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Welcome and
Introduction
Welcome to the CONNECT User Guide. This guide will navigate all system
users through the referral process using the CONNECT referral system.
After your agency or program has received an initial on-boarding from your
designated administrator, this guide will assist in next steps for how to
maximize your experience with the system.

Email Us: CONNECT@MT.gov
Visit Us Online: https://connectmontana.org/
Call Us: 1-800-CONNECT
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Part 1- Getting Started with
CONNECT
A. Creation of account
I.

Your account will be created by your designated administrator. Log in information will be received via email.
Your designated administrator will be the staff you started your CONNECT onboarding process with. This can be
a local health department Regional Coordinator, Prevention Specialist, or a State CONNECT team member.

II.

Each agency will have two main CONNECT users, as defined below:
1. Gatekeeper: This is the CONNECT user that receives notification of all referrals. They also are
responsible for signing a universal MOU in the system for your agency and/or program. In addition to
this, Gatekeepers assigning all incoming client referrals to a provider within their agency. Gatekeepers
receive all notifications (via email) when a referral is received for the agency/program. Gatekeepers
can fulfill the role of being the initial point of contact for all incoming clients, for the purpose of initial
appointment set up.
2. Provider: This is the CONNECT user that offers the actual service to the client. This individual can be a
medical doctor, nurse, social worker, therapist, nutritionist, or other staff that will interact with the
client for the purpose of fulfilling the referral. This user will not receive notifications when a referral is
received. This user will receive notifications only when their agency gatekeep assigns them a client.
The user may also reach out and contact the client to set up an initial appointment.

B. First time log in
I.
When you log in for the first time, you will be prompted to change your password, from the initial

password given. Passwords must be at least 8 characters with at least 1 number, 1 upper case, 1 lower
case and 1 symbol.
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C. Forgot password/reset feature
I.
If at any time you forget your password and need it reset, click on the “Forgot Password” link

on the log-in page. This will send an email to the address associated with your account in order
to have the password rest. If you do not receive this email or have access to the account
associated with your profile, please email your designated administrator to request a password
reset.

D. Logging into the system and memorandums of understanding (MOU’s)
I.
When signing into CONNECT for the first time, all users will be prompted to sign a “User MOU”.

II.

III.

Please review the MOU carefully and sign. The User MOU states that you, as a user, agree to
the terms of using the CONNECT referral system. You will be prompted to sign this MOU on an
annual basis.
Your agency's Gatekeeper will be prompted to sign an “Agency MOU” for each program within
your agency that will be sending and receiving referrals in CONNECT. This is a universal agency
MOU that allows for agreements between each unique agency, and agency program. If your
agency has only one (1) program in CONNECT, the Gatekeeper will sign only one (1) MOU. If you
have an agency with multiple programs that will all be using CONNECT, the Gatekeeper will
need to sign an MOU for each of your programs that will be using the system.
1. The system will keep track of the MOU and remind your Gatekeeper when it's coming
due.
2. Other agencies will be able to send referrals to your agency until your MOU is signed.
You will not be visible without a valid MOU.
3. Users will not be able to access referrals until the user MOU is signed.
If working out of a single program or agency: Once successfully logged into the system, you will
automatically be acting in the system as that program.
If using CONNECT as multiple programs or agencies: When a user is connected to multiple
agencies or agency programs in CONNECT, you will be prompted to set your agency profile.
You may use the search feature to find the profile needed. Contact designated administrator if
you require access to an additional Agency/Program profile.
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IV.

A user is not able to set their agency profile to an organization they are not affiliated with. If
you see the error message pictured below, you do not have access to that agency, and must
change your agency selection to proceed.

V.

