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INTRODUCTION TO KEY AREAS AND THEIR FUNCTIONS
FRONT DESK (ROOM 109 EDDY)

Located in 109 Eddy Hall, the UCCS Front Desk schedules appointments for both the Minneapolis and St. Paul offices of UCCS.  Appointments are scheduled for the General Counseling Program, Student Academic Success Services (SASS), and Career Development Services.  Front desk also schedules group screening appointments for the Group Program.  
Front Desk staff also determines eligibility for UCCS services.  Undergraduate students with 13 or more credits and graduate students are eligible for up to ten individual sessions per fiscal year (plus three for assessment).  Others are accepted on a space-available basis, but are charged fees.  The Front Desk staff is responsible for collecting fees.

The Front Desk is literally the "front line."  It is the first contact point for clients seeking information about testing, counseling, groups, workshops, classes, consulting, and assistance offered by UCCS.  It functions also as a message center, acts as a general gatekeeper and tallies staff activity.

ADMINISTRATIVE OFFICE  (ROOM 200 EDDY)

Room 200 is the administrative center of UCCS.  Counselor mailboxes are located here. Check with Mary Ann Langer before you arrange for fliers or any other materials to be printed so that they are in compliance with University policies.

STUDENT ACADEMIC SUCCESS SERVICES (SASS) & CAREER DEVELOPMENT SERVICES (ROOM 109 EDDY)
This is the resource center for the SASS academic success programs and UCCS career counseling.  Here you will find resources for students interested in academic improvement or career development, such as study skill improvement software programs and media, and Internet access to web-based career sites.  

TESTING (ROOM 9 EDDY)
Located in the lower level of Eddy Hall, the testing center is where students report with test referral cards to take tests.  Hours are 9:00 a.m. to 12:00 noon and 1:00 p.m. to 4:00 p.m.  Test results are delivered to the Records Office in electronic and/or hardcopy format.  Customers with questions about tests can be directed to Testing staff at 624-3571 or 626-8648. 
RECORDS (ROOM 301 EDDY)

The UCCS records office is located on the third floor of Eddy.  Records staff monitor and maintain all client hardcopy and electronic records.  Client records prior to spring semester 2008 are stored in hardcopy folders; client records for spring 2008 and subsequent semesters are stored in Titanium, the UCCS electronic client scheduling and documentation system.  Records staff create electronic client files in Titanium, entering available client information.  Hardcopy documents are scanned and stored in PDF format in Titanium.  
SCHEDULING PROCEDURES
The fiscal year begins July 1 and the procedure for scheduling appointments and handling files is as follows:

1. New clients can either complete intake forms in 109 Eddy or complete them online and bring them to Eddy.  Any returning client who has not been seen this academic year will be asked to fill out all new paperwork before their first session and to come to Eddy to schedule their first appointment (unless a St. Paul client).  This will allow front desk to assign clients to counselors based on current information, and will give the counselor a heads up for any change in issues from past UCCS sessions.
2. Front Desk staff schedule an appointment in Titanium at a time the counselor has listed as available.

3. Intake paperwork is sent to Records in Room 301.  Records staff create an electronic client file in Titanium, entering available client information.  Intake documents are scanned and stored in PDF format in Titanium.
The Front Desk schedules client appointments in counselor calendars in Titanium.  If you have placeholders for individual appointments on your calendar, it is wise to check the calendar each half day in case a client was scheduled for you.

On the date of the appointment, the following procedure occurs:

1.
The client checks in at the Front Desk.  (Note: If a client comes directly to the office, let the Front Desk know and ask the client to check in at the Front Desk next time).

2.
On the client appointment window in Titanium, the Front Desk will change the Attendance field from “Scheduled” to “Attended.”  A message will be displayed on your computer screen notifying you that your client has arrived. 
3.
If a client fails, cancels or reschedules the appointment, change the Attendance field in the client appointment window in Titanium to the appropriate category. 
4. Within 48 hours after meeting with the client, complete the case note in Titanium. 
5.
TESTING.  If you would like a client to take a test, fill out a test request card (available from room 301).  Check the desired tests and have the student take the card to Testing (Room 9). Test results are sent to the Records Department in electronic and/or hardcopy format. 
6.
Counselors can schedule returning appointments for clients in their offices, or direct clients to schedule returning appointments at the Front Desk.

