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 Welcome to the New York City Trace Application for Case Investigators 
course for Travelers. 

As a Case Investigator, you will use the New York City Trace Application to 
conduct case investigations in which you will educate travelers about isolation 
to mitigate disease transmission and the services available to them during 
their isolation period, collect information about their symptoms, elicit the 
individuals with whom they have come into contact, and notify them about the 
New York City Trace Application. 

 

The New York City Trace Application provides a detailed call script that will 
guide you through every phone interaction with COVID-19 positive 
individuals. 
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Setting Up 
Your 
Workspace 

Before you begin conducting a Case Interview, you need to set up your 
workspace. 

First, ensure your pop-up blockers are disabled on Google Chrome. This is 
handled via the pop-up box in the web address bar. To disable the pop-up 
blockers, simply click the blocker and select Always Allow and then Done. 
This will ensure the New York City Trace Application has the permissions it 
needs to function on your laptop. 

Click the pop-up blocker icon 

 Select Always allow option 

 Click Done 

 

 

 

You must also allow access to your microphone. If this is blocked, phone calls 
will not be able to be made or received. To turn off the microphone blocker, 
click the microphone icon in the web address bar. Follow the instructions to 
allow access to your microphone. 

 

 

 

Now you are ready to log into the New York City Trace Application. You 
should have received an email from Salesforce with your username and a link 
to set up your password. Click on the link in the email to be routed to the 
Change Your Password screen. Complete the steps on the screen. Once you 
set up your password, you will be logged into the application. 



  Case Investigator Traveler User Guide 

 

 

For Internal Use Only NYC Test and Trace Program  Page 5 of 49 

 

 

 

Once logged in, you will see the Case Investigator General Queue and a list 
of Interaction records which we will cover in a minute. 

When you are ready to make calls, click into Omni-Channel, choose Online 
as your status, then click into Twilio Flex and choose Outbound Calling as 
your status on Twilio Flex.  

 Click Omni-Channel in the bottom left corner 

 

 Click the drop-down arrow in the top right and choose Online 

 Click Phone in the bottom left corner (Twilio) 

 Click the drop-down arrow in the middle and select Outbound 
Calling 

The Outbound Calling status on Twilio Flex means you are ready to place 
calls and the Online status on Omni-Channel means you are ready to auto-
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receive and pick up Interaction records on which you will conduct case 
investigation.  

       

 Minimize your Twilio window 

 

To receive inbound calls, change your status on Twilio Flex to Available and 
your status on Omni-Channel to Offline. This ensures you are not sent 
Interaction records on Omni-Channel while you are receiving inbound calls. 

It is important to ensure these statuses are correct based on whether you are 
placing outbound calls or receiving inbound calls as Twilio Flex and Omni-
Channel work together to ensure your workspace is set up to place and 
receive calls. 

It is also important to note that you should not pop out the Twilio screen while 
you are in the middle of a call as this will refresh the Twilio Flex screen and 
disconnect the call. 

Ensure the volume on your audio device or headset connected to the laptop 
is turned on as this will be used to place and conduct your calls. 
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Locating 
and 
Selecting 
Cases in the 
Case Queue 

 

Let’s take a look at how a Case Investigator conducts a Case Interview in the 
New York City Trace App. 

 Case Investigation General Queue displays 

After logging in, the first thing you see is the Case Investigation General 
Queue. This queue shows a list of Interaction records for Cases that need to 
be investigated. More to come on Interactions in a few minutes.  

In order to start working these Interactions, go to Omni-Channel, located in 
the bottom left corner of your screen. 

 Click Omni-Channel 

 View the Interaction record in the Omni-Channel window 

On the Omni-Channel window, you will automatically receive one Interaction 
record at a time. The Interaction record that has been in the queue the 
longest displays in the list.  

 

 

 

Case in the list 

 

Notice that this Interaction shows as a Case Investigation and you also see the 
date of birth and age for the Case. Clicking the checkmark for the Case 
accepts it and takes you to the Interactions record. You can decline an 
Interaction record by clicking the X if approved by your manager and in line 
with the New York City Tracing Program protocol. 

