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OBJECTIVES

After completing this lesson, you will 
be able to:

Understand the call process utilizing 
the client’s telephone or any phone 
associated with the client.

Explain the different Call Reference 
Guides (CRG) available for use.
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INTRODUCTION

TVV is available as an alternate to the SMC call-in/call-
out process. TVV should be utilized in cases where 
SMC is not available (e.g., the device has not been 
charged, connectivity issues, because the device has 
not yet been delivered, etc.).

When using TVV, employees can call-in/call-out from 
any phone linked to the client record.

Agencies are assigned to toll-free numbers for their 
account.



CALL REFERENCE GUIDES
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CALL REFERENCE GUIDES:
CALLING INSTRUCTIONS
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CALL REFERENCE GUIDES:
CALLING INSTRUCTIONS
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CALL REFERENCE GUIDES:
TASK AND SERVICE LIST

 Inside addition to the Call 
Reference Guide, a provider 
agencies also receive a 
Tasks and Services list 
caregivers for clients.

These codes should be 
entered during the call-out 
call process.

Each Service ID is a three 
digit numeric code.
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CALL REFERENCE GUIDES:
MULTI LANGUAGE LINE CALL PROCESS

Call-In

1 Dial the toll-free number.

Santrax will say: “For English, please press one (1). For Spanish, please press two (2). For Egyptian 

Arabic, please press three (3). For Russian, please press four (4). For Chinese Mandarin, please 

press five (5). For Somali, please press six (6).

*Each prompt will be heard in its respective language.

2 Press the number that corresponds to the desired language.

Santrax will say: “Welcome, please enter your Santrax ID.”

3 Press the numbers of your Santrax ID on the touch tone phone.

Santrax will say: “Press 1 to call-in or 2 to call-out.”

4 Press the one (1) key to “call-in.” **

Santrax will say: “Received at [Time]. Thank you, bye.” (if the phone number the call is coming 

from is only associated to one (1) client, otherwise Santrax will give the time then prompt for a 

client ID)

** When a phone is associated to more than one client in Sandata EVV, you will be prompted to 

provide the Client ID to identify the client for whom care is being provided.

Santrax will say: “Please enter first client ID or hang up if done.”

Enter the client ID for the client receiving care.

5 Hang up.
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CALL REFERENCE GUIDES:
MULTI LANGUAGE LINE CALL PROCESS

Call-Out

1 Dial the toll-free number.

Santrax will say: “For English, please press one (1). For Spanish, please press two (2). For 

Somali, please press three (3). For Chinese Mandarin, please press four (4). For Egyptian 

Arabic, please press five (5). For Russian, please press six (6).

*Each prompt will be heard in its respective language.

2 Press the number that corresponds to the desired language. 

Santrax will say: “Welcome, please enter your Santrax ID.” 

3 Press the numbers of your Santrax ID on the touch tone phone.

Santrax will say: “Press 1 to call-in or 2 to call-out.”

4 Press the two (2) key to “call-out.”

Santrax will say: “Received at [Time].” (if the phone number the call is coming from is only 

associated to one (1) client, otherwise Santrax will give the time then prompt for a client ID)

Santrax will say: “Please enter the Service ID.”

5 Press the service ID performed (Service IDs and Tasks are listed on a separate sheet)

Santrax will say: “You entered [Service]. Please press 1 to accept, 2 to retry.”

6 Please press 1 to accept, 2 to re-enter

Santrax will say: “Enter number of tasks.”

7 Enter the total number of tasks performed for the client.

Santrax will say: “Enter task ID.”

8

Enter the ID of the task performed. Santrax will playback the task description.

(If more than one task was entered as the total, Santrax will prompt for the next task ID. 

Repeat this step until all tasks are entered.
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After the service, Santrax will say: “To record the client’s voice please press 
1 and hand the phone to the client or press 2 if the client is unable to 
participate.
Press (1) to record client’s voice (hand phone to client): 
Santrax will say: “Please say your first and last name and today’s date.”
The client will say their name and the date
Santrax will say: “In call received at [Time]. Out call received at [Time]. 
Total visit length [number] minutes. Press one to confirm, two to deny.”
Client will press appropriate choice.
Santrax will say: “The service performed was [service]. Press one to confirm, 
two to deny.”
Client will press appropriate choice.
Santrax will say: “Thank you, bye.”
Hang up.
Press (2) if the client is unable to participate.
Santrax will say: “Thank you, bye.”
Hang up.

CALL REFERENCE GUIDES:
MULTI LANGUAGE LINE CALL PROCESS



QUESTIONS…


