Electronic
Visit Verification:
Visit Maintenance

WISCONSIN DEPARTMENT
of HEALTH SERVICES P-02754 (08/2020)



Overview Objectives

« Use the Sandata Electronic Visit
Verification (EVV) Portal dashboard
to monitor the current day’s visit
exceptions.

« Search and review visit exceptions.

* Resolve visit exceptions.
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Key Terminology

« Client—A person who receives
services through Wisconsin
Medicaid

 Dashboard—Real-time status of
the current day’s visit exceptions

« DHS—The Wisconsin Department
of Health Services
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Key Terminology (Cont.)

- Employee—A person (worker) who
provides care for one or more
clients

« FEA—Fiscal Employer Agency
« FVV—Fixed Visit Verification

« MCO—Managed Care
Organization
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Key Terminology (Cont.)

 Manual call—A call entered on the
Sandata EVV Portal for the visit
exception “Visit Without In-Call or
Visit Without Out-Call”

« Merge call—Combining two lines of
visit detail that should have been
recorded as a single visit on the
Sandata EVV Portal
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Key Terminology (Cont.)

« MVV—Mobile Visit Verification

* Reason code—A pre-defined
explanation that must be selected
when making a correction in
Sandata’s EVV Portal Visit
Maintenance module
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Key Terminology (Cont.)

« Santrax ID—The unique worker
number issued by the
ForwardHealth Portal

« SMC—Sandata Mobile Connect
application

« System user—A person with a
unique login and password to the
Sandata EVV Portal

« TVV—Telephonic Visit Verification

WISCONSIN DEPARTMENT 7
of HEALTH SERVICES



Key Terminology (Cont.)

* Visit—An in-person service to a
client in a home or community-
based setting

* Visit Maintenance—The module
within the Sandata EVV Portal
where visit data can be corrected
and/or acknowledged
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« EVV data moves from collection to visit maintenance on the Sandata

EVV Portal.

* Once all information is accurate and complete (“verified”), it can move
to the usual billing process outside of the Sandata EVV Portal.
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» For provider agencies, the EVV Sandata system does not change:
— How claims or encounters are submitted.

— Documentation retention requirements.

— The need for physician orders, timesheets, a plan of care,
or other required documentation.
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EVV Visit Lifecycle (Cont.)

Visit
« An employee checks in using SMC, TVV, or FVV.

« Avisit through SMC connected to Wi-Fi will appear in Sandata’s visit
maintenance as “In Process” in real time.

* The employee provides services.
« The employee checks out using SMC, TVV, or FVV.
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EVV Visit Lifecycle (Cont.)

Visit Maintenance

* A visit missing data elements (an “incomplete” visit) results in an
exception to fix or acknowledge in the Sandata EVV Portal.

 Avisit with all required information will display as a “verified” visit in
visit maintenance and no action is required.

Verified Visit
 Verified visit data is transferred each night to DHS and payers. This is
not the same as billing, which occurs outside the Sandata system.

WISCONSIN DEPARTMENT
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EVV Visit Lifecycle (Cont.)

Billing Claims/Encounters
» The provider agency bills according to usual polices, outside EVV.

« The payer matches the EVV verified visit with the submitted
claim/encounter.
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EVV Visit Lifecycle (Cont.)

Soft Launch

* The soft launch will be a time to cooperatively overcome any initial
hurdles during the implementation.

« DHS will not deny claims or disregard submitted encounters due to
missing EVV data during soft launch.

« Fee-for-service providers will receive informational explanation of

benefit messages when a claim cannot be matched to an EVV visit.

: WISCONSIN DEPARTMENT
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EVV Visit Lifecycle (Cont.)

Hard Launch

* Fee-for-service personal care service claims will be required to have a
matching EVV record. If there is no matching EVV record, the claim will be
denied.

« HMO and MCO encounters that do not have a matching EVV record for
personal care services or applicable supportive home care services may be
excluded from future capitation rate development.

* IRIS policy regarding hard launch will be provided at a later date.
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Sandata EVV
Dashboard



 Visit exceptions occur when the EVV system identifies an information gap for a
visit.

* A visit with exceptions has an incomplete status.
* More than one exception can apply to a single visit.
* Fixing one issue within Visit Maintenance may also fix several other exceptions.

* A provider agency administrator with the appropriate security privileges is able to
update a visit exception that has missing or incorrect data.
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Sandata EVV Dashboard

- The Sandata EVV Portal dashboard monitors the current day’s visits to
identify two categories of exceptions: Unknown Clients and Unknown
Employees.

« The data defaults to refresh every 5 minutes but can be changed to refresh
anywhere between 2 and 30 minutes.
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Sandata EVV Dashboard (Cont.)

 Sandata’s EVV Portal dashboard:

Sandala Dashboard santrax - Dashboard Actount 10108 - & @=sandatacom = B LOG OUT
EVW

Filter Qptions

O Navigate Modules

ol 5 = Minutes {Zrmin - B0max) e All . m
EWERY

Unknown Clients Unknown Employees

3 2
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Sandata EVV Dashboard (Cont.)

