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Login  

1. Open Your Browser (internet explorer or chrome) 

 

2. Enter your User Name and Password  

(Role: Customer Guide) 
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Dashboard 

3. Once the user has logged in they will be taken to the 

Customer Guide Dashboard 

 

 
 

4. If you don’t see the SSA Caseload View: 

 

a) Click on the dropdown arrow next to the currently 

selected view.  

b) Click on the view associated with the role you would like 

to open (ex. SSA Caseload view). 

c) Once selected from the view selector dropdown the SSA 

Caseload View will be visible.  
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d) Finally, click on “Set as Default” on top of this dashboard 

page if you wish to pin this as your Home landing page. 

 

 

 

Access Individual  

5. To access list of individuals in your county: 

 

a) Scroll over the IDS icon to display all of the tiles 

(entities) under the IDS application. Click the 

INDIVIDUALS tile. 
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b) You will now be presented with Active Individuals view 

that will list all active individuals in your county. 
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Search Individual  

6. Follow these steps to Individual Search 

 

a) Search for individual by entering search criteria in the 

search box. Fields available to search on include: First 

Name, Last Name, Full Name (Ex. Jonathan Dawkins), 

Date of Birth, Medicaid #, SSN and DODD#. 

 

Note: As a Customer Guide you have the ability to 

search all individuals across 88 counties. 

 

b) Hit Enter or click on the magnifying glass to search  

c) Individual record(s) will be displayed if an individual 

exists in any of the 88 counties. 
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Start Individual Create Process 

7. Follow these steps to Create New Individual 

 

a) Select the INTRODUCTION Tile from dropdown arrow 

next to IDS.  
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b) The All Introductions View displays introductions from 

the county of the Customer Guide only. 
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Create Introduction  

8. Follow these steps to Create Introduction 

 

a) Click on the + NEW button on the left top corner of 

the Introduction page to create a new introduction 

 

a) Enter the General introduction information like First 

Name, Last Name, Date of Birth, Reporting County, 

Resident County and SSN and/or Reason for No SSN. 

 

Note: Required fields are denoted with a red (*). 
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Note: If you try to Save the record without entering a 

SSN you will be prompted to provide a reason for not 

entering one. 
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Create Individual  

9. Follow these steps to Create Individual in IDS  

a) Once the new Introduction record has been created, the  

the CREATE INDIVIDUAL button will appear at the top of 

the page: 
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b) Click the CREATE INDIVIDUAL button at the top of the 

page to promote the introduction to an individual. 

Once you click the CREATE INDIVIDUAL button a screen 

will pop up alerting the user that the “Individual 

creation triggered”. Close the pop up and wait for a 

minute to allow the individual create process to run. 
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c)  Alternatively, if potential duplicates are found – ex. 

individuals having the same First name, Last name, Date 

of Birth, Medicaid and SSN - you can still create the new 

individual by attesting to the new individual create. The 

same six duplicate rules that exist in IDS today have 

been replicated in CRM. 

 

 
 

Note: The system will not allow you to create the new 

individual in the case where either a Medicaid or SSN 

already exists. 
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d) To attest simply check the attestation checkbox, click on 

the Create Individual button. The pop up will now read, 

“Individual Creation triggered”. Close the pop up and 

wait for a minute to allow the individual create process 

to run. Go to the individual search page to locate your 

newly created individual. 
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Search Individual  

10. Follow these steps to Search for individual 

a) Search for an individual by entering search criteria in the 

search box. Fields available to search on include: First 

Name, Last Name, Full Name (Ex. Jonathan Dawkins), 

Date of Birth, Medicaid #, SSN and DODD#. 

 



Abilities for IDS CREATE/ CUSTOMER GUIDE IN CRM 
 

  Page 
18 

 
  

 

 

Note: As a Customer Guide you have the ability to 

search individuals across all 88 counties. 

 

b) The new individual created will have a unique DODD# 

associated with it. 

 

 

 

c) Double click on the individual record from the Individual 

List in the Search page to navigate to the individual 

details page. 
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Edit Individual’s Information  

 

11. Edit an Individual’s Front Page information 

 

a) Open Individual detail Page and edit an individual’s 

general information such as First Name, Middle Name, 

Last Name, Email, Date of Birth, Generation, Home 

Phone, Work Phone, Mobile Phone etc. 

