


• Santrax Dashboard

• Santrax Maintenance
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• Adding Tasks

• Adding Comments



Visits are

Scheduled

Caregiver 
checks-in & 

checks-out for 
scheduled visit

Check-in  & 
check-out times 
are compared 

to schedule

Confirmed visit 
is eligible for 

billing

If a visit has  an 
exception, it 

must be fixed 
and confirmed in 

Maintenance



Call time tolerance has been increased to 30 minutes before and after the schedule to 
reduce exceptions.

Non-skilled visits have a 2 hour window, before and after the schedule for calls to link to 
the schedule.

Skilled visits have a 4 hours window, before and after the schedule for calls to link to the 
schedule.

The duration of a visit (actual hours) is rounded to the nearest quarter hour to calculate 
bill/pay hours.

7 minutes and less rounds down

8 minutes and greater rounds up



The Santrax Dashboard appears in the top right-hand panel of the Home screen.

The dashboard shows the current day’s visit with exceptions.

The drop-down box controls the screen refresh rate.
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The most frequent exceptions are as follows:

These are the same exceptions that appear on the Santrax Dashboard

Only a System Admin can manually confirm exceptions
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Access the Santrax Maintenance screen by selecting it from the Scheduling drop-
down list



• Arrow icon to hide search filters

• Client: search using advanced options

• Admission: search by client last name

• Staff:  Employee last name

• Staff ID:  Employee Agency ID

• Coordinator:  Multi-select list
• Status: Pending, Hold, In-Process, etc.
• Date:  Enter from and To dates
• Exclude Unknown Clients:  Uncheck to 

include unidentified client calls



Bill Hrs Total hours used for billing

Pay Hrs Total hours used for pay

Auth
Authorization Limits (Y=yearly, M=monthly, 

W=weekly, D= Daily, N=none)

Tasks Visits tasks

P->A
Check the box to copy scheduled hours to pay 

Hours

Ovrd
Check the box to accept the calculated worked 

hours

Reason 

Code
List of visit change reasons

Memo Opens schedule details window to enter comments

Exceptions Lists exception reason(s) for the visit

O Visit related icons (i.e. overnight visit           )

Date Visit Date

Coord Coordinator code

Client Client name (Last name, First name)

Service Service code

Staff Employee name (Last name, First name)

Pos Position

Sch Start Schedule Start time

Sch End Schedule End time

TZ Time Zone

Sch Hrs Total Schedule Hours

Call Start Call-In time

Call End Call-Out time

Act Hrs Actual worked hours



Click column headers to sort by the selected column
Click again to reverse sort

Pointer in the column header indicates the data is being sorted by that column

Use the page controls at the bottom of the screen to set the number 
of lines per page or jump to a specific page



System defaults to display all visits except Unknown Clients.

Exceptions appear in red and description is displayed in Exception column.

Unscheduled Visits will show dashes (--) in Schedule Start and End columns.

Mouse over the client or employee name for pop-up to see Santrax ID and contact 
numbers.

Manual adjustments/edits will appear bolded.





Visit Exceptions are highlighted in Red, indicating data is missing or invalid.  
Examples:

• Unknown Client – Attendant calls from a phone number that is not assigned to 
any client.

• Unknown Employee – Santrax ID entered does not match to any employee



• Unscheduled Visit – Start and End calls received but not matched to a 
schedule.  Dashes appear in Scheduled Start and End cells.

• Missing call(s) – Call Start or Call End is highlighted in red.

• Pay Hrs different from Scheduled Hrs – Aide worked more or less than scheduled. 
Scheduled Hrs and Pay Hrs will be highlighted in red.





The caregiver calls from a phone number that is not in any client record.

The unrecognized phone number appears in the client field instead of the 
client name.

The number could be an additional line for client, change of number, or 
caregiver called from appointment pick-up/drop-off.

This call appears on a separate line and does not link to the scheduled visit.



Best Practices:

Before fixing the exception, verify with client that services were provided.

Check why the caregiver called from an unknown number.

If the unknown number is valid for the client, add it to the client profile.

When fixing the exception, always merge the call to the schedule so calls and schedule are 
together on one line.

Remind caregivers that they cannot use their cell phone to check-in/ check-out unless 
they are using the mobile app (MVV).



1. Filter the visit data for a specific caregiver or click the Staff column heading to sort visits 
in staff order.

2. Locate the schedule and line with the call exception (usually above or below the schedule line).

3. Left-click on the schedule line to highlight the line.

4. Right-click on the schedule line again and click the Merge Calls pop-up.



5. Left-click on the unknown call time. 

6. Click the Merge button at the top right corner of the screen.

7. Click OK to confirm you wish to merge the call to the schedule.



8. Call time is merged to schedule line and bolded. Bill and Pay hours are calculated.

9. Check the Override box (Ovrd) on the line to accept the Bill/Pay hours then click Save in 
upper-right corner of the screen and select a reason code to confirm the visit.





The Santrax ID entered by the caregiver does not match to any staff in the system.

The ID entered on the call is displayed in the Staff field instead of the caregiver’s 
name.

This exception happens when a caregiver enters their Santrax ID incorrectly.



Best Practices:

Before fixing the exception, verify with client that services were provided.

Remind the caregiver of their correct Santrax ID.

When fixing the exception, always merge the call to the schedule so calls and 
schedule are together on one line.



1. Filter the visit data for a specific client or click the Client column heading to sort visits in 
client order.

2. Locate the schedule and line with the call exception (usually above or below the schedule line).

3. Left-click on the schedule line to highlight the line.

4. Right-click on the schedule line again and click the Merge Calls pop-up.



5. Left-click on the unknown staff call time. 

6. Click the Merge button at the top right corner of the screen.

7. Click OK to confirm you wish to merge the call to the schedule.



8. Call time is merged to schedule line. Bill and Pay hours are calculated.

• If actual hours is within allowed rounding, the visit automatically appears 
in green (confirmed).

• If the actual hours is more or less than scheduled, or there are other 
exceptions then additional review is needed.



If the calculated hours are correct but need to be confirmed:

Check the Override box (Ovrd) on the line to accept the Bill/Pay hours then click Save in upper-
right corner of the screen and select a reason code to confirm the visit.





Start and End calls received but not matched to a schedule.

Dashes appear in Scheduled Start and End cells.

Exception could be due to:

• Visit not scheduled in the system

• Visit is scheduled but caregiver works off too far off schedule



1.Double click on the unscheduled visit line to open the Schedule Detail screen.

2.Enter the Service, Event code and Proposed Times.

3.Click Save at the bottom of the screen and select the appropriate Reason Code 
when prompted.





Sorting and filtering by Client helps locate calls with Staff ID errors

Sorting and filtering by Staff helps locate calls from unregistered phones (uncheck the 
‘exclude unknown clients’ filter)

Filter for a specific Client or Staff to see the schedule and additional unknown 
Client or Staff call together



1.Click anywhere on a schedule line that needs calls merged to highlight it, then 
right click.  (Schedule must have a service in order to merge calls to it.)

2.Click Merge Calls in pop-up.  A dialog box with all the potential calls you can 
merge will open



3. Select the appropriate call

Calls within 2 hours of the start or end of the schedule

Same or unknown staff and client

4. Click the Merge button



When paired, unknown calls need to be applied individually to separate schedules.

1. Locate the paired unknown calls.

2. Left-click on the first schedule line that the call should be merged with.

In the example below, two calls were made from the same unknown number. The 13:42 call 
belongs to the visit for client Baskin and the 14:10 call belongs to the visit for client Espada.



3. Right-click on the schedule line and choose Merge Calls.

4. Left-click on the paired unknown calls line to highlight the line.



1. Click Split in upper-right corner of the window and click OK to confirm split. 



2. Calls will appear on separate lines.

3. Left-click on the first call (13:42) and click Merge.

4. Click OK to confirm and click Save when prompted for a reason code to save the 
change.



5. Call is merged to the first schedule.

6. Click one the second schedule to merge the second call. After merging the 
second call, the schedules will show the split calls merged and bolded.



When Pay hours do not match the scheduled hours, the exception can be 
corrected in the following ways:

1. Double-click in the Pay column and type in the correct hours.

2. Check the Ovrd (Override) box to accept the calculated Pay hours.





When Bill/Pay hours do not match the scheduled hours for a visit, the 
exception reason would be:

Payroll hours less than scheduled hours

Actual hours more than scheduled hours



1. If the calculated Bill/Pay hours are correct and you want to confirm the visit for 
those hours, check the Ovrd (Override) box.

2. Click Save in the upper-right corner of the screen and select the appropriate 
reason code.

In the example below, the caregiver worked less hours than scheduled.
Before

After



1. If the calculated Bill/Pay hours are not correct and you want to confirm the visit 
for the scheduled hours, check the P->A box.

2. Click Save in the upper-right corner of the screen and select the appropriate 
reason code. (* Note: Override will automatically be checked)

In the example below,  the visit is missing one call so worked hours could not be calculated.
Before

After



When the Bill/Pay hours need to be adjusted because:

• Call time late because client was using the phone

• Caregiver had to service client upon arrival

1. Double-click in the appropriate column and type in the correct number.

• Decimal points are not required for whole hours.

2. Save to Confirm changes.



• Filtering and viewing visits

• Correcting/Merging Unknown calls

• Adjusting Bill/Pay hour exceptions





The Call Log tab shows all calls linked to the visit.

If a caregiver calls multiple times within 7 minutes of each other, they may be 
linked to the same visit and will be listed here.

In the example below, the visit line only shows one call time but looking in the Call Log, there were two 
calls made.



Tasks should be entered by the caregiver when they call out.

If tasks were not entered, they can be added via the Tasks tab in the Schedule 
Details view.



When adjusting or correcting a 
visit, the user will be prompted 
to select the appropriate reason 
for the change.

The selected reason can be 
added as a note. 



The Comments section on the Schedule Details screen can be used to note 
schedule changes or manual confirmation reasons.



Accessing the Santrax Dashboard

Understanding common types of exceptions

Accessing Santrax Maintenance and key functionality
Sorting

Merging Calls

Manually Confirming Exceptions

Overriding Bill and Pay Hours

Adding Tasks

Adding Comments





We look forward to working with you.
Please do not hesitate to reach out with questions, comments or suggestions as we 

move forward.

Email

Telephone

ctcustomercare@sandata.com

1-855-399-8050

Website

www.ctdssmap.com


