Solving Problems 

If there was one word to describe Encompass’ functions it would be “interdependent”.  Each entry affects the other parts in ways that are sometimes unknown.  That is why doing “run-arounds” or “short cuts” may get one person’s job done but it creates problems somewhere else or at some other time.

It seems that when a person gets “stuck” the assumption is there is a “glitch” or “bug” in the software. The reality is that it us most often someone did not do something properly or completely.  This does not mean that glitches are not a problem, but what we really want to do is to make sure it IS a glitch before running of to the Help Desk or throwing our computer out the window.

Encompass problems are usually one of three types (though sometimes they overlap)

A. "policy" - what is the requirement (who, what, when) - what information should go into what section

B. "process" - how to do something in Encompass - the steps for putting in the information

C. "functional" - something is not working correctly (such as a "bug" in the software).

Hence, when having a problem in Encompass: 

1. Review what was done.  Look closely at the document/page and any related areas, asking the questions:

a. Was the process followed correctly?

b. Was the process completed correctly?

RESOURCES: 

· On the list page of many sections there is a “View Help”.  Clicking on this will open an Encompass document that i spells out the functional processes.
· Encompass Helps is a folder in the Clinical Forms folder on the G: drive. (g:\Agency Forms\Clinical Forms) 
2. If that does not resolve the problem the issue should then go to your supervisor.   Supervisor’s have received extra training on Encompass and need to be aware of issues to help address them (it could be a wide spread issue or a local problem).  The supervisor would also be aware of similar problems in the department and can set up targeted trainings on Encompass.
3. The next step is based on the issue:
a. "Policy" questions should go to the administration.
b. "Process" questions can be referred to Tom Peck (tpeck@sccmha.org) 797-3503

c. "Functional" questions should be referred to Gary Smith (gsmith@sccmha.org), 797-3577
If the request is to delete a document, then please submit these via email to Tom or Gary.  Include the consumer name or case number and information that identifies the document to be deleted.