Once the agency/program set, you will see the name listed in the lower right side of the
CONNECT screen. Individuals employed at more than one organization that utilizes CONNECT
will be able to change profiles as needed. Please ensure you are referring out of the correct
organization in the event you have access to more than one agency or agency program.
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Part 2- Creating A Subject
(Client)
A. The next step will be to find or create the client profile you wish to refer.
I.
Existing individual search
1. First, ensure the client is not already in the system. The client may have been referred
through CONNECT in the past, from another program, and you may not need to re-create
their client profile. Begin by typing their name in the “Subjects” search bar to see if they
already exist.
2. If the following four areas match the client information you have on file, you can proceed
with the existing client profile:
❖ First name
❖ Last name
❖ DOB
❖ Either phone or address information
II.
Please be diligent with each client you are looking to refer, and ensure they are not already in the
system. Be aware that they may have been referred in CONNECT from another organization. Reducing
duplicate clients is key to following service outcomes and ensuring proper connections and referrals
are being made.
B. Adding new client
I.
After you have determined the client does not have a profile and is new to the CONNECT system, you
may proceed with creating their profile. Collect the below information fields to create the client’s
profile:
1. Legal First Name
2. Legal Last Name
3. DOB
4. Current Gender Identity
5. Race
6. Military Service
7. Current address of residence
❖ Note: If client is experiencing homelessness, utilize the address of shelter or
temporary housing: if applicable. In the event the client is not able to provide an
address, utilize this address format to complete the required section: 0000
Street, (Client current city) MT, (city zip code).
❖ Ensure appropriate referrals are offered to all clients in need of housing support
services.
8. Current City
9. Current County
10. Current Zip code
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C. Optional Information
I.
Phone numbers are not required to complete the client profile but are highly encouraged. If the client
does not have a phone number, or a phone number where they are comfortable being contacted,
please use all 9’s: (999)-999-9999.
1. Most organizations and programs will use phone as the first and primary contact. If the client
cannot provide a phone number, be sure to document the best method for the external
organization to reach the client.
2. The likelihood of a referral connection will be decreased for clients with no phone number.
D. Completing Profile
I.
Once all of the required fields have been completed, the “Page 1” and “Page 2” feature in the upper
left corner will display green check marks. You can then click the “Add Subject” button, and the
individual we be added to the CONNECT system, where you may proceed with creating referrals
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Part 3- Signing a Release of Information
(ROI) in CONNECT
A. A ROI must be signed before a referral can be sent and is the first step to be taken in the CONNECT referral

process. A signed ROI does not mean a referral has been sent.
I.
After having the client sign an ROI, the user must complete an additional step to refer the client in
CONNECT. All ROI’s signed in CONNECT are valid for one calendar year from the date it is signed.
B. Release of information completion in CONNECT:
I.
Open the client’s profile to begin the ROI process.
II.
A client that has not been referred by your agency previously will not show preexisting referrals, or
ROIs. This type of client’s “Referrals Chart” will be similar to the image below, and be blank except for
the grey “Start new ROI(s)” option.

III.

IV.

Click the “Start new ROI(s)” button to begin searching for external programs to send the client for
services. This will start the ROI signing process, and allow you to view and search all external programs
where you could refer the client.
The next step will assist in identifying agencies/programs that offer the services needed. You may
search by several filters, such as types of insurance a particular program accepts.
1. “Choose Counties” feature will only include organizations offering services (including
telemedicine) in the selected counties
2. “Choose Services” feature will narrow down the type(s) of services, such as nutrition, medical
specialists, mental health, etc.
3. “Choose Insurance Types” feature will filter based on the client’s insurance. To look for
programs and services that do not require insurance such as a food bank, select N/A, Sliding
Scale, or similar terminology.
4. “Select Agencies” feature will allow you directly find and select a specific predetermined
organization. You should only utilize this filter if you know which organization you want to
refer the client to and there are no barriers (insurance, transportation, etc.) that could impact
the client’s abilities to utilize the organization’s services.
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V.

VI.
VII.

All organizations selected at this stage will be included in a single ROI. This means all
agencies/programs selected will be visible by the other organizations on that ROI (once the client
signs). If the client does not wish to have other referral agencies visible to one another, you must
select only one (1) agency/program at a time. This will require the client to sign each ROI individually.
Once you have identified the organization(s) you wish to refer the client to, select them and then click
“Next”.
Next, you will see the “Complete ROI” tab. This will prepopulate the client’s information.
1. If you need to update client information (such as phone number) you may do so here.
2. The “Authorization” section will be prepopulated from the prior tab and will include your
agency, and all external agencies that will be covered in the ROI.
3. The three areas you must complete here include:
❖ The specific information to be disclosed
❖ Who is authorizing the referral and information disclosure
❖ The client’s signature
4. When completing the “Information types” be sure to be as specific as possible. If the client
does not explicitly consent to certain information types (such as HIV related) you may not
disclose that information.

