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• 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.

Overview Objectives
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• 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

Key TerminologyKey Terminology
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• Employee—A person (worker) who 
provides care for one or more 
clients

• FEA—Fiscal Employer Agency
• FVV—Fixed Visit Verification
• MCO—Managed Care 

Organization

Key TerminologyKey Terminology (Cont.)
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• 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

Key TerminologyKey Terminology (Cont.)
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• 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

Key TerminologyKey Terminology (Cont.)
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• 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

Key TerminologyKey Terminology (Cont.)
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• 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

Key Terminology (Cont.)
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EVV Visit Lifecycle

• 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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EVV Visit Lifecycle

• 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.



EVV Visit Lifecycle (Cont.)

Visit
• An employee checks in using SMC, TVV, or FVV.
• A visit 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.
• A visit 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. 
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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.)
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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.



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



Exceptions

• 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:
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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.



21

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.
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Sandata EVV Dashboard (Cont.)

• From the dashboard screen, users can also click on Visit Maintenance to view 
all exception types.



Visit 
Maintenance
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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.



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
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Search Filters (Cont.)

The visit statuses not used in Wisconsin are:
• Approved
• Processed
• Omit
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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.
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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.
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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.
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Search Filters (Cont.)

Exception Setting Description Setting 

Client Signature* The client’s digital signature or voice 
recording is missing.

Acknowledge 

Missing Service The service provided for the visit is not 
specified during the SMC call-in or TVV call-
out.

Fix 

Service 
Verification

The client did not confirm the selected 
service.

Acknowledge

*An exception for FFS and HMO only
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Search Filters (Cont.)

Exception Setting Description Setting 

Unknown Client A visit occurs where the client is not known. Fix 

Unknown 
Employee

The employee Santrax ID entered during a 
TVV call does not match to any known 
employee.

Fix 

Unmatched Client 
Phone/ID

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.

Acknowledge
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Search Filters (Cont.)

Exception Setting Description Setting 

Visit Verification* The start or end time has not been verified by 
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.

Acknowledge

Visits Without In-
Calls 

The visit does not have a call-in. Fix 

Visits Without Out-
Calls 

The visit does not have a call-out. Fix 

*An exception for FFS and HMO only
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Search Filters (Cont.)

Exception Setting Description Setting 

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

Fix 
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Identifying Exceptions

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

• Visit exceptions are indicated by a colored circle under the columns where 
the exception exists. 



37

Identifying Exceptions

• A visit may have one or more exception(s).
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Identifying Exceptions

• Hovering over an indicator displays a pop-up with a description of the 
exception(s).
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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.
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Reason Code Description Reason Note Required
Caregiver Error No
Member Unavailable No
Mobile Device Issue No
Telephony Issue No
Member Refused Verification Yes

Reason Codes (Cont.)

Written documentation must be maintained for all changes made to visits as 
required by the Centers for Medicare & Medicaid Services.
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Reason Code Description Reason Note Required
Service Outside the Home No

Missing in System No

Other Yes

Reason Codes (Cont.)



Correcting 
Missing Service 
Exceptions 
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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


		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
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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. 

 

Service Codes (Cont.)


		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.
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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.
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Missing Service Exception (Cont.)

• Select the correct service 
from the Service field 
drop-down list.

• Select a reason code that 
best explains why the 
service was not selected 
at the time of visit.
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Missing Service Exception (Cont.)

• Select the resolution 
code Written 
Documentation 
Maintained.

• Click Save.



Missing Service 
Exception Demonstration



Correcting 
Client Signature 
Exceptions 
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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.
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Client Signature Exception (Cont.)

• Click the exception indicator under the Client Name column. 
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Client Signature Exception (Cont.)

• Check the Acknowledge This Exception checkbox on the Client Signature 
Exception line.
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Client Signature Exception (Cont.)

• Select a reason code from the drop-down list.
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Client Signature Exception (Cont.)

• Select the resolution code Written Documentation Maintained.
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Client Signature Exception (Cont.)

• Click Save.



Client Signature 
Exception Demonstration



Correcting
Unauthorized 
Service 
Exceptions
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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.



60

Unauthorized Service Exception (Cont.)

• Click the exception indicator under the Service column.
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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.
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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.
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Unauthorized Service Exception (Cont.)

• Click Save. 



Unauthorized Service 
Exception Demonstration



Correcting 
Unknown Client 
Exceptions
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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:
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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.
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Unknown Client Exception (Cont.)

• Click the exception indicator under the Client Name column. 
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Unknown Client Exception (Cont.)

• Use the search fields to 
search for the client.
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Unknown Client Exception (Cont.)

• Select the client 
from the
search results.
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Unknown Client Exception (Cont.)

• Select a reason 
code from the 
list.

• Select the 
resolution code, 
Written 
Documentation 
Maintained.

• Click Save. 



Unknown Client 
Exception Demonstration



Correcting 
Unknown 
Employee 
Exceptions
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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.
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Unknown Employee Exception (Cont.)

• Click the exception indicator under the Employee Name column. 
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Unknown Employee Exception (Cont.)

• Use the search 
fields to search for 
an employee.

• Select an employee 
from the search 
results.

• Select a reason 
code from the list.
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Unknown Employee Exception (Cont.)

• Select the 
resolution code 
Written 
Documentation 
Maintained.

• Click Save. 



Unknown Employee 
Exception Demonstration



Correcting 
Unmatched 
Client Phone/ID
Exceptions
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Unmatched Client Phone/ID

• 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.
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Unmatched Client Phone/ID (Cont.)

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

Unmatched Client Phone/ID (Cont.)



Unmatched Client 
Phone/ID Exception 
Demonstration



Correcting 
Visit Verification 
Exceptions
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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. 

• A visit 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.
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Visit Verification Exception (Cont.)

• Click the exception indicator under the Client Name column.
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Visit Verification Exception (Cont.)

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

• Select a reason code from the list.
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Visit Verification Exception (Cont.)

• Select the resolution code Written Documentation Maintained.
• Click Save. 



Visit Verification 
Exception Demonstration



Correcting Visit 
Without Check-
in or Check-out 
Exceptions



91

• 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.

Visit Without Check In/Check Out



Merge Calls
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Merge Calls

• The system identifies calls that could possibly be merged.
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• Click the Merge 
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 
if there is a call to 
merge.

Merge Calls (Cont.)



95

Merge Calls (Cont.)

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

• Click Save. 



Visit Without Check 
In/Check Out And Merge 
Calls Demonstration



Add Manual Call
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Add Manual Call

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 
fields.
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Add Manual Call (Cont.)

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



Add Manual Call
Demonstration



Create Visit 



102

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).
• Verify 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.

Create Visit 
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Create Visit (Cont.) 

• Click Create Call on the Visit Maintenance screen.
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Create Visit (Cont.) 

• Search for and select the client.
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Create Visit (Cont.) 

3. Click Next.
4. Search for and select the employee. 
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Create Visit (Cont.) 

5. Click Next.
6. Enter the date and time (check-in time) details.
7. Click Finish.



Create Visit 
Demonstration



Resources



Resources
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• 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 https://www.dhs.wisconsin.gov/evv/index.htm

for information about:
o Training Resources
o EVV in Wisconsin
o The ForwardHealth Portal

mailto:VDXC.ContactEVV@wisconsin.gov
https://www.dhs.wisconsin.gov/evv/index.htm


Questions
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Thank
You
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