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CONFIDENTIAL STATEMENT 

The Department of Social Development is the author of this document. The intended purpose and 

use of this document is to support and train individuals who work in partnership with the 

Department, and who have been granted access. This document is confidential and solely for the 

use of the recipient and may not be reproduced or circulated without the Department of Social 

Development’s written consent. If you are not the intended recipient, you may not disclose or use 

the information in this document in any way.  

Version & Document Control Table 

This version control table provides historical data about each update made to a document. It is 

useful to include the author, date and notes about each change made to refer back to what these 

changes were.  

Version Control 

Version Edited Date Changes  

0.1 Amy Michaud 06/03/2024 First Draft 

0.2 Amy Michaud 07/25/2024 

Reviewed and edited content/ 

reformatted /added versions and 

confidential statement 

0.3 Amy Michaud  07/31/2024 
Define Service Requests / Defined 

Urgency Types  

0.4 Amy Michaud 09/17/2024 Service Request ID information  

0.5 Amy Michaud 11/14/2024 
Dashboard / Updated Screenshots / 

Notifications / Connected Tab 

0.6 Amy Michaud 12/06/2024 Miscellaneous Request / Client Search  

0.7 Amy Michaud 02/25/2025 

Additional Dashboard Report Types / 

Complex vs. Simple / Updated 

Screenshots and Terminology 

0.8 Amy Michaud 04/16/2025 

Updating Screenshots / Order 

Summary / Removing Connected Tab / 

Updated Accepted and Activated 

description / Updated Statuses 
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MODULE A2 – CARE COORDINATION 

 

 
 

Module Overview  

CommunityCareNB is a digital platform for Service Providers to manage services and directly 

communicate with Social Development. CommunityCareNB allows for the information related to 

the people we share and serve to be all in one place. This guide will focus on the Care Coordination 

role within CommunityCareNB. To learn more about CommunityCareNB (purpose, icon 

definitions and basic navigation), refer to Module A1 – Introduction to CommunityCareNB 

Partner Portal. For information related to financial tasks, refer to Module A3 - Finance. 

While working in CommunityCareNB with the Care Coordination persona, you will have access 

to various functions and features. These functions and features include:  

• Receiving and responding to requests for service (e.g., SD worker, days, hours, what type 

of support), and relevant client information.  
 

• Communicate with SD worker about incidents, observed changes, and to request changes 

to services. 
 

• Active and historical information will be visible in the same place for easy reference and 

review. These topics and more will be covered throughout the user guide.  

 

 

 

 

 

 

 

 

PURPOSE: Become familiar with the background and concepts of the CCNB platform.    

https://gnbg.sharepoint.com/teams/SD-DSEnterpriseTransformation-PRJ/Shared%20Documents/3%20-%20Community%20CareCareNB/8%20-%20Training%20and%20support%20materials/2.%20User%20Guides/Service%20Provider%20Guides%20-%20Guides%20prestataire%20de%20services/English%20-%20Anglais/1.%20Partner%20Portal/A1%20-%20Introduction%20to%20CCNB%20Partner%20Portal.pdf
https://gnbg.sharepoint.com/teams/SD-DSEnterpriseTransformation-PRJ/Shared%20Documents/3%20-%20Community%20CareCareNB/8%20-%20Training%20and%20support%20materials/2.%20User%20Guides/Service%20Provider%20Guides%20-%20Guides%20prestataire%20de%20services/English%20-%20Anglais/1.%20Partner%20Portal/A1%20-%20Introduction%20to%20CCNB%20Partner%20Portal.pdf
https://gnbg.sharepoint.com/teams/SD-DSEnterpriseTransformation-PRJ/Shared%20Documents/3%20-%20Community%20CareCareNB/8%20-%20Training%20and%20support%20materials/2.%20User%20Guides/Service%20Provider%20Guides%20-%20Guides%20prestataire%20de%20services/English%20-%20Anglais/1.%20Partner%20Portal/A3%20-%20Finance.docx
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Order Summary 

An Order Summary is created by a Social Development (SD) Worker. It contains information 

pertinent to the client such as: name, address, contact information, Primary SD Worker, and much 

more. Each Order Summary is assigned a unique number by the system and tracks changes to the 

original order, meaning that all modifications and amendments can be found on the Order 

Summary window. This is done to reduce the possibility of duplication and overlapping of services. 