« Click on the number of the exception category to display a listing of details for
that exception.

Unknown Clients Unknown Employees

) ([3] 2

Santrax Unknown Cllent Exception Detalls

Urhnowm PRone Ermployes Mame = Date Call Tima
MM } WAL, Do [« Tabdrri by 11 80 Al
My Q01 -2 3004 can017 13 PM
(ral 5l Q00-X3-6004 Qi I Y 21 P
howing 1 ko 3 of 3 eritries AEAE R ERE"
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Sandata EVV Dashboard (Cont.)

« Click on the name of the exception category to open the Visit Maintenance
module. This allows you to view and edit the visits with that exception.

WISt MAINtENance vt Manbeance © Manage Visies Q  Acoownt 10060 Prandutacom @ LOG OUT
Dashboard santrax ¢ Dashboard .
Filter Options BATE SELECT MDYy eLant s
oan oy B8 ' | A B er Client rter [mployee
REFRESH EVERY gl Minutes (2min - 30max) e o et
Select Categeey Select Payer Select Visht Status
L TUE T e AFON Tl
Exception Types Unkricwen Cliery how achanced fiter opnons @
[Unknown Clients
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Sandata EVV Dashboard (Cont.)

 From the dashboard screen, users can also click on Visit Maintenance to view

all exception types.

—)

ﬂ WISCONSIN DEPARTMENT
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Sandala

EVV
Q Navigate Modules
22 Dashboard

& Clients

B Employees

2 Visit Maintenance

Ll Reports and Exports ¥

@, Security

[E= Online Manual

Account: 91027 - vicky.murphy@dxc.com | Enter agency v ] = LOGOoUl
Visit Maintenance visit Maintenance / Manage Visits

Select a Visit CREATE CALL
DATE RANGE MM/DD/YYYY CLIENT EMPLOYEE

07/07/2020 t  to 07/07/2020 & Enter Client Enter Employee
CATEGORY PAYER VISIT STATUS CLIENT MEDICAID ID

Select Category v Select Payer v Select Visit Statu v Enter Client Medic
FILTER VISITS BY

All Exceptions M Show advanced filter options »

CLEAR




Visit
Maintenance



Visit Maintenance (Cont.)

* In Visit Maintenance on the top half of the screen, search filters are used to
find visits needing review.

* The search results include all data that falls within the specified parameters.
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Visit Maintenance (Cont.)

* Use the drop-down arrows to see the choices.

5 3 nda ta = Visit Maintenance Visit Maintenance /| Manage Visits Account: 9634 - user19634 | Enter agency * @ LOGOUT
EVV

Select a Visit CREATE CALL
O, Navigate Modules

™= nashboard DATE RAMGE MMDDYYY CLIENT EMPLOYEE

27 Visit Maintenance

L Reports & Exports

0272042019 B to 0272002019 Enter Client Enter Employes

CATEGORY PAYER WISIT STATUS CLIENT MEDICAID 1D

Select Category Select Payer Select Visit Sta » Enter Client Medi

B Data Entry FILTER WISITS BY

All Exceptions Show advanced filter options =

4, Security

Online Manual CLEAR
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Search Filters

The Visit Status parameter allows a user to filter visits by:
* In Process—A visit that has started and is not yet completed

* Incomplete—A visit that is missing key information, for example,
check-in or check-out

« Verified—A visit that does not contain any exceptions

< WISCONSIN DEPARTMENT 21
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Search Filters (Cont.)

The visit statuses not used in Wisconsin are:

*  Approved
* Processed
 Omit

WISCONSIN DEPARTMENT 21
of HEALTH SERVICES



Search Filters (Cont.)

Users can also filter visits by all exceptions or by exception types.
All Exceptions
This default setting displays all visits with any exception in a specified time period.

Account: 91027 - vicky.murphy@DXC.com l Enter agency - J = LOG OUl

YVisit Maintenance visit Maintenance / Manage Visits

DATE RAMGE MK/DDMYYY CLIEMT EMPLOYEE

O7/30/2020 B to 073072020 = Enter Client Enter Employee
CATEGORY PAYER VISIT STATUS CLIEMT MEDICAID 1D

Select Category b Select Payer b Select Visit Status - Enter Client Medica

All Exceptions Show advanced filter options =

C} SEARCH
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Search Filters (Cont.)

Exception Types
« This option selects visits based on the exceptions that apply to the visit.

« When selected, an additional field appears prompting the user to choose
the specific exception type(s) from the additional drop-down field.

FILTERWISITS BY EXCEFTION TYFES

Exception Types v Select Exception Type

[T] CLIENT SIGHATURE EXCEFTION

m ‘ CLEAR ‘ [] GFS DISTANCE EXCEFTION

[] MISSING SERVICE

|j SERYICE VERIFICATION EXCEFTION
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Search Filters (Cont.)

Visit exceptions must be fixed or acknowledged:
Fix—The information must be corrected or added for the visit to be

considered complete.
Acknowledge—The missing information must be acknowledged by a

Sandata EVV Portal administrator to be considered complete.

