohort or a group of clients. Whenever possible, grants should set up session series and adjust session occurrence details in advance. 
Planning ahead helps staff avoid last-minute issues and ensures that accurate scheduling and attendance information is available in nFORM. For example, READY4Life grants conducting workshops in schools should modify session dates and times to accommodate rotating school-day schedules. 
Second, make sure clients receive all relevant session details, including dates, times, locations, or virtual connection information. Clear communication helps improve attendance, and it minimizes the risks of clients showing up late and missing important lesson content or disrupting the session for others. 
Third, send reminders before each session and encourage clients to both attend and also actively participate. We'll cover later on options for accommodating clients who are unable to make a session. And finally, record attendance in nFORM immediately after each session, ideally within 24 hours, and securely shred any paper attendance rosters once attendance has been entered into nFORM. 
Now, thinking back to our day one training where we talked about the importance of timeliness as a factor in high-quality data collection, prompt attendance data is important because it reduces the likelihood of missing or incorrect attendance information. Grant recipients should create a separate session series for each new cohort or group of clients. Programs may offer the same workshop in multiple session series that overlap, such as an evening and a weekend series, a virtual and an in-person option, or an English and a Spanish series. 
When setting up a series, you'll first select at the top of that Add Edit Session Series page which workshop the series will be offered under, which then auto-populates all of the workshop information in the top half of the screen. And then under the Series Session Detail section, staff will add any specifics, starting with that session series name, which should include a descriptive title that clearly identifies the curriculum, language, if that applies, and some timing. And then next, you'll select from that dropdown menu which agency is providing the series from those applicable on the service provider directory, and either a maximum number of clients allowed in the series, or you can check whether there is no limit. 
There are two new fields for setting up series for this cohort. So first, grants will select the how series is offered, including whether it's in-person, virtual, or hybrid. And then second, programs will also select the setting for the series, such as community, school, or correctional, or transitional setting. And then you'll add the location name and address information for that series, and at least one facilitator leading the series. You can add others by clicking that "Add Facilitator" button at the bottom of the screen. 
When setting up the series, staff will enter scheduling information, including the number of sessions included, the start date, the session start and end times, and how frequently those sessions occur. Note that the session duration will automatically populate based on the start and end times entered, which is why, in the screenshot, those fields are grayed out because it automatically populates. Now, it's important to confirm that the total series hours offered align with the total hours prescribed at the workshop level. 
A warning message will display if the hours don't match, and grant staff will need to correct the total hours if less than the total workshop hours in order to save the series. Accurate session setup helps ensure that client attendance and progress towards workshop targets are accurately calculated and reported in nFORM's data tools and on the client's profile. If clients are registered for a workshop series, staff can generate a roster of registered participants at each session. 
Selecting that "Generate" button next to a session in nFORM creates a PDF roster that lists all the registered clients. Program staff can print this PDF roster for use during in-person sessions in particular, just to help with recording attendance. Now, the form includes details about the series at the top, with space for staff to record other session information, and a list of registered clients. There's also space to record any other drop-in clients that attend the session. 
Using this roster can help with attendance tracking during series sessions, especially for larger groups. However, because these rosters contain client names, they must be handled securely. Programs should store paper rosters securely during use and then shred them after attendance has been entered into nFORM. Remember that paper attendance tracking should be considered temporary and that the attendance must be recorded in nFORM. To record attendance for a session, you'll select the "Record" button located in the attendance column on the session screen. As I noted earlier, programs should document attendance within 24 hours of the session whenever possible. 
Grants will see a red message at the top of the session screen indicating the number of sessions that are pending attendance. And then they can use the filters to identify which ones need participation data entered. Entering attendance promptly improves data accuracy and reduces the risk of forgetting attendance details. Grant staff can identify which sessions have not yet had attendance recorded by filtering sessions on those that are marked as "pending attendance." Staff can also filter by workshop and session series to narrow that list of sessions further. 
When you go to record participation in a session, attendance can be recorded either for clients who are registered for a session ahead of time or for those that come to the session as a drop-in. Note that progress towards primary workshop participation hours targets is counted in the same way regardless of how a client's attendance is recorded. For clients who register in advance, staff should record whether each client attended or did not attend the session. If no clients attended the session-- or registered clients, I should say, attended the session, staff can click the checkbox labeled "Click here if no clients attended." 
Among those who were registered for the session, you'll select which clients attended and did not attend the session by selecting that "Add Client" arrow buttons to move individuals to that right-hand box. It's important for staff to record an attendance outcome for each registered client. Otherwise, a session will not be considered as having attendance fully recorded. Grant recipients can also record attendance for drop-in workshop participants. You can filter the list of enrolled clients to narrow the available list of potential drop-in participants, such as by location, client ID, first and last name, assigned case manager, client status, population, and enrollment date range. 