Additionally, the Order Summary outlines the number of hours/days, the duration (start and end 

dates) of services, as well as the client’s preferred days of the week.  

If changes should be made to an Order Summary (e.g., Pause; Terminate; Increase, etc.), this can 

be done by Logging a Change Request. While changes are being made to an Active Order 

Summary, it will go into a state of “Pending”. This means that, if required, communication with 

Social Development (i.e., through service reports) can continue by accessing the relevant client’s 

service request.  

Lastly, a Service Request has different stages of viewable/accessible information and actionable 

items (e.g., logging an incident report).  

• An offered service order will only provide basic information related to the service and the 

client’s general location (client’s name is not visible at this stage). 

• Activated service order will display all pertinent information (e.g., name, address, etc.) 

however, you will not be able to log service reports (incident and observable changes) or 

request changes to service. Additionally, you will be able to log the following service 

reports: 

o Log an Incident Report  

o Log an Observable Change  

o Log a Change Request 

o Log a Request (miscellaneous)  

• A pending service order status is displayed when SD Staff is making modifications to the 

record. When finalized, the order will automatically be updated from Pending to Activated 

and an email will be sent to notify you of the changes made to a service order.  

All service orders (with the exception of declined) are found under the Service Request tab.  
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Offered Order 

An Offered Order is one that has been sent by Social Development and requires reviewing by the 

Service Provider. To view an offered order in order to accept or decline, navigate Service Request 

page to view and manage pending service requests and basic client information such as: client 

name, contact information, Primary SD worker, service request details, notes to service provider, 

preferred schedule, etc. 

The following topics will cover how to accept, decline, view and add comments to offered orders. 

 

View Offered Orders 

To locate and view basic and essential information on a pending service request, follow the steps 

below:  

1. From the homepage, select the Service Requests tile.  

 

2. The Offered tab is automatically displayed.  
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3. Select the Order Number Hyperlink to view order information.  

 

4. The Offered Order opens and displays the necessary information required to either accept 

or decline (i.e., contact information, service type and recurrence, etc.).  

 

NOTE: If ever a client’s social worker needs to be confirmed or contacted, open the service 

request and the Assigned SD Worker will always be current.  
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Accept Offered Order 

1. Locate and open an Offered Order found under the offered tab.  

 

2. Once opened and reviewed, locate the Order Summary Modified Status field.  

  
3. Select the dropdown menu with “- -None- -” displayed.  

 

4. Select “Accept request”.  
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5. Click the Next pushbutton. 

 

6. A verification question will appear in the Order Summary Modified Status field.  
 

Optional: include a message for Social Development.   

 
  

7. The Order Status is updated to from Offered to Activated.  
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Decline Offered Order 

Select decline if unable to accommodate the full request (e.g., total number of hours) OR select 

decline and add a comment indicating what can be provided.  

1. Locate and open an Offered Order found under the Pending tab.  
 

2. Once opened and reviewed, locate the Order Summary Modified Status field.  

 

3. Select the dropdown menu with “- -None- -” displayed.  
 

4. Select “Decline request”.  
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5. Click the Next pushbutton. 

 

6. A verification question will appear in the Order Summary Modified Status field.  
 

Optional: include a message for Social Development.  If partial services are possible, 

provide request information here.  

 

 

7. The declined Order is no longer displayed, the window refreshes and the Homepage is 

now displayed.  

NOTE: Orders are no longer visible once declined; however, offered, pending, active, 

terminated, and cancelled orders can be all be viewed under the Service Request tab.  
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Activated & Pending Orders  

Once a services Order Summary has been accepted, it will now automatically be Active. An 

activated order let you log service reports (i.e., request changes be made to the service) and confirm 

services with the Department. The status will change to Pending if an SD Worker is making 

changes to the Activated order - while in pending, service providers are unable to submit service 

confirmations.  

 

Navigating & Viewing  

1. From the homepage, select the Service Requests tab.  

 

2.  Once the window is displayed, select the Active tab.  

 

  
3. Select the applicable Order Number to view additional information and log service reports.  
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Search for Clients  

The Search tab found under Service Requests (Homepage) gives you the ability to search for 

clients by their name, Order Number, or Order Summary number. Additionally, you can refine the 

searches by selecting the zone, status, and service center. Not all fields need to be completed to 

conduct a search.    

IMPORTANT: When searching by status, only the following status types will produce any results. 

Although other status types appear, they are not enabled, and no results will appear in the list. 

• Offered 

• Activated 

• Pending 

• Terminated  

• Cancelled 

 

1. Open the Search tab under the Service Request (Homepage).  

 

2. Enter the client’s name or Order Number and click Search. Before conducting another 

search, ensure to click the Clear Fields button.  

 

 

3. If searching by Account Name, the list will display all related clients with a similar name, 

as well as all related orders, unless the search is refined and specific. Refer to the video 

demonstration below for more examples on how to use the Search features.  
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CLICK ON THE VIDEO IMAGE TO BEGIN THE DEMONSTRATION 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.youtube.com/embed/7MpafwOgfZI?feature=oembed
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Service Reports  

Once an Order is Activated, three types of reports become available to you. These reports are used 

to support ongoing communication and collaboration between the service provider and Social 

Development: Incident Reporting, Observable Change, and Change Request. 

When an incident occurs with a client, it needs to be reported to Social Development. This can 

now happen within CommunityCareNB via the partner portal account. This new digital incident 

reporting has items that auto-populate and drop-down menus to make it easier to complete and 

monitor trends.  

In addition to incident reporting, service providers can now share pertinent information about a 

client that is not an incident but could be an early warning sign or a positive achievement. This 

new feature is called, log an observable change.  

Additionally, Service Provides now can request a change to the client’s service such as 

adjustments in hours of service, temporary pause of service, and end service. The ability to Log a 

Request on a terminated Order is available to you as well.  

 

Where to Log & How to Access Service Reports  

The process for logging service reports, whether an incident, observed change in the client, or 

adjustments need to be made to an order (service request), the processes are the same. Any fields 

with a red Asterix (*) are mandatory and you must complete them before being able to click 

submit. 

1. Locate and open the applicable Order Summary. Once on the Order Summary, scroll down 

to the Order Table and locate the applicable Order Number but referencing the Effective 

Date column.  
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2. The Order is displayed with a link to return to the Order Summary (blue text).  

 

 
3. The buttons to log service reports are now visible and attached to the correct service period.  
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Log an Incident Report (Active or Terminated)  

1. Open the Order Summary and locate the relevant Order and Service Period (re: Where to 

Log & How to Access Service Reports) 

  

2. Once on the Order Details window, select the Log an Incident pushbutton. Select the 

service report type button to be logged.  

 

3. A pop-up window will appear where the Incident details are captured. All mandatory 

fields are indicated by a red Asterix (*). 
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4. For the Type and Action Taken list boxes, the same action will be performed in order to 

log the incident and action taken. Begin by selecting the relevant item under Available. 

 

 

 

5. Select the forward arrow (     ) located between the Available and Chosen list boxes. Once 

clicked, the selected Available item will be moved over to Chosen.  This will have to be 

done individually for all applicable Type and Action Taken items.  

 

6. The description field for “type” of incident will require a detailed description of the 

incident (e.g., if Fall is selected, describe how and where they fell, and if this has happened 

before). The Description of Actions Taken field is optional.  

Note: Items that have been moved to the Chosen field can be removed by selecting the item in 

that field and clicking on the back (    ) arrow.  
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7. Complete the following fields by selecting Urgency and Place (i.e., where the incident 

occurred) from the dropdown lists.  

 

 

8. Complete the Date and Time fields. Select the Repeated Occurrence and Follow-up 

Required checkboxes if applicable. If the  Social Development worker should contact the 

Agency, please select follow up required.  

 

9. Indicate who it was Reported By, and any other people involved.  
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NOTE: The Client or SD worker’s name do not need to be included. The Incident Report 

is automatically attached to the client’s order, and the report will go directly to the SD 

worker assigned to the client.  

 

10. Select the Next pushbutton.  

 

11. A Confirmation pop up message will appear. Select the Finish pushbutton to complete and 

close.  
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Log an Observable Change (Active or Terminated)  

Observable changes are not incident reports, but other information the service provider feels would 

help important for SD worker to know.  This information can be positive or negative. Observable 

change template is like an Incident Report. Separating these functions makes it easier for SD 

workers to triage and respond appropriately. 

