Guidance for the Use of Case Management Systems to

Collect "Unable to Serve” Information
To minimize to the extent possible the burden of collecting Unable to Serve (UTS) data for LSC, we have included below some general suggestions on how a case management system (CMS) could be used to track this data.  These suggestions are for counting applicants that are entered in your CMS
 that the program is not able to serve or not able to serve fully even though they are otherwise eligible.  How you collect the data is up to you; feel free to use a different system if you decide that it works best for you.  

There are two ways that your case management system might be easily modified to accommodate the tracking of additional data.  One is to add a field within the system that is to be used to store information – such as adding a check box labeled "Unable to Serve" that could be included on an eligibility screen. If you cannot add or use a field exclusively for “Unable to Serve,” a second approach is to add choices to an existing field. For example, if your case management system currently has a "case declined" field (used for cases that are not financial eligible or are not within the priorities of the program) additional values can be appended to the field to allow for the case declined reason to be "Unable to Serve" and/or "Unable to Serve Fully.” Once in the data base, an ad hoc report could be created to aggregate the numbers needed for the two month period. 
Some cases that the program opens and closes during the UTS study period are also counted in this study – they are counted as “unable to serve fully.”  We encourage you to consider how you can also count these through your CMS. For example, if you add an “Unable to Serve” field to the CMS, that field can count for “Unable to Serve Fully” once the case is opened. Or, if your CMS currently has a “case declined” field (used for cases that are not financially eligible or are not within the program priorities), additional values can be appended to the field to capture “unable to serve or “unable to serve fully.”
At the conclusion of your count of cases that the program was unable to serve, please send the count to LSC on the Internet site set up for this -- http://www.rin.lsc.gov/uts.htm. The site will be up starting May 4, 2009.  
To assist grantees in consolidating UTS data from branch offices, LSC has developed an Excel spreadsheet.  The spreadsheet is attached.  If you wish to use it to aggregate offices’ information, transfer the aggregated data from the spreadsheet to the online application.  

Please feel free to contact Glenn Rawdon, grawdon@lsc.gov  for questions you may have with respect to these topics. 
� Depending on your procedures, you may determine that an applicant cannot be served and fits the Unable to Serve (UTS) criteria before entering the applicant in the case management system.  In this case, you will need another method to count that applicant.