Without applying a filter, a list of all eligible clients will appear under the available clients box. Just like with recording attendance for registered clients, staff will move all those that attended as a drop-in under the "clients who attended this session" box. Note that staff will not indicate any clients left over in that available client section as having not attended. That's only needed for recording registered client participation. 
Now, I see some questions coming into the chat about recording make-up, so let's talk about that approach next. There will be situations for all programs in which clients will not make a scheduled workshop session, and they'll need to make up that lesson content. Having a detailed plan for following up with clients who miss a session and providing them with options for making it up is a really important component of your data capacity and CQI plan. There are several options for providing and offering make-up sessions. 
First, for registered clients only, a make-up can be recorded on the Workshop/Sessions tab in that client's profile. There, you'll identify the session a client missed and mark Y for yes, for make-up attendance that was provided during a one-on-one service contact. You'll also provide the make-up date and then any additional information about how that make-up was provided, such as content that you covered and also any activities that may have been modified. 
Next, if a client missed a workshop session, but they attended a corresponding session in another series, staff should record the client as a drop-in attendee in the session that they actually attended. And then third, there may be situations where clients enroll after a cohort has started their programming. 
If a client enrolls late and they can't make up a missed session through other methods, programs may create an identical session series that starts the day after a client was enrolled in nFORM. These procedures help ensure that participation hours are entered into nFORM while also supporting program flexibility. All right. Let's pause again, for questions. Let me see what's come through the chat so far. Give me a moment to scroll back up. 
So there's a question related to just kind of defining that role again of a case manager. And the question is, "Would a facilitator be considered a case manager?" So again, I would recommend speaking with your assigned SPS if you do have questions about program roles. But largely, case managers are those program staff that are providing individual services to clients. And then workshop facilitators are those leading those group-based curricula, those group-based services. Like, they are leading the classes. Now, you may have staff that wear both hats. They do both. They lead workshops, and they also provide case management services. So there could be opportunities in which a workshop facilitator would also be considered a case manager. Okay. And again, kind of just related to that, there was just kind of a question about can you record a case manager as a workshop facilitator? Absolutely. 
If you have folks that kind of cover both roles, that can be reflected in nFORM as well. There's a question about if nFORM has a feature that allows grant staff to send out bulk reminders to clients directly? And the answer is no. And this ties back to something we covered on day one around ACF’s security requirements for nFORM, which is it can't connect to any other system outside of itself. So what we mean by that is that nFORM is not designed to communicate directly with clients. But the good news, sneak peek for everyone, is that there is an enhanced report in nFORM. It's an operational report that will include client contact information, so that staff can easily download that report and then use it to send out reminders to clients. Great. 
It looks like I most likely covered some of these questions as well in talking about how make-up workshop attendance can work for your program. But if you still have questions about recording make-ups, please continue to enter those into the chat. It looks like there's a question about that max number of Clients Required box on the session series page. 
So there may be times where it could be based on your own program's offerings and the way that you offer your curricula. It could be based on like a curriculum developer's notes about the curriculum. But there are times where some programs have a maximum number of clients that are allowed to be a part of a session series or of a session. And if that's the case, program staff can note that when they're setting up a session series. Now, if that doesn't apply to your session, if none of your sessions need to be capped at a certain number of workshop participants, you would just click that option for no max for that feature. Great. Okay. 
Now, look, there's a question here about if a program is virtual, what is the best location choice? That's a great question. That is a place where I'd actually recommend typing in, because you'll manually type in the location. You don't select it from a dropdown menu. So in that situation, you have a couple of options. One of them can be that you can make it clear, for example, that you have a grant staff that are offering that virtual series, but it's being done by a grant staff at a particular location. 
So you could do something like the location name is central office-virtual. And then for the other fields where you have to put like the street name and the town and the state, there you could just add the address information for your program's office. But if it's more applicable, you can also just type in like virtual for all of those fields and then just select the state that your program is in. As a reminder, now with the enhancement for selecting like the type of series or the format of the series, you now will select if it is a virtual series. So it's going to be very easy in data to identify and monitor attendance in those virtual series as well. Great. 
And then there's a question here about the differences between the settings. So particularly in between the community and then the correctional and transitional settings under that primary setting piece. So I do want to address the second part of the question, was whether selecting one of those options is an indicator of whether you can use the paper survey. And the answer is no. Selecting one of those options doesn't affect functionality or availability of using paper surveys. Using paper surveys should be something that you talk about with your FPS and identifying, if needed, in what situations those paper surveys would be needed. 