1. Open the Order Summary and locate the relevant Order and Service Period (re: Where to 

Log & How to Access Service Reports) 
 

2. Once on the Order Details window, select the Log an Observable Change pushbutton.  

 

3. A pop-up window will appear where Observable Change details are captured. All 

mandatory fields are indicated by a red Asterix (*). 
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4. In the Type field, select the Available observable change. Once selected, move it to 

Chosen by clicking the forward arrow (   ) located between the Available and Chosen list 

boxes. Once clicked, the selected Available option will be moved over to Chosen.  Do this 

individually for all applicable observable changes if more than one applies.  

 

5. Provide a detailed Description of the observed change including who was notified.  

 

6. Indicate where the observed change took Place and provide additional information in the 

Description of Place text field.  
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7. Provide a Description of Actions Taken if applicable.  
 

8. Capture the Date and Time of the observable change.  
 

9. If applicable or necessary, select the Repeated Occurrence or Follow-up Required 

checkbox.  

 
 

10. In the Further Information section, indicate who the incident was Reported By and select 

the Next pushbutton.  

 

11.  A Confirmation pop up message will appear. Select the Finish pushbutton to complete 

and close. 
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Log a Change Request 

When the need to adjust a client’s service is presented, CommunityCareNB provides Service 

Providers with the ability to log change requests (i.e., adjust, pause, end) directly to Social 

Development. For example, the need may arise from a service provider’s observations, at the 

request of the client, or based on changing needs identified by the SD Worker. This feature is 

intended to make it easier for service providers to initiate and document the request to change.  

1. Open the Order Summary and locate the relevant Order and Service Period (re: Where to 

Log & How to Access Service Reports) 
 

1. Once on the Order Details window, select the Log a Change Request pushbutton. 

 

2. A pop-up window will appear where Change Request details are captured. All mandatory 

fields are indicated by a red Asterix (*). 
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3.  Select the Category from the dropdown menu. The available types will populate in 

accordance with the chosen category.  

 
4. In the Type field, select the Available Change Request Type. Once selected, move it to 

Chosen by clicking  the forward arrow (   ) located between the Available and Chosen 

list boxes. Once clicked, the selected Available option will be moved over to Chosen.   
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5. Provide a description of the change in detail and the reason for the change request.  

 

 

 

6.  A Confirmation pop up message will appear. Select the Finish pushbutton to complete 

and close. 
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Miscellaneous Request (Cancelled & Terminated)  

Once an Order has been Cancelled or Terminated, changes to the request can longer be made 

however, you do have the ability to log a Miscellaneous Request through the Log a Request button.  

1. Open the Cancelled or Terminated Order.  

 

2. Once on the Order Summary, scroll down to the Order Table and locate the applicable 

Order Number but referencing the Effective Date column.  

 

 

3. The Order is displayed with a link to return to the Order Summary (blue text).  
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4. Click the Log a Request button.   

   
5. Capture the request description relating to the cancelled or terminated order and press 

submit.  

 

 

6. A confirmation message is displayed.  

 

7. Click Finish.  
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Logged Service Reports  

Whenever an Observable Change or Incident is logged, the service report can be accessed either 

through an individual’s order or through the Service Reports tile on the Homepage. This also 

applies to Change Requests that have been logged on behalf of the client or by the agency.  

 

View Service Report from Order Summary 

When searching for a specific client’s Service Report, the most efficient way is to access the 

Service Report(s) through their individual order summary. This will only display service reports 

related to the individual order summary. 

1. Navigate to and open the applicable client Order Summary (re: View Offered Orders)  

 

2.  Once on the Order Summary, scroll down and locate the Service Reports field.  

 

3. Click the applicable Service Report Number hyperlink.  
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4. The Service Report is displayed.  

 

5. To see all Service Reports relating to the service request, click the View All button.  
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Notifications 

A notification will be sent to the Service Provider when a change to a service request status has 

been made. An Email will be sent for the following status changes:  

• Offered: When an SD Worker offers an Order, the Service Provider will be notified via an 

email stating: “There is a new Service Request offer, please log into the portal to view”. A 

link to the record is included in the email.  

 

• Activated: Any time a change has been made to an Order Summary, the Service Provider 

will be notified via an email stating: “There is a new Service Request activation, please log 

into the portal to view”. A link to the record is included in the email.  

 

• Rescinded: If an SD Worker rescinds a service request after it has been offered, the Service 

Provider will be notified via an email stating: “Please note, a service request you received 

(see order number below) is no longer available. This service request will no longer be 

visible in your ‘pending’ tab.”  

