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Structure of the NC 2-1-1 Database

The NC 2-1-1 database is constructed in a hierarchal manner where United Way of North Carolina begins at the top of the structure with each participating local United Way is listed under them.  Each local United Way then has all of their agencies and programs listed under them in the database structure.  This structure creates a confidential and secure environment for information and referral purposes
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Helpful Tips 

1. The following tips might be helpful:

a. It’s easy to lose track of where you are because most screens look similar.   Look at the top grey box on any screen to see what agency/program and level you are currently working with.  The parent of that agency/program will be a blue hotlink below the agency/program name.

b. You may add a new agency by either going to the parent and “Add a subordinate provider,” or if you have already entered one level 5 program and wish to add another child provider for the same agency it may be easiest to “Add an equivalent.”  In either case you may use the copy function to copy over information from either the parent or sibling.

c. If you have a simple agency with only one program you will add it only at Level 4 and attach taxonomy codes at that level.

d. If you have a complex agency with multiple programs list the Agency at Level 4 without taxonomy codes and then list the various programs at Level 5 with taxonomy (Service) Codes 

e. You should break out separate programs if the programs have separate locations or differing intake or eligibility criteria.
Reference Guide to Fields / Functions

Profile > Provider Profile
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Functions: 
*Updating Information




* = Required Fields



*Description





*Location Information (click on (to display fields)



*Contact Information (click on (to display fields)



*Additional Information (click on (to display fields)

Profile > Standards Information
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Functions: 
 None of these fields are required, but may be useful to your organization


Services > Search Term Information

[image: image3.png]Profile Maintenance

Search Terms Information





Functions:
Area Served – NC 2-1-1 Does NOT use this field



*Geography Served  - choose the counties or cities served



* Services Provided – list only primary codes

Maintenance > Add Provider
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Functions:
Add Equivalent or Subordinate Providers – Scroll to the bottom of the page

Maintenance > Copy Provider
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Functions:
Copy information from one provider to others

Maintenance > Provider Tree
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Functions:
Opens up all subordinate providers.  Click on the ( to open reveal subordinate providers

ServicePoint Homepage 

To open the ServicePoint database, open and internet browser, such a Internet Explorer or Mozilla Firefox and navigate to URL:  https://www4.bowmansystems.com/nc2-1-1
This site is currently being redirected to the following address:

https://sp5.servicept.com/sp5_nc211/com.bowmansystems.sp5.core.ServicePoint/index.html
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Login and Password
User Name and Password Requirements

1. For individual only

2. Responsible for actions taken during your login 

3. porary password good for one use; immediately prompted to change

4. Passwords between 8-16 characters, with at least 2 numbers

5. Passwords are case-sensitive

6. Must change passwords every 45 days

7. 4th failed attempt to log in, get message to contact administrator

8. System timeout: Error Message will ask Log Off  or Continue Session?

9. Use ServicePoint buttons to navigate – not browser buttons

Navigation
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ServicePoint is designed to allow navigation within the application and by using the browsers navigation, such as the Back and Forward arrows. Each tab or link you click will direct you to the next screen. You may use the Back arrow to return you to screens you have previously navigated from. 
The small black triangles allow you to expand or collapse portions of your screen to increase your workspace within the ServicePoint windows. Clicking a right pointed triangle will expand your list of menu options. 

Admin Provider Section

To make any changes in the information contained within your database you will be using the “Admin Provider” section of the database.  It is important to note that while you are in the “Admin Providers” section you will only be able to see agencies beneath your organization in the structure.  To view other organizations, please go to ResourcePoint.
1) Begin by opening the “Admin” Section located on the far left navigation panel
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Now choose “Admin Providers”
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It is typically easiest to find either your United Way, or the agency you wish to edit by first opening the “Advanced Search” option.
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On the “Provider Search” screen you see below, you have several choice that allow you to search, you can use one or several of these options:
a. Search – enter one word from the name of your agency

b. City / County– enter the city or county n which the agency is located

c. Service Codes – finds all of the agencies you have listed with a particular code
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The list of providers will appear below the search window.   Choose the “Pencil” icon to choose the agency that you wish to edit
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Editing a Provider Record
When you first open the agency record you will see the following screen. 
The heading provides several piece of important information
a. Provider ID - Generated by ServicePoint when a provider is added to the database.

b. Provider Name – The name of the provider.

c. Agency/Program (AKA) – The Also-Known-As name of the provider.

d. Parent Provider – For lower level providers this field is populated with the parent name.

e. Profile Image – The Change Image button allows a provider logo to be uploaded to the database.  The provider image is 100px by 100px.

f. Create Date – This date is automatically created when the program is created.

g. Last Update – This date is automatically entered whenever a change is made to the program..

h. HUD Compliant – We will not be using this box
i. AIRS Compliant – Please keep this box check so that you have access to the annual update information about this record.
j. Uses ServicePoint – Only United Ways or other partners in the NC 2-1-1 system should have this box checked.
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The remainder of the information about the agency is contained within three major sections of the database record.