Now, in terms of defining the differences between those settings, we often think of when you're offering services in, like justice facilities, right, that's like a transitional or a correctional facility, and then things outside of that, things that are available to the larger community, that would be a community setting. But again, I would also think about how to define that for your program as well, for each of the locations where you're providing services. 
There's a larger question in here about whether data can be changed after it is saved. So there is some data that can be changed. And actually, more so than not, data can be updated after it is saved. But there are select fields, both in setting up workshops and session series, and then throughout nFORM, where once a record is saved, it cannot be changed. But just a note that in those situations, there is text on the screen that does clarify once you save the record, this cannot be changed. So you'll be able to see that when nFORM becomes available. Great. All right. I'm going to take one more question here. And it sounds like there is a question just about slide 16. 
So, Danielle, can you back up for us to slide 16? Let's take a look together which one that is. Okay. Yep. So, this is the second half of setting up the session series. This is the part of that menu in which staff will record the number of sessions, the start and end date, the session start and end times, so that nFORM can auto-populate how long each of the sessions will last for. And then you'll also record how often those sessions are occurring. All right. I'm going to now pass it back over to Danielle, who is going to take us through recording individual services. But just note that you can continue to enter your questions into the chat, and we'll get to them in a little bit.
[Danielle Robinson] Awesome. Thank you so much, Hannah. So, like she said, now we are going to turn to capturing individual service contacts, or ISCs. But before we continue, we have another Slido poll for you. This one, I updated the setting so that it does not require a passcode. So I am going to share that with you momentarily. Our question is, "Does or will your program offer any of the following to clients? Select all that apply." 
So we're looking at individual services, referrals, individual service contacts, or none of these. And just about as we would expect, we have incentives and program supports with really high numbers. Referrals as really high numbers. And so our individual service contacts. We don't have anybody selecting none of these. So that's good. You won't be bored here. Let's see how many people we've had. Eighty-four, 85 folks replied. So, okay. 
So across the board, we've got folks-- individual-- we'll get to that in just a little bit about the ISCs. Okay, it looks like we have the majority of folks who have responded offering the majority of our options here. So that is great. So, moving on from the Slido poll. Grant staff will document ISCs that are provided to clients before and after enrollment. 
Each ISC will include the date, case manager involved, contact method, the length of the contact, if direct client contact occurred, and any of the issues or needs of the client that were discussed. For HEART grants serving couples, you'll need to note whether the ISC was provided to one partner or both partners. All grant types can also note if other individuals were included in that contact. So we have three types of ISCs that are documented in nFORM. The first is what we call a substantive ISC. These ISCs last for 15 minutes or longer of direct client contact. These are ISCs that discuss more than just general reminders and will include other issues and needs of the client. Reminder that only-- oh, I'm sorry. 
Reminder-only ISCs are used to remind clients about outstanding or upcoming services. No other needs or issues are recorded during reminder-only ISCs. The third ISC is the informational type, which includes provision of information to clients. This includes ISCs where standard information is given or discussed, but does not meet the substantive or reminder-only ISC criteria. So when recording ISCs for clients still in the outreach status, you'll input all of the information that I mentioned on the last slide onto the Outreach tab of the client's profile. 
If a client is already enrolled, you'll record the ISCs on the Service History tab of the client's profile. Both are added by simply clicking the "Add Service Contact" button on the top right of the Applicable tab. Grant staff should document all issues and needs discussed during the ISC. All of the information recorded during an ISC is used to distinguish the type of ISC. For example, if you select "yes" for "did service contact result in direct client contact" and "15 minutes or more" for the length of contact, then we will know that this was a substantive ISC. And again, for HEART grants only, you will have the option of choosing one partner or both for this screen. 
You can enter more details about this conversation in the service notes, which can only be viewed on the client's profile. Always review the service contact for accuracy before you save it. The client's issues and needs discussed section is where you can document all of the issues and needs, and/or if the ISC included a reminder or if it was only a reminder contact. If there were issues and needs discussed, we have lists of categorized client needs, common needs that you can select. And we also have another box where you can add needs or services not listed. 
So this is a list of services for HMRF grants that ACF has provided input for and includes all case management services that you may offer. This list may look familiar from day one, where we covered service providers set up, and in a few minutes, we'll show you how this shows up again on the referral screen. It's important to determine which services your staff are providing and which services outside services are covering. This is an important source of data about your programs. 