5. The client “Authorization By” allows for someone other than the client to sign an ROI. This is

common in the case of minors, or where an individual has Power of Autoney orver an
individual. The field you check here needs to be the same person who signs the ROI
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C. The Signature section is where the authorized individual (the client themselves or a guardian) signs the

release of information.
I.
Referrals can not be sent until the ROI is signed by the client (or guardian). There are three distinct
ways a referral can be signed, see the following:
1. E-Sign: This is where the client types in their name and checks “yes” to electronically sign the
ROI. Once the client enters their name and the box is checked, you may proceed to the next
step.

2. Text Message: This feature enables the client to sign using their phone, via text message. This

method works well if the client is not able to physically come to the provider’s office. You
simply enter the client’s cellphone number and they will receive a text, to which they must
respond “yes” to. Once the system receives the “yes” acknowledgement from the client, it
will send them a numerical security code. Once the security code is received by the client, the
referring organization can enter that code to confirm the signature. The security code can be
relayed to the referring organization by the client via phone call, email, or any provided
communication method. The code can be re-sent if needed. Note that the code is only valid
for 12 hours from when it is intiailly sent.
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3. Upload (physical signature)
❖ To utilize this method, you must print the document for the client to physically

sign, then scan and upload a PDF version of the document into the system. To do
this, print the “Blank ROI” under the “reports” section. This method will mark the
signature as complete, then prompt you to upload a scanned file of the physical
signature on the following page. This should only be used if the e-sign or text
sign methods cannot be used.

❖ For “Uploaded” signatures, you will see the message below under the ROI tab:

❖ You must click on each pending referral to populate the upload feature. Then

you will see the message below. *Note that you must upload the document in
PDF files only.

❖ If you make a mistake, or need to change the uploaded file, you may do so at any

time by going back into the referral and deleting the attachment. The “Available
Actions” section also allows you to revoke the ROI, review the attachment, or
delete it entirely.
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Part 4 – Sending A Referral In CONNECT
(Outbound Referrals)
l
l

A. After completing the client profile and having them sign an ROI, you can then proceed to refer that client

in CONNECT.
I.
Note that CONNECT is not intended to replace interorganizational communication. You may still need
to securely send medical information to the external organization so the client can receive services. If
your organization does not have medical records/treatment records or other vital client medical
information, you may simply refer the client via CONNECT, providing that external organization with
the clients contact information.
B. You will see green boxes for each of the agencies you selected and have a signed ROI for. This will always
include your own agency or program.
I.
You may ignore your own box unless you’d like to send a self-referral internally for reporting and
tracking purposes in CONNECT. Internal referrals are not commonly sent in CONNECT but can certainly
be done depending on your agency structure.
C. Click the green box for each agency you’d like to send the referral to now. It will look similar to the image
below and have “Start” listed in the green box for all unsent referrals.

D. Some agencies will require to only fill out the “Personal Info” section. Other agencies will ask for

additional information, and those tabs will appear under the “Personal Info” tab.
Keep in mind to never send HIPPA sensitive client medical information via CONNECT. The system is
secure, but not intended to be used to communicate medical information. Medical information must
be sent by other means of communication (i.e. secured fax line).
E. Complete all relevant tabs, so that every field displays in green, and the referral is ready to be sent.
I.
“Referral Status” page: Do not click on or make edits to this section –the external provider receiving
the referral will take care of completing this.
I.
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II.

III.

If you need to pause a referral and come back, you can do that by clicking Save Progress, and
completing the referral at a later time.

If you save an unsent referral, the color will change from green to blue in the client’s referral section,
and now be listed as “Pending”.

F. When you have completed all required sections of the referral, you may then click the green SEND icon to

send the referral.
I.
See image of where to click “Send”
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II.

After pressing “Send” the system will ask you to confirm that insurance won’t be a barrier for the
client to receive services at that organization. Use this step to double check the client can receive
services at the external agency.

G. After you have sent the referrals, you can then view their status under the “New” tab.
I.
See image below for how a sent referral will appear immediately after it is sent. It will be greyed out

and display as “Active”.

II.