Profile (Provider Profile,  Standards Information)

Services (Geographic Search Terms, Service Codes)

Maintenance (Add Provider, Copy Provider, Provider Tree)
You will need to open each of these tabs as well as the Sub-Tabs in order to update the information in an agency record
Click Save to retain the changes made on this page.  Click Save & Exit to retain the changes made on this page and exit to the previous screen.  Click Exit to exit this page without retaining the changes (if clicked before a save occurs).
Provider Profile

The next section of the initial provider screen displays available tabs of information.  When a provider is initially accessed the Profile (1) tab is active, as is the Provider Profile (2) sub-tab.

AIRS Official Update
The AIRS Official Update section of the Provider Profile is located below the tabs.  This area represents a new feature of ServicePoint 5.  This section allows data to be captured for use in the AIRS Accreditation process.  
a. Person Making Change – Captured by ServicePoint when a provider record is altered and saved.

b. Person Requesting Change – Entered by the user to record the person requesting that the provider record be altered.

c. Organization Making Change – Captured by ServicePoint when a provider record is altered and saved.  This is the organization associated with the Person Making Change.

d. Organization Requesting Change – Entered by the user to record the organization requesting that the provider record be altered.  Three buttons are available to populate this field:

e. Provider Search – This activates the standard Provider Search which permits any provider in the system to be located and selected.

f. Current Provider – Adds the Current Provider (the provider being altered) in this field.

g. My Provider – This button populates the user’s provider in this field.

h. Clear – Clears the Organization Requesting Change. 

i. Change Description – This free form text field allows a description of the change to be recorded in the database.  An example may be, “Velma from FCA called to tell us that this provider recently moved.”

j. Description – A description of the provider and the services they offer.  This field is searched when locating a provider via the standard provider search therefore a detailed description should be entered and maintained.
Alter the fields as necessary.  Click Save to retain the changes made in this section.  Click Save & Exit to retain the changes made in this section and exit to the previous screen.  Click Exit to exit this page without retaining the changes (if clicked before a save occurs).

The bottom of the Provider Profile contains three sections.  Click an arrow (1) to expand a section.
a. Location Information contains the addresses associated with the provider.

b. Contact Information contains personnel information and phone information associated with the provider.

c. Additional Information contains information about provider operations. 

Click the arrow next to Location Information to display the screen in Figure 2-6.  
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Click the Red Minus icon [image: image16.png]


 to delete an address associated with the provider.  Click the Edit icon [image: image17.png]


 to alter an address associated with the provider.  Click Add Address (1) to add an address to the provider.   
Address fields  will display when the Edit icon [image: image18.png]


 or Add Address is clicked.  Complete or alter the fields and click Save (1) to retain the changes.  Click Cancel (2) to return to the previous screen without retaining the changes.

a. Description is a required field.

b. Address Type is a required field.

c. ZIP Code is a required field.  Apply ZIP Code Information populates the City State and County/Parish fields after a ZIP Code is entered.

d. You can only have one Primary Address per Provider.  The address that is Primary will have it’s description bolded.
Contact Information  (Phone Numbers and Personnel)
Click the arrow next to “Contact Information, to display the screen.  Contact Numbers and Contact Personnel are listed.-
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Click the Red Minus icon [image: image20.png]


 to delete a contact number or a contact personnel record.  Click the Edit icon [image: image21.png]


 to alter either record type.  Click Add New Number (1) to add a contact number to the provider.  Click Add New Contact (2) to add a contact personnel record to the provider.