 Select the Case to call and then click the checkmark to accept it 
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 Verify you are on the Call Script tab 

Clicking on the checkmark brings you directly into the Interaction record. At the 
top of the page, you see the Person Details section. Here you find the Name, 
Language Preference, Age, and Phone Numbers for the Case. 

 

As a call center agent you have the ability to view the activity logs that were 
updated by the community engagement specialist. There you can view any 
interactions or comments that were captured between the case and the 
community engagement specialist.  

 

Review the information in the Person Details section prior to making the call. 
Be sure you are on the Call Script tab when you are ready to call the Case. As 
you step through the scripts, you will be prompted for what to ask the Case as 
well as what information to enter. Let’s get started! 
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Notes 

 
 
On the interaction you are able to add notes that you collected before, during, 
and after the call. Click on the notes tab under the interaction record and click 
new to open new notes.  
 

 
 
The notes will be automatically related to the interaction with you as the 
creator. You can share the notes with other call center agents and add the 
notes to other interaction records. Once you are done click done so the notes 
are saved to the interaction.  
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Initiating a 
Call 

First, you want to open up the call script by clicking on Start Call on the 
Interaction record. This brings up the first page of the Call Script before you 
actually dial the number of the Case. 

 Click the Call Script tab, if necessary 

 Click the Start Call button  

 View the Home Phone number in the Person Details section 

As the Call Investigator, when you are ready to make the call to the Case, you 
click the phone number listed in the Person Details section. Clicking the 
number will launch Twilio Flex which automatically calls the Case. 

Click the Home Phone number 

 

If the phone number appears to not be a link or have a strikethrough on the 
phone icon, this means you are offline on Twilio Flex and must set your status 
to Outbound Calling or Available based on your designated task. 

When the call is being placed, you will hear a standard phone ring through 
your device microphone. Minimize the Twilio window at this time. 

 Minimize the Twilio window 
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Completing a 
Case 
Interview 

 

Step 1:  

Voicemail  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The first step in the Call Script is Voicemail.  

 

When the phone number is not reached, you will leave a voicemail with the 
dialogue in the teal box. If the call is answered, you click “Yes” for Phone 
number reached 

 

If the Case does not answer, click on No for the first question. When you 
select “No” a teal shaded box appears. The teal box includes dialogue you 
will read to the Case as well as guidance for special circumstances.  

 

 Phone number reached? = Yes 
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Case 
Interview 
Traveler 

 

Step 2:  

Introduction   

 
At this point, you would say, “Hello. My name is [Case Investigator Name] 
and I am calling from New York City Health + Hospitals about an important 
health matter. Is [Case Name] available to speak?” Throughout the script, 
you will be reading both the text in the teal boxes as well as the questions 
presented below them.  

In this training, we will view the text should be read and where it is simply 
instructional. 

If the Case is not available to speak, choose “No” and then say “Thank you. 
Please tell [Case Name] to call us back at 212-540-6921, select your 
language, then select option 1.” 

ask the CASE NAME to call back using the number you provide. Click Save 
& Exit to stop the interview.  

Other responses could be that the Case is hospitalized, deceased, or you 
have just simply dialed the wrong number. Follow the instructions in the teal 
box to read the correct dialogue based on the circumstance. 
 

If the Case is available, choose “Yes,” and then once the Case is on the 
phone with you, ask if he or she speaks English.  

 Is CONTACT NAME available to speak? = Yes 
“Before we continue, are you comfortable speaking in English?” 

If the Case does not speak English, you would choose “No” and ask them 
their preferred language as indicated in the call script. The gray box is 
instructional and gives you guidance on how to proceed. DO NOT read this 
out loud to the Case, but rather, follow the directions in the box. 
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 View the language choices 

 

Let the Case know that you will put them on a brief hold while you bring in a 
translator to accommodate their language preference.  

Next, click Phone in the bottom left corner to bring up Twilio Flex and place 
the Case on hold by clicking the Pause button. Select the Forward icon. A 
Transfer window will appear on Twilio Flex. Click on the Others tab and click 
on Language Line. This will place a call to the translation service. Open up 
the dial pad by clicking on the dial pad icon. Click on the appropriate 
number based on the preferred language. Wait until you answer the call. 
Then, bring the Case back on the call by clicking on the pause icon to take 
them off hold. 