If you click on an active referral that has recently been sent by you, you will receive a message that
you cannot create a new referral to that agency, since the client has an active and pending referral.

H. To review the sent referral, you can see the notes from the receiving provider from the client’s profile

page by clicking Sent, or by going to Agencies → Referrals → Sent.
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Part 5 – Receiving A Referral In
CONNECT (Incoming Referrals)
A. Notification
I.
As previously stated in Part 1, each agency will have two main CONNECT users, as defined below:
1. Gatekeeper: This is the CONNECT user that receives notification of all referrals. They also are

II.

III.

responsible for signing a universal MOU in the system for your agency and/or program. In
addition to this, Gatekeepers assigning all incoming client referrals to a provider within their
agency. Gatekeepers receive all notifications (via email) when a referral is received for the
agency/program. Gatekeepers can fulfill the role of being the initial point of contact for all
incoming clients, for the purpose of initial appointment set up.
2. Provider: This is the CONNECT user that offers the actual service to the client. This individual
can be a medical doctor, nurse, social worker, therapist, nutritionist, or other staff that will
interact with the client for the purpose of fulfilling the referral. This user will not receive
notifications when a referral is received but will only receive notifications when their agency
gatekeep assigns them a client. The user may also reach out and contact the client to set up
an initial appointment.
It is dependent on the size and structure of your organization as to whom is solely a Gatekeeper,
Provider, or whom may fulfill both roles. In a larger healthcare system, a receptionist may be a
Gatekeeper while a doctor, nurse, or medical assistant may act as the Provider. At a smaller
organization, or private practice, the Gatekeeper and Provider may be the same CONNECT user.
When your organization receives a referral, the agency Gatekeeper user will receive a notification
email from the CONNECT referral system, similar to the image depicted below.
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IV.

You can click the link in the message to be redirected to the CONNECT login and view the new referral
information. Once in the system, you can also click on the bell notification, in the upper right side
corner, to view a list of all notifications. This feature does not allow a user to click on the text and be
taken to the referral itself, however.

V.

The best place to access all incoming referrals, or referrals sent to your agency, click on “Agency” then
on “Referrals”. The “Agency” tab is located in the top right corner of your CONNECT screen.

VI.

You will be directed to a screen that shows all of your agency’s incoming referrals. The Gatekeeper
should then click on the referral they wish to assign.

VII.

Once the referral is clicked on and opened by the Gatekeeper, they will review what is needed and
assign the referral the applicable provider, including themselves.
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VIII.

IX.
X.

The Gatekeeper will see a list of possible Providers to assign the referral internally. If additional
providers need to be added (or removed), please contact your designated administrator.

Once the Gatekeeper has assigned the referral to a Provider, the selected Provider will be notified via
email.
The Provider then begins to work on the referral in CONNECT. Using the “Personal Info” tab, the
Provider will attempt contact and setting up appointments as needed, for the client to receive
services. Progress on the service should always be documented as the client progresses. If for any
reason the Provider cannot accept the client, they may “reassign” the referral to anyone within their
agency.
1. The provider would use the “Personal Info” tab to attempt contact the client and schedule
appointments.
2. The agency should always document what progress has been made with the client (e.g.
attempted to contact client, made contact with client, scheduled appointment, and received
services).
3. If for any reason the Provider can not accept the client, they can “reassign” the referral. This
process sends the client to be assigned to another Provider as needed.
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Part 6– Referral Updates: Service Status
Details
A. Once a referral has been assigned to a Provider, the CONNECT user that sent the initial referral will receive

an email notification that tells them the client has been assigned to a Provider.

B. When a Provider begins to “work” a referral, they will have an option to update the referral status as

changes occur. This is useful when documenting client progress. It is an optional field. See image below for
list of potential status updates:

C. See below for a list of explanations behind each status update:
1. Closed- Referred to other program: The is when the Provider has communicated with the client and

had to refer them to another program for their needs. This can occur when a Provider isn’t able to
take new clients, or after an assessment the clients needs were outside the scope of what the Provider
could offer.
2. Closed-Successful completion: The client was contacted by the Provider, and the Provider was able to
meet the clients service need, and further services are not needed.
3. Enrolled in Services: The client has been contacted and has enrolled in services, but the service need is
not completely met, yet. This can mean that the service occurs over a period of time (e.g. anger
management classes) or needs multiple visits to complete (e.g. multiple cancer screenings).
4. Not Completed- Dropped out: This is when the client attended a portion of services, but the service
needs or end goal was not met completely because the client chose to disengage. This can look like a
client completing an intake assessment but informing the Provider they no longer wish to participate
in services. This option indicates the client clearly communicated they will not partake in further
services.
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5. Not Completed- Moved out of area: This is when the client attended a portion of services, but the

service needs or end goal was not met completely because the client is no longer in a reasonable
transportation distance to the Provider.
6. Not Completed- Whereabouts unknown: This is when the client attended a portion of services, but the
service needs or end goal was not met completely because the client has stopped showing up to
appointments and does not respond to the Providers attempts to make contact. This is where the
client does not clearly communicate that they wish to disengage from services, and they become
unreachable after initial engagement has occurred.
7. Not Started-Declined services: The client was contacted and communicated they do not wish to
engage in services. No services have been offered.
8. Not Started-Moved out of area: The client was contacted and is no longer in a reasonable
transportation distance to the Provider. No services have been offered.
9. Not Started- On waiting list: The client has been contacted and informed the Provider has a waiting
list. The client has been placed on waiting list and will be contacted when an opening is available.
10. Not Started- Referred to other program: The client has been contacted and is not able to receive
services by that agency or program for any number of reasons. The Provider must then refer the client
to another agency or program to ensure service needs are met.
11. Not Started- Unable to contact individual: Attempts have been made to contact the client, but they do
not respond by returning phone calls, emails, letters, etc.
12. On Waiting List: The client has received some portion of a service (i.e. an intake assessment by the
Provider) but the agency is not able to immediately offer services, so they have communicated to the
client that they are on a waiting list.
13. Other: This describes any other situation not covered by a previous option.
D. For clients that may have been enrolled in a service that requires more than an initial visit, you may choose
to document the clients progress in your program. This area is optional and can be useful for noting how
the client is progressing in services. This section is commonly used for services that occur over a time span,
such as parenting classes or peer support groups.

The “Notes” section as pictured above, should be used to keep track of any relevant information as it
relates to the client and the referral. Many organizations find this section useful when used as a “call log”
to document communication with the client.

20

Part 7– Tracking Assigned And Sent
Referrals
A. Tracking sent referrals – in Sent Referrals, click “Show Filters” button

B.

Click on the drop-down arrow in the “Status” box to view the list of referrals by a particular status. To see
referrals that were closed or rejected, select the “Any Status” option, as this is the only filter allowing a
user to see both closed and rejected referrals.

C. Gatekeepers can see all sent and assigned referrals for their organization and can search by staff member

to see their referrals. A CONNECT user that has access to a Provider profile alone will not see this.
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Part 8 – Reporting: CONNECT Data
Reporting Capabilities
A. Reporting is an important way to keep track of incoming and outgoing referrals, and well as tracking items

such as referral outcomes. To access the reporting feature, click on the “Agency” icon in the upper right
corner of your CONNECT screen. Then click on “Reports”

B. Here you will see the list of reports available to your organization. Depending on the user status (as a

Gatekeeper, Provider, or both) you may see fewer reports than those displayed below. The 2 report types
listed under Provider (Blank ROI and Agencies Report) are the same reports that are listed under the
Gatekeeper.

1. Blank ROI
❖

This will allow a Provider or Gatekeeper to print a physical ROI for the client to sign. In
the upper left corner, you must select the region(s) you are referring a client in. Each region
will auto-populate all possible organizations onto the ROI, allowing the client to select those
they wish to sign an ROI for. There is not a feature that allows a user to select a singular
agency at this time. All possible organization in each selected region will show up, but only
those marked by the client are included in an ROI. After being signed, this document can be
uploaded in the client profile.
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2. Agencies Report
❖
This report allows you to see services in CONNECT that are filtered by a number of

variables. For example: if you want to search and find mental health services in Region 3Lewis & Clark County-for a client that has Aetna insurance, this is the report you would use
for that level of specification. You can use as little as 1 filter, or all 5 possible filters to truly
narrow down services that meet your clients needs.

