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Santrax Maintenance 
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Overriding Hours 
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Santrax Dashboard 

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

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

The drop-down box controls the screen refresh rate. 
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The most frequent exceptions are as follows: 
 
 
 
 
 
 
 
These are the same exceptions that appear on the Dashboard 
Only a System Admin can manually confirm exceptions. 

 
 

4 

Exceptions  
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Access the Santrax Maintenance screen by selecting 
it from the Scheduling drop-down list 

5 

Accessing Santrax Maintenance 
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• Client:  Client last name 
• Staff:  Employee last name 
• Company:  Private or Certified 
• Staff ID:  Employee Agency ID 
• Coordinator:  Multi-select list 

• Status: Hold, In-Process 
• Service:  Homemaker, Personal Care, 

etc… 
• Date:  Enter From and To dates 
• Exclude Unknown Clients:  Uncheck 

to include unknown client calls 

Screen Filters 
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Visit related icons (i.e. overnight visit    ) 

 
Visit Date 

 
Coordinator code (used for grouping clients) 

 
Client name (Last name, First name) 

 
Service code 

 
Employee name (Last name, First name) 

 
Schedule Start time 

 
Schedule End time 

 
Total Schedule Hours 

 
Call-In time 

 
Call-Out time 

 
Actual worked hours 

 

 
Pay Hours rounded based on VNS rules 

 

OT/ABS visit hours - when authorized and 
worked hours do not match 

 

OT/ABS reason code (auto populated when 
reason code is entered) 

 
Authorized hours 

 
Visits tasks 

 

Check the box to copy scheduled hours to pay 
Hours 

 

Check the box to accept the calculated 
worked hours 

 
List of visit change reasons 

 

Opens schedule details window to enter 
comments 

 
Lists exception reason(s) for the visit 

 

Column Headings 
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Sorting & Navigating 

Click column headers to sort by the selected column. 
 
 
 
 
 
Use the page controls at the bottom of the screen to set the 
number of lines per page or jump to a specific page. 
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Sorting & Navigating 

System defaults to display all visits except Unknown Clients. 
Exceptions appear in red and description is displayed in 
Exception column. 
Unscheduled Visits will show dashes (--) in Schedule Start and 
End columns. 
Mouse over the client or employee name for pop-up to see 
Santrax ID and contact numbers. 
Manual adjustments/edits will appear bolded. 
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Exception Types  

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

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

 
 
 
 

• Unknown Employee – Santrax ID entered does not match to any employee 
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Exception Types  
• Unscheduled Visit – Start and End calls received but not matched to a 

schedule.  Dashes appear in Scheduled Start and End cells. 
 
 
 

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

 
 

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

Missing call(s): 
1. Filter data by client to identify if there’s a call with an unknown Santrax ID 

from the client’s home 
2. Right click on schedule to open Merge Calls window 
3. Select the unknown Santrax ID call to merge 
------------------------------------------------------------------------------- 
1. Filter data by Staff and uncheck ‘Exclude Unknown Clients’ to see any staff 

calling from an alternate number 
2. Right click on schedule to open Merge Calls window 
3. Select the unknown phone call to merge 

Unscheduled Visit: 
1. Click on the unscheduled visit line with the calls 
2. Enter the proposed schedule times 
3. Save the updates 
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Correcting Exceptions 

Unfilled/Unassigned Visit: 
1. Click on the visit line 
2. Fill the schedule with the aide that worked 
3. Save the update 

Confirming worked hours less than scheduled: 
 Click the Ovrd box and select the appropriate reason in the Reason 

Code pop-up window. 

Save your corrections. 
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Merging Calls 

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

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

Filter for a specific Client or Staff to see the schedule and 
additional unknown Client or Staff call together 
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Merging Calls – cont’d 

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

2. Click Merge Calls in pop-up 
• A dialog box with all the potential calls you can merge will open 
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Merging Calls – cont’d 

3. Select the appropriate call 
• Calls within 2 hours of the start or end of the schedule 
• Same or unknown staff and client 

4. Click the Merge button 
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Overriding Bill and Pay Hours 

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

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

 

 

• Check the Ovrd (Override) box to accept the calculated Pay 
hours. 
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Overriding Bill and Pay Hours 

• Check the P->A (Proposed to Actual) box to make the Pay 
Hours match the Scheduled hours 
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Overriding Bill and Pay Hours 

When the Bill or Pay hours need to be adjusted, double-click 
in the appropriate column and type in the correct number. 

Bill hours cannot be greater than scheduled hours. 

Decimal points are not required for whole hours. 

Save to Confirm changes. 
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Adding Tasks 

Tasks should be entered by the caregiver when they call out. 
If tasks were not entered, they can be added via the Tasks tab 
in the Schedule Details view. 
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Reason Codes 

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

The selected reason can 
be added as a note.  
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Adding Comments 

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

Accessing the Santrax Dashboard 
Understanding common types of exceptions 
Accessing Santrax Maintenance and key functionality 
• Sorting 
• Merging Calls 
• Manually Confirming Exceptions 
• Overriding Bill and Pay Hours 
• Adding Tasks 
• Adding Comments 
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DEMONSTRATION 
MAINTENANCE 
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