Make sure that you and your team are choosing all and all appropriate needs for each service contact. This will help you determine if there are new needs emerging that would warrant adding a new workshop or perhaps pulling in a new curriculum. You can look for trends in the data and discuss potential updates with your FPS. Grant staff are able to use the bulk entry function for ISCs that are provided to a group of clients. There are four select issues or needs that can be documented in bulk. Those are comprehensive assessment, employment and job readiness, other targeted assessment, and reminder contacts. All other issues and needs must be recorded in individual client profiles. 
You can use filters to identify the group of clients who receive the bulk contacts. You can narrow down the eligible client list by any combination of grant location, grant status, population, applicable date range, case manager, and, for enrolled clients, workshop or session series. Once the list populates in the Eligible Clients box on the left, you can choose the individual names and move them to the Add Service Contact for box using the Select Client arrow. 
Remember that you can use the shift or control keys to highlight multiple people at once. ISCs can be reviewed on the client's profile. The ISCs provided and recorded during outreach are included on the Outreach tab, and those provided after enrollment are on the Service History tab. You can glance at the most recent case notes for each ISC on the profile and open the ISC by clicking on the blue button that contains the date of each ISC in the service date column to view all of the notes. This is a great spot to remind you about data security regarding screen visibility. 
Sensitive information may be displayed in the most recent notes section and elsewhere on the client's profile. So you want to be sure that no one can read your screen over your shoulder. You can also check the number of ISCs provided on the Service Summary table on the client profile. This includes service contacts and referrals during both outreach and after enrollment. This table also shows you the data of the most-- or, sorry, the date of the most recent contact. 
Now we'll have a look at the process of tracking referrals to outside sources. You can record any referrals that you provide to outreach and enrolled clients during service contacts in the last column of the Service Contacts table. When documenting this, you will make a note of which service provider you referred the client to, how the referral was provided, whether you also communicated this to the service provider, the type of referral, and, for HEART client couples, whether the referral was provided to the couple or an individual. All of the referral type options match the issues and needs on the Service Contact menu. And finally, you will want to add any referral notes needed. Like ISC notes, those notes are not included in any of the data tools. 
So this slide walks us through all of the referral information I just mentioned, beginning with the drop-down menus for service type and service providers. HEART grants providing services to couples will have the option to select an individual or the couple. All users will have to select how the referral was provided to the client, whether in writing or verbally, and whether the referral was communicated directly to the service provider. 
Finally, the referral types and notes are displayed here on the right panel. This is the same list of services that you have seen on the ISC page. Accurately capturing these service types is helpful when you're discussing a need or issue with your client during case management and are referring them to outside services for additional support. You want to make sure that you and your team are identifying applicable services that you're providing to your clients or those you're providing referrals for. 
So, for example, this information could help determine if maybe you have an increased need for one type of referral, but you only have one referral source for that type. So this would inform you that maybe you want to find a new partner or two who can support your clients with those needs. All right. As you continue to provide services to clients, you want to follow up regarding whether they pursued the referral to outside services that they were previously provided. This information can be tracked in the last column of the client's referral history. 
Here you can see if the client-- if the follow-up is still needed. Did the client follow through on the referral below? All right, we're almost there, guys. Our last section for day 3 is about documenting incentives and program supports. Grant staff will need to record the incentive or program support type when it was provided and the amount provided to their clients. It's important to remember that your FPS must approve all incentive and program support plans prior to providing to the clients. And the total incentives must not exceed ACF's maximum of $350 per client. Incentives can be given to clients for various steps in the process of receiving services. 
For example, after completing enrollment, meeting a participation or personal milestone, or for completing surveys. Program supports can be provided in the form of transportation, child care, and other supports. Or employment-related supports, such as some work supports, which could be uniforms, clothing, shoes, or specialized training. Incentives can be provided at various points during client participation. And this can be documented on the Add Edit Incentives and Program Supports page. 
Like other pages that we've shared already in nFORM, you will need to select the service date, category, and type, and the amount given. HEART grants serving adult couples will need to document whether the incentive was given to the individual or the couple. Now we are going to pause before we wrap up. We have 30 minutes for questions.
[Hannah McInerney] Great. Thanks, Danielle. All right. Looks like we received some really great questions in the chat. So I'm going to start with some questions we received about workshops. And then I'm going to move on from there into other questions we received related to individual services. So one of the questions we got was whether make-up sessions could be provided as an online lesson. So as a reminder, you should connect with your FPS if you have questions that relate to the way programming is provided. So I would talk with your FPS about options for actually conducting those make-up sessions with clients. There was a question about whether there are any time restrictions on recording attendance in workshops in nFORM for clients. And the answer is no. 