3. Referral Delays to Agency
❖
This report allows you to see where all of your agency’s referrals are at. This lets the

user view and monitor for delays, and also includes the other 9 referral status options. The
user will have the option to filter all sent and received referrals to have a status update. The
below image depicts the filter options:

4. Referral Outcomes
❖
This report is similar to the Referral Delays report but provides the data in a different

format. This report does not allow a user to filter by specific referral outcomes but shows all
sent/received referral outcomes for your agency or program.

23

5. Referrals From Agency
❖
This report allows the user to view referrals sent to their agency or program from a

particular agency or multiple agencies. This is useful in seeing the status of all incoming
referrals in a particular time period.

6. Referrals To Agency
❖
This report allows the user to view referrals sent from their agency or program to a

particular agency or multiple agencies. This is useful in seeing the status of all outgoing
referrals in a particular time period.
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Part 9 – Common Issues and FAQ's
Q: How can I see who offers a particular service (e.g. job service, health specialty, etc.) statewide?
A: Your agency Gatekeeper should run an Agency Report. When referring a client, you can also search for
particular services. Refer to section 4, sub section IV for more information on searching for services when referring
a client in CONNECT.
Q: There has been a staffing change at my organization. What should I do with that individuals CONNECT account?
A: Contact your designated administrator to make changes to staff and authorized CONNECT users.
Q: I do not see updates or acknowledgement of a referral I sent, and it has been more than five business days. What
should I do?
A: You may reach out to the agency and inquire about the status of the referral. If the referral is not
acknowledged and accepted by the following day, consider referring the client elsewhere.
Q: I believe my client is already in the system, but their contact information (address, phone, etc.) differs from what I
have on file. How should I proceed?
A: You may confer with the client if they have previous knowledge of being referring in CONNECT in the past, or
recall having signed on ROI through the system. You may also ask them what their previous address or phone number
was. Do not read them the contact information on the client in question, but rather have your client tell you. When in
doubt, enter the individual as a new subject/client.
Q: I have a time sensitive issue in CONNECT and have not heard back from my designated administrator. What should I
do?
A: If there is an urgent issue, first always make sure the client is connected to the service needed. Some medical
services are time sensitive, and your agency should prioritize connecting the client with that service. If the urgent issue is
not related to a particular client situation (such as a staff needing a password reset, or they are experiencing a critical
system issue) they may reach out to the State of Montana CONNECT team by emailing: CONNECT@MT.gov
Q: My agency has additional staff that would like to receive training in CONNECT and receive their own CONNECT
accounts. How can I do this?
A: Contact your designated administrator for all requests to add a new user. Training of new staff should occur
primarily using this guide as well as using the online trainings. Designated administrators may train the initial individual
at your organization, and to minimize their time spent on repetitive trainings, please utilize the self-service items (this
user guide and online trainings) first.
Q: I am a Gatekeeper at my organization. May I assign a referral to more than 1 provider?
A: Each client referral may be assigned to only 1 Provider within your program. If your agency has multiple
programs, you will receive an individual referral to each program that can be assigned to one unique Provider.
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5

STEPS to CONNECTING

People to Full Health

A patient/client is sick
or needs help.

Talk about all the things
the patient/client needs to
be healthy.

The patient/client
feels better and
CONNECTed.

Their health is more
complicated than their current
illness (i.e., social determinants).

CONNECT her/him to
internal and external
resources.

The provider gets information
via CONNECT on referral
progress and outcomes.

Connecting people to service providers in Montana.
For more information: CONNECT@mt.gov

State of Montana
Department of
Public Health and
Human Services

About CONNECT
CONNECT is a bidirectional referral network that allows client
contact information to be sent between service providers. The
secure web-based system is available at no cost to approved
organizations that make client referrals. The goal of CONNECT
is to reduce common barriers for external referrals and
increase client uptake in services.
The system allows each organization to sign a universal
memorandum of understanding (MOU) that is effective for all
programs utilizing CONNECT. Releases of information (ROI) are
electronically signed by the client to reduce the burden paper
ROI’s can cause. CONNECT provides real time referral sending
and tracking. System users have the ability to document service
follow up as well as the outcomes of each referral received.
Organizations and programs that are interested in participating
in CONNECT should contact the State of Montana CONNECT
Team for more information: CONNECT@MT.gov