30
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Search Filters (Cont.)

Exception Setting Description Setting
Client Signature™ | The client’s digital signature or voice Acknowledge
recording is missing.
Missing Service The service provided for the visit is not Fix
specified during the SMC call-in or TVV call-
out.
Service The client did not confirm the selected Acknowledge
Verification service.

*An exception for FFSand HMO only

< WISCONSIN DEPARTMENT 31
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Search Filters (Cont.)

Exception Setting

Description

Setting

Phone/ID

call, but the phone number the call was
made from is not a number listed for the
client.

Unknown Client A visit occurs where the client is not known. |Fix
Unknown The employee Santrax ID entered duringa |Fix
Employee TVV call does not match to any known
employee.
Unmatched Client |A Sandata client ID is entered duringa TVV |Acknowledge

< WISCONSIN DEPARTMENT
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Search Filters (Cont.)

Exception Setting Description Setting

Visit Verification® |The start or end time has not been verified by |Acknowledge
the client at the end of the visit, either by
confirming during the SMC call-out or verifying
the times during the TVV call-out.

Visits Without In- | The visit does not have a call-in. Fix
Calls
Visits Without Out- |[The visit does not have a call-out. Fix
Calls

*An exception for FFS and HMO only

< WISCONSIN DEPARTMENT 33
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Search Filters (Cont.)

Exception Setting Description Setting

Invalid Service The service entered during the check in or Fix
check out does not match the service
approved on the authorization.
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Identifying Exceptions

* An exception indicates the visit is missing information or the information
captured does not meet program requirements.

Client Employee Service A Visit Call Call Call Adjusted Adjusted Adjusted Visit Dol
Name Name ¥ ¥  Date In Out Hours In Out Hours Status
Supportive
® UEEIETEIRES Home oz/07/2020 122 Py 11:29 AM In Process
Sandata Care/Day AM
]
. Supportive
MRETwo, TestEmpNine, 10:14
wo SStEmpTIne Home  07/07/2020 ° 10:14 AM In Process
Test Sandata . AM
Care/15min
. Supportive
TestMbrEight .
" TestEmpNine, Home 09:23
Sandata 07/07/2020 @ 09:23 AM Incomplete
Sandata Care/15min AM P
= Q
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Identifying Exceptions

» Visit exceptions are indicated by a colored circle under the columns where

the exception exists.

Client . Employee Service & Visit , Call , Call _ Call . Adjusted Adjusted Adjusted Visit Dol
Name ¥ Name v Y Date ~ In Y Out * Hours ~ In Out Hours Status
Supportive
TestEmpThree, Home  g7/07/0020 11327 11:29 AM In Process
Sandata Care/Day AM
[ ]
Supportive
Test Sandata > ) 10:14 AM In Process
Care/15min
Supportive
' TestEmpNine, Home :
Sandata 07/07/2020 O AM 09:23 AM Incomplete

Sandata Care/15min

ﬂ WISCONSIN DEPARTMENT
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Identifying Exceptions

O

« Avisit may have one or more exception(s).

Client Employee Service & Visit , Call , Call  Call Adjusted Adjusted Adjusted Visit
Name Name v Y Date * In ¥ Qut Hours In Out Hours Status
Supportive
[N Home 07/07/2020 11:29 AM In Process
Sandata Care/Day
@
. Supportive
MRBTwuo, TestEmpNine, 10:14
o estEmpRine Home  07/07/2020 ° 10:14 AM In Process
Test Sandata . AM
Care/15min
. Supportive
TestMbrEight .
' TestEmpNine, Home 09:23
Sandata 07/07/2020 ] 09:23 AM Incomplete
Sandata Care/15min AM P
]
@
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Identifying Exceptions

« Hovering over an indicator displays a pop-up with a description of the

exception(s).

) |
Client _ Employee _ Caviion Visit _ Call . Call , Call _ Adjusted Adjusted Adjusted
Name ~ Name - " Date ~ In ~ Out ~ Hours In Out Hours

Carter
’ Young, 2:47
John e ® 08/14/2017 o M

Carter, Young, 2:46 |

Jo:n e ° 08/1472017 @ —

Carter, 100446
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Reason Codes

« Reason codes are used when making any Visit Maintenance changes
or updates in the Sandata EVV Portal.

— Documentation is required for all changes in Visit Maintenance.
— Some exceptions also require a note within the Sandata system,
as shown on next slide.

 All visits that are modified may be subject to additional DHS scrutiny
as they are not fully electronically captured at the time of service.

39
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Reason Codes (Cont.)

Written documentation must be maintained for all changes made to visits as
required by the Centers for Medicare & Medicaid Services.

Reason Code Description Reason Note Required

Caregiver Error No
Member Unavailable No
Mobile Device Issue No
Telephony Issue No
Member Refused Verification Yes

< WISCONSIN DEPARTMENT 40
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Reason Codes (Cont.)