So let's say there's a situation in which a client begins program participation, they attend the first couple of sessions of a workshop, and then for whatever reason, they need to disengage for a while. If they return to the program, you can continue recording participation in that original client profile. And there's no time restrictions on recording that data, that program participation data. On the other hand, another situation could be that, through very regular program monitoring, you identify that there's missing attendance for particular sessions. And in those situations, you can always and should always go back and record any missing attendance. Again, no time restrictions there. 
Now, there's another question about the recording of a make-up session as an individual service contact, particularly for a drop-in client. So, if there was a make-up session that was provided for the one-on-one session with the client who needed to make up that missed lesson, and that person was not registered for the session ahead of time that they missed. In that situation, you would record their make-up of that content in a corresponding session, or you could record it in the original session just to indicate that they made up the session. 
Now, this is important because if you have a drop-in client who does a make-up session, if you record it only as an individual service contact, that their participation, their time in that session will not count towards their primary workshop participation hours target. And also, I know that we've started talking about these primary workshop targets, enrollment targets. We will be talking a lot more about these targets in particular after the training and as we get into our regular office hours as well. So just note that we will dive deeper later on into really what all these targets mean and monitoring progress on them in nFORM. Now, we got a couple of questions about-- just kind of going back over how to record make-up attendance for a client who enrolled after the start of a cohort. 
So here's an example. Let's say that Danielle enrolls in the program, but the cohort that she's joining, it started last week. So she's going to need to make up the two sessions that my program had last week. Now, because she was enrolled today in the program, we are not going to be able to drop her in to the attendance list of the two sessions we held last week because those dates fall before her enrollment date. And as a reminder, workshop participation can only be recorded after a client has been enrolled in nFORM. So in that situation, what you can do is set up a unique session series for that client, for more clients if there's multiple that joined after a cohort started, and you would set up that series to start on the day after enrollment. 
So in this example of Danielle, we would set up a session series that starts on June 5th, because she enrolled today, and then use that series to record make-up attendance in the sessions that she missed. Now, we'll talk at a later time about how to handle an option for whether you would record for continued attendance in that session series you set up just for that client or that small group of clients, or whether you continue to record further attendance in the actual sessions. But just note that that is how you would record attendance for those missed sessions. Okay. 
Let me see if there are other questions real quick related to program participation, and then I am going to move on to individual services, because it looks like we also have a lot of questions about individual services. So, the first question is, "What are some examples of individual service contacts?" So we want to think of these as like your case management sessions. These are interactions that you're having with clients one-on-one outside of your structured workshops. 
So these can include things like discussing individual needs of the participant or the client. You could be conducting individual assessments. So, for an example, like a general assessment, a job readiness assessment, something like that. It's really the time in which you are working directly with the client to kind of tailor services for their unique needs. So that is what falls under individual service contacts. And again, I recommend speaking with your FPS if you have further questions about what is considered case management or individual service contacts. 
Now, I do want to clarify that FORGE grants are required to provide at least eight substantive service contacts for each enrolled client. The same requirement does not apply to our Healthy Marriage grants, so it doesn't apply to the HEART and the READY4Life Grants, although your program designs may still have case management as an option for your clients. You're just not required by ACF to provide eight substantive service contacts for each client. And ACF’s definition of the substantive contacts. And, Danielle, would you mind backing up to the slide so we can all see this in writing again? Because there were three requirements for what is considered a substantive service contact. Let's see. We're going to give Danielle a moment. There we go. Perfect. Okay. 
So, as a reminder, substantive contacts are those that, first, they must last 15 minutes or longer. And that is that field that you will record in nFORM, where you'll select the amount of time that the contacts lasted for. Next, it does involve direct client contact. So an example is emailing a client, but not hearing back from them is not considered a substantive service contact. It's one in which you're having that direct client contact. 
And then the third element or criterion is that it covers issues and needs beyond just reminder contacts. So that means there needs to be another issue or need checked off other than just the reminder contact. And this is ACF's definition of substantive service contacts. And then there is another question about whether there is an expected number of ISCs for clients, perhaps even outside of that ACF's requirement of eight substantive service contacts for the FORGE grants. 
That is, again, something you should speak with your SPS about if there are expectations for a number of ISCs provided for our READY4Life and Healthy Marriage grants. But if you are providing reminder contacts to clients, those should be entered into nFORM because they're a really helpful piece of data to use and monitor to understand program participation trends. For example, you could look at participation rates for clients that may not have received individuals-- may not have received reminder contacts. Are they missing sessions? You could also use this as an important data quality measure to make sure that all clients that you would expect to receive that reminder about upcoming services are, in fact, receiving that reminder. So we would recommend recording those in nFORM. Great. 