 



Abilities for IDS CREATE/ CUSTOMER GUIDE IN CRM 
 

  Page 
20 

 
  

Before edit: 

 

 

After edit: 
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Add Address 

12. Add an Individual’s Address information 

 

a) Expand the Address section of the Individual 

b) Click the Plus sign at the right top of this section to go to  

 

 

c) Description, Address Type, Address and Address 

Effective Begin date are all required fields denoted with 

a red asterisk (*). Clicking the magnifying glass will allow 

you to add a new address. 

 

Note: If you select Residence as Address type, you need 

to select Living Arrangement Category and Subcategory. 

Also NOTE you cannot enter a residence address if the 

individual lives in an ICF-IID setting and if they live in a 
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license setting, you will have to select the address from 

the listing of the licensure database.   

 

 

 

d) Click the +New button 
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e) Street1, City, State and Zip are required fields denoted 

with a red asterisk (*). SAVE & CLOSE when you are 

done entering the new address detail. 

 

 
 

f) Now that you are back on the main New Individual 

Address page, click the SAVE & CLOSE button. 
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g) You will now see the new address listed under Current 

Addresses. 
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Edit Individual Address 

13. Edit an Individual Address 

 

a) While on the Individual Information page scroll down to 

the Address section. All existing addresses will be 

displayed under Current Addresses. 

 

 

b) Click the field (Hyperlink) called DODD Address to open 

the Individual Address you would like to edit. This will 

take you directly to the actual address information. 

 

Note: Clicking the row instead of the DODD Address will 

allow you to edit the Description and Address Effective 

Begin Date but not the Address directly. 

 

Note: Only residence addresses will be updated in the 

legacy IDS for use by other DODD systems. 
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Before edit: 

 

After edit: 
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Edit Service and Support 

14. Edit (add or remove) Services and Support 

a) Scroll down to open the Services and Support section of 

an Individual. Check (or uncheck) the Services and Support 

checkboxes that are applicable. Click Save. 

 

Note: There are business rules that prevent certain 

combinations of Services and Support from being 

selected together. In the example below the individual 

is 82 years old, already has Ohio Department of Aging 

Day Support and therefore is prevented from having 

Preschool added as a Services and Support 

 

 

Ex.  
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Individual Transfer Process (ITR) 

15. Follow these steps to complete Individual Transfer 

Process 

a) Select Individual by double clicking on the individual’s 

record to go to the individual detail page and check the 

reporting county  
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b) If individual is not in your county, then Start the ITR 

process for the individual  

c) Click on the dropdown arrow next to individual’s name 

and select the Individual Transfer Request tile 

 

 

d) You will see Individual Transfer Request Associated view, 

where you can view all the ITRs done for that individual. 

You can also Add new ITR from here by clicking on the 

+Add New Individual Transfer Request 
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e) ITR form will be created and will open in a new window. 

Everything on the form will be prefilled and locked, you 

just have to click on the Save and Close button 
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f) ITR will appear under the Individual Associated View and 

the Status reason will Pending once you do a Save and 

Close 

 

 

g) Customer Guide from requesting county and reporting 

county can change the dashboard view to County Transfer 
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h) Can view the ITRs on this County Transfer Dashboard 

 

i) Click on the record to open the ITR record 

 

j) The original county can either Approve or Deny the ITR or 

the requesting county can Cancel the submitted request 

 Requesting county customer guide can click on Cancel 

Transfer button (Red Cross) at the top to cancel your 

transfer anytime 
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 Original county customer guide can click on the 

Original County Response field to either Approve or 

Deny to approve or deny the ITR respectively 

 

k) In case the reporting county doesn’t approve or deny the 

ITR within 14 days, the Requesting County can claim the 

Individual record on the 14th day by changing the Status 

Reason to “Claimed” on the ITR form. In such case the 

requesting county is converted to the reporting county, in 

this case Greene County. 
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l) If the reporting county neither approve/deny the ITR and 

it is not claimed by the requesting county within another 

30 days (total 44 days from the request date), then the 

System will automatically drop the ITR and the Tracking 

Status will be changed to Dropped 

 

Disclaimer - All data in this document is fictitious and/or 

redacted 

 

 

 