Reason Note Required

Reason Code Description

Service Outside the Home No
Missing in System No
Other Yes

WISCONSIN DEPARTMENT
of HEALTH SERVICES
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Service Codes

Code to
Enter on
Call

TVV Prompt for Read Back

Selection
Display for
SMC (On Drop-
Down Menu)

T1019 10 Personal care services, fifteen | Personal Care
minutes Svc/15min
T1020 |25 Personal care services, per Personal
day Care/Day
S5125 |15 Supportive home care, fifteen | Supportive
minutes Home
Care/15min

WISCONSIN DEPARTMENT
of HEALTH SERVICES
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		Service Code

		Code to Enter on Call 

		TVV Prompt for Read Back

		Selection Display for SMC (On Drop-Down Menu)



		T1019 

		10

		Personal care services, fifteen minutes 

		Personal Care Svc/15min



		T1020 

		25 

		Personal care services, per day 

		Personal Care/Day



		S5125 

		15 

		Supportive home care, fifteen minutes

		Supportive Home Care/15min








Service Codes (Cont.)

Code to TVV Prompt for Read Back Selection
Enter on Display for
Call SMC (On Drop-
Down Menu)
S5126 | 20 Supportive home care, per day | Supportive
Home Care/Day
COMBO | 30 Both personal care and COMBO - PCS
supportive home care service, | & SHC

15 Minutes

Note: “Combo — PCS & SHC” is only used in the IRIS program after the
2021 waiver update and only if both types of service are being provided
through the same provider agency.

WISCONSIN DEPARTMENT
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		Service Code

		Code to Enter on Call 

		TVV Prompt for Read Back

		Selection Display for SMC (On Drop-Down Menu)



		S5126 

		20 

		Supportive home care, per day 

		Supportive Home Care/Day



		COMBO 

		30

		Both personal care and supportive home care service, 15 Minutes

		COMBO – PCS & SHC



		Note: “Combo – PCS & SHC” is only used in the IRIS program after the 2021 waiver update and only if both types of service are being provided through the same provider agency.








Missing Service Exception

« The Missing Service exception identifies when the service provided for
the visit is not specified during the TVV or FVV call-out process.

* This type of exception must be fixed for the visit to be in a verified state.
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Missing Service Exception (Cont.)

« Click the exception indicator (dot) under the Service column.

Client Employee Visit Call Call Call Adjusted  Adjusted  Adjusted Visit

s ¥ Service = s s s s + Do NotBill Approved Actions
Name Name Date In Out Hours In Qut Hours Status PP
TestMbrSeven
" TestEmpThree, 02:50 = =
[ ] 0772972020 03:12 PM 00:22 02:50 PM 03:12 PM Incomplete
Sandata Sandata PM p /
[ ]
3 WISCONSIN DEPARTMENT 46
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Missing Service Exception (Cont.)

WISIT START DATE WEET EMD DATE WISIT Tin E ZOMRE WIS STATUS

GEMERAL

1072712017 None us/Central Incomplete

 Select the correct service
from the Service field ] e s —

. 0532 PM Mone Mone MNone
drop-down list. e | )
« Select a reason code that EEE  oer 2 s MDD 2

. - —— o
best explains why the = - :

. 9634 Provider Training-Agency 39
service was not selected | . e

FAYER
at the time of visit. B oo oHC |
CLIENT SERIFIED TIME CLIENT VERIFED SERVICE CLIENT SIGNATURE

—)

Mo Na Mo
VISIT SOURCE
SANDATA | DOMOTEBLL ARPROVED

REAZDM CODE = RESOLUTION CODE REASOM NOTE

Select Reason Cod = Select Resolution € = Feason Note

WISCONSIN DEPARTMENT
of HEALTH SERVICES

47



Missing Service Exception (Cont.)

WISIT START DATE WIHT EMD DATE WISIT TIME ZOME VEHT STATUS

GEMERAL

® SeleCt the reSO|Uti0n — 10V27/2017 None us/Central Incomplete
COde Written EMPLOYEE ALY CALL ouT CALL HOURS UNITS

. 0532 PM MNane None Mane
Documentation G B o e e s
Maintained . 10/27/2017 £ 05:32 PM MM/DDAYYY £

_ EXCEPTIONS - R A
° C I | Ck Save ' 9634 Provider Training-Agency 39

PAYER FROGRAM
oDM OHC
HISTORY CLIENT YERIFIED TIME CLIENT VERIFED SERVICE CLIENT SIGHATURE
[ ] MNa No
WISIT SOURCE
SAMDATA | DoNOTELL AFPROVED

I

REASDM CODE = EESOLUTION CODE REAZOM NOTE

Select Reason Cod = Select Resolution ¢ * Reason Note ||

< WISCONSIN DEPARTMENT
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Client Signature Exception

« The Client Signature exception is only activated for fee-for-service
and HMO programs. This exception identifies when:

— The client signature or voice recording is not captured during the
SMC call-out.

— The client voice recording is not captured during the TVV call-out.

« This type of exception must be acknowledged for the visit to be in a
verified state.