 

• Cancelled: If an SD Worker cancels an order after it has been offered, the Service Provider 

will be notified via an email stating: “Please note, a service request you received (see order 

number below) has been cancelled and is no longer available.”  
 

NOTE: Unlike rescinded service requests, cancelled service requests are still visible to 

the Service Provider via the Cancelled tab on the Service Request page. Cancelled 

Service Request can still be billed against for the time it was active. 

 

• Terminated: If an SD Worker terminates a service request, the Service Provider will be 

notified via an email stating: “There is a new Service Request termination, please log into 

the portal to view.” A link to the terminated record is found in the email.  
 

NOTE: Unlike rescinded service requests, cancelled service requests are still visible to 

the Service Provider via the Terminated tab on the Service Request page. 

 

 

 

 

 



Service Provider    Module A2 – Care Coordination 

 
  
Version 0.8 Page | 32 
 

Service Delivery Dashboard  

The Service Delivery Dashboard provides insight into service requests and service reports. This 

dashboard consolidates data into various report types such as all/new/active/terminated/expiring 

service requests, mileage, service reports and more much more!  

IMPORTANT: The Service Request Dashboard is currently in Beta, meaning that it is in full 

testing and feedback is greatly appreciated.  

 

Service Delivery Reports 

From this dashboard, the Service Provider can view:  

• Service Requests: Report details of all service requests of basic cost type from last 120 

days, grouped by status & Service Name with additional filters. 
 

• Mileage Report: Report details all service requests of kilometer cost type from last 120 

days, grouped by status & Service Name with additional filters.  
 

• New Service Requests: Report details of all new service requests within the last 30 days. 
 

• Expiring Service Request: Report details of all expiring service request within the next 

30 days.  
 

• Active Service Requests: Report details of all active service requests. A record count is 

displayed on the dashboard. 
 

• Terminated Service Requests: Report details of all terminated service requests. A record 

count is displayed on the dashboard.  
 

• Service Reports: Report details of all service reports from last 120 days, grouped by date 

& Service Report: Record Type with additional features.  
 

• Recent Incidents: Bar chart displaying recent incidents in the last 90 days.  
 

• Recent Observable Changes: Bar chart displaying recent observable changes in the last 

90 days.  
 

• Recent Change Requests: Bar chart displaying recent change requests in the last 90 days.  
 

• Recent Miscellaneous Requests: Bar chart displaying recent miscellaneous requests in 

the last 90 days.  
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Navigate to Service Request Dashboard  

1. From the Homepage¸ click on the Dashboard tile.  

 

 

2. The Service Delivery Dashboard is displayed.  
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View Reports from Dashboard  

From the Dashboard, the Care Coordinator is able to view individual details related to the displayed 

report types. By clicking on a title or “view report” link the Care Coordinator is able to view 

individualized and additional items that may not be displayed on the dashboard, as well export 

report details.  

1. From the Service Delivery Dashboard, locate the applicable report type to view. The 

View Report hyperlink can be found at the bottom of any of the individual fields.  

 

2. Once in the applicable Report window, a full list of related report items is displayed.  
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3. To add a chart to the report, click the Add Chart button.  

 

4. A visual representation of the report data will appear as a bar chart.  

 
 

5. To return to the Service Request dashboard, click the Go Back arrow on the browser.  
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Export Reports 

In any of the reports found on the Service Request Dashboard, the Care Coordinator has the ability 

to export when viewing all the details of a report type. It is recommended that the file be exported 

as an XLSX, XLS, or CSV file (see below).  

1. From the report details window, select the Export button.  

 

2. The Export popup window is displayed.  

 

3. Select the Details Only tile. Optional: select the format type.  
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4. Once the Details and Format are select, click the Export button.  

 

5. The page Reloads and the Downloads window is displayed with the exported report.  

 

6. Click the report to open the Excel spreadsheet.  

 

 

7. The Report is displayed and can now be printed or saved.  
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Refresh Data  

If newly captured information is not displayed on the dashboard, or if the user wants to ensure that 

the most updated version is displayed, clicking the Refresh button reload and update all 

information displayed on the dashboard. This button must be used as the refresh button on the 

browser will not update the information.   

 

 

 

 

 

 

 

 

 

 


