vzw-asbl

\‘, Smals

www.smals.be

Script & Forms

Release 27-05-2021

RELEASE NOTE

Script & Forms 25-05-2021 Click here to enter text. Click here to enter text.

1/6



vzw-asbl

‘; Smals

TABLE OF CONTENT

1. e I N Y 3
2. NEW FEATURES . ...ttt e e e e et e e e et s e e e et e e e eaaa e s 3
2.1. Immediate processing of cohabitant HR contacts without scheduling a call during index patient
[N]SR 3
2.2. Display Coronalert « Covicodes » for iNdeX Pati€Nt .........cccuiiiiiiii i a e e 5
2 RV £ 1 (o YU LYo g o) €3 0] oo F- L = ST URPPRNE 6
2/6



V" Smals

vzw-asbl

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.

e Agent may decide to interview the cohabitant directly or not and so reschedule a contact with them
at another time
e 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
e 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 hew code

Q1f “Wenst u uw positief testresultaat toe te voegen aan uw Coronalert-applicatie zodat u uw contacten anomiem kan
waarschuwen dat u besmet bent met het Covid18-virus?”

(i) Sommige mensen ontvangen hun testresultaten niet in Coronalert. Dit is te wijten aan een onoplettendheid/fout
van de gebruiker of de verzorger, of aan een technisch probleem. Indien het testresultaat positief is, betekent dit
dat deze persoon zijn contacten niet kan waarschuwen via de applicatie.

Om hier een oplossing voor te voorzien, stellen wij aan de index patiént die de afgelopen dagen Coronalert heeft
gebruikt voor om hun positief testresultaat alsnog toe te voegen. Dit zodat de persoon zijn/haar contacten
anoniem kan waarschuwen.

Om een positief testresultaat in Coronalert toe te voegen, moet de gebruiker klikken op "Ben je positief en wil je
je contacten anoniem informeren?”. Hij'zij moet dan een 12-cijferige code ingeven diz door het callcenter wordt
doorgegeven. De gebruiker kan dan zijn/haar contactpersonen op de hoogte brengen. Handmatige tussenkomst

van de gebruiker is noodzakelijk omdat Coronalert anoniem is. Deze code is maar 20 minuten geldig. Adviseer
de beller daarom de code in te voeren tijdens het gesprek of direct na het gesprek.

@Ja

() Nee

Covi-Code: 3275 9919 2546
Verloopt in: 07:43

Genereer Covi-Code

Q11g “Heeft u de Coronalert-app gebrukt om uw nauwe contactern anoniem te waarschuwen dat u besmet bent met het
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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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