There was another question that I thought was interesting, which was just about how to actually record what issues and needs were covered during certain service contacts. So the example that came through was if you have a coach that is working with couples, and during that session, they are offering to kind of talk with that couple about something that's a challenge for them that they want to focus on, and then diving into that topic with one another. 
So the question is, "Do we have to actually record the other topics discussed?" So, grants, I do strongly recommend that you detail in your data capacity and CQI plans criteria of what will be recorded in your individual service contacts and what you would qualify falling under certain categories. So in this situation, you could record that time spent with a couple under that Healthy Marriage and Relationship Education services. 
If you're providing support on relationship skills, for example, if a case manager was providing support on how to work through a conflict with one another. And as a reminder, there's tool tips on this screen. So the little question mark icons that you can always hover over just to take a look at what the definition is for selecting that issue or need that was covered. Interesting question, though. Thank you for submitting. Okay, let me see. 
I saw we had some other questions come through the chat. So there is a question about, "Is the service date for the incentive when the incentive was given?" And the answer-- so incentives can be given as either part of a service contact. Yeah, thank you so much. Let's get to that screen, Danielle. They can be provided as part of a service contact. They can also be provided during a workshop session, or they can be provided at another time. 
So in the example on the screen here, we have selected that the incentive was provided during a service contact. So your service date from that dropdown menu are all of the updates of service contacts that have been provided to that client so that you, as the grant staff, could select which one was the one in which you provided that client with an incentive. Great. Okay. Let me scroll down here. Great. Sorry, I'm just scrolling down a bit for-- Okay. 
So just to note, there was a question about what is included in that incentive cap, particularly. So the question is whether programs could include bus passes or clothing vouchers as part of that incentive cap. And it's important to note that bus passes and clothing vouchers are not considered incentives. They are considered program supports. And that $350 maximum that Danielle noted earlier only provides the total incentive amounts that are provided for each client. Great. Okay. Let's see here. 
So there's a question about whether the definition of an ISC has changed since the prior cohort. And the answer is that-- sorry, I'm just reading the question. Give me one moment. So as this person recalls, it was previously-- it was only counted as an ISC if it lasted 15 minutes or more. So there has been no change to the definition of a substantive ISC since the prior cohort for a returning grant. Those three criteria that I covered, those are the same criteria that were used for the prior cohort. So no changes have been made there. All right. Okay. Let me see here. Let me catch up on questions. Yes. 
So there's a question about if a facilitator also provides case management and they meet with a client after a workshop on that same day, that needs or services for more than 15 minutes, does it count as an ISC? And the answer is it would absolutely count as an ISC. So that's a great example. If you conduct a workshop session and then the facilitator works one-on-one with a client after the session, that client that they're working with would be considered as having attended the session and also having received an ISC. Great question. Okay. So there's another question here, I think, about referrals. 
Give me one moment. Let me read the question and then to make sure I understand. So if a client missed an appointment with an outside agency that they were referred to, and then a second referral was made, would that be counted as a continuation of the original referral? Or would case managers have to close the original referral and start a new referral for the second attempt? So, I believe the answer to your question is, if you provide a referral to a client, you follow up with that client, you check in with that client to see, did you follow up on the referral? And the answer is no. They did not follow up on it. 
So you remind them again about the referral. It's not that you're providing a new referral, right? It's the same referral. It's just that the client hasn't followed up on it in that situation. Great. Okay. If you have any questions about the definitions and distinguishing between an incentive and a program support, please reach out to your FPS to talk about the definitions of each of those categories. Great. Another reminder to everyone, the recordings and the slides from each of these trainings will be available on the resource site soon. 
Just a reminder, we want to make sure that the materials are accessible for everyone, and that takes us a little bit of time after the training session. So once we finalize the materials, we will post them, and we will also include links to those materials when they are ready in the HMRF Weekly Digest email. And we'll also announce in the upcoming trainings when they're ready. Great. And as a reminder too, although nFORM is not yet available to grants, after OMB clearance has been received for survey administration and nFORM, it will become available. And again, we will notify all grants when it is ready. Great. Okay. 
I apologize if I missed a question. So if I did, please go ahead and re-enter it into the chat. But if there are other questions, please go ahead and enter them. We still have about 15 minutes to cover any other questions you may have. These have been great so far. I really, really appreciate programs really thinking through the logistics of using nFORM and incorporating it into their program. Thank you, yes, again, for this question about the child care. 
