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1. Release

RELEASE NUMBER

TYPE URGENT
APPLICATION Script & Forms

VERSION

DATE ACCEPTATION | 26/05/2021

DATE PRODUCTION 27/05/2021

2. New features

2.1. Immediate processing of cohabitant HR contacts without
scheduling a call during index patient interview

When interviewing an index patient in script 1A, the agent can now decide to treat the cohabitant directly if

he or she is available on the phone or to schedule a 2A call.

This option is now available for cohabitants who require PCR codes, quarantine certificates and who are

identified as High Risk Contacts.

Use case

e The agent completes the first part of the form with the data of the "cohabitant" contact. If the
contact is identified as an HR contact, then the question “Do you want the interview with your

cohabitant to be carried out now?” is displayed.
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Contacts

dinformations sur «équipement de protection appropriés, voir FAQ.)

[] “Cette personne a-t-zlle voyagé avec vous pendant plus de 15 minutes dans un moyen de
transport quelconque (bus, voiture, train, avion_..) et &tait-elle assise & moins de 2 sig¢ges

de vous ¥°

G) Si la personne répond négativement a toutes les questions, rayez le nom de
cette personne.

«Nous devons informer votre cohabitant des mesures g suivre suite au contact quil *
a eu avec vous. Sivous le souhaitez nous pouvens directement effectuer l'entretien
téléphonique avec votre cohabitant. Voulez-vous que l'entretien avec volre
cohabitant soit effectue maintenant ?»

() Oui

O Mon, je préfére qu'il soit reprogrammé & un autre moment

® Information & l'agent : Les tickets 2A pour les cohabitants peuvent étre créé
directement au cours de cet appel. Cela évite qu'ils ne soient rappelés plus
tard.
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Script 2A - Entretien avec un contact a haut risque

Numeéro de registre national

Q3b "Avez-vous présenteé des symptomes du Covid-18, la maladie causée par le
coronavirus P Les symptomes sont :

Figvre

OJ
O

Toux

O0o0Ooo0OO0on.

Diarrhée

Mal de gorge

Difficulté a respirer

Nez qui coule ou sensation de nez bouché
Perte de I'odorat ou de goit

Maux de téte

Douleurs articulaires ou musculaires

Q4a (e test de votre cohabitant a bien été réalisé aprés 4 juin 2021 ou votre
cohabitant avait-il encore des symptomes aprés le 22 mai 2021

() Oui

Y Klan

Agent may decide to interview the cohabitant directly or not and so reschedule a contact with them

at another time

In case the cohabitant is available, the following additional information will be requested from the

cohabitant

o His/her National Register Number
o The same logic of questions as Script 2A to determine rules to follow :

Symptoms : yes/no

Strict isolation : yes/no

Advice with rules to follow

Isolation address (automatically pre-filled with index patient’s address)
Questions about vaccination

Questions about CoronAlert app

after adding the contact, mention "no scheduled calls" will be displayed next to the first and last

name
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Business Rules

e The “cohabitant treated without call”, will be triggered AFTER the successful submission of ticket
1A
e There will be 10 minutes between the submission of the 1A and the creation of the 2A form, in
order to update the event log and the linked tickets correctly.
e Atthis time, Camunda will do a check if the contact is already known as index patient or High Risk
Contact following the current rules.
o If the contact does not yet exist in the system, then a 2A ticket will be created and
automatically closed with the wrap-up code “success” (and without scheduling a call in
Genesys). The contact will receive his/lher PCR codes by SMS and his quarantine
certificate
e After 1A ticket submission : agent can no longer modify the contact data inside the 1A. If the agent
wants to edit the data, he/she must be able to find the "2A House member™ ticket created from the
advanced search (via the NISS of the contact or linked ticket).

Identify “cohabitant” 2A script
In order to identify “automatically closed 2A tickets for cohabitants”, the following actions will be taken:

e The prefix “H” will be added to ticket number. e.g : “H310000000414301”
¢ Mention “House member with no call” will be displayed on top of theses 2A scripts

Linked ticket

Camunda will automatically add the Index patient phone number as secondary number for the cohabitant
treated directly. This way there’s a guarantee that the ticket will be visible under ‘linked tickets’ view (also
there will also always be a phone number for the contact, even if the agent only fills in address info).
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2.2. Display Coronalert « Covicodes » for index patient

In order to anonymously notify their contacts of his infection in the application, an index patient can receive
an activation code (Covicodes) during the call 1A.

Use case

e Addition of the new question “Q11F” - Do you want to add your positive test result to the
Coronalert app to anonymously notify your contacts that you are infected with the Covid19 virus?"

o If the answer is yes, the agent can generate a unique 12-digit code that can be communicated by
telephone to the citizen

Important :

e Citizens must have updated their application to access this feature
e This code is only valid for 20 minutes after its generation.
o itis therefore advisable that the citizen enters the code in his application directly during the call
e The validity period of a code is displayed next to it.
e Ifitis no longer valid :
o an error message will be displayed
o the agent can regenerate a new code

(@ Non

Q11f “Voulez-vous ajouter voire résultat de test positif dans l'application Coronalert afin d'avertir anonymement vos
contacts que vous étes infecte par le virus Cowd?9 ?°

(i) Certaines personnes ne recoivent pas leur résultat de test dans Coronalert. Ceci dii & un(e) oubliferreur
d'utilisateur ou persennel soignant, ou bien di & un souci technigue. Si le resultat de test est positif, une
consequence est que cette personne ne pourra pas avertir ses contacts via I'application.

Afin de proposer une solution a ce probléme, nous proposons au cas index ayant utilisé Coronalert dans les
derniers jours d'ajouter leur résultat de test afin de quand mé&me pouveir avertir anonymement ses contacts.

Pour ajouter un resultat test positif dans Coronalert, I'utilisateur doit cliquer sur « Vious étes positif et souhaitez
informer vos contact de maniere anonyme ». ll/elle doit ensuite entrer un code de 12 chiffres donne par le call
center. Ceci permettra ensuite a l'utilisateur d'avertir ses contacts. L'intervention manuelle par l'utilisateur est

nécessaire vu que l'application est anonyme. Ce code n'est valable que 20 minutes. Conseillez donc a votre
interlocuteur d'entrer le code pendant 'appel ou juste aprés I'appel.

(® Oui

O Non

Covi-Code: 3278 9919 2546
Expire dans: 08:19

Générer Covi-Cod

O11n “Avez-vnus utilisé lannlication Coronalart naur avarticr annnvmeament vos contacts nrochas aue vous étaes infecté
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2.3. Various scripts update

Add new type of symptoms
e nausea, vomiting and fatigue

e inscript 1A, 2A, 2C, 2D, 2E

Add support to book test

¢ In Advices of script 2E, addition of the same text as in 3B in order to help the citizen to book a test

Ask the person on whether they need support during their quarantine

e In script 2E, addition of information for agent at the end of the script as well as the “need for help
area in the left column to indicate if a person needs additional support during their quarantine

Add new reason of non-collaboration “no travel to Belgium”
e In script 2E, add the option “the trip to Belgium did not take place " in Q2

Change Low Risk Contact definition
e In script 1A, clarification of the low risk contact definition

Ask why the person has made an autotest
e In Script 2D, add new question “Why did you do this self-test?” to check if citizen use it properly.
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