 Click Phone in the bottom left corner 

 Click Pause to place the Case on hold 

 Click the Forward (arrow) icon 

 Click Others in the Transfer screen box. 

 Click on the label Language Line. 

 Click the dial pad icon on the bottom. 

 Click 1 on the dial pad. 

 Click Pause to bring the person back on the line 

 Hang up the call. 
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I also want to mention that there may be times when you need to transfer a 
call to a different person. This is also done through Twilio. You can transfer 
a call to your supervisor, for example, by clicking the Arrow icon and then 
choosing the person for the transfer OR by clicking into the Queue tab and 
transferring to the Supervisor Queue. 

 Click the Arrow icon 

 View the names for the Transfer 

 

 Close the Transfer window 

 Minimize Twilio window 

For this example, we won’t transfer anyone or use a translator. Let’s 
continue with Step One of the call script. 

For this example, the Case speaks English. 
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Do you speak English? = Yes 

Once you have the Case on the phone with you and the questions have 
been answered, click Continue. Clicking Continue saves the page and 
moves you to the next page. 

 Click Continue 

 

 

Case 
Interview 
Traveler 

 

Step 3: 

 Identity 
Verification 

The third step of the interview, Identity Verification, is very important. 

 

When you are in the identity Verification page, let them know the call will be 
recorded for quality assurance purposes.  

At this stage you will need to verify you are speaking to the right individual. 
Read the teal boxes to follow the script.  
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The Case’s date of birth and address may already appear on the page and 
it is your job to ask the Case to confirm these details. 
 

If the Case presents the correct date of birth, indicate “Yes” for Date of 
Birth Confirmed? Otherwise, indicate No. 

 
Do the same for the address. If the address appears on the screen, ask the 
Case to confirm it, “What is your address?”  and mark the correct response, 
“Yes” or “No.” 

If the Case confirms both date of birth and address, you will be able to click 
Continue. If the Case confirms only one, date of birth or address, you will 
also be able to Continue. 

However, if the Case does not confirm date of birth or address, you will 
notice the prompt states to say, “Thank you for your time. I think I have the 
wrong phone number.” You would click Save and Exit to end the interview. 
The Continue button would be disabled and would not be an option. 

For our example, we have successfully verified the identity of the Case by 
date of birth. 

 Date of birth confirmed? = Yes 

 Address confirmed? = No 

 Click Continue 

 

 If DOB + Address = Not Confirmed, identity is not verified and 

does not allow it to Continue. 

 If identity is not verified say: 

 

 “Thank you for your time. I think I have the wrong phone number.” 
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Case 
Interview 
Traveler 

 

Step 4:  

COVID-19 
Education 

The fourth step is COVID-19 Education. The information on this page helps 
to educate the Case and should be included just as you see it for quality 
purposes. Read the text in the teal boxes to follow the script.  

 

 
Do not read the text in the grey aloud, continue with the first question if they 
stop you they have decided to not go forward. If they say yes you are able to 
continue.  
 
“I am going to continue now, we’ll be as fast as we can?” 
 

Click No to show the Date and Time fields to choose a call time.  

Clicking “No” to this question means you will Save & Exit the interview after 
completing the best time to call back within the next 24 hours. If you Save & 
Exit, you will need to select the Disposition and enter Disposition Notes. 
Limit date to the current day and the day after. And say the following 
dialogue: 



  Case Investigator Traveler User Guide 

 

 

For Internal Use Only NYC Test and Trace Program  Page 18 of 49 

 

If the answer is “Yes,” you will continue with additional details. You will read 
the text in the teal box to continue the COVID education.  

 Click Yes to show additional details 

 Click Continue 

 

 

Case 
Interview 
Traveler 

 

Step 5:  

Contact 
Information 

The fifth step is Contact Information.  
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Enter or verify answers for all questions based on the call script questions 
and then click Continue. 

 

 Complete all questions/answers and click Continue 

 

Case 
Interview 
Traveler 

 

Step 6: 

Step six is Residence and where you confirm the address for the Case. 
Enter the address information and then ask if the Case will be staying 
overnight in NYC for the next 10 days. 
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 Residence 

 

If the Case is staying overnight in NYC in the next 10 days, select “Yes” for 
the question, “Will you be staying overnight in NYC in the next 10 days?” and 
complete the last question. 

 Will you be staying overnight in NYC in the next 10 days? = Yes 

 Is the address where you normally live  . . .overnight for the next 
10 days? = Yes or No 

o If NO selected, enter the address where you will be 
staying most nights for the next 10 days. 

After completing the Residence information, you would click Continue.  

 

If the Case is not staying overnight in NYC in the next 10 days, select “No” for 
the question, “Will you be staying overnight in NYC in the next 10 days.” Then 
continue to the next question. Read the text thanking them for their time and 
click Save & Exit. 

 Will you be staying overnight in NYC in the next 10 days? = No 

 Is the address where you normally live  . . .overnight for the next 
10 days? = Yes or No 

o If NO selected, enter the address where you will be 
staying most nights for the next 10 days. 

 Read the text in teal shaded box 
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Select “Yes” for the second question, answer the third question and click 
Continue.  

 

Case 
Interview 
Traveler 

 

Step 7: 

 Work 
Setting 

Step seven asks questions about Work and Living Setting. 
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If the answer to the first question is “Yes,” you will follow up with “What is the 
name of the setting?” “What is the address?” (street, borough, state, zip) 

 Do you currently live in a congregate setting? = Yes 

 View the text in the teal shaded box 
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If the answer to the question is “No,” you will need to complete the rest of the 5 
questions. For any question where the answer is “Yes,” additional information 
may be required. 

 

 

Case 
Interview 
Traveler 

 

Step 8:  

Step eight is where we collect information about the Case’s Symptoms.  
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Symptoms 

 

 

Begin by reading the text in the teal box, then go through each question to 
confirm any symptoms. 

If the answer to any of the other questions is “Yes,” you may need to provide 
additional information about the symptom. 

 Fever = Yes 

 Enter temperature of 101 degrees Fahrenheit 

 Cough = No 

 Chills = No 

 Difficulty Breathing or Shortness of Breath = Yes 

 Sore Throat = No 

 Muscle Aches = No 

 Enter No for the remaining symptoms 
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After capturing the symptoms, you will ask when the Case first experienced these 
health issues and enter the date. 
“When did you first experience these health issues?” 

The answers provided will determine the informational text that appears in the 
teal shaded box at the bottom of the page. Some symptoms are considered more 
serious and require different recommendations. 

 
If individual said yes to Difficulty Breathing OR Shortness of Breath OR Chest 
Pains OR Confusion, read them the text in the teal box:  

 
 
For all other symptoms read the given text on the teal box.  

 

 Click Continue 

 

 

Completing 
a Case 
Interview 

 

Step 9:  

Exposed 
Contacts 

Step nine, Exposed Contacts, is where you capture the details of any of the 
Case’s exposed contacts so they too can be monitored for the next 14 days. We 
can also do intake on any exposed contacts. You will begin by reading the teal 
text box.  

 

 

(Continue to the next page) 
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Then you will continue with gathering answers for the questions that follow.  

 

There are four categories of exposed contacts. When the answer to any of these 
four questions is “Yes,” you will be required to gather information about these 
individuals. 

 Do you live . . . family members, roommates, . . . ? = Yes 

 

Click the Add Contact button and add a Contact (Your Choice) – Enter First 
Name, Last Name, Date of Last Contact, Birth Date, and Phone Number. 
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For Household contact, if the Case provides a name for a household contact but 
does not provide a phone number, read the text in teal.  

 

As you are creating a new Contact, be sure to capture the Exposure 
Relationship Detail. You can do this by saying something like this, “I’d like to 
collect a little more information on them. What more can you tell me about this 
individual?” 
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 Point out newly added Contact (in blue) 

 Mention to add more Contacts, click Add Contact again 

To make changes to a Contact you have already entered, click the View Details 
link. 