NOTE: When a client calls the Front Desk to cancel or reschedule an appointment, Front Desk will change the Attendance field in the client appointment window in Titanium to the appropriate category.  The cancellation or reschedule is indicated on the counselor’s Titanium calendar. 

HELPING FRONT DESK PROVIDE GOOD SERVICE

To help front desk staff provide good customer service, please cooperate and assist as follows:
1. Promptly make any schedule changes in the Titanium computer schedule system.

2. Let the Front Desk know when you are going to be out of the building and where you will be.

3. Let your supervisor know if inappropriate clients are being assigned to you.

4. Communicate suggestions or constructive criticisms about Front Desk practices and policies to the front desk supervisor.

5. Be respectful of the front desk work space and work load, making sure you don’t interfere with their work demands or their physical space needs.

PHONES AND MESSAGES
Unless you use “Call Forwarding,” the phone in your office will ring three times and then go to voicemail.  If a call comes for you through the UCCS main number (4-3323), it will be transferred to your office.
If you do not wish to be disturbed during an interview, you may want to use "Call Forwarding" by dialing *3, then after the double beep dialing 60000.  The calls then go directly to voicemail until you cancel "Call Forwarding" by dialing #3.

To check on clients or make other inquiries, please call the internal number for front desk (4‑4818).  If you call this number and get voice mail, this indicates that front desk staff is busy with customers.  Please do not hang up and call back; instead, leave a voice mail message and front desk will return your call as soon as possible.          

MAIL
Put outgoing mail in the correct slot (either U.S. or campus) in room 200, or bring outgoing mail to the Front Desk.  The Front Desk staff posts and mails U.S. Mail letters several times a day.

CALENDAR SYSTEM
To facilitate scheduling, record keeping, and program administration, UCCS uses a computerized calendar and scheduling system called Titanium.  Standard appointment types and codes for the various work activities staff engage in have been developed to assist staff in organizing their schedules, scheduling clients and maintaining a record of their activities.

SCHEDULING YOUR TIME
You create the calendar each semester by putting a proposed schedule into the Titanium scheduling system and reviewing this schedule with your supervisor.  Fill in each hour of the week using the appropriate appointment categories and activity codes. Of particular importance are the hours you assign as available for clients.  In Titanium these are entered as placeholders for individual appointments.  If you know in advance that a given hour will be devoted each week to a certain activity, e.g., leading a group, or receiving supervision, you can enter these types of appointments in your schedule for the semester.

BASIC SCHEDULE MAINTENANCE.

In setting up and changing one's schedule, the following suggestions are made.

1)
At the beginning of each semester counselors will put their supervisor-approved schedules into the Titanium scheduling system.


As counselors need to change schedules, they will do so directly on their Titanium calendars.

2)
Counselors are encouraged to review and update their calendars.  Traditionally, there is heavy demand for individual services the last half of each semester.  This is an important time to ensure the calendar accurately reflects the availability for new clients. 
HANDLING CLIENT NO-SHOWS AND CANCELLATIONS
When a client fails, cancels, or reschedules an appointment, the Front Desk or counselor changes the Attendance field in the client appointment window in Titanium to the appropriate category. 

After a client has failed or cancelled two consecutive appointments, the Front Desk staff should tell the client that (s)he needs to contact the counselor directly to get permission to schedule another appointment.  The counselor then needs to give the Front Desk staff approval for the client to set up another appointment.
SCHEDULE WORK SHEET

COUNSELOR CALENDAR SCHEDULE
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Name:____________________________
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Scheduling Placeholders for Individual Counseling Appointments 

Counseling Staff Case Loads

1. At the beginning of each academic year UCCS administrative staff will determine the number of weekly client openings that will be needed to meet demand.  