: WISCONSIN DEPARTMENT 51
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Client Signature Exception (Cont.)

* Click the exception indicator under the Client Name column.

Client Employee | : L, Visit , call |, call , Call , Adjusted  Adjusted Adjusted Visit : .
Name service Y pate T In T Out ° Hours In Qut Hours Status Do Not Bill Approved Actions
TestEmpThree,  Personal Care 04:30 = =
07/29/2020 04:37 PM 00:07 04:30 PM 04:37 PM | let
Sandatz Sve/15min PM [ /
- ‘WISCONSIN DEPARTMENT 5 2
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Client Signature Exception (Cont.)

« Check the Acknowledge This Exception checkbox on the Client Signature
Exception line.

EXCEPTIONS @ Client Signature Exception

/| ACKNOWLEDGE THIS EXCEPTION

REASON CODE * RESOLUTION CODE REASON NOTE

Select Reason Cor Select Resolution Reason Note

HISTORY

: WISCONSIN DEPARTMENT 53
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Client Signature Exception (Cont.)

» Select a reason code from the drop-down list.

EXCEPTIONS @ Client Signature Exception 7 ACKNOWLEDGE THIS EXCEPTION

REASON CODE * RESOLUTION CODE REASON NOTE

Select Reason Cor ¥ Select Resolution v Reason Note

HISTORY

WISCONSIN DEPARTMENT 54
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Client Signature Exception (Cont.)

« Select the resolution code Written Documentation Maintained.

EXCEPTIONS /| ACKNOWLEDGE THIS EXCEPTION

@ Client Signature Exception

REASON CODE * RESOLUTION CODE REASON NOTE

Select Resolution v Reason Note

Select Reason Cor v

HISTORY

WISCONSIN DEPARTMENT 55
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Client Signature Exception (Cont.)

* Click Save.

EXCEPTIONS @ Client Signature Exception /| ACKNOWLEDGE THIS EXCEPTION

REASOMN CODE * RESOLUTION CODE REASON NOTE

Select Reason Coi v Select Resolution v Reason Note

HISTORY

< WISCONSIN DEPARTMENT 56
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Unauthorized Service Exception

* The Unauthorized Service exception identifies when the service selected
is not valid for the client based on their authorization.

 Employee entered an unknown client.

« Employee used SMC without Wi-Fi, so therefore the visit was captured as
unknown client.

« TVV or FVV visit captured with the wrong service code.

: WISCONSIN DEPARTMENT 59
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Unauthorized Service Exception (Cont.)

« Click the exception indicator under the Service column.

Client _  Client . Employee visit  Call | call _ call

- - - SEWiEE — - - :
ID Name Name v Date In ¥ Out Hours
Steve,Smith | oo Frank 01/00/2019 1900 o
]
Exceplions:
= : 02:01 02:28
Jones, FrankiRsEuldri= S0 w0 /18/2019 00:27
P PM PM

WISCONSIN DEPARTMENT
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Unauthorized Service Exception (Cont.)

» Select the appropriate service from the drop-down list. The authorized
services for the client must be received in order to fix this exception.

B ..
| vevo [
CLAIMS — —
HISTORY o
L /ERIF ' '
No No No
SANDATA DO NOT BILL APPROVED
‘WISCONSIN DEPARTMENT SAVE 6 1
of HEALTH SERVICES




Unauthorized Service Exception (Cont.)

- Select the reason code that best explains why the service was not
selected at the time of visit.

« Select the resolution code Written Documentation Maintained.

9634

OoDM SPHH

HISTORY

SANDATA DO NOT BILL APPROVED

Select Reason Codr * Select Resolution C * Reason Note

WISCONSIN DEPARTMENT 62
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Unauthorized Service Exception

* Click Save.

MRUILTY L L= FRUTETHLT TRAIVIL OTLL T
G634

PAYER PROGHAMN
QDM SPHH

HISTORY

CLIENT VERIFIED TIME CLIENT VERIFIED SERVICE CLIENT SIGMATURE
Mo Mo MNo

VISIT SOURCE
SANDATA DO NOT BILL ARPROVED

REASDM COLE ® RESOLUTION CODE

Select Reason Codi = Select Resolution €

WISCONSIN DEPARTMENT
of HEALTH SERVICES

REASDMN NOTE

Heason Note
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Unknown Client Exception

* The Unknown Client exception must be fixed for the visit to be in a
verified status.

« This exception type identifies when a visit occurs where the client is
not in the Sandata EVV Portal yet, which can occur when:

WISCONSIN DEPARTMENT 66
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Unknown Client Exception (Cont.)

— The client receives retroactive enrollment.

— A fee-for-service client has less than 50 hours of care
and no prior authorization.

— The authorization has not been approved and sent to the
Sandata EVV Portal yet.

— The client ID has been entered incorrectly during a check in.

< WISCONSIN DEPARTMENT 67
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Unknown Client Exception (Cont.)

* Click the exception indicator under the Client Name column.

Client . Employee Cervice & Visit L call . call
Name ¥ Name ¥ ¥  Date Y In Y out T
) ]
(553)355-1307 B o 1272017 0232 o

|£ =

| ™
]

oty
—

WISCONSIN DEPARTMENT 68
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Unknown Client Exception

Visit Details Visit Start Date: 07/19/2020 X

* Use the search fields to —— wmcamies | |mmemse | mmowns
search for the client.

No Client has been assigned to this visit.

_ .
CLIENT Find Client
LAST NAME FIRST MAME CLIENT ID#
Enter Last Name Enter First Name Enter Client ID #

CLIENT MEDICAID 1D

Enter Client Medicaid ID |: B e

7}

< WISCONSIN DEPARTMENT 69
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Unknown Client Exception (Cont.)

CLIENT

« Select the client
from the
search results.

| 1l

WISCONSIN DEPARTMENT
of HEALTH SERVICES

Find Client

FRST MAME CLENT ID &

Enter First Mame

CLIENT REEDaliaD 1D

Enter Client Medicaid 1D PNCLUIDE PUACTIVE CLENTS

Enter Client 1D #

Actions Last a Flrst . Client 1D a Primary a Client a
Name Name " Phone # Medicaid 1D
Showing 1to 1 of 1 entries
= < 1 > -
FEASON CO0E * RESCRUTION COCE * REASCM ROTE
Reason Note SAVE
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Unknown Client Exception (Cont.)

CLIENT Find Client
- Select a reason | ewplovee | — —
nter First Name nter Client
code from the | cauos |
I I St w Enter Client Medicaid 1D INLLUUE INALTIVE LLENTS
« Select the | oxrmons
reSOIUtion COde, “ Actiont Last a Fl.:!.t a :l]!ﬂtlﬂl . Prinuri a lt:lim:r.I | -
m Name Mame Phone Medicaid 1D
Written E
- 996093
Documentation | RN
Maintained m Showing 1to 1 of 1 entries
* Click Save. ela]>]»
REASON NOTE
Reason Note SAVE ﬁ
A WISCONSIN DEPARTMENT 71
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Unknown Employee Exception

 The Unknown Employee exception identifies when the Santrax ID entered
during a TVV check-in/check-out does not match to any known employee.

 The ID entered is displayed instead of the employee name.
* This exception type must be fixed for the visit to be in a verified state.

WISCONSIN DEPARTMENT 74
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Unknown Employee Exception (Cont.)

« Click the exception indicator under the Employee Name column.

Client o Employee Service 4 Visit _ Call . Call _ Call _ Adjusted
Name ¥ Name - v Date = In =~ Out = Hours In
Carter, John 000-44-6258 3:38

) o 08/14/2017 o

° ° PM

WISCONSIN DEPARTMENT
AN of HEALTH SERVICES
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Unknown Employee Exception (Cont.)

EMPLOYEE

 Use the search
fields to search for
an employee.

« Select an employee

from the search
ml
| aams

results.

 Select a reason
code from the list.

—

No Employee has been associated with this wvisit.

Find Employee

INCLUDE IMACTIVE EMPLOYEE

EMPLOYEE ID

Employee ID #

DISCIPLIRE

select Disciplin =

Actions Last Mame

* First Name * Employee ID =

SantraxID % Discipline

-
-

(]

Showing 1 to 1 of 1 entries

& a 1 = =

REASDN CODE =

RESOLUTION CODE ™ REASDN NOTE

¥ l Heason Mote

9977261

SAVE

WISCONSIN DEPARTMENT

AN of HEALTH SERVICES
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Unknown Employee Exception (Cont.)

Mo Employes has been associated with this visit.

« Select the
resolution code
Written
Documentation
Maintained.

Find Employee

EMPLOYEE 1D

CIECIPLINE

EMPLOYEE

Employee ID # salect Disciplii =

CALL LOG
IRCLUDE IMACTIVE EMPLOYEE

Actions Last Mame = First Name > Employee D ¥ SantraxID = Discipline =
- Click Save. e ]
m Shaowing 1 to 1 of 1 entries
REASCN CODE * RESOLUTION CODE REASON NOTE
- WISCONSIN DEPARTMENT 77

AN of HEALTH SERVICES
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Unmatched Client Phone/lD

 The Unmatched Client Phone/ID exception identifies when a Sandata client
ID is entered during a TVV call, but the phone number the call was made from
is not a number listed for the client.

« This exception type must be acknowledged for the visit to be in a verified
state.

WISCONSIN DEPARTMENT 80
of HEALTH SERVICES



Unmatched Client Phone/lID (Cont.)

« Check the Acknowledge This Exception checkbox on the Unmatched
Client ID/Phone exception line.

@ Unmatched ClientID / Phone ' ACKNOWLEDGE THIS EXCEPTION |

WISCONSIN DEPARTMENT 81
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Unmatched Client Phone/lID (Cont.)

« Select a reason code from the list.
« Select the resolution code Written Documentation Maintained.
« Click Save. The Call Log screen shows the originating phone number for

the call.

