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Introduction to Training Guide 
 
This Education Services Training Guide was designed to help SAMS I&R Users 
to develop foundational skills and how to effectively use SAMS I&R ™ 
software.  
 
The Guide is based upon SAMS I&R software as of April 2015. Updates to the 
application after this date, and any custom configurations for your 
organization may not be reflected in this manual.  
 
This Training Guide contains detailed, step-by-step instructions on how to 
perform the tasks typically handled by SAMS I&R Users. After your training, 
you can come back to this material as needed for future reference. 
 
During training, you are encouraged to ask any questions you may have.  To 
develop skills learned in this training, you will need to access the system 
environment that has been configured for Test or Training use, and practice 
performing tasks using this Guide for reference. The SAMS I&R 
Administrators can assist you in obtaining access to a training or test site as 
appropriate.  
 
We welcome your feedback about your SAMS I&R training experience and 
this manual supporting your product education. Please don’t hesitate to let us 
know where we can make improvements.   
 
Your confidence in using SAMS I&R for your assigned tasks will increase as 
you develop proficiency in the software.  Take advantage of this training 
time, and continue to practice on your own in preparation for “going live” 
with SAMS I&R.  Soon, you won’t know how you ever did without SAMS I&R 
in performing your day-to-day activities.  
 
Welcome to the Community of SAMS I&R users! 
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About the Training Manual 
Symbols 
The following symbols are used in this document: 
 

 

TIP 
Tips provide general recommendations on how to make it easier 
or help you to be more productive in using SAMS I&R. 
 

 

CAUTION 
Cautions highlight areas of note where special attention to detail 
may be important to your success with SAMS I&R. 
 

 

NOTE 
Notes provide additional information of general interest about a 
specific function or process of the SAMS I&R application. 
 

 

Exercise 
Exercises are provided to help you develop a better 
understanding of how SAMS I&R may be used in a “real life” 
situation with various training scenarios. 
 

Illustrations and Graphics 
Screen shots provided in this manual may show a view or system configuration 
that is slightly different from those in use at your organization.  
 

Scope of Documentation 
This training manual provides information about typical functions performed. It 
does not attempt to provide complete system information.   
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Harmony Customer Portal 
 
Through Harmony’s powerful Customer Portal, users can easily access all of 
their Harmony applications, download documentation, and manage their user 
account, read important Harmony and Customer news, and more.  The 
Harmony Customer Portal is an easy-to-use web site available 24 hours a 
day, 7 days a week, providing streamlined access to all things relevant to 
your Harmony experience. 
 

Accessing the Customer Portal for the First Time 
Your organization’s administrator is responsible for creating user accounts 
and granting access to the Customer Portal.  Once your account has been set 
up and configured to the satisfaction of your administrator, automated email 
alerts will be sent to you, providing you with your User Name, Portal URL and 
Password.  Your User Name and Password will be sent under separate emails 
for security purposes.  
 

 
 

  

 
Once you enter the Customer Portal you’ll be prompted to enter your 
assigned User Name and Password. 
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The first time you log in with your User Name and Password, you’ll be 
prompted to change your password from the default password assigned to 
you to a private password that only you know. 
 

 
 

 
 

 

Note: Your password must be between 8-15 
characters and must contain at least 1 capital letter 
(A, B, C…), at least one number (1, 2, 3…) and may 
not contain any special characters (.*-!#...).   

 

Setting your Security Questions 
After you have established your new password you will be prompted to save 
your Security Information, which is necessary in case you ever forget your 
User Name and Password.  You will be presented a screen where you can 
record responses for up to 3 security questions.  If you ever need to recover 
your User Name and Password in the future, the Harmony Customer Portal 
will prompt you with your security questions in order to validate your 
identity. 
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You must select at least one security question/answer, but may also enter 
data for all three if you would like. 

 

 
 

Retrieving a Forgotten Password or User Name 
Any time a user has forgotten their User Name or Password they can retrieve 
it automatically, without having to contact their administrator, simply by 
clicking on the Forgot Password link at the main login screen. 
 

  
 
Once the Forgot Password link has been pressed, the user will be prompted 
to enter the Email address that is associated to the User Name. 
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The user can enter their Email Address and press Verify Account.  At this 
point the Customer Portal will confirm that the Email address is indeed 
associated to a valid account.  If the validation is successful, the user will be 
presented with their security questions: 
 

 
 
From this screen, the user needs to simply enter the response to their 
security question and choose among two options: 
 
Reset My Password:  Will immediately bring the user to the “Create New 
Password Screen”.  

Recover my User Name:  Will send an automated Email to the user’s Email 
address with the User Name information. 
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Note: You may recover your User Name and reset 
your password at the same time. Even if you 
remember your password, you can update it whenever 
you would like.  See the Managing Your Configuration 
section of this Companion Guide for more information. 

 
 

Harmony Customer Portal Main Screen 

Once accurately logged in, the user will be brought to the main screen of the 
Harmony Customer Portal.   
 
 

 
 

 
 

 

Note: Features in the Harmony Customer Portal are 
role-based, so the screen you see when you access 
the portal may differ from the screen shown in this 
example.   

 
The main screen has read-only information across the top, including the 
name of the user currently logged in, as well as the name of the organization 
that the user is associated with.  In addition, various panels across the sides 
provide access to different items, including: 
 
 
Application Links:  Allows for user to access any of your licensed Harmony 
applications.  Single-clicking on an icon within the Application Links panel 
immediately launches the application.   
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Note: If your organization has turned on Single-Sign-
On (SSO) you will be immediately logged into the 
application once you click on it.  Users without SSO 
enabled will be prompted to log in with their 
application credentials. 

 

Customer Quick Links:  A series of URLs as created and defined by your 
organization’s administrator.  These links may provide access to state or 
county sites, or other sites relevant to your deployment.  Clicking a Customer 
Quick Link will launch a new web page. 

Harmony Quick Links:  A series of URLs as created and defined by 
Harmony.  These links will provide access to areas of interest to Harmony 
customers, such as access to the Administration on Aging (AoA) web site, 
HIPAA resources, and more.  Clicking a Customer Quick Link will launch a 
new web page. 

Harmony News:  Important Harmony announcements, including 
information on new releases, upcoming trainings, products, conferences, and 
more! 

 
 

 

Note: From time-to-time users may be alerted to 
important notifications (such as planned maintenance 
and scheduled application downtime) via a full-screen 
prompt upon logging into the portal.  This will ensure 
that important messages do not go unnoticed.  The 
user will have the option to click through the message 
after it has been read. 

 

Customer News:  A series of news articles as created and defined by your 
organization’s administrator. 

Application Support Resources:  Provides access to application 
documentation (including User Guides and White Papers), application 
tutorials, Harmony’s ticket submission tool, and more. 
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Managing Your Configuration 
 
At any time, users can modify their password and change their security info 
by pressing the My Configuration link in the Customer Portal. 
 

 
 
From here, the user can choose from two options: 
 

Change Password:  This feature gives logged in users the ability to change 
their password, as needed.  Newly entered passwords are effective 
immediately. 

 

 
 

 
 

 

Note:  For security purposes, passwords expire every 
60 days.  You will be prompted to change your 
password upon next login after expiration. 
 

 

Change Security Info:  Logged in users also have the ability to manage 
their security questions, adding or modifying entries as needed.  
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Signing Out:  It is highly recommended that users utilize the Sign Out link 
found under My Settings when they are no longer using the Harmony Customer 
Portal or any Harmony applications.  Simply click Sign Out and upon prompting, 
the user will be logged out of the Customer Portal. 
 

Logging in to SAMS for the First Time 
 

1. As instructed by your administrator, open Internet Explorer and navigate 
to the Portal login screen.   
 

2. Enter your username and password at the login screen: 
 

 
 
 

3. If this is your first time logging in, you may be presented with the 
following dialog boxes.  Click to accept.  
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4. Next you will be presented with an application login.  Enter your SAMS 

I&R username and password here then click OK to launch SAMS I&R. 

 

 
 

 

Note: If your organization has enabled single sign on, 
this screen will be bypassed. 

 
 

5. Upon login you will be brought to the main screen of SAMS I&R. Continue 
on with the next section for instruction for navigating the software. 
 

 

Screen Layout and Navigation 
 
The Main Screen in SAMS I&R has three distinct sections:   
 

• The Main Tool Bar contains buttons that will open the various sections 
of the application.  It also displays the logged in username and 
database, as well the Search field.   

• The Work Pane displays the lists and screens that are found 
throughout the application, each of which contains its own toolbar. 

• The Sidebar Tabs allow users to quickly move to recently opened 
screens, and follow through on any Workflows that have been 
generated. 
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Navigation in SAMS I&R 
 
Accessing the different sections within SAMS I&R is done by clicking one of 
the buttons in the SAMS I&R Toolbar.    
 

 
 

The More button reveals additional sections of the application that can be 
accessed. 
 

 
 

 
To customize the Main Toolbar so that it shows the buttons that you use 
most frequently and conceal the others, click Menu Settings. 
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Select the buttons that you want to be able to see in the Main Toolbar and 
move them above the word “More” using the Move buttons on the right.  You 
can also change the order of the buttons as needed using this method. 
 

 
 

 

Note: You will only be able to see buttons that open 
the sections that your user role has access to view, so 
your view may be different than what’s shown here. 

 
 
  

The Recently Opened tab on the left of the screen contains links to recently 
opened screens in SAMS.  To reopen a screen, click the link: 
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The Switch To button in the upper right appears when you have a record 
open and will allow you to quickly navigate to any other record that you have 
open in the background. 
 

  

Window Management 
 
Multiple windows can be opened in SAMS I&R.  When more than one window 
has been opened in a section of the application, the most recently opened 
window will be the active window, with the other windows concealed behind 
it. 

If the minimize    button is clicked in the active window, all windows in 
that section will open in a tiled view.  The windows can be rearranged by 

dragging and dropping, or individually closed by clicking the close  button.   
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When a maximize  button is clicked in a tiled view, that window will expand 
and fill the Work Pane, while the remaining windows will become inactive and be 
concealed behind the active window. 

List Screens 
 
In the Consumers, Rosters, Calls, Routes, Reports and Finance sections of 
SAMS, record appear in a List Screens.  An item in a List Screen can be 
opened by double-clicking, clicking the Edit button, or by selecting it in the 
list and clicking the Open button in the toolbar. 
 

 
 
List Screens may appear in pages to enable faster loading.  To move from 
one page to another, either click a page number or an arrow key located in 
the Status Bar at the bottom of the screen. 
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Sorting and Filtering Columns 
List screens can be sorted by clicking on a column heading.  A small arrow will 
appear in the column that the list screen sorted by, indicating whether the 
column is sorted in ascending or descending order. 
 

 
 

A list screen can be filtered by clicking on a Filter   icon in a column heading. 
The filtering options that appear will vary, depending on the column heading 
that you select.  To apply a filter, enter the desired criteria and click Apply Filter.  
To remove the filter from the selected column, click Clear Filter. If more than 
one filter has been applied to a list, they all can be removed by clicking Clear All 
Filters. 
 

 

 
 

In this example, the Date Registered column of the Consumer List was selected 
and filters were applied that will cause it to show only Consumers who 
registered between June 1 and December 31, 2011.   
 

Moving, Resizing and Changing Columns 
 
A column can be easily be moved by clicking on the header and dragging it to a 
new location, or resized by clicking on the separator bar between column 
headings and dragging it until the column is the desired size. 
 
 
 
To add a column to a list screen: 
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1. Click on the Format Columns  button in the tool bar. 
   

2. A window will appear that shows the columns that are currently in the list 
on the right side, with additional available columns on the left. 

 

 
 

3. Select the column from the Available Columns pane  
 
4. Click the Move Column Right  button.   
 
5. To remove a column from the list screen, select it from the Current    
    Columns pane and click the Move Column Left  button. 
 

 

Customizing the Look and Feel via My Settings Options 
 
The Grid Settings, Default Settings, Care Plan Settings, Assessment Settings and 
I & R Settings can be customized by clicking on My Settings in the dropdown 
list by the name of the logged in user in the Main Toolbar.   
 

 
 
The Grid Settings section of the screen allows you to change fonts and colors by 
selecting from the available dropdown lists.  The name and address fields to the 
right will display the changes as you make your selections. 
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To change a font, click the dropdown arrow  to the right of the Font field and 
select the desired font.  Change the font size in the same manner. 
 

 
 
 
Default Settings can be used to select data entry defaults that apply when 
creating new Consumer Records and Service Deliveries.  Each field contains a 
dropdown list that displays the available choices.   
 

 

 

TIP 
VT users should set their agency as the Default Care Manager 
under the Default Settings section.  This will ensure that newly 
created consumers are correctly associated with your agency. 
 

 

 
 
Assessment Settings allow users to define the behavior and default related to 
Assessments sessions. 
 

 

TIP 
The recommended setting for Update Consumer Record? is “Most 
Recent Only”.  This will ensure that the latest information is 
retained in the consumer record. 
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I & R Settings allow you to set Call Completion and Call Summary Print Options. 
In addition users can change the behavior of the Related Calls panel.  Service 
Delivery options are displayed here, but are set by your administrator. 
 

 
After you’ve completed your changes click the Save  button to have them 
take effect. 
 
 
Format Property List Settings 

SAMS allows users to suppress and re-order fields on the following screens:   
• Consumers • Consumer Groups 

• Callers • Service Deliveries 

• Calls 

• Consumer Registration 

• Service Plans 

1. Click on Calls drop down arrow and select New Call 
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2. Scroll to the bottom of the screen and click Format Property List. 

3. You will be presented with the format list dialog. Uncheck the fields you want 
to hide from view.  

 

TIP 
VT users should deselect the Call Priority and Primary Payment 
source fields as these elements are not currently being used. 
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These same basic steps work in each of the areas where this functionality is 
supported.  You can also enact the dialog via a right-click in most of the areas. 

 

 

NOTE 
Changes made to the Format Properties List are not applied until 
the next time you open a record. 

 

IR Call Sessions 
 
The Calls feature of Harmony for Aging is the primary section for data tracking 
for users performing the initial intake or point of contact from a potential 
consumer.  Within this area of the application, call specialists will be able to 
record all important information relevant to the call, and make the appropriate 
referral. 
 
All call records will track the caller, the consumer, and the relationship as 
defined by the different Types of Calls listed below.  Also tracked as details of 
the call are the source of the call, the type and priority of the call, start and end 
dates/times, the call’s completion status, and general notes taken on the call. 
 

Types of Calls 
 
SAMS I&R can record many types of calls including: 
 

• Anonymous Caller about a Named Consumer: an unknown caller phoning 
on behalf of an identified consumer. 
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• Named Caller about a Named Consumer: an identified caller phoning on 
behalf of a known consumer or potential consumer. 

• Named Caller about an Anonymous Consumer: an identified caller 
phoning on behalf of an unknown consumer. 

• Consumer Call: a consumer phoning to obtain information for him or 
herself. 

• Anonymous Call: neither the caller nor the consumer has been identified. 
 
 
Below is a screenshot showing the Calls button in the main toolbar of SAMS I&R: 
 

 
  
A new call session is typically started by clicking on the dropdown arrow located 
beside Calls: 
  

  
 

New Call Button – this button initializes a new call and opens the 
New Call Screen. The Call Summary screen is used to log new 
calls.  
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Search for Services Button –brings up a window that allows you 
to search for providers offering specific services.  In the example 
below, we entered the term “meals” in the search field, and SAMS 
I&R returned a list of providers who have the term “meals” in their 
record.  The list can be narrowed down further by typing more 
search terms. For example, you might search for “meals” and 
“Burlington” to locate provider who offer meals services in the city 
of Burlington.  Areas of the provider record that are searched 
when using the Search for Services are as follows: 

Accessibilities Languages NPI State 

Agencies 
only 

Long Description Provider Types Town 

County Medicaid # Services URL 

Eligibilities Medicare # Service Areas Zip 

Email Municipality Service 
Taxonomies  

Fees Name Short Description  

Keywords Notes Sites (names only)  

 

  
 

Optionally, users may choose to do a more targeted search by clicking 
the Advanced search button in the upper left. Whereas the global 
search looks for you search terms anywhere in the Provider record, 
the Advance Search allows you to search across one or more specific 
fields and requires a “match all” to return results.   
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 Call Button – this button brings up a list of all calls logged to the 

system. The list can be sorted, filtered, or searched, similar to the 
way the SAMS I&R Consumer List can be sorted, filtered, and 
searched.  You can also use this screen to Print-Preview a call record, 
you can move and size the columns, and if you right click or go to the 
View menu, you can select Format Columns and choose which 
columns to present in your display.  You can access the Call Log by 
hovering your mouse over the “Calls” button and choosing “Calls” or 
by simply clicking on the Calls button. 
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Starting a New Call Session 
 
To begin a new call session, hover your mouse over the Calls button and click 
New Call.  This will open the New Call screen: 
 

 

Call Session Screen Elements 
 
The Call Screen contains three functional areas:  1) The Call Toolbar 2) The 
Call Information section and 3) The Call Details section. 
 
 The Call Toolbar Buttons (1) are used to support call management.  
 

 Save – Allows you to update the record without closing it. 

 Save and Close – Allows you to update the record with any changes 
you’ve made and then closes the record from the current view. 

 Close – This button allows you to leave the record without making 
any changes to the record’s existing data. 
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 Print – Creates a printout of the call. 

 Open Audits – allows you to see any changes made to the call 
record. 

 Format Panels – Allows you to customize the look and feel of your 
call screen.    

 Disable Timer – Provides a mechanism to stop the call timer. When 
you press the Disable Timer button the system changes the label to 
Enable Timer, and it runs a timer that counts the number of seconds 
in pause mode. To resume the timer, click the button again.  

 Pause – Allows you to temporarily pause the call timer. 

 Search for Services – Allows for another option for searching for 
services during a call. 

 
The Call Information Section (2) is used to record data about the caller, 
consumer and call characteristics:  
 

 Call Type – The call type might not actually be a “call” at all, but 
rather a walk-in, a fax, an e-mail, or some other communication. Call 
Type exists to aid in reporting on the various forms of inquiry and the 
volumes associated with different avenues used by “callers” to access 
information. 

 
 Caller – The system defaults this field to Anonymous.  If information 

about the caller has been made available, you also have the option to 
search the database for a Consumer record that might match the 
Caller’s details. 

 Caller Type – Classifies the caller’s relationship to the stakeholder of 
the call. Caller Type can be self, agency, community organization, 
friend, neighbor, etc. 

 Consumer – The caller may be calling on behalf of a person who is a 
Consumer in SAMS I&R, or the caller may be the Consumer. This 
section takes you to the Search Consumers window so you can pull in 
an existing record rather than creating one that might be a duplicate. 

 Referred By – If the incoming call resulted from a referral of another 
organization, that data may be recorded here to document the history 
of the inquiry and to support reporting on incoming referrals.  

 Age Group – This field enables the capture of data about the age of 
the person the caller is discussing.  This field can be manually entered 
for anonymous calls, or is automatically populated based on the 
consumer that is selected. 
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 Disabilities – When the person being discussed has one or more 
disabilities, this field enables capture of the information to support 
reporting, intake, assessment, and service management purposes. 

 Call Priority – Calls may be classified by the urgency of the 
information in the discussion.  Emergency calls involve situations 
where the person being discussed may be at risk of imminent danger 
to self or to/from others. (Note: This element is not currently used by 
VT users.) 

 Start Date/Time – SAMS I&R will automatically enter this information 
for you, however the entry may be overridden when appropriate.  

 End Date/Time – SAMS I&R will automatically enter this information 
as well, and it can be overridden when appropriate. 

 Seconds Pause – Total time the call was paused. 

 Complete? – This element allows you to track the status of a call.  
Complete implies that all available data has been obtained and 
recorded.  

 
 
The Call Details section (3) is used to record call outcomes and details about 
the call: 
 

 Activities – In SAMS I&R, activities are calendar-driven reminders to 
take follow up action on one or more items discussed in the context 
of a call.  Activities are “ticklers” that carry a due date. Once marked 
as complete, SAMS I&R will remove the reminder from active items 
needing attention.  Activities will show up on SAMS I&R Dashboards 
and provide automatic alerts. (Note: This module is not currently used 
by VT users.) 

 ADRC Outcomes – ADRC Outcomes are a specific set of call 
outcomes that are recorded for reporting purposes. These 
outcomes are marked by checking a box to indicate the call disposition 
or handling.  ADRC Outcomes include Mailed Information; Required 
I&A Follow Up Contact, and a variety of Referral actions.  

 Assessments – Assessments are forms used to collect data about a 
Consumer or Caller.  In most cases you’ll be assessming the Consumer 
and not the Caller. Use of custom assessment forms that are used 
within calls allow administrators to create “scripts” that can be 
followed by your call specialists, ensuring accurate and consistent data 
collection. 

 Call Topics – SAMS I&R allows the user to track all topics of 
discussion with the caller and/or consumer.   Topics are used to 
classify calls to enable better reporting of call activity as a whole. 
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Topics may range from Adult Day Care, to Legal Services, to 
Transportation, to Insurance. 

 Notes – This section is a free-form text entry field that enables 
recording of comments about the call. These comments are saved with 
the call record.  

 Referrals – Referrals are created when a Consumer or Caller is given 
a recommendation or suggestion to transfer the request for assistance 
to another entity. Referrals are typically made to help a caller identify 
potential providers or facilities that may offer the desired services. 

 Related Calls and Notes – Automatically displays the date, time and 
notes from any other calls that contain the same caller or consumer as 
the current call.   Related calls that display here can be opened by 
double-clicking. 

 Service Deliveries – Upon save and close of a call users will be 
presented with a popup dialog prompting them to select one or more 
service deliveries to record.   In addition, Service Delivery records can 
be viewed, added and/or edited via the Service Deliveries panel on the 
call screen.  

 

 

 

 

To Start a New Call Session 
 
 

1. Click the Calls button on the Main toolbar then select New Call. 
 

2. Add a Caller to your call by browsing for an individual or by creating a 
new record. Click the browse icon next to the Caller field. 

 

 
 

 
 

 

Tip: There may be instances where it makes more 
sense to collect data about the Consumer first. The 
order of selection for the Caller or Consumer is 
irrelevant. 
 

 

NOTE 
ADRC Outcomes is simply a way to record the 
outcome of a call. The ADRC Outcomes information is 
primarily used as a data element in reporting and 
analysis of the organization’s calls. 
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In the Search Screen, 1) Enter the name of the Caller then click Search 
2) Select the name from the Search Results or, if there are no results or 
the correct name doesn’t appear, 3) click Add New to add a new record. 

 

 

Creating a New Caller or Consumer 
 
If during the search for consumers you do not find the caller or consumer, 
you will need to add a new record. On the ‘Search for Consumer’ search 
results screen, there is an option to “add new”.   
 

 
a) Click Add New. SAMS I&R will bring up the Add Consumer/Caller 

window.  
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b) Enter as much information as necessary on each section of the Add 
Caller dialog.  

 

Tip: As you add information the system will warn of any 
consumers that already exist in the database that might be a 
duplicate of the consumer you’re creating.  If a match is 
found, double click on the record in the lower half of the pane 
to use the existing consumer which will cancel the process of 
creating a new consumer. 

 

c) When you’re finished, click OK and the new caller will be created and 
added to you call. 

 

 Tip: To change the Caller associated with your call, click the 
red “X” button to the right of the Consumer or Caller field. 
This will revert the Caller to Anonymous. 

 
 
 

3. Select the appropriate Call Type.   
 

 
 
 

4. Next, select the appropriate Caller Type.  If the default selection of (Self) 
is retained, the Consumer selection will populate with the caller 
automatically.  If a different caller type is desired, then browse for the 
consumer following the same process as outlined in step 2. 

 

 
 

 
5. Select the appropriate source in the Referred By dropdown. 

 

 
 

6. Age Group, Gender and Disabilities can be selected if desired for more 
detail about the consumer. Age Group and Gender will populate 
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automatically if the consumer’s Date of Birth and Gender have been 
populate in the consumer record.  

 

 
 

7. Note the Start Date/Time and End Date/Time will populate 
automatically based on the current date/time. To edit these values you 
must first click the Disable Timer button at the top of the Call screen.   

 

 
 

Tip: To edit the start and end date/time values you must first 
click the Disable Timer button at the top of the Call screen. 
This will allow you to back date calls that are being entered in 
SAMS at a later date. 

 
 

8. Set the call completion status with the Complete? selection.  This will 
likely be set in actual usage at the conclusion of the call when follow up 
tasks are known. 

 

  
 

9.  Review completed call details. 
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To Add ADRC Outcomes: 
 

1. Continuing with the call session already started, click the Open button to 
expand the ADRC Outcomes pane. 

 
 

2. From here you can use the search dialog to filter to the ADRC Outcomes 
you’re looking for, or simply check the outcome(s) as appropriate.  

 
 

 

To Add Call Topics: 
 

1. Click Add New in the section for Call Topics and choose the desired 
items by checking the appropriate boxes in the top section of the Add 
Call Topics window. 
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2. Optionally, you can enter Topic Time, Comments regarding the topic 
and any specified need for Planning around the topic in the bottom half 
of the window. (Topic Outcomes are not used by VT) 

 
3. Click OK to commit and return to the call screen. 

 
 
 

To Add Call Notes: 
 
Enter any comments about the call session in the Notes field.  Any notations 
made here will be visible in subsequent call sessions for this consumer via the 
Related Calls panel. 

 
 

To Add Referrals to a Call: 
 
During a call session, the caller may request specific information about an 
organization at which time the worker can track a referral made to a provider. 
There are two options available for recording referrals made to the 
caller/consumer:   
 

To add a new referral when the Provider is known 
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1. Continuing with the call session already started, click Add New in the 
Referrals section. 
 

 
 

2. Select the Provider and, optionally, the site and service. Click OK to save 
the Referral. 
 

 
 

To add a new referral when the Provider is unknown (Search for 
Services): 

 
1. Click Search in the Referrals section. 

 

 
 

2. Type in any search criteria for the provider organization for which you 
wish to create a referral, such as the provider name, service names, 
taxonomy code, taxonomy term, location data, or any other identifiable 
characteristic.  The search results will populate as you type.  If needed, 
continue to type additional search words to narrow the resulting list of 
providers.  
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Optionally, users may choose to do a more targeted search by clicking the 
Advanced search button in the upper left. Whereas the global search looks 
for you search terms anywhere in the Provider record, the Advance 
Search allows you to search across one or more specific fields and 
requires a “match all” to return results.   
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3. The search results will populate in the lower portion of the screen. Note 

that the matching search criteria “Meals” will be highlighted in orange 
text. 
 

4.  To view additional information about the provider, click Show More. This 
will expand the selection.  To collapse the selection, click Show Less. 

 

 
 

5. To record that a referral was made the provider, click Add. 
 

6. A dialog box will pop up where you can specify the service(s) you’re 
referring for.  Select service(s) as appropriate then click OK. 

 

 
 

 
7. The new referral is now added to the call and will appear in the upper 

right hand corner of the Search for Services screen.  Repeat for additional 
referrals.  A referral can be removed by clicking Remove next to the 
referral name or by clicking the “X” next to the provider name in the 
upper right hand corner. 
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8. When all referrals have been recorded, click the OK button in the lower 
right to close the Search for Services screen and return to the Call screen. 

 

Creating Assessments from the Call Screen 
 
You can use Harmony I&R to record new assessments for both named and 
anonymous consumers/callers. Record an assessment from within a call or 
from within a consumer/caller record. 
 
When you record an assessment for a named consumer/caller, the 
assessment can be retrieved from both the Call Log and the consumer/caller 
record. Access assessments for a current caller using the Call screen, or for 
an existing caller through their Consumer screen. 
 
In the instance of an anonymous consumer, the assessment you complete 
will be associated with the call - not an actual person. If both the caller and 
consumer are anonymous, Harmony I&R only provides you with the option to 
add a consumer assessment, so that the anonymous caller essentially 
becomes both the caller and the consumer in the stored call record.  
 

1. Continuing with a Call session already started, Click Add New within 
the Assessments panel. 
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Caution: Before you can conduct an assessment 
for the Consumer or Caller, you must first 
associate that person with the Call. 
 

2. Select the person you wish to assess (either the Caller or 
Consumer).  Note that in most cases you’ll be assessing the 
Consumer and not the Caller. 

 
 

 
 
 

 

 
 

3. Use the Assessment Form list to select the appropriate assessment 
form. 
 

4. Enter the appropriate Care Program, Agency, Provider, 
SubProvider and Site.  

  
5. Enter your name in Assessor Name field.  

 

Note: In most cases you’ll be assessing the 
Consumer and not the Caller. 
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6. Harmony I&R automatically enters the Date of Assessment and Next 

Assessment Date using today's date and the Reassessment Date 
default.  These date can be adjusted manually as necessary. 

 
7. Click OK to load the assessment data entry screen. 

 
8. When you first create an assessment, you may have to map 

assessment responses to fields within the consumer record. Several 
consumer fields, such as Ethnic Race, do not exactly match the 
responses available for the linked assessment question. Use the 
Assessment Response list to select the appropriate mapping choice 
and click OK. 

 

 
 

9. Enter data into the assessment as outlined in the SAMS User's Guide 
or online Help files. 
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10. When finished, click Save and Close. 
 
11. The assessment now appears in the Call screen. To edit an 

assessment, double-click it or press Open and make any changes 
necessary. To delete an assessment, highlight it and press the Delete 
button. Select Yes at the prompt. 

12.  
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Recording Service Deliveries  
 
A call session between a worker and a caller that contains an inquiry and a 
response is defined as Information and Assistance (or “Information and 
Referral”) service provided and needs to be tracked for reporting.  SAMS I&R 
allows for these and other services to be created as deliveries at the conclusion 
of the call session, based on options set in the database. 
 
The automated delivery creation utilizes SAMS I&R for Service Templates 
which allows users to create service deliveries consistently by choosing pre-
defined criteria from a list of templates.  Call sessions containing an 
anonymous consumer will have service deliveries generated in a pre-defined 
aggregate consumer group, while a known consumer will have services 
generated in his or her consumer record. 
 

 
 

 

Note: Service Templates are created by your 
administrators and made available for use within 
calls. 

 
 
The steps outlined below are for the completion of the call session. Deliveries 
can also be created by double-clicking the Service Deliveries section of the call 
session or from the consumer record. 
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1. Continuing with the call session already started, verify that all data has 
been captured in the appropriate fields and sections of the call and click 
Save and Close. 

2. Upon Save and Close of a new call, the Record Service Deliveries 
template screen will pop up, select the pre-defined template 
accordingly.   

 

 
 

3. Click OK to generate the delivery record for the call’s consumer (or 
consumer group if anonymous).  SAMS I&R will now show the Service 
Delivery on the Call Record. 

 

 
 

Adding Details to a New Consumer Record  
 
There will be time that the Consumer information needs additional information.  
(For example, multiple phones or locations)  The Details section of the 
Consumer Record contains two sections where additional information about the 
Consumer can be entered. The section on the left side of the screen is where 
basic demographics about the consumer, such as the name, marital status, 
gender and so forth, as well as NAPIS data and other important personal data 
are stored. 

To Access the Consumer record 
From the call record screen you will notice the Caller and Consumer name on the 
Menu bar 
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Click directly on the name to go into the Consumer record. 

 
 

There are several ways that data can be entered in this section. 

• To edit a text field, simply type in the field in these fields: 
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• To edit a radio button field, click the circle  next to the value you wish 
to choose: 
 

 
 

• To edit a dropdown filed, click the down arrow  to expose the choices 
then select one with your mouse. 
 

 
 

• To edit a Yes/No field, click in the box  to make a check indicating yes. 
 

 
 

• To edit a date field, either type in the date using the following format 
MMDDYYYY.  Do not enter the slashes. 
 

 
 

Or click on the calendar  button to select the date from the calendar.  
Clicking on the year at the top of the calendar will allow you to select the 
year first, then the month, then the day.  

 
For example, to change the date to June 17, 1943 click as follows: 
 

    
 

 
The section on the right side of the screen contains expandable panels where 
additional information about the Consumer is stored, including: 
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• Care Enrollments  
• Care Managers  
• Caregivers  
• Care Recipients 
• Contacts  
• Custom Fields  
• Ethnic Races 
• Fund IDs  
• Locations 
• Phones 
• Providers  
• Service Suspensions  

 

 
 
When a Consumer Record is opened, only the free text panels (Directions to 
Home and Notes) and panels that contain data will appear. 
 

To add data to a panel that doesn’t currently display in the Consumer Record: 

1. click Add New in the Consumer Details toolbar and select the panel from 
the dropdown list. 
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2. Enter the information in the screen that appears. In this example, the 
Contact’s Name, Type, Relationship, Primary status and Bill To status can 
be entered on the left.   

 
 

3. Locations and Phones can be entered in sub-panels on the right by 
clicking Add New.  

 
4. After the information has been entered in the sub panel, click OK to save 

it. You can also close the subpanel without saving any changes  by 
clicking Cancel or the red .  

5. After all of the information has been entered in the panel, click OK to 
save it and add it to the Consumer Record.  You could also add another 
Contact by clicking Add Next. 
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After you’ve completed your entries, click Save and Close to save the record 
and return to the Consumer List Screen.   If you choose to continue working in 
the other areas of the record, Activities and Referrals, Assessments, Billing, Care 
Plans, File Attachments, Journals, Routes, Service Deliveries, Service Orders and 
it is recommended that you Save your work first.  Note that access to these 
areas is permission based, so some may not be visible to you. 

Viewing and Editing Details in an Existing Consumer Record 
 
To open an existing record, you can double click it, single click it and then click 

open   in the consumer list toolbar, or click the edit  icon to the far left 
of the record.   

 
 
If the record isn’t in your list view, you can locate it by using the search feature 
and single clicking it in the search results. 
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By default, only fields that contain data are displayed when an existing 
consumer record is opened, which minimizes the amount of scrolling that needs 
to be done to view the record.  

 

Adding or Editing Items on the Left Side of the Details Screen 
 
On the left side of the screen, the remaining fields can be revealed by clicking 

Open  .   

 
   
When those fields are revealed, you’ll be able to edit the information in that 
section of the record, as long as your login has the necessary permissions.   
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Editing items in this section can be done using the same methods as you would 
use with editing a new record, as previously shown.  When you’ve completed 
your entries, click OK  restore the collapsed view. 
 

 

Adding or Editing Items in Panels 
 
To view or edit the content in the panels on the right side of the screen, click on 
an item in the panel, then click the Open  button.  A window will open that 
displays detailed information.    
 

 
 

With the new screen will open you can make any needed edits.  When you’re 
done, click OK  to save your changes.  You can also close the panel without 
saving any changes  by clicking Cancel  or the red . 
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If you’d like to add a new item to a panel, click Add New . 
 

 
 
A window will open, where you can enter the information about the new item.  
When you’re done, click OK  to save it and add it to the panel. 
 

 

Adding a New Panel 
To add a new panel to the Consumer Details screen, click Add New  in 
the Consumer Details toolbar, then select the new panel from the dropdown list. 
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The new panel will open, where you can enter the necessary information.   
 

 
 
When you’ve completed your entries, click OK  save the new panel and add it 
to the Consumer Details screen. 

Linking Caregiver and Care Recipient Records 
 
To ensure NAPIS reporting compliance, Caregivers and their Care Recipients 
must be “linked” in SAMS I&R before Family Caregiver services can be correctly 
recorded.   Caregivers and Care Recipients must exist or be created as 
Consumers before the linkage can be established. 
 

To link a Care Recipient to a Caregiver: 
 

1. Open the Consumer Record of the Care Recipient.  
 

2. In the Consumer Details screen, click Add New, then click Caregiver. 
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3. Click the search  button next to the Caregiver field. 
 

 
 

4. Search for the Caregiver.  The results will display on the lower half of the 
search dialog.  Highlight the desired consumer then click OK.  
 

 
 
 
 



SAMS Training  Vermont V4A 

 
 

© Harmony Information Systems, Inc.  Page 54 

 
NOTE  
If the Caregiver Record is not found, click the Add New button on this 
screen to create the Caregiver as a new Consumer. 
 
 

5. Set the Relationship, Start Date, Family Caregiver Program Type 
and At Risk for Abuse fields as appropriate.  Note that the start date 
must precede the delivery date of any Family Caregiver services.   
   

 
 

6. Click OK to completed the process and return to the consumer record. 
 

TIP  
The same process can be completed from the Caregiver record by 
selecting Care Recipient from the Add New dropdown. 
 
 
 

Recording an Individual Service Delivery from the Consumer Record 
 
To add or edit a single Service Delivery in a Consumer Record: 
 

1. Click the Add New  button in the Service Delivery tool bar. 
Or if you’re editing an existing delivery highlight the record and 
click the Open button. 
 

2. Select the Delivery Type.  By default, this is set to Standard.  If the 
delivery is to a Caregiver or Care Recipient, click the appropriate 
radio button. 
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3. Complete the mandatory Care Enrollment, Agency, Provider, 
Service, Units and Unit Price fields.   
 

 
      

 
 
 
 

 
 

4. Complete any optional fields that may be needed such as 
Subservice or Fund Identifier. 

 
5. To enter individual days of service, click the dates in the calendar 

to the right and enter the number of units.  You may select multiple 
dates to enter the same number of units at once. 

    
6. Click Save and Close  to add the service delivery to 

the record and return to the List Screen.   
 

TIP 
The required fields in the Service 
Delivery screen appear in a bold font. 
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SAMS I&R Reports   
 
Now that we have seen multiple methods for entering data into SAMS I&R, let’s 
take a look at how we can get the data out of SAMS I&R through the use of 
Reports.     
 

The Reports section can be accessed by clicking on the Reports  button 
in the main toolbar.   
 

 
 
 
In the upper portion of the screen, SAMS I&R displays the Report Templates that 
are available, along with the Report Type and a Description. Report templates 
form the baseline for new reports.  Each template contains various available 
selections for grouping and sorting outputs, data fields to display, and robust 
options for filtering results.  Although each report template is unique in the 
output and purpose, the methodology for creating saved reports is consistent.  A 
Report Template can be opened by double clicking or clicking on the green  
sign. 
                            
The lower portion of the center area of the screen contains saved Report 
Definitions.   Report definitions represent existing reports that were previously 
created from a report template. A Report Definition can be opened by double 
clicking or clicking on the Edit   icon.  
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Report Navigation 
 
When you open a Report Template in SAMS I&R, you’ll see icons that are used 
to navigate through the filtering and display options.  To effectively use the 
Reports section, you’ll need to clearly understand how these various icons work: 
 

   -  expand or collapse a section of the report template. 
 

   -  open a filter or display field for editing. 
 
 

  -  delete an item. 

 
IR Reports Overview 
 

SAMS Agency Call Report – A summary table outlines the number of calls 
received by caller type and displays totals for call counts and minutes per 
month.  Filtering options are available to limit the resulting data. 
• When to use: You want to see a breakdown for what types of callers 

are tracked for I&R meeting a certain criteria such as displaying the 
call totals received from a provider over a specific date range. 

SAMS Call Follow-up Report – A listing of consumers displays the follow-
up activities that have been created in call sessions.  Filtering options are 
available to limit the resulting data based on attributes of the call 
sessions. 
• When to use: You want to see a list of all follow-up activities that are 

open from the call sessions based on certain criteria such as a case 
manager that wants to see any activities that need more information 
sent to the consumer being the user entering the call (agent), and 
filter to only show a specific date range. 

SAMS Call Mailing Label Report – A listing of 3 X 10 Avery 5160 labels for 
consumer and/or caller address details as entered in call sessions.  
Filtering options are available to limit the resulting data based on 
attributes of the call sessions. 
• When to use: You want to generate mailing labels for clients and/or 

callers that were entered in call sessions such as creating labels for 
follow-up mailings. 
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SAMS Call Profiler Report – A listing of call session counts based on the 
grouping selection.  Filtering options are available to limit the resulting 
data based on attributes of the call sessions. 
• When to use: This simple but powerful report allows you to profile the 

number of calls received by a variety of groupings such as the types of 
calls, the agent entering the calls, the location of the callers, and 
more. 

SAMS Call Referral Report – A basic cross-tab displays call session counts 
based on the row and column selections.  Filtering options are available to 
limit the resulting data based on attributes of the call sessions. 
• When to use: You want to see the number of calls received in a 

cross-tab including selections such as the providers or services 
referred, consumers, or the agents entering the calls. 

SAMS Call Summary Report – A detailed summary report for each call 
session entered based on the criteria selected.  Filtering options are 
available to limit the resulting data based on attributes of the call 
sessions. 
• When to use: You want a detailed synopsis of the calls that have 

been entered based on a certain criteria such as calls entered by a 
particular agent in a specific date range. 

SAMS Call Topic Report – A listing of topics tracked for each call session.  
Filtering options are available to limit the resulting data based on 
attributes of the call sessions. 
• When to use: You want a list of topics for the calls that have been 

entered based on a certain criteria such as calls entered with specific 
topics. 

SAMS I&R Program Report – A detailed summary report for each I&R 
provider entered in the SAMS Administrator setup.  Filtering options are 
available to limit the resulting data based on attributes of the providers. 

When to use: You want to create a detailed directory listing f 
 
 

Running a New Report 
 

1. Open a Report Template form the upper portion of the screen by 
double clicking or clicking the green  sign. 
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2. Enter a Report Title if the report is to be saved for future use.   

 
3. Optional Comments and Description can also be added, if 

needed. 
 

4. In the Report Security section, select the appropriate option for   
who will be allowed access to the saved report in the Shared With 
field. Available options are as follows: 

 

 
 (All) – Allows all users of SAMS to have access to the saved report. 

 (User) – Allows only the create user to have access to the saved 
report. 

 Agency – Allows any users of SAMS associated to the same Agency 
as the create user to have access to the saved report. 

 Provider – Allows any users of SAMS associated to the same 
Provider as the create user to have access to the saved report. 

 State Unit – Allows any users of SAMS associated to the same State 
Unit as the create user to have access to the saved report. 

 



SAMS Training  Vermont V4A 

 
 

© Harmony Information Systems, Inc.  Page 60 

5. Select the appropriate option for what changes can be made to the 
saved report in the Modifications Allowed field.  Available options 
are as follows: 

 
 (All) – Any user with access to the saved report can change any 

options or settings. 

 (None) – Only the create user has ability to change the saved 
report options and settings. 

 Date Fields Only – Any user with access to the saved report can 
only change date fields, such as service start date and end date. 

   

Filtering and Display Options 
 
SAMS Case Management Reports contain a wide variety of Filtering and Display 
Options.  While there is some variation in these options from one report to 
another, the functionality is consistent. The filters that are applied to the report 
template will determine what data will display in the report.  When filters are 
applied, SAMS Case Management will look throughout the database for data that 
meet the criteria specified.  As a general rule, when fewer filters are applied, 
greater amounts of data will be returned.   SAMS Case Management offers 
reporting capability in several categories, but the filtering methods are similar in 
all of them. To determine how you want the data to appear in your report, use 
the following steps: 

5. Set the appropriate options and selections for grouping, sorting, 
and the options for what data to include in the Report Settings 
section. 
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6. Open one Filter Categories by clicking the green  sign.  

 
 

 
 

7. Select a filter type from the dropdown list. 
 

 
 

8. Depending upon the filter type that you select, another 
dropdown or a pop up screen will appear where you’ll select the 
filter.  If the filter is in a popup screen, click the OK button to 
apply it to the Report. 

 
 

 
 

9. If the filter was selected from a dropdown list, click the green 
checkmark  to apply it. 
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10. Continue applying filters to the report until you’d like to view 
the output.  Click the Preview  button to view the 
output in the default PDF format.  To view the output in another 
format click the dropdown arrow to select from the available 
options.   

 
 

11.The output can then be printed by following the instructions for     
the format that was selected.  
 

12.  To save the Report for future use and return to main Report 
screen, Click Save and Close   

 

 
 

13.  Or click Close  to close without saving. 
 

For information about using Reports, see the SAMS User's Guide or Help files. 
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