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What is Changing

 We are adding a Case Tab to simplify searching for Clients in Penelope. This will replace the Service and Event
search Tabs. 

 You will be able to search by Surname or Case Id  in the Case Tab

Why is it changing?
 We have received valuable feedback advising that the current search methods are difficult 

to navigate

 You told us that you wanted a more holistic view of your client's current activity within 
their case.

 Currently the Penelope Client search function is creating a privacy issue.

When is it changing?
 The existing Search options will change from Event ID to Client ID or Surname from April 

3rd, 2023
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As you know, ACSO recently transitioned to a new version of Penelope. We spoke with many of you, heard your concerns, and gained insights on how to improve the user experience. The most 
common feedback was that searches were returning a long list of results, causing a need for additional effort in locating clients. You also asked if we could provide a more accessible view of your active 
client cases and history.

Based on your feedback we are improving Penelope, so you can search for a client by simply using a Surname or Case ID, from the Case Tab. You will immediately be able to see the current and historic 
cases of clients allocated to you, without having to sort through a long list. Another benefit is that you will now see a bird's eye view of your client's current activity within their current case.

Think of the Case Tab as the new door to your allocated client's information when searching in Penelope.

Where can I get more information about this Change?

 We have developed a series of videos, QRGs (quick reference guides) and FAQs (Frequently asked Questions) explaining the improvement. Copy & Paste this Link -
https://www.acso.org.au/professional-referrals/penelope/

 Further updates will be sent closer to the time via the News function on Penelope. 
 Simply click the News Icon if you see a red dot on the News Icon on the left hand side of the Penelope Tool bar 

Please refer to the these guides in the first instance if you are experiencing difficulties with navigating the system or locating client files. If you still need help, email upgrade@acso.org.au.

Existing Search Types Simplified Search3 April

 Service and Event Search's will be 
hidden from view to simplify the Search 

& improve client privacy

To make it easy, you can search 
by Surname, or we will share the 
Case ID wherever we 
communicate with you.

From April 3rd

Search by Surname or Case ID

Simplified Search - Penelope



ImpactBenefitWhat's ChangingWhat we do now

 Slight process change
 Users will land in a 

client's Case instead of Service 
Event & will need to click on 
desired Service File, then 
Service Event to open

 Will take 2 extra mouse clicks

 Simplifies search process for 
users

 Option to search via Surname 
or Case ID

 Able to see all client activity 
allocated to user, 'birds eye 
view' of current case

 Easier for users to access all 
service files (i.e., assessment 
and treatment)

Search in Case Tab, using Case id
or Surname

Search in Event Tab using Event id 
or Attending Individual

Change on a Page                                                                                                             Change, Benefits & ImpactsSimplified Search by Case ID or Client Surname 

Service & 
Events tabs 

removed

No Case 
Tab
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 The Case Tab is a new tab which 
has been introduced to allow for 
simplified Searches using a Client 
Surname or Case ID

 This replaces the previous search 
using the Event Tab and Service
Tab.

 The Service & Event searches will 
be hidden.

 Only assigned cases can be seen

How to - Step by step

1. Click on the ( Case ) button
2. Enter either the Client Surname 

or the Case ID
3. Click ( GO )
4. Click on the Case ID or Case 

Name to open the Case
5. Click the Service File you would 

like to open

Simplified Client Search                                                                                                     Starts April 3rd, 2023
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 The Case Status show open cases . You 
can change it to blank to see all your 
allocated cases (Open & Closed)

Case view

 Provides a bird's eye view of the Client case
 Easily view and select the service you need 

(treatment or assessment files)
 You can now search using a single Case ID, 

rather than having to search multiple event 
ID’s5

2

Load on Penelope Website



Why can’t I see the Service and Event Tabs on Penelope anymore?

From April 3, all searches will be completed using the Case Tab. This simplifies the search and provides an ability to find allocated clients, via Surname and Case ID.

Can I search by Surname for current and historical Cases?

Absolutely, one of the benefits of the Case Tab Search is the ability to search for clients using their Surname. You can only see clients who have been allocated to you.

Where can I get a Case ID, so I can Search for a Client in the Case Tab?

You can search using a client's Surname by using the Case Name field. ACSO will also send you the Case ID wherever we communicate with you, so it’s easy to search. Simply enter the Case 
ID straight into the Case ID field. It is more streamlined as a process and will also enable you to choose if you want to see all, Open, or Closed cases.

What is the difference between an open and closed case?

Open cases show current referrals and episodes of care. Closed cases show historical referrals and episodes of care.

Can I still search using an Event ID?

From April 3, the Event Tab will no longer be visible. All searches will be completed using the Case Tab. This simplifies the search and provides an ability to search for allocated clients using 
a Surname and/or Case ID.

Can I see a Client's historical cases if they were allocated to me previously?

Yes, you can see all details for the Service file that you were allocated to. Leave the Case Status field blank when searching, to view historical information allocated to you.

Can I filter my search to look for a specific Case Service (Service File)?

No, however by clicking into the case you will have a bird's eye view of all your allocated service files. Simply select the service file you require.

Where can I find the Event ID for VADC Reporting:

The Event ID is still available on Penelope if required for VADC reporting, please refer to the VADC Reporting Slide in this pack

FAQs (Frequently asked Questions)                                                                                            Starts April 3rd, 2023Case ID or Client Surname
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Where can I find the Event ID for VADC Reporting:

The Event ID is still available on Penelope if required for VADC reporting
(This is also known as the ACSO COATS identifier)

How to - Step by step

1. Click on the service you require, within the Case.  (This will open the Service file)
2. Click the Service event, within the Service File.  (This will open the Service event)
3. The Event ID, can be found in the centre of the Service Event screen

VADC Reporting No Change Searching for Event-ID Refresher
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