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This is for administrators focused on correcting the unauthorized service exception. For
more information about all visit maintenance functions in the Sandata EVV Portal, see the

"Visit maintenance and clearing exceptions in Sandata" section of
www.dhs.wisconsin.gov/evv/training-administrators.htm.




Correcting Unauthorized
Service Exceptions

Let’s take a look at correcting the unauthorized service exception.



Unauthorized Service Exception

The unauthorized service exception can occur when:

- The employee started a visit for an unknown client (offline)
without the client information entered.

- The employee chose the wrong service on SMC, TVV, or FVV.
- The service date of the visit is outside the authorization
effective dates.

- There are two authorizations in the Sandata EVV portal from
two different payers for the same client and timeframe.

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

This exception occurs because:
*The employee started a visit for an unknown client (offline) without the client
information entered.
*The employee chose the wrong service on SMC, TVV, or FVV.
*The service date of the visit is outside the authorization effective dates.
*There are two authorizations in the Sandata EVV portal from two different payers
for the same client and timeframe. The system isn’t able to know which to choose.



Unauthorized Service Exception

Click the exception dot under the Service column.
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First, you select by clicking on the red exception dot. (The yellow dot, according to
Sandata’s legend in upper left corner, means it was manually entered. This is not an
exception needing to be corrected.)
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Now you correct.

Make sure you're in the “General” tab from the options at the top.
*Select the correct service from the Service field drop-down list.
*Select the correct Payer from the drop-down list.

*Select the correct Program from the drop-down list.

Important Tip: The service, program and payer must match what is on file for the
authorization.



Unauthorized Service Exception

- Select a reason code from the list.

- Select the resolution code, Written Documentation Maintained.
Click Save.
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And as usual, finish with the reason code and resolution code.

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

*Select the resolution code, Written Documentation Maintained. (A reminder: Make sure
you have this documentation.)

*Click Save.




Unauthorized Service Exception

Tips for preventing unauthorized service exceptions:

= Make sure approved authorization service codes and effective dates
are in the Sandata EVV portal.

= Inform employees of the correct service to select when entering a
visit.

= Ensure employees have the correct two-digit code for the service to
use when entering a visit through TVV or FVV.

= Provide employees with a Worker Visit Card for each client:
www.dhs.wisconsin.gov/library/collection/p-02844.

Tips for preventing unauthorized service exceptions:

* Make sure approved authorization service codes and effective dates are in the Sandata
EVV portal.

* Inform employees of the correct service to select when entering a visit.

* Ensure employees have the correct two-digit code for the service to use when entering a
visit through TVV or FVV.

* Provide employees with a Worker Visit Card for each client. Highlight the service to
select, and the two-digit code for that service if using TVV or FVV.

As you can see, a lot of errors can be prevented by making sure employees have the
information they need during a visit.



Unauthorized Service Exception

- Use Sandata reports:

- The Expiring Authorizations report tracks authorizations that are
close to expiring.

- The Members Without Authorization report tracks clients that have
no authorizations on file.

These Sandata reports can help to monitor authorizations that may be missing or soon to
expire.



Unauthorized Service Exception

- If an approved authorization is not loaded to Sandata in three days
of being notified by the payer of the approval, contact EVV Customer
Service.

- There are some situations where an authorization is not needed by
policy. To get the information loaded to the Sandata system,
providers will need to enter it. Refer to the “Adding Required
Authorization Information in the Sandata EVV Portal” presentation,
www.dhs.wisconsin.gov/publications/p03550.pdf.

DHS sends authorizations to the Sandata system. If approved authorization is not loaded to
Sandata in 3 days of being notified by the payer of the approval, contact EVV Customer
Service.

There are some situations where an authorization is not needed by policy. To get the
information loaded to the Sandata system, providers will need to enter it. We'll cover this
in the “Adding Required Authorization Information in the Sandata EVV Portal” presentation,
linked here. Entