
SECTION FOR SPECIAL HEALTH 
SERVICES 

Support Staff Training 



DIVISION PHONE ETIQUETTE 
 
 Can be found  

(I:\CPHDivision\DCPH\1. 
Division Directors Office\DCPH 
Reference Manual\CPH Reference 
Manual\6.0 Informational) 

 General Calls  
 Within three rings 
 Professionalism 
 Taking Electronic Messages 

 Transferring Calls 
 Try to find the correct person to 

transfer to, rather than just 
“pushing them off” on another 
employee, who may end up 
having to do the same. 

 No Blind transfers 
 Using Cisco and Cisco Jabber 

 Getting to know your phone training 
 https://extranet.mo.gov/gettinghelp/

Training/SitePages/Phones.aspx 
 

 
 

 
 

 

 

 

https://extranet.mo.gov/gettinghelp/Training/SitePages/Phones.aspx
https://extranet.mo.gov/gettinghelp/Training/SitePages/Phones.aspx






SHS CREATED PHONE LISTS 

 SHS Telephone List 
 Highlighted in yellow 

– management of 
region 

 Bolded with no 
highlight – AOSA in 
region 

 Service Coordinator 
by county Listing 
 Search by county 
 Program 
 When to send to 

Regional Office 

*Updated by Section AOSA 
when staffing changes occur 

*Updated by Central Office 
when staffing changes occur 



COVERING FRONT DESK  
 CENTRAL OFFICE 
 All support staff 

added to rotation 
 Central Office Times 

10:00, 12:00, 3:00 
 Adding to your 

calendar 
 Lunch coverage 
 Coding your phone 

while away  

 ALPHA FUNCTIONS 
 Updated through 

General Services and 
Division 

 Sorted by category 
 



PHONE COVERAGE – E REGIONAL 
OFFICE 
 No “front desk receptionist” to cover  
 Internal Phone Coverage 

 SOSA is primarily responsible for the incoming main 
line. When away from desk, forward to AOSA 

 Back up plan: calls are forwarded to Facilitator, 
Central Office (573-751-6246) or Child Care (with as 
much advance notice as is possible) 

 Covers for Child care when necessary  



PHONE COVERAGE – SE REGIONAL 
OFFICE 
 No “front desk receptionist” to cover  
 Internal Phone Coverage 

 SOSA is primarily responsible for the incoming main 
line. When away from desk, forward to AOSA 

 Back up plan: Central Office (573-751-6246) with as 
much advance notice as is possible 



PHONE COVERAGE – NW REGIONAL OFFICE 
• There is no front desk receptionist - however, there is a sign 

by the telephone at the front desk listing all of the 
bureau's/sections/phone extensions.   Visitors/vendors can 
call the extension they need directly or if they are not sure 
who to call, the sign states: 

    For Information and Vendors Please call - 350-5433  
 

• SHCN rotates signs monthly with the Section for Child Care 
regulation.  During their month their phone number is listed 
on the sign  and are responsible for answering general calls 
that come to  office (i.e., mailman, lab courier, Fed X, 
UPS).  Outside calls from the main number listed in the 
phone book, 816-350-5400 will ring to our number if the 
caller chooses the option to talk to the operator.  

  
• When SHCN needs to be away from the phones for lunch, 

breaks, out of the office, etc. the AOSA and SOSA cover for 
each other.  If one is in the office, then Child Care covers. 

 



PHONE COVERAGE – SW REGIONAL OFFICE 

 Springfield has a fulltime receptionist. 
 Receptionist prepares a schedule showing when 

each staff member will cover breaks/lunches. 
 2 fifteen minute breaks (10:00 am & 3:00 pm) 
 One hour lunch 11:00 – 12:00 

o Receptionist prepares a schedule showing when 
each staff member will cover breaks/lunches. 

 SOSA is primarily responsible for the incoming 
main line. When away from desk, forward to 
AOSA 
 Back up plan: Central Office (573-751-6246) with as 

much advance notice as is possible 
 



MAIL – CENTRAL OFFICE 
 Incoming Mail 

 Picked up by I&L SOSA twice daily 
 Date stamping 

 All pages of incoming mail need to be date stamped 
 Try to stamp on white areas, not over any information 
 If it is marked confidential stamp envelope, do not open 
 Do not date stamp contracts if received in SHS 

 Sorting and Distributing 
 Who does the mail go to? 

 If no name listed, sort by program name – distribute to program 
clerical 

 Outgoing Mail 
 Picked up by I&L SOSA twice daily 
 Drop off times - 10:00 am; 3:00 pm 
 Collecting the Mail 

 Mail boxes 
 What can be sent interoffice 
 Bulk mailing cards 
 OFABS mail  

 
 

 
 
 



MAIL – E REGIONAL OFFICE 
 Incoming mail 

 Picked up by AOSA each morning from the mail slot 
in the reception area 

 SOSA opens and date stamps all SHCN staff mail 
(unless marked confidential – stamp envelope) 

 SOSA routes all mail to correct employee 
 Outgoing mail 

 Mail is collected in an “in-box” in SOSA cube 
 Outgoing mail is processed each day at 4:30 
 SOSA runs the mail through the meter and takes to 

the mail box at the front of the building for 5:30 pick-
up 

 



MAIL – SE REGIONAL OFFICE 
 Incoming Mail 

 Picked up in the lobby by SOSA 
 Delivers DSDS mail to their office 
 Opens and date stamps all mail for SHCN staff 

(unless marked confidential – stamp envelope) 
 Mail is routed to correct staff members 

 Out going Mail 
 Collected by SOSA 
 Adds correct postage 
 Takes to the mailbox across the street for pick up 
 



MAIL – NW REGIONAL OFFICE 
 Outgoing 

 Mailbox in a general location for SHCN use 
 Clerical staff collects mail from the SHCN outgoing box 

and postmarks at the postage machine (clerical staff only 
uses this machine) 

 Postmarked mail is taken to the mailroom in a plastic tub 
for the mailman to pick up each afternoon 

 On Fridays/Holidays clerical staff (from SHCN or Child 
Care) will physically take the mail to the post office or drop 
box.  

 Incoming 
 Mail is collected daily from mail room by clerical  
 Opens and date stamps all mail for SHCN staff (unless 

marked confidential – stamp envelope) 
 Mail is routed to correct staff members  



MAIL – SW REGIONAL OFFICE 
 Incoming Mail 

 Delivered to SOSA 
 Date stamp each page of incoming mail 
 If marked confidential, date stamp the envelope, do not 

open 
 Distribute mail to staff as appropriate 

 Outgoing Mail 
 Outgoing slots for general, telecommuters, Central 

Office and Satellite Office 
 The mail is to be submitted to front receptionist for postage 

and delivery to mailbox. 



PURCHASE REQUESTS  
 When do we need a purchase request? 

 Any time money is to be spent, a purchase request 
must be submitted through OFABS (and sometimes 
Division) prior to completing the purchase 

 Information required to complete a purchase 
request: 
 O:\DCPH Operations\DCPH References and 

Procedures\7.0 Financial Procurement 
 Who are we ordering from? Contract info, address 
 Funding source  
 Unit/Bureau/Section/Division Approval 
 Tracking number 
 

 
 



PURCHASE REQUESTS 
FUNDING CODES 
 Funding codes identify to OFABS what “pot of 

money” the programs would like the cost of our 
purchases to come from  

 General rules for each of the Funding codes, 
subject to change based on program needs 

 If you are unsure of what type of funding to use, 
please contact Section AOSA 



Updated by OFABS. If you 
need additional copies, 
contact Section AOSA.  



PURCHASE 
REQUESTS 

ORDERING OFFICE SUPPLIES 

 Staples or Office 
Depot 
 Sign in information 
 OFABS finalizes 

order 
 Selecting “On 

Contract” items 
 Ordering Paper 

(Regional Offices) 
 Paper must be 

ordered separately 
 Put on a separate 

purchase request 
 
 
 

 



PURCHASE REQUESTS  
WORLD WIDE TECHNOLOGY 

 Computers, Printers, 
Scanners, Monitors, 
etc… 

 A quote is required 
 How do I get a quote? 

 Send your request to 
Section AOSA. They 
will get Bureau/Section 
Approval and complete 
the quote and purchase 
request. 



PURCHASE REQUESTS 
BEYOND TECHNOLOGY 

 Ordering Toner, Ink, and 
other printer items 

 Keep a list of what the 
equipment in your office 
needs.  

 Be preemptive, but do not 
over stock.  

 Where to order 
 www.beyondtec.com     

http://www.beyondtec.com/


PURCHASE REQUESTS 
HOTELS  Check Direct Bill Listing 

 Located: 
http://dhssnet/adminreports/  

 Check Conus Rates 
 Located: 

http://www.gsa.gov/portal/categor
y/100120 

 Reservations 
 Ask for an email confirmation 

when possible 
 Attach email confirmation to 

purchase request 
 Ensure proper funding codes 

 Who is traveling? 
 What is the purpose of their stay? 

 Separate purchase request for 
each employee’s stay 

 

 

 
 
 

http://dhssnet/adminreports/
http://www.gsa.gov/portal/category/100120
http://www.gsa.gov/portal/category/100120


PURCHASE REQUESTS 
MVE 

 What do we order? 
 Chairs, plaques, document 

frames, etc… 
 Where do I find what I’m 

looking for? 
 http://doc.mo.gov/mve/ 

 Process: 
 Select the items you wish 

to order 
 Fill out Purchase Request 

and MVE Order form 
 Send to Central Office 
 OFABS places MVE order 

 
 

http://doc.mo.gov/mve/


PURCHASE/PRINT REQUESTS 
BUSINESS CARDS 

 
 Everyone, except 

clerical 
 Print request form 

serves as the purchase 
request 

 Should be printed on 
carbon paper 

 A proof will be sent to 
the requester. Check it 
carefully, and cc: the 
Section AOSA on your 
response 



ENVELOPES CENTRAL OFFICE 

Make envelope choice: 
 http://dhssnet/Warehouse/IntranetSupp

lies.html 
Complete Form 
Submit to Section AOSA 
 Faxed to: 573-751-1574 
 
 

 

http://dhssnet/Warehouse/IntranetSupplies.html
http://dhssnet/Warehouse/IntranetSupplies.html


ENVELOPES  
REGIONAL OFFICES 

 Envelopes are ordered 
through MVE 
 http://doc.mo.gov/mve/html/printi

ng/envelopes.html 

 Be as descriptive as 
possible 

 Attach a sample 
 

http://doc.mo.gov/mve/html/printing/envelopes.html
http://doc.mo.gov/mve/html/printing/envelopes.html


TRACKING NUMBERS – CENTRAL OFFICE 
 Where do I get a tracking number? 

 N DRIVE 



HOW TO PROCESS PURCHASE REQUESTS 
 REGIONAL OFFICES 

 When complete, forward to the 
SHCN,SHCN email address 
 Subject line should read: 

“STAPLES – 11/4/13 – $114.56” 
“COMFORT INN – MT – 

11/8/97 - $87.50” 
 Keep a copy for your records 

 If changes are made to your 
purchase request (funding, etc… 
a copy will be sent to the RO 
AOSA electronically) 

 When orders come in, scan and 
email copy of the packing slip 
and/or invoices to the SHCN, 
SHCN email address. 

 

 CENTRAL OFFICE 
 Incoming Purchase Requests 

 The I & L SOSA is responsible 
for managing the SHCN, SHCN 
email. (Section AOSA is back up) 

 When purchase requests come in, 
they are saved on the I:Drive at 
the following location: 

 I:\CPHDivision\SHCN\UNIT\
Purchase Requests 

 Assign a tracking number 
(N:Drive) 

 Print and submit to the Section 
AOSA for processing 

 Central Office Purchase 
Requests 
 Create your purchase request, 

save in appropriate folder on the 
I:Drive 

 Assign a tracking number 
 Keep a copy for your records 
 Submit hard copy (or 

electronically) to Section AOSA 
for processing 

 
 



ROUTING AND APPROVAL GUIDELINES 
 Guidelines established by Division 
 Outline levels of approval for specific documents 
 Can be found: O:\DCPH Operation\DCPH 

References and Procedures\2.0 Routing and 
Approval Guidelines 

 Updates come from Division 
 



EXPENSE REPORTS 
 The department will reimburse you for travel; 

including mileage, meals, and miscellaneous fees 
when appropriate 

 The full policy on expense reports can be found: 
 http://dhssnet/policiesprocedures/financial.php 

 Initial form to be set up as a “vendor” 
 http://content.oa.mo.gov/sites/default/files/vendor_input_ach_eftd.pdf 
 Fax to 573- 526-9813 

 Find out your program staff’s preference  
 Some staff like to complete their expense reports themselves 
 Some staff like to have clerical complete their expense reports 
 

 
 
 
 

http://dhssnet/policiesprocedures/financial.php
http://content.oa.mo.gov/sites/default/files/vendor_input_ach_eftd.pdf


EXPENSE REPORTS CONTINUED 

• Fill out the form completely, 
using checklists as verification 
• Ensure proper funding is 
used 
• Send to Central Office 

•If in CO – give to Section 
AOSA 

• Central Office will submit to 
OFABS 



EXPENSE REPORTS CONTINUED 

•Ensure proper funding 
• Split funding mileage 
properly 



EXPENSE REPORTS 
CHECKLIST 

• Each expense report 
must have a checklist 

with it 
• Can be checked off by 

staff, supervisor, or 
clerical 



SUBMITTING EXPENSE REPORTS FOR 
PROCESSING 
 Regional Offices 

 Obtain signatures as necessary 
(bureau chief will be obtained 
by Section AOSA) 

 Send hard copy with all pages 
included to I&L SOSA (Section 
AOSA back up) 
 Expense Report 
 Coding Detail 
 Check list 
 Supporting documentation (if 

necessary) 
 

 Central Office 
 Incoming Expense Reports 

 I &L SOSA receives (Section 
AOSA back up) 

 Enter Expense Report funding 
on the spreadsheet: 
I:\DCPHDivision\SHCN\UNIT
\Budget\Budget Analysis 
Database\SHCN Budget 
Analysis Master 
 Each line of coding is entered 

for each employee 
 Assign a tracking number/enter 

in the tracking database 
(N:Drive) 

 Give hard copy to Section AOSA 
for further processing 

 Central Office Expense Reports 
 Create Expense Report, collect 

signature from employee & 
supervisor (unless Bureau Chief 
or Section Administrator – bring 
to Section AOSA) 

 Assign tracking number/enter in 
the tracking database (N:Drive) 

 Give hard copy to Section AOSA 
for further processing 

 
 



CARS 

 When to reserve a state car 
 When conducting state business that requires travel 
 http://dhssnet/policiesprocedures/policiesatoz.php 
 Cannot claim mileage on expense report 
 Only state employees can occupy a state vehicle 
 Must possess a valid driver’s license 
 Parking and moving violations are responsibility of the 

operator 
 Should not be used when traveling to/from an airport 
 Personal property inside the vehicle is not insured by the state 
 Smoking is prohibited in all state vehicles 
 Seat belt usage is required at all times 
 

http://dhssnet/policiesprocedures/policiesatoz.php


CARS – CENTRAL OFFICE PROCESS 
 Carpool Automated Reservation System 

 When new staff starts, Section AOSA will register them as a 
driver in the CARS system 

 No purchase request necessary 
 http://content.oa.mo.gov/travel-portal  
 When work departure before 8 a.m. is required, DHSS 

employees may take a state vehicle home if their home is in 
the direction of their business travel, and the individual’s 
residence is located outside of Jefferson City 

 When using state vehicles 
 Fill out the requested information in the CARS binder 
 Use vehicle fuel card for purchases 

http://content.oa.mo.gov/travel-portal


CARS –  SW REGIONAL OFFICE PROCESS 
 Southwest Regional Office  

 Send email send request to LVC for dates needed 
 Receive return reply from LVC regarding location of 

keys & description of the assigned vehicle  
 Four possible locations:  

 Front desk 
 Section for Child Care Regulation SOSA cubicle 
 DHSS suite 429 
 DHSS suite 819 
 OR receive message “no vehicle available.” 

 Pick Up state vehicle located: 1735 West 
Catalpa, Springfield, MO 65807 

 Return key to pick up location as soon as return to 
the office 

 



CARS – SE REGIONAL OFFICE PROCESS 
 Southeast Regional Office  

  The Cape Office has a check-out (paper) calendar that is 
monitored by the Local Vehicle Coordinator (LVC ) 
 Staff can either: 

 go upstairs and sign-up on the calendar for one of the state cars {the 
calendar is located next to the LVC} 

 call LVC and ask if a state car is available on the date they need it 
and she will sign them up for the vehicle if one is available 

 NOTE:   Staff must put their name AND the location(s) where they plan 
to travel on the calendar for each day.    If all of the state cars are all 
ready reserved AND our Staff can determine that their trip incurs more 
mileage than someone else’s travel they can bump that person, BUT in 
order to bump someone it must be done 24 hrs in advance.   The person 
being bumped is notified by the LVC that they have been bumped.  

 On the afternoon before travel or the morning of travel, staff goes 
upstairs and picks up the state car binder with the key from our LVC & 
then returns the binder to the LVC upon return.    

 The Hillsboro Office has an Electronic Calendar on Outlook where 
Heather can reserve the Hillsboro car. 

 The Kennett Office has an Electronic Calendar on Outlook where Karen 
can reserve the Kennett car.  

 



CARS – NW REGIONAL OFFICE PROCESS 
 All cars are on outlook Calendar 

 See if a car is available 
 Create an appointment to reserve  

 Can ask one of the “outlook owners” – currently Jan Ward, 
Trina McAbee, Glenda Muza 

 If all cars are reserved 
 If a staff member’s travel incurs more mileage, they can 

“bump” that person, with 24 hours advance notice 
 The LVC (currently Jan Ward and Glenda Muza) will notify 

the person who has been bumped 
 



CARS – E REGIONAL OFFICE  
 Cars are kept on Outlook Calendar 
 View to see if cars are available 
 Reserve by emailing or calling the LVC and 

requesting 
 Check out and back in with LVC 



CARS: GENERAL RULES/REQUIREMENTS 
 Vehicle Log Books are to be kept between the 

passenger seat and the console 
 Return car to lot with a full tank of gas and 

cleaned out 
 Make sure gas station accepts WEX (Wright Express) 

card 
 Must use current mileage to pump gas 

 Gas ticket placed inside bag in vehicle book 
 Enter ending mileage in Log Book 
 Return to key to the proper LVC upon arrival

  
 Central Office after hours dropbox 

 



ENTERPRISE RENTAL   
 When a state car is 

not available.  
 http://content.oa.mo.

gov/travel-portal 
 

http://content.oa.mo.gov/travel-portal
http://content.oa.mo.gov/travel-portal


WORKORDERS 
 Work orders need to be completed for 

things such as light bulb changes, 
cube/office rearranging, name plate 
installation/changes, etc… 
 Complete a DH-10 (electronically) 
 Submit by email to Section AOSA 
 Section AOSA will approve and 

forward to Division  
 Division will submit to the 

workorders email address 
 



PHONE WORK ORDERS 
 • When a new staff member comes on board, leaves, or 

changes positions, a work order needs to be completed to 
have the phones updated. 
• These work orders should be completed and submitted to 
the Section AOSA for processing. 
 



OUTLOOK – GENERAL GUIDELINES 
 Be sure to complete the Subject of an e-mail message 

to allow the recipient to prioritize e-mail messages by 
scanning his/her mailbox.  

 Do not put anything in an e-mail message that you do 
not want anyone other than the recipient to see. The 
privacy of e-mail messages is not guaranteed. 

 Keep your message short and to the point. Edit and 
proofread each message carefully. 

 Never send an e-mail message in all capital letters. 
This reflects an angry tone. 

 Be sure that if you are replying to a message, that 
you “reply all” when the contents relate to all 
involved. 
 



EMAIL – DEPARTMENT GUIDELINES 
 Do not send communications that you would not put in a formal 

memo or letter. 
 Do not send what you wish you could say, but only what you would 

say if the person were in front of you (be respectful). 
 Do not send a group message unless it is appropriate for all recipients 

(it is not appropriate if it does not pertain to official business or if an 
individual does not need to know).   

 Electronic communications sent to all DHSS staff must be approved 
by division management and the DHSS Director as outlined in 
Administrative Manual policy 11.23.   

 Do not use “Reply to All” without viewing the distribution list. 
 Do not transmit copyrighted materials except with proper permission. 
 Do not distribute computer games. 
 Do not use another individual's e-mail account to either send or 

receive messages.  If there is need to read another's mail (while they 
are away on vacation, for instance), proxy, message forwarding, or 
other facilities must be used. 

 E-mail is accessible through the Internet and can be accessed by non-
DHSS equipment; however, attachments or DHSS documents should 
not be saved to non-DHSS equipment. 
 



OUTLOOK – CREATING A SIGNATURE 
 Your signature should be a block of information 

 Do not use backgrounds, pictures, quotes, etc.. As this takes up valuable 
inbox space 

 All e-mail messages must contain the Department’s confidential 
statement. 
 How to create a signature  

 Open a new message. On the Message tab, in the Insert group, click Signature, 
and then click Signatures. 

 On the E-mail Signature tab, click New. 
 Type a name for the signature, and then click OK. 
 In the Edit signature box, type the text that you want to include in the signature. 

 This email is from the Missouri Department of Health and Senior Services.  It 
contains confidential or privileged information that may be protected from 
disclosure by law.  Unauthorized disclosure, review, copying, distribution, or 
use of this message or its contents by anyone other than the intended recipient 
is prohibited.  If you are not the intended recipient, please immediately destroy 
this message and notify the sender at the following email address:  YOUR 
EMAIL or by calling YOUR PHONE NUMBER.   

 To format the text, select the text, and then use the style and formatting buttons to 
select the options that you want.  

 Choose the newly created signature as your “default signature” to the right 
 Click OK 

 



OUTLOOK – PRIORITY MESSAGES 
 Division Guidelines dictate that all emails should 

be reviewed and responded to (if necessary) 
within a maximum of three business days.  

 E-mail that requires a time-sensitive action on 
the part of the receiver or that the sender 
believes is important and ought to be opened 
immediately by the receiver should be sent as 
high priority (red). High priority mail should not 
be sent indiscriminately; typically no more than 
10% of mail messages would be high priority.   
 Sending a High Priority Message 

 On the toolbar, click Importance: High   
 or Importance: Low  
 



OUTLOOK – GRANTING DELEGATE 
ACCESS 
  When out of the office for extended periods of time arrangements should be made so that high 

priority and other important e-mail are acted on in the user’s absence.  
 Grant Access to your inbox to your supervisor 

 Turn on Delegate Access 
 A delegate automatically receives Send on Behalf permissions. This means your delegate can 

do the following: 
 Respond to a meeting request sent to you, the manager. 
 Receive meeting request responses sent to you, the manager. 
 Compose and send an e-mail message that, when received, will have Delegate Name on 

behalf of Manager Name next to From. 
 By default, the delegate can read only the meeting requests and responses sent to the 

manager. The delegate does not have access to read any other messages in your Inbox. 
 On the Tools menu, click Options. 
 Click the Delegates tab, and then click Add. 
 Type the name of the person whom you want to designate as your delegate, or search for and 

then click the name in the search results list. 
  Note   The delegate must be a person in the Exchange Global Address List  

 Click Add, and then click OK. 
 In the Delegate Permissions dialog box, you can accept the default permission settings or 

select custom access levels for Exchange folders. 
 If a delegate needs permission to work with meeting requests and responses only, the default 

permission settings, including Delegate receives copies of meeting-related messages 
sent to me, is sufficient. You can leave the Inbox permission setting at None. Meeting 
requests and responses will go directly to the delegate's Inbox. 
  Note   By default, the delegate is granted Editor (can read, create, and modify 

items) permission to your Calendar folder, because after the delegate responds to the 
meeting on your behalf, the meeting is automatically added to your Calendar folder. 

 To send a message to notify the delegate of the changed permissions, select the 
Automatically send a message to delegate summarizing these permissions check box. 

 If you want, select the Delegate can see my private items check box. 
  Important   This is a global setting that affects all of your Exchange folders, including all 

Mail, Contacts, Calendar, Tasks, Notes, and Journal folders. You cannot allow access to 
private items in only one folder. 

 Click OK. 
 



OUTLOOK – OUT OF OFFICE REPLY 
  
 Creating an out of office reply 

 On the Tools menu, click Out of Office 
Assistant. 

 In the Out of Office Assistant dialog 
box, select the Send Out of Office auto-
replies check box. 

 If you want to specify a set time and date 
range, select the Only send during this 
time range check box. Then set the 
Start time, and then set the End time. 

 In the Inside my organization tab, type 
the message that you want to send within 
your organization, and in the Outside 
my organization tab, type the message 
that you want to send outside your 
organization. 

 Click OK. 
 If you selected the “Only send during this 

time range” option in step 4, the Out of 
Office Assistant feature will continue to 
run until the date and time set for the 
End Time in step 5 is reached. 
Otherwise, the Out of Office Assistant 
will continue to run until you repeat step 
1 and select the “Do not send Out of 
Office auto-replies” option. 



OUTLOOK - ACCESSING WEBMAIL 

• Open Internet 
• In the address bar, 
type: 
 https://webmail.mo.gov 
• Type in the 
domain/username 

•CDS/username 
• The password will be 
your network password 
•Click Log On 

 

https://webmail.mo.gov/


OUTLOOK – ENCRYPTING MESSAGES TO 
STAFF OUTSIDE OF DHSS 
 https://extranet.mo.gov/gettinghelp/FAQ/Shared

%20Documents/Outlook-
How%20to%20Encrypt%20an%20Email.pdf 

 All email containing sensitive information that is 
sent to non-DHSS employees MUST be encrypted 

https://extranet.mo.gov/gettinghelp/FAQ/Shared%20Documents/Outlook-How%20to%20Encrypt%20an%20Email.pdf
https://extranet.mo.gov/gettinghelp/FAQ/Shared%20Documents/Outlook-How%20to%20Encrypt%20an%20Email.pdf
https://extranet.mo.gov/gettinghelp/FAQ/Shared%20Documents/Outlook-How%20to%20Encrypt%20an%20Email.pdf


OUTLOOK – MAINTAINING CALENDAR 
 Scheduling an appointment 

 Appointments are activities that you schedule in your calendar that 
do not involve inviting other people or reserving resources. You can 
schedule recurring appointments, view your appointments by day, 
week, or month, and set reminders for your appointments. 

 On the File menu, point to New, and then click Appointment. 
 Keyboard shortcut  To create an appointment, press Ctrl+Shift+A. 

 In the Subject box, type a description. 
 In the Location box, type the location. 
 Enter the start and end times. 

 Tip   You can type specific words and phrases in the Start time and End time 
boxes instead of dates. For example you can type Today, Tomorrow, New Year’s 
Day, Two Weeks from Tomorrow, Week from Yesterday, Three days before New 
Year's Day, and most holiday names. 

 Select any other options that you want. 
 To make the appointment recur, on the Appointment tab, in the 

Options group, click Recurrence . 
 Click the frequency (Daily, Weekly, Monthly, Yearly) with which the 

appointment recurs, and then select options for the frequency. 
 Click OK. 
 On the Appointment tab, in the Actions group, click Save & Close. 

 
 



OUTLOOK – MAINTAINING CALENDAR 
  Scheduling a meeting 

 A meeting is an appointment that includes other people and can include 
resources such as conference rooms. Responses to your meeting requests appear 
in your Inbox. 
 In Calendar, on the Home tab, in the New group, click New Meeting. 
 In the Subject box, type a description. 
 In the Location box, type a description or location. If you use a Microsoft 

Exchange account, click Rooms to choose from available rooms. 
 In the Start time and End time lists, click the start and end time for the 

meeting. If you select the All day event check box, the event shows as a full 
24-hour event, lasting from midnight to midnight.  

 In the meeting request body, type any information that you want to share 
with the recipients. You can also attach files. 

 On the Meeting tab, in the Show group, click Scheduling Assistant. 
 The Scheduling Assistant helps you find the best time for your meeting. 

 Click Add Attendees, 
 In the Select Attendees and Resources dialog box, in the Search box, 

enter the name of a person or resource to include at the meeting. If you are 
searching with the More Columns option, click Go. 

 Click the name from the results list, then click Required, Optional, or 
Resources, and then click OK. 
 Required and Optional attendees appear in the To box on the Meeting 

tab, and Resources appear in the Location box. 
 The free/busy grid shows the availability of attendees. A green vertical line 

represents the start of the meeting. A red vertical line represents the end of 
the meeting. 

 Click send to invite all the attendees selected to the meeting.  
 

   



DOCUMENT SHREDDING   
 Each office has a method of shredding important 

documents.  
 If a document does not meet the guidelines below, it should 

be placed in the box for recycling, rather than shredding.  
 What should be shredded? 

 Any items with identifying personal information 
 Social security numbers 
 DCN 
 Birthday 
 Address/phone number 

 CDD 
 Offices that contract with CDD have their shred box picked up 

once a month.  
 Accompany the CDD employee to the box, and also to the truck 
 Sign the notice of destruction, and keep the copy from the CDD 

employee 
 Send a copy of the notice to the Section AOSA for processing 
 If you receive an invoice from CDD, send to the Section AOSA to be 

approved for payment 
 



MICROFILMING  
 Regional Office Responsibilities: 

 See attached handout in Clerical Manual 
 
 

 



MICROFILMING 
 Central Office Process 

 See attached handout in Clerical Manual  



OPI  
 What needs an OPI form? 

  OPI approval is required for the following: news 
releases, newsletters, fact sheets, posters, cover 
letters, mailings, conference displays, annual burden 
reports, presentations (public audience), print, and 
other advertisements that include online banner ads, 
gas pump toppers, floor mats, billboards, transit, 
theatres, radio, TV, airports, Jumbotron, Facebook 
and brochures.  The following do not require OPI 
approval: forms, training manuals, 
manuscripts, and abstracts clearance forms.  

 



OPI PROJECT REQUEST FORM 
 HTTP://DHSSNET/  
 Send completed form, as descriptive as possible to Section 

AOSA for review/signature. 
 Section AOSA will send to OFABS. OFABS sends to 

Division. Division sends to OPI, where a staff member is 
assigned to the project. 

 Once the project is completed, the request form and project 
materials are sent to the program for approval. 

 Once approved by program, send to Section AOSA for 
review/signature.  

 Section AOSA will send to Division for final approval. After 
division director approves, the form is sent to OPI for final 
approval.  

 OPI will return the approved project form to Division 
 Division will return the approved project form to Section 

AOSA 
 Section AOSA will make a copy for file records and return 

the project form to program SOSA 

http://dhssnet/
http://dhssnet/
http://dhssnet/
http://dhssnet/


OPI APPROVAL OF PROJECTS NOT 
CREATED BY OPI 
 Complete this form for OPI approval on projects that you created.  
 Printing Projects 

 You will need OPI approval before printing any project.  Complete an 
“Office of Public Information Approval of Projects not created by OPI” form.  
Printed material will need to be reviewed and approved by OPI on an 
annual basis. 

 Web Requests 
 Routine updates to existing information do not need OPI approval.  

Information that does not need OPI approval can be sent directly to 
webgroup@health.mo.gov. 

 To add new documents, make major content changes, add reports, or 
request assistance from IT, complete a Customer Service Request Form 
(CSR). http://dhssnet/appsforms/doc/itsdcsr.doc 

 Once OPI has approved the CSR, it will go back to the division.  After the 
division and OPI approve, follow the CSR process.  
http://dhssnet/policiesprocedures/pdf/adminmanual24_12A1.pdf 

 Talking Points 
 You will need approval from the department director or deputy director if 

you seek his or her attendance at an event. Once the director or deputy 
director agrees to attend an event, e-mail your talking points and event 
agenda to Ryan Hobart, Tracy Kramel and Debbie Mebruer two weeks 
prior to the event. 

http://dhssnet/pappac1/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/Z3WL56C9/webgroup@health.mo.gov
http://dhssnet/appsforms/doc/itsdcsr.doc
http://dhssnet/policiesprocedures/pdf/adminmanual24_12A1.pdf


INTERPRETER SERVICES 
 Contracted through World Wide 

Interpreters 
 Complete Data Usage Sheet for 

each time the service is used 
 Forward the Data Usage Sheet to 

SHCN Central Office for 
processing 

 If you receive an invoice for 
interpreter services, forward to 
Section AOSA for payment 

 Contracted staff (ABI and 
CYSHCN programs) use central 
office code  
 

How to Use Interpretive Services 

Step 1:      Call 1 800.207.1424 
Step 2:      Enter Pin # 88208   (pause for greeting) 

Step 3:      Select 1 or say 'Spanish' to be connected to your 
Spanish interpreter. 
or 
Select 2 or say 'Operator' for any other language. 
Step 4:      Provider/Client # - Give the participants DCN # 

 



DELTA – CODING YOUR TIME 
 

 http://dhssnet/timesheets/ 
 You should receive your 

codes from your 
supervisor. 

 Update your delta every 
day! 

 Delta must be submitted 
to your supervisor on 
“Delta Days”  

 Leave balances update in 
arrears.  

 Policies involving work 
hours and 
tardiness/absenteeism 
are included in your 
clerical binder 

http://dhssnet/timesheets/


QUESTIONS? 



END OF GENERAL CLERICAL 
TRAINING 
AOSA specific training to follow 



PERSONNEL RESPONSIBILITIES 
 HR Contact for your regional office 

 You will work closely with bureau leadership and 
Section AOSA regarding personnel matters 

 HR Updates 
 Changes in employee information, work schedule, etc… 

 Annual Forms/Training Records 
 Expense Reports  
 Retirements 
 Name plate/phone work orders 
 Interview Scheduling/Facilitating 

 



YOUR RESPONSIBILITIES FOR NEW 
EMPLOYEES 
 New Employee Orientation Checklist 

 This list is generated by the Section AOSA. Initial tasks 
are marked by Section AOSA 
 https://health.mo.gov//shcn/TrainingResources.htm  
 Given to Immediate Supervisor in Central Office 
 Mailed to Regional AOSA when applicable 

 For all new employees, Regional AOSAs are responsible for 
duties listed under “Bureau Lead Clerical” 
 Sections that require forms to be completed for “employee unit 

file” should be sent to the Section AOSA 
 For new SOSA’s in your office, Regional AOSAs are 

responsible for duties listed under “Bureau Lead Clerical” 
and “Immediate Supervisor” 

 The employee carries the checklist to trainings and office 
visits for signatures 

 When the form is completed, make copy for the employee 
and supervisor, mail original to Section AOSA 

https://health.mo.gov/shcn/TrainingResources.htm


NEW EMPLOYEE FORMS – REGIONAL  
 New Employee Forms are mailed to Regional 

AOSA from HR 
 SHCN Regional AOSA’s are considered the main 

contact for new employee packets for their offices 
 Checklist attached to each packet, ensure all 

forms are completed  
 If there are any questions from employee 

regarding how to complete form: 
 Contact Personnel Clerk (currently Yvanna Blanke) 

573-522-1256 
 Once all forms are completed, send to HR 



GENERAL HIRING PROCESS – FOR 
REFERENCE 
 When a vacancy occurs, a signed resignation letter showing the date 

of the letter and the date of the intended resignation should be 
submitted to central office 
 A copy may be scanned and faxed to the Section AOSA initially, but the 

original needs to mailed to the Section AOSA as soon as is possible. 
 Once the resignation letter is received, the appointing authority 

designee (bureau chief, section administrator) will complete and sign 
an acceptance of resignation form. A copy will be sent to the 
supervisor of the employee resigning. This letter must be presented 
within 24 hours of the resignation. The original will be mailed to the 
employee resigning. 

 A Request To Fill (RTF) will be submitted to Division by Section 
AOSA 

 Once the RTF is approved, Central Office begins the recruiting 
process 

 When the recruiting period ends, a list of candidates will be chosen 
for interviews 

 At the discretion of the bureau chief/recruiting supervisor, either the 
Section AOSA or Regional AOSA will schedule the interviews 
 Appointment choices will be sent to the Regional AOSA, along with contact 

information for each candidate 
 Send finalized interview schedule to Section AOSA 

 
 
 



GENERAL HIRING PROCESS – FOR 
REFERENCE CONTINUED 
 Once interviews are scheduled, either the Section AOSA or 

Regional AOSA prepares the interview packets. Interview 
packets include: 
 A signature page for each member of the interview panel: 

O:\DCPH Operations\DCPH References and Procedures\14.0 
Personnel 

 A file folder for each candidate (one for each member of the 
interview panel) 
 Includes the interview questions sent to Regional AOSA by Section 

AOSA 
 A copy of the candidates application and accompanying documents 

 A packet for each candidate that includes 
 SHCN brochure 
 Blurb for the vacant position 
 Missouri State Employee benefits 
 Applicable program fact sheets/maps 

 Do not dispose of the interview questions after the interview! 
These questions (and the signature sheets) will be sent to 
Central Office at the close of the hiring process 
 
 



GENERAL HIRING PROCESS – FOR 
REFERENCE CONTINUED 
 When interviews are completed, a candidate is chosen by the 

interview panel and approved by the Bureau Chief 
 An Applicant Approval Form (or Salary Justification) is completed by 

the Section AOSA and submitted to Division and HR for approval 
 Once approved, Division notifies Central Office that the candidate is 

hirable, and at what pay 
 Central Office contacts the hiring supervisor to collect the necessary 

information to offer the position  
 The initial call to the candidate is to acquire a birthday and verify social 

security number. Once the birthday is acquired, it is sent to the Section 
AOSA. HR completes a background check.  

 Upon notification of a successful background check, the position may 
be officially offered 
 Section AOSA notifies hiring supervisor of the approved salary, and gives 

the OK to offer the position to the candidate 
 The following information is collected from the candidate at the time the 

position is offered 
 Full name (with middle initial 
 Address and county of residence 
 Gender 
 Agreed upon start date 
 Social Security Number 

 
 

 



GENERAL HIRING PROCESS – FOR 
REFERENCE CONTINUED 
 Once information is obtained, and a start date is agreed 

upon, the Section AOSA completes the Confirmation of 
Acceptance form  

 HR sends a letter to the candidate detailing their 
acceptance, salary, and start date 

 Section AOSA completes ASAPS for all new staff and work 
orders for Central office staff 
 When email with new employee log in is received, it is 

forwarded to Regional AOSA and supervisor of position 
 Regional AOSA completes 

 Phone work order 
 Name plate order 
 Business cards (if applicable) 
 New Employee Orientation scheduling 
 New hire paperwork 
 Completing the New Employee Checklist 

 This checklist is to be returned to Section AOSA when complete to be 
held in the employee’s working file 



GENERAL HIRING PROCESS – FOR 
REFERENCE CONTINUED 
 Sorry Letters 

 Once the hiring process is complete, the Section 
AOSA will send out sorry letters for central office 
vacancies, and regional AOSA vacancies.  

 In regional offices, regional AOSA will complete sorry 
letters from the template and information sent by 
Section AOSA 
 A sorry letter must be completed for every applicant 

 If an applicant declined the position or interview, or did 
not show for a scheduled interview, a sorry letter is not 
required 

 The sorry letters should be signed by the supervisor of the 
vacant position 

 Sorry letters are mailed to applicants in DHSS envelopes, 
and a copy of signed letters are sent to Section AOSA for 
further processing (preferably by scanned email) 



PERFORM/ANNUAL FORMS  
 Each year, the Department requires that an 

evaluation be completed for all staff 
 Section AOSA will email all Section supervisors the 

list of required forms for that year 
 Supervisors complete the evaluation and objectives 
 Each staff member completes their annual forms 
 Regional AOSA collects all staff paperwork and 

submits to Section AOSA for further processing by the 
stated deadline 

 Section AOSA processes for signature all received 
forms 

 Copies are made of annual objectives and perform 
evaluations. Section AOSA mails these copies to 
Regional AOSA for distribution 



WEX CARDS 
 These fuel cards are for use by state employees 

who are using personal/rental vehicles for state 
related travel. 

 AOSA is responsible for the cards assigned to 
their office 

 Trainings available: 
 http://archive.oa.mo.gov/gs/fm/fleetmacdata/ 
 Userid: fleetmac 
 Password: fleet63 

http://archive.oa.mo.gov/gs/fm/fleetmacdata/
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