WISCONSIN DEPARTMENT
of HEALTH SERVICES

REASON CODE™* RESOLUTION CODE REASON NOTE

Select Reason ~

Select Resoluti + Enter Reason Note

SAVE

4

CALLIN

CLIENT 1D¢ 0095647013

CALL DATE
02162017

USER

000106825

CALL TIME
€:48 AM

ORIGINATING PHONE @
(718)

CALL TYPE

EW (telephony)

SERVICE
N/A

CALL SOURCE
SANDATA

82
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Visit Verification Exception

* The Visit Verification option is available and may be required by the provider
agency.

« Each provider agency will decide if their employees will utilize visit
verification. This will be a agency by agency decision. Some program payers
may require it.

« Avisit verification exception identifies when the start and end time has not
been verified by the client at the end of the visit.

* This exception type must be acknowledged for the visit to be in a verified
state.

WISCONSIN DEPARTMENT 85
AN of HEALTH SERVICES



Visit Verification Exception (Cont.)

* Click the exception indicator under the Client Name column.

Client _ Employee _ Service A Visit _ Call . Call ., Call _, Adjusted Adjusted
Name ~ Name - rvice ~ Date =~ In ~ Out = Hours In Out
Carter, Young 2:47

E‘“h” Charles ¢ 08/14/2017 @ PM

WISCONSIN DEPARTMENT 86
of HEALTH SERVICES



Visit Verification Exception (Cont.)

« Check the Acknowledge This Exception checkbox on the Visit Verification
Exception line.

« Select a reason code from the list.

@ Visit Verification Exception ACI{NDWLEDGE THIS EXCEPTION

REASON CODE * RESOLUTION CODE * REASON NOTE *
Reason Note SAVE

: WISCONSIN DEPARTMENT 87
AN of HEALTH SERVICES




Visit Verification Exception (Cont.)

« Select the resolution code Written Documentation Maintained.
* Click Save.

@ Visit Verification Exception A{KNDMEDGE THIS EXCEPTION

REASON CODE * RESOLUTION CODE * REASON NOTE *

Reason Note ‘ SAVE

: WISCONSIN DEPARTMENT 88
AN of HEALTH SERVICES
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Visit Without Check In/Check Out

« This exception identifies a visit that does not have a check-in or check-out
time. Check-in or check-out can be via SMC, TVV, or FVV.

* This exception type must be fixed for the visit to be in a verified state.

Client Employee . Visit Call Call
ey lly il ol iy Y
Name ¥ Name v Service 3 Date ~ In ~ Out ™~

9 08/11/2017 8:58
° AM

When a user clicks the exception indicator under the call time column, the
Visit Details screen automatically opens to the Call Log screen.

It is recommended to go to the Merge Calls screen first to see if there are
any available calls that can be merged. If there are none, the user can go
back to the Call Log to manually add a call time.

WISCONSIN DEPARTMENT 91
AN of HEALTH SERVICES
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Merge Calls

* The system identifies calls that could possibly be merged.

::‘::: E";JZI:.;-':E 4 ;::: E:‘I:s : Adj:l:m Adj;::ed Aﬂ::::}d S:’;sti:s ¥ DoNotBill Approved  Actions
- Tesst;"diifht‘ 07/10/2020 12:11 PM 12:11 PM Incomplete ] L /
TestEmpEgh 07/10/2020 | 11:48 AM 11:48 AM In Process o 8 /

5andata
TESSt;"diEtfht‘ 07/00/2020 | 11:45AM  1025AM [ 2240 1145AM 1025AM ncomplete | 0 /

ﬂ WISCONSIN DEPARTMENT 93
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Merge Calls (Cont.)

« Click the Merge —— e e == E=
Calls button to see if
there are any calls
that can be merged
to the visit.

* Click the radio
button next to the
line to select the call
iIf there is a call to
merge.

Below is a list of all calls that are close to the scheduled time.

PHOME # CALL TIME CALL DATE CLIENT NAME EMPLOYEE NAME

: : (508) 295- 12:11 PM 71072020 (608)295- TestEmpEight, Sandata

=1 to 1 of 1 entries

WISCONSIN DEPARTMENT 94
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Merge Calls (Cont.)

« Select the reason code,
resolution code, and
reason note if needed.

* Click Save.

WISCONSIN DEPARTMENT
of HEALTH SERVICES

Visit Details

CLIENT NAME

MREOne, Test

MERGE CALLS

@

Visit 5tart Date: 07/10/2020 X

CLIENTID # MEDICAID ID # EMPLOYEE NAME EMPLOYEE ID #

273304 9200082899 TestEmpEight, 5a... 999955554

Below is a list of all calls that are close to the scheduled time.

PHONE # CALL TIME CALL DATE CLIENT NAME EMPLOYEE NAME

(3 .\
L

(608) 295~ 1211 PM 702020 (608)295- TestEmpEight, Sandata

Showing 1 to 1 of 1 entries

REASON CODE* REZOLUTION CODE REASCN NOTE

Select Resolution Cc + Reason Note SAVE

1

Select Reason Code ~

95
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GCLRV EGITETR 1]

Provider agencies can add a manual call to fix a visit that is missing a call-in or
call-out time and cannot be merged:

» Click Call Log to enter a
missing call.