Note: In Titanium, client openings are entered as “placeholders” for individual counseling appointments. 
2. Counseling staff caseloads will be determined using the number of client openings needed across UCCS staff to meet demand and the number of counselors available to meet that demand.  Each counselor’s weekly number of client openings will be determined in discussion with her/his supervisor.  

3. Each counselor will schedule 80% of his/her available openings between 10 a.m. and 2:30 p.m. (inclusive of those hours), when most of our clients want to be seen.  The remaining 20% could be scheduled at times outside this range.

4. If a counselor has an unfilled placeholder on the Titanium calendar, Front Desk can schedule a new client in that placeholder.  If the counselor feels (s)he cannot take a new client, the counselor can do an intake and (1) refer to another counselor who can take the client; (2) schedule that client for a follow-up session in a few weeks; or (3) put the client on a “wait list” at the front desk (after consultation with the UCCS Director or Clinical Director).

Use of “No New Clients” on the Computer Schedule

5. Counselors who have unfilled placeholders on their schedules generally need to be available to have new clients scheduled into these placeholders.  However, there may be some circumstances in which the counselor may not feel able to take new clients. In such cases, the counselor can put an “Information Only” appointment indicating “NO NEW CLIENTS” on the Titanium calendar at the end of the work day.  Interns need to get supervisor approval to put NO NEW CLIENTS on the calendar.  Senior staff must let the Director know before putting NO NEW CLIENTS on the calendar, so that the Director knows if there is a need to hire additional associate staff.

6. Counselors are strongly encouraged to base a NO NEW CLIENTS decision on their clients’ ability to make timely appointments, not on number of clients in a caseload.  The number of clients in a caseload can be misleading.  For example, a counselor with 13 OPs per week can have a caseload of considerably more than 13 clients if some clients are not being seen weekly. NO NEW CLIENTS should be put on the calendar only when ongoing clients are having a difficult time scheduling appointments at intervals necessary for counseling effectiveness.  

Scheduling of “WIC” Hours

7. When a student requests WIC services, front desk staff would first attempt to schedule the student into an unfilled placeholder that day.  This would be with any counselor who has a placeholder for an individual appointment.  

8. WIC hours are offered each day between 8:00 a.m. and 4:30 p.m.  Staff is assigned to specific WIC times each semester.  An exception is Tuesday afternoon when the 12:15-4:30 WIC time rotates across staff members so that no one staff member consistently misses the Tuesday afternoon meetings.

 (Revised 6/06)

Individual Client Scheduling

The prospective client's first contact with UCCS will probably be with one of the receptionists in 109 Eddy Hall, either in person or by telephone. If the individual needs to consult a counselor immediately, s/he will be referred to one of the staff members assigned to "wa1k-in" counseling (WIC) on that day.  The receptionist ascertains eligibility and informs the client of fees, if any (see Fee Policy). Otherwise, based on the schedule and the client's description of the type of counseling s/he seeks, the receptionist will make an appointment.

The receptionist records appointments on the computer at the front desk.  If a counselor wishes to see which clients have been scheduled, s/he may simply check the computer. Cancellations, "no-shows," and rescheduled appointments are also indicated there.

Counselors can schedule appointments with clients using their own office computer connection to Titanium, or by asking the client to reschedule at the Front Desk at the end of each session or as needed. 
Note: Clients may not reserve a specific time for future appointments and they may not schedule beyond their next appointment.  A large number of clients do not need to be seen on a weekly basis; for example, career clients with extensive testing or personal clients with "homework" may schedule as negotiated with the counselor.

Recording the Activities
In addition to controlling the counseling schedule, the calendar provides a means of recording the way staff time is spent in the various UCCS programs and activities.  If a client cancels or no-shows, front desk staff will note this on the Titanium schedule.

At the end of each day, counselors should make any additional changes on the schedule to accurately reflect the activities that day.

UCCS Activity Categories

The following section discusses the codes used on Titanium calendars to indicate how staff time is allocated.  