So if you're a program that is providing child care to a whole group, I would talk to your FPS as well about how they would want that to be documented at nFORM. Yeah, that's a great question about just if you provide that support. Great. Great. Okay. Yep, and just a reminder too, so nFORM does not send out reminders, text messages, emails to clients directly, but you will have access to client contact information so that your staff can send out those reminders. Great. Okay. 
So there is a question about how much time can elapse before a client is marked absent for a session? Well, I would say that if they didn't show up for the session, you should mark them as absent. If they show up later in the day to make up the session, you can choose how to record that make-up. But we want to get-- just as I mentioned earlier, we want nFORM attendance to be recorded as quickly as possible, ideally within 24 hours. Great. 
So there is also a question about-- this is a good one. There's a program that plans a celebration after their last workshop session. And they want to know, how would you record attendance for that? Because it's not instructional time. And I'm assuming that that celebration is not included in the total hours that clients are required to participate in to complete the program. That could be a really good use for an optional workshop that you record in nFORM. So you could add a workshop. You could call that the End-of-Cohort Celebration or however you would like to name it. And that could be where attendance in that session would be recorded. Again, that could be really helpful data to see how many clients come to that celebration at the end. Who's looking forward to this? Is it meaningful? Great. Okay, let me scroll down for one moment. 
So there's a question again about just creating the session series that you would make for a client who joins the program after a cohort has started. So, grants, I always recommend, and I recommend it to the last cohort of grants, and I'm going to do it again here. That you actually have two options for how to handle the remaining sessions in a series that you set up to capture participation for a client who needs to make up content because they joined after the cohort starts. 
You can either record that client's continued attendance in the session series that you set up to capture their make-up attendance, or you could cancel the remaining session in that series and then record their attendance in the actual sessions that they attended with the rest of their cohort. And I mentioned both options for grants because I believe that for some grants, it is easier for them to monitor attendance in just one series for a client. 
So, for example, for Danielle, we would record Danielle's participation in that same series we set up. But for other grants, we find it more helpful to have original attendance, to have attendance recorded in the actual sessions that a client's attended if those are not ones that they made up. So that will be something we'll talk about more with grants, but it is something that you can determine with your team what will work better for your own program monitoring plan. Great. Okay. 
So there's another question about what is considered direct contact in a service contact. Is it that you have to actively be speaking to them, whether that's in person or on the phone, or could a back-and-forth conversation by text be considered as direct contact? I would confirm with your SPFs, but if you have an engaged, active conversation by text going on with a client, that could be considered as direct contact with a client as well. Now, if you just left a voicemail for the client and didn't hear back from them, that would not be considered direct contact. Great. Great. Okay. I'm going to scroll down. 
So I just want to clarify that $350 incentive maximum. So if you have any questions about incentives as it relates to your local evaluations, I do recommend that you speak to your FPS about that. Great. Okay. So there is a question about whether we would recommend recording attendance in nFORM in real time or generating that PDF roster that we covered earlier and then submitting the attendance record after the session has ended. 
So, in an ideal situation, you could have a facilitator or another staff member there that's recording attendance right into nFORM in real time. We also recognize, though, that that may not always be possible. You may not be able to access nFORM at the same time as kicking off a workshop session. And in that situation, it would be better suited to have that printed attendance list, and then to go in and record attendance later. But entering information into nFORM in as real time as possible is always preferable. 
Great. Questions about how to mark a client who shows up late to a session. Would we consider that absent? Would we consider that late? That would be something that you would want to define and determine with your program what you would consider as a client missing a session. How late could they be? There is not a status or an indicator to mark a client as late to a session, but perhaps you work with your program team and define if a client is a certain amount late; does that mean that they need to make up the missed content for that session-- for the content that they missed in that session? Great. Okay. 
So there were a couple of questions again from yesterday's training. And yesterday's session was all focused on creating client applications, and also on survey administration. So the first question that came through was can entrant surveys be administered before the first workshop? So just as a reminder, completing the entrant survey is what triggers enrollment into nFORM. So what that means is that in order to record participation in a workshop for a client, they must be enrolled in nFORM. So the entrant survey should be completed at the time of intake or enrollment and before or at the start of any programming, or at the start before the first session begins is when the entrant survey should be administered. 
And then the second question, again, just related to time restrictions about completing the exit survey. There are no time restrictions for clients to complete the exit survey. So per ACF's guidance, all clients who complete an entrant survey should also complete an exit survey. And there may be times at which it can take a while to follow up with a client to have them complete that exit survey. And there's no time limitations on when the exit survey must be completed by. There's nothing in nFORM that will not allow a client to take an exit survey after a certain amount of time. So you should continue to follow up with clients to complete surveys as needed. 