* Enter the appropriate
information into the ‘

field
I e S - CALL DATE * MM/DD/YYYY CALLTIME * HH:MM AM/PM SERVICE

m CALLIN CLENT ID# 000099955
CALL DATE CALLTIME CALLTYPE SERVICE
N 1012712017 05:32 PM FWV Call N/A

EMPLOYEE USER CALL SOURCE

SANDATA
CALL LOG

MERGE CALLS

Add Manual Call

MM/DD/YYYY =] 11:21 AM Select Service

REASON CODE * RESOLUTION CODE REASON NOTE

Select Reason Cor * Select Resolution ~ Reason Note

WISCONSIN DEPARTMENT o8
of HEALTH SERVICES



Add Manual Call (Cont.)

« Select the reason code, resolution code, service, and reason note if needed.
* Click Add.

m CALLIN CLIENT ID# 000099955
- CALL DATE CALL TIME CALL TYPE SERVICE
S 1012712017 05:32 PM FWV Call N/A
EMPLOYEE USER CALL SOURCE
SANDATA

Add Manual Call

MERGE CALLS

CALL DATE * MM/DDAYYY CALL TIME * HH:MM AMPM SERVICE

MM/DDAYYY = 11:21 AM Select Service v

REASOM CODE* RESOLUTION CODE REASON NOTE

Select Reason Coi * Select Resolution = Reason Note

HISTORY

< WISCONSIN DEPARTMENT
of HEALTH SERVICES

99



CLRV EGITETR 1]
Demonstration



Create Visit



Create Visit

If a visit does not appear in the Sandata EVV Portal:

« Check with the employee for connectivity or other issues (for instance, if the
employee needs re-training).

 \Vrify call-in and call-out times with the employee.

 Use the Create Call feature to create a call within the Sandata EVV Portal if a
visit occurred but the employee did not call in or call out.

* Document the reason. Hard copy documentation is advised.

WISCONSIN DEPARTMENT 1 O 2
AN of HEALTH SERVICES



Create Visit (Cont.)

 Click Create Call on the Visit Maintenance screen.

Sandata Account: 91027 - vicky.murphy@dxc.com [ Enter agency - ] ® LOGOUT
EVV Visit Maintenance visit Maintenance / Manage Visits

Q Navigate Modules Select a Visit CREATE CALL
2a Dashboard

DATE RANGE MM/DD/YYYY CLIENT EMPLOYEE
¥ Clients 07/07/2020 th  to 07/07/2020 isi Enter Client Enter Employee

CATEGORY PAYER VISIT STATUS CLIENT MEDICAID ID
B8 Employees

Select Category v Select Payer v Select Visit Statu v Enter Client Medic

¥ Visit Maintenance

FILTER VISITS BY
Ll Reports and Exports All Exceptions N Show advanced filter options =
@, Security
= Online Manual

‘WISCONSIN DEPARTMENT 103

of HEALTH SERVICES



Create Visit (Cont.)

« Search for and select the client.

Select Client
CLIENT FIRST NAME CLIENT LAST NAME CLIENT MEDICAID ID CATEGORY
Enter Client Medicaid ID Select Category v
SUPERVISOR PAYER
All v Select Payer v LAST ACTIVE DATE

Client ID + Client Name + Client Medicaid ID ¥ Supervisor F Select

ﬂ WISCONSIN DEPARTMENT 104
oV o/ HEALTH SERVICES



Create Visit (Cont.)

3. Click Next.
4. Search for and select the employee.

PREVIOUS CANCEL
Select Employee

EMPLOYEE FIRSTMAME  EMPLOYE £ LAST MAME

LAST ACTIVE DATE

Employee ID % Employee Name % Select

: WISCONSIN DEPARTMENT 105
AN of HEALTH SERVICES



Create Visit (Cont.)

5. Click Next.

6. Enter the date and time (check-in time) details.

/. Click Finish.

PREVIOUS E CANCEL

: WISCONSIN DEPARTMENT
AN of HEALTH SERVICES

Set Date and Time

DATE * MBMSDOYYYY TIME * HH:MM AM/PM
02/21/2019 =] Enter Time

TIME ZONE SERVICE
Us/Eastern » Select Service

106
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Resources

« EVV Customer Care at 833-931-2035

o Hours prior to September 14, 2020 Monday—Friday, 8 a.m. — 5 p.m.
o Hours after September 14, 2020 Monday—Friday, 7 a.m. — 6 p.m.
« Email support at VDXC.ContactEVV@wisconsin.gov

- EVV webpage at hitps://www.dhs.wisconsin.gov/evv/index.htm
for information about:

o Training Resources
o EVV in Wisconsin
o The ForwardHealth Portal

< WISCONSIN DEPARTMENT
of HEALTH SERVICES
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