UCCS professional time is allocated primarily to the major UCCS service programs:

Counseling--The counseling program provides counseling to registered clients through individual interviews and in counseling groups and workshops.

Outreach--The outreach program provides developmental assistance to students through delivery modes other than counseling and teaching, including workshops, presentations to student groups, and guest speaking.

Organizational Development--The organizational development program attempts to prevent student problems and improve the services provided to students by other offices and agencies through formal organizational development services as well as through presentations and brief and/or informal consultation with faculty, staff, and other offices.

Teaching--Through its teaching program UCCS delivers instruction in credit courses as part of the University curriculum.

Training--In the UCCS training program counseling interns and practicum students receive supervised experience in counseling and instruction through seminar and presentations on specific counseling topics.

Testing and Measurement--UCCS testing and measurement programs supply, administer, and process tests and questionnaires for the University, the Minnesota educational community (Minnesota Statewide Testing Program), and others for whom the services may be useful.

Titanium Appointment Types and Codes

In Titanium you can schedule three major types of appointments: 

· Individual counseling appointments

· Group counseling appointments

· Other appointments

You can schedule single appointments or recurring appointments, or you can enter placeholders for appointments to be scheduled later.  Color-coding is used to differentiate the various types of appointments.     
Individual Counseling Appointments

Individual counseling appointments include the following appointment “codes”:

· Individual Counseling—General code used to designate a personal, career or academic counseling session.  It should be used only before a first client appointment when the type of appointment (i.e., personal, career or academic) is unknown.  After the client has been seen and the type of appointment is known, the code should be changed to personal, career or academic counseling. 
· Personal Counseling

· Career Counseling

· Academic Counseling

· Walk-In Counseling

· Screening

· Career Assessment Package (CAP)

· SASS Learning Assistance 

Group Counseling Appointments

Group counseling appointments include the following appointment “codes”:

· Counseling Group

· Support Group

· Dissertation Support Group

· Psychoeducational Group

· Group Screening

Other Appointments

Other appointments include the following appointment “codes”:

· WIC Consultation—Consultation to members of the University community, e.g., faculty, staff, parents, students, about emotional and behavioral health concerns.

· Outreach

· Administrative (AD) codes:

-
AD Administrative

-
AD Committee/Staff Meeting

-
AD Meeting Planning

-
AD Instructional Management

· CM Case Management
· Student Academic Success Services (SASS) codes:

· SASS Teaching

· SASS LaSK 1101

· SASS Teaching Prep

· Supervision (SU) codes:
· SU Supervision Given

· SU Supervision Received

· SU Supervision Prep

· SU Teaching Prep

· SU Teaching

· SU Peer Consult
· Non-work codes:
· Vacation

· Holiday
· Sick Leave
· Non-Work Other
· Professional Development (PD) codes:
· PD Professional Development

· PD Attend Conference/Workshop

· PD Give Conference Presentation

· PD Obtain Consultation/Training

· PD Research
· Information Only 

Note about NO NEW CLIENTS:  One use of the “Information Only” appointment code is for a counselor to designate that no new clients are to be scheduled.  If a counselor's caseload is full, there should be no placeholders for individual appointments on the calendar, so that no new clients can be assigned.  As a back-up strategy to make sure caseloads stay manageable, the counselor can request that no new clients be assigned to her/him for that week.  Counselors must obtain supervisor approval to use the code in this way.  Once supervisor approval has been given, the counselor can enter an “Information Only” appointment at the end of the workday with the text “NO NEW CLIENTS” in the Description field. 

A hold on new clients is effective only for one week.  Following that week front desk staff can assign new clients unless the counselor renews the NO NEW CLIENTS request.  In other words, every week the slate is clean, and it is the counselor's responsibility to get supervisor approval to put NO NEW CLIENTS on the calendar if (s)he cannot take new clients.  If front desk staff does not see NO NEW CLIENTS on the calendar, they will assume that they can schedule new clients for the counselor.
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