Great. So just a reminder. If folks have recommendations or thoughts on enhancing or expanding any element of nFORM as it is now, we really appreciate that feedback, and we will always consider that feedback in working with ACF to make enhancements to the system in the future. Okay. So I'm going to take a few more questions, and then we're going to wrap up for today. Okay. 
So there's a question about the academic calendar and using nFORM. I'm going to read through it for a moment and just make sure I understand, and then let's talk about your question. So this grant partners with schools, and they operate on a calendar year that begins in the second week of August, ends in May. And the question is about whether nFORM's reporting expectations and timelines kind of align with that academic year. Yes. So we are actually going to talk more about this topic, about for READY4Life grants, monitoring and reporting data collection along the academic calendar year alongside the grant year in an upcoming training session. 
So day five, we are going to talk about a very exciting enhancement to the performance progress report, the PPR. So stay tuned for more information about that. And then we will conduct additional office hours, and we will specifically talk a lot more for READY4Life grants considerations for monitoring and collecting data along the academic calendar year. So thank you for that question. Great. Okay. A couple of more questions here. Oh, a very important question just came through about the surveys that I absolutely want to clarify. 
So the question is, if completing the entrant survey finishes the enrollment process, then does the exit survey validate the participants' completion in the program? And the answer is no. And I say that because, in reports and in thinking about progress towards your primary workshop participation target, 90% or full completion of targets is based on hours spent in your primary workshops. Submitting or not submitting an exit survey does not have any effect on progress towards workshop participation targets. Now, all programs will be manually updating clients' statuses to indicate where they are in the program. 
So in your program, if a client is considered as having completed the program by attending primary workshops, participating in any other required services, and submitting their exit survey, then in that situation, grant staff would want to ensure that the exit survey was completed before they updated the status to completed as well. But just one more time for everyone to understand. Completing or not completing the exit survey has no effect on progress towards primary workshop participation targets. Great. Wonderful. Okay. All right. We're going to take about one more question, and then we're going to wrap up for today. Great. Okay. 
So, last question here is, "What is turnaround time for receiving bulk--" I'm assuming the bulk passcodes is the feature you're asking about, but please follow up if I'm incorrect or misunderstanding, "once they're generated?" And the answer is immediately. It's fantastic. So for the grants that are conducting survey administration with a group and are generating bulk passcodes, survey passcodes, the moment you click, like, generate or save, in real time, you'll be able to access a PDF with all of the survey login information for all of the clients that you included in that bulk password. So that is immediate. And it's really the same for all of the bulk update features. It's in real time. So if you make a bulk update to client statuses, that is applied immediately in nFORM. Same with case manager assignment. That's all real time. Great question. 
And one more time, just a reminder, nFORM will become available after OMB clearance is received. Okay. All right. I appreciate everyone's questions today. As a reminder, you can also submit your questions to our help desk team if others come up after the training today. But let me know that you can also access resources and information on the topics that we covered today in the nFORM user manual, which will be ready very soon. 
So, specifically related to today's information on client profiles and recording services, nFORM users can review modules 5D and 7D in the user manual for more detailed information. And the manual and all of our other nFORM and CQI resources are found on the HMRS grant resource site, again at hmrfgrantresources.info. If you have additional questions, as I mentioned, after reading the resources or after these trainings or any other time, please don't hesitate to email us at informcqita@ mathematica-mpr.com. Note that if you are a returning grant, this is a new email address from the previous cohort. We no longer have access to the email address for the help desk from the other cohort. 
So it's important that when sending us a question or a request that you are confirming that you're using this email that's listed on the screen here. Also, if you submit a question but you don't hear from us for a day or two, just be sure to check your spam folder, see if our email response landed in that folder, and also just confirm that you sent it to that email address. But if needed, you can always just follow up with us again. That's not a problem. We're here to help. 
And as a reminder, when reaching out to us or communicating about clients in general, make sure to never text or email personally identifiable information, or PII, like client names. You should never be taking screenshots of client PII from nFORM as well. And if you or any other staff at your programs haven't yet, just make sure to watch that Keeping Data Secure training video. And when ready, read through Module 1 of the nFORM User Manual to get all the information that you'll need on protecting client confidentiality. 
Thank you again for just being a part of our day 3 session of our Well nFORMed Training Series. So we have a bit of a break. And then our next session, again, is on Tuesday, and that will focus on getting into planning of CQI cycles and fostering learning cultures. And if needed, just don't forget to register for that session using the day 4 link in the HMRF Weekly Digest email, and make sure to pass that link on to others on your team. We hope you all have a wonderful weekend, and we look forward to seeing you again next week. All right. Bye, everyone. Have a good one.
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