 Do you have . . . not members of your household . . . ? = No 

 Did anyone such as a home health . . . . in your household . . . ? = 
No 

Have you had close . . . for at least 10 minutes? = No 

 
For the personal relationship question, read the grey box and only ask them the 
question if they are answering on their own behalf and must be 18 years of age 
or older. As a case investigator you should select no to this question unless the 
case says yes to answering the relationship question. Follow the grey box to 
determine the next step. 
 

 
If the case says yes to proceed as them the relationship question. Then continue 
to add the contact they provide.  
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If the case answered no to all contact questions a new question will appear. Ask 
the question and record their answer. Once you have done so, read the teal box 
and click continue.  

 

 

 Click Continue 

Case 
Interview 
Traveler 

 

Step 10:  

Isolation 

Step ten, Isolation, is more educational. Begin by reading the text in the teal 
boxes.  

 

The Case will learn about the importance of isolation as well as how to best 
isolate themselves. There are also valuable mental health guidelines.  
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After reading the information to the Case, click Continue. 

 View the text in the teal shaded boxes, including Isolation and 
Mental Health sections 

 Click Continue 

 

Completing 
a Case 
Interview 

 

Step 11:  

Whether 
previously a 
contact and 
reasons for 
testing   

In Step eleven, Whether previously a contact and reason for testing, is 
where you capture the details of whether previously a contact and reason for 
getting tested.  
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Confirm with the Case the two questions and capture answers before clicking 
continue.  

 In the last 21 days, were you told by any health professional such as a 
contact tracer like myself that you were exposed to the virus that 
causes COVID? = Yes or No 

 Why did you decide to get tested for COVID? = Select all that apply 
o If Other selected, then provide additional information 

 Click Continue  

 

 

Completing 
a Case 
Interview 

 

Step 12:  

Hotel 
Interest  

Step twelve is Hotel Interest. Begin reading the text in the teal box.  

 

Since the Case is a confirmed Case, he or she may be eligible for a hotel 
room during isolation. 
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View the gray shaded box If the Case asks questions about the hotels and 
you do not feel comfortable answering their questions, apologize and state 
you do not have the answers. 

 

After reading the text about Hotel Interest, if the Case is interested in staying 
in a hotel room, you will ask additional Hotel Exclusion Questions. For 
example, if the Case uses oxygen or breathing machines, we are unable to 
accommodate those Cases in hotels currently. 
 
 
If the Case says yes to a hotel, move to Monitoring Preferences  
If the Case says No to a hotel, move to Wrap-Around Services  

 

Case Interview 
Traveler 

 

Step 13:  

Wraparound 
Services 

Step thirteen is Wrap-Around Services.  
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Wraparound Services are provided for Cases needing necessities, like food, if 
they choose to remain at home. 
 
Continue with wrap around service questions. 
“Are you concerned about having enough to eat?” 
 
If yes, read the text in the teal box. 



  Case Investigator Traveler User Guide 

 

 

For Internal Use Only NYC Test and Trace Program  Page 34 of 49 

 
 
If not, continue. 
 
Medications  
“Are you concerned about getting your medications?” 
 
If yes, read the text in the teal box. 

 
 
 
If No, continue. 
 
Phone 
“Will you have access to a phone and minutes to reach out for help if you need 
it?” 
 
If Yes, continue to the next question. 
 
If not, read the text in the teal box. 
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Utilities  
“Are you concerned about your air conditioning, heat, water, or electricity being 
shut off?”  
 
If yes, read the text in the teal box. 

 
 
If no, continue to Monitoring Preference. 

 Click Continue 

 

 

Case 
Interview 
Traveler 

 

Step 14:  

Monitoring 
Preference 

For Step fourteen, Monitoring Preference, informs the Contact that there will be 
daily monitor calls or text messages until the monitor end date. This date is 
determined by the onset date provided previously.  
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Begin with reading the text in the teal box so the contact is notified of the 

two ways to do the daily check ins. If the contact decides to go with the 

phone, click the phone then continue to the next step.  

If the contact decides to receive text messages, click on SMS. Then you will 

read to them the additional information in the teal box that will pop up.  
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Once you have completed the Monitoring Preference click Continue. 