Telephone fields (Figure 1-11) will display when the Edit icon [image: image22.png]


 or Add New Number is clicked in the Contact Number section.  
Complete or alter the fields and click Save (1) to retain the changes.  Click Cancel (2) to return to the previous screen without retaining the changes.

a. Description is a required field.

b. Number is a required field.

c. Primary Telephone may be checked if the number is the primary number for the location.  The selected primary number will display on screens throughout ServicePoint.
Contact Number fields (Figure 1-12) will display when the Edit icon [image: image23.png]


 or Add New Number is clicked in the Contact Personnel section.  

Complete or alter the fields and click Save (1) to retain the changes.  Click Cancel (2) to return to the previous screen without retaining the changes.
a. Name is a required field.

b. Description is a required field.

c. Phone Number is a required field.

d. Hide from Provider Profile may be checked if the contact is to be used only within the provider or by System Administrators.  Hiding the number will prevent it from being available on screens throughout ServicePoint.
Additional Information

Click the arrow next to Additional Information to display the screen in Figure 1-13.  Complete or alter the fields.   *** Please see the NC 2-1-1 Style Manual in order to accurately complete these fields.***
a. Website Address – The provider’s web address.

b. Hours – The hours of operation.
c. Program Fees – Fees associated with services provided.
d. Intake/Application Process – details of the registration process..

e. Eligibility – Requirements for clients to be eligible for service.
f. Languages – Languages spoken.
g. Volunteer Opportunities – Personnel needs that may be met with volunteers.
h. Wishlists – Goods and services needed by the provider.
i. Handicap Access – Select Yes/No as appropriate.
j. Brochures – Select Yes/No if brochures are available.
k. Show on Public Site – Select Yes/No to display the provider on public access site..
l. Printed Directory – Select Yes/No to include the provider in the printed directory.
Click Save to retain the changes made in this section.  Click Save & Exit to retain the changes made in this section and exit to the previous screen.  Click Exit to exit this page without retaining the changes (if clicked before a save occurs).
Note:  Clicking Exit (without saving) will not eliminate changes made to Address Information or Contact Information.  When added or altered addresses and contacts are immediately saved to the database.
Standards Information 

When a provider is initially accessed the Profile (1) tab is active, as is the Provider Profile sub-tab. Click Standards Information (2) (Figure 1-14) to navigate into this area.
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Most of the fields in this group are optional for the NC 2-1-1 system.  The only one that is mandatory is the “Legal Status” which allows us to note if an agency is a United Way member agency, non-profit, for-profit or government.
Search Terms and Services Provided
Accurately completing the information in this section of the database is critical to the success of NC 2-1-1  Please pay particular attention to the information in this section.
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Search Terms Information – Used to establish the geographic areas where services are available.

Services Provided – Used to establish the “searchable” services offered by the provider.

Service Settings – Used to customize ServicePoint’s Service Transaction area 

Search Term Information

Within Search Terms Information there are two sections; Areas Served and Geographies Served.

Areas Served  - NC 2-1-1 does not use this section of the database.  Please do not enter information into this.
Geographies Served is used to index providers by the State, City, County and ZIP Codes they serve.

Geographies Served displays the geographical location assigned to the provider. This section will be blank if no locations have been assigned.
Click Manage Geography Served to modify or add geographic locations to the provider, and the following window will pop-up.
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The initial display (Figure 1-7) shows Search Criteria (1), Provider Served States (2) and Provider Served Information. (3)
a. Search Criteria permits the user to assign an entire state as the geography served and allows a county, city or ZIP Code from a state to be assigned.

b. Provider Served States are the states in which the provider has registered a geography served. A geography served may be a county, city, or ZIP Code.

c. Provider Served Information initially displays the counties in which the provider has a geography served.
The following functions are available in Search Criteria (Figure 1-8):

a. Select a State (1) in the drop down field. Click Add to Provider Served States (2) to add all Counties, Cities and ZIP Codes of the selected state to the provider as Geographies Served.

b. To assign a county, city or ZIP Code to the provider select a State (1) in the drop down field. Enter a key word in the Search (3) field, and click Search. (4) Search Results (5) will display. The search results show ZIP Codes, Cities and Counties from the selected state that match the key word. Click Clear (6) to reset the Search field. 

c. Use Previous and Next (7) to navigate through the search results.

d. Click the Green Plus icon [image: image27.png]


 to add the Zip Code, City or County to the provider.

e. Click Exit (8) to return to the previous screen. As changes are made they are automatically updated in the provider record, therefore save is not required.

Note:
Adding a state to Geographies Served will add all Counties, Cities and ZIP Codes to the provider. Adding a County will add all cities and ZIP Codes in that County. Adding a City will add the corresponding ZIP Codes. Zip Codes may also be added individually.

Provider Served States includes the following functionality:

a. Click the Red Minus icon [image: image28.png]


 to remove all geographies served for the state.

b. Click the Magnifying Glass icon [image: image29.png]


 to display the Provider Served Information for the state. This information will be displayed in the Provider Served Information window.

c. Use Previous and Next to navigate through the available states.

Provider Served Information [County/Parish] (Figure 1-10) includes the following functionality:

a. Click the Red Minus icon [image: image30.png]


 to remove the County from the provider.

b. Click the Magnifying Glass icon [image: image31.png]


 to move to the City display.

c. Use Previous and Next to navigate through the available Counties.
Provider Served Information [City] (Figure 1-11) includes the following functionality:

a. Click the Red Minus icon [image: image32.png]


 to remove the City from the provider.

b. Click the Magnifying Glass icon [image: image33.png]


 to move to the ZIP Code display.

c. Use Back to move back to the County display.

d. Use Previous and Next to navigate through the available Cities

Provider Served Information [Zip Code] (Figure 1-12) includes the following functionality:

a. Click the Red Minus icon [image: image34.png]


 to remove the ZIP Code from the provider.

b. Use Back to move back to the City display.

c. Use Previous and Next to navigate through the available Cities.

When Geographies Served is complete. Click the Exit button at the bottom of the screen to return to the Admin Providers Services screen. 

Services Provided

Within Services Provided there are two sections; one is named similar to the section heading, Services Provided and the other is Emergency Support Functions (ESF).
a. Services Provided is used to index providers by the services they offer.

b. Emergency Support Functions is used to index providers by the services offered during an emergency.

Services Provided displays the primary services offered by the provider. (Figure 1-13) This section will be empty if no services have been assigned.

Click the arrow (1) to open or close an area of the screen. (Figure 1-13) The screen image shows Primary Services as open. The functionality described herein applies to Primary Services, Secondary Services, and Occasional Services.

a. Click the Red Minus icon [image: image35.png]


 to delete a service from the provider.

b. Check the check box (2) to mark a service as “Out of Service.” Click Save Status of Service (3) to save the changes. 

c. Click Add Service (4) to add a service to the provider. (Figure 1-14)

The Service Code Search screen is commonly used in ServicePoint to select service codes. The screen is slightly modified in this utility to allow Primary, Secondary and Occasional service terms to be easily selected.

a. Click P, S or O (1) to add a term to Primary Services, Secondary Services, or Occasional Services respectively. (2)  Please Note:  NC 2-1-1 only assigns Primary Codes.
b. Click Submit (3) to retain the selected terms for the provider. Click Exit (4) to return to the previous screen without retaining the selections.


After returning to Services Provided, (Figure 1-15) the newly added services will display in the Primary Services, Secondary Services, or Occasional Services areas. Click the Red Minus icon [image: image36.png]


 to delete a term. Click the arrow (1) to open a term. Click Add Target Populations (2) to modify the term by adding a target population to the term.
Assigning Target Populations is optional in the NC 2-1-1 system.

The Service Code Search screen (Figure 1-16) permits the user to select Target Populations. (Only Target Population codes are available when Service Code Search is accessed through this utility.)

c. Click Select (1) to add a term to Selected Service Codes. (2)
d. Click Submit (3) to retain the selected terms for the term being modified. Click Exit (4) to return to the previous screen without retaining the selections.

After returning to Services Provided, (Figure 1-17) the selected Target Populations are added to the term. Click the arrow (1) to open the display. Click the Red Minus icon [image: image37.png]


 to delete a Target Populations. In this example Target Population “Families and Individuals Needing Support (YJ)” has been added to “Housing Counseling (BH-3700).”

NC 2-1-1 currently does not code agencies using the ESF functions.

Approval bin

Return to the “Admin” page and this time choose “Approval Bin”
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Click on the “Search Button” to reveal any items that have been submitted to your organization

[image: image39.png]Provider Approval Record Search





This will reveal any programs that have pending changes
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Click on the magnifying glass [image: image41.png]


 to reveal the details of the requested changes.

When you have reviewed the changes choose Approve, Deny or Exit to leave the screen.
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Click triangle to collapse or expand this menu navigation.  
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Figure 1-11
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