 Click Continue 

 

Case 
Interview 
Traveler 

 

Step 15:  

Important 
Reminders 

For Step fifteen, Important Reminders, read the information in the teal shaded 
box. 
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 Click Continue 

 

Case 
Interview 
Traveler 

 

Step 16:  

Medical 
Conditions 

Step sixteen is Medical Conditions. This page is for capturing any chronic 
conditions for the Case.  
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As the Case Investigator, you read a list of chronic conditions to the Case and 
indicate the responses. You will say to the case, “Next, I’m going to read you a 
list of chronic conditions. Please indicate whether you have any of these 
conditions by saying ‘yes’ or ‘no’ as I walk you through the options” 

 Answer “Yes” to the first question 

 Answer “No” to the remaining questions 

 Click Continue 

 

Case 
Interview 
Traveler 

 

Step 17:  

Recent 
Travel 

 

Step seventeen is the Recent Travel. This page is for capturing any places the 
case has visited outside of New York State. You will begin with your question. If 
the answer is yes provide all states or territories that were visited.  
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Indicate any countries outside of the United states they have visited as well on the 
second question.  

 

 Click Continue 

 

Case Interview 
Traveler 

 

Step 18: 

Source of 
Infection  

Step eighteen is Source of Infection. This page is for capturing where the case 
may have been infected. You will begin with the text in the teal box. 
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If the case answers yes to the first question, proceed to asking the next couple 
of questions.  
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 Do you think you know who exposed you to the virus that causes 

COVID? = Yes 

 We Would like to check our system…some related information? = Yes 
o Fill in details for the Personal information and Address Information 
o Why do you think this person gave you the virus? (Select as many 

of the below answers as needed)  
 
If the case answers yes to the third question read to them the text in the teal box 
that will pop up. 
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If the case answers yes to the fifth question read to them the text in the teal box 
that will pop up. 

 

Finish the final questions.  

 Click Continue. 

 

Case Interview 
Traveler 

 

step 19:  

Employment 

Step nineteen is Employment. This page is for recording the employment 
status of the case, You will begin with asking questions about their 
employment status.  

If they reply no continue to Race and Ethnicity  

If they reply yes ask them the questions that follow.  
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Click Continue 

 

Case 
Interview 
Traveler 

 

Step 20:  

Race and 
Ethnicity 

Step twenty is Race & Ethnicity. Begin with reading the teal box and asking if 
they are comfortable answering the race and ethnicity questions. Follow the grey 
box with instructions depending on their answer.    

  

 

(Continue to the next page) 
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If the decide to answer the questions, read to them all the questions and check 
all that apply. Once you finish click continue.  

 

 Click Continue 
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Case 
Interview 
Traveler 

 

Step 21:  

Gender & 
Sexual 
Orientation 

For Step twenty-one, Gender & Sexual Orientation, read teal box regarding 
if they are comfortable with answer questions for gender and sexual 
orientation. Follow the grey box with instructions depending on their answer.    

 

If they decide to answer, ask them the questions and follow the instructions 
on the grey boxes.  

 

For the assigned sex question, only ask this question if the person doing the 
interview is answering for themselves.  
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Continue with the rest of the questions and teal boxes. Once you are done 
press continue to proceed with the script.   

 

 

 Click Continue 

 

 

 

 

 

(Continue to the next page) 
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Case 
Interview 
Traveler 

 

Step 22:  

Disability  

Step twenty-two is Disability, here you will record any disability that the case 
confirms to have. Read teal box regarding if they are comfortable with answer 
questions for disability. Follow the grey box with instructions depending on 
their answer.    

If they say yes, ask the questions and record the answers.  

 

 

Once you have recorded the questions go to end of intake.   
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Read the end of intake teal box and click submit to finish your call with the 

case.  

To disconnect the call, click the Phone app and click Hang Up. This will 

put you into a Wrap-up status so that you can complete any additional 

work or notes on the record. 

 View Twilio Flex Phone icon and Hang Up 

button View Wrap-up 

 

Make any final notes on the record, click the ‘X’ on the tab to close the 

screen and click the Click to Finish button to end the interaction and put 

you back into Available status, ready to accept your next interaction. 

 Click the ‘X’ on the tab 

 Click the Click to Finish button 

This concludes the Case Investigator process for Travelers 

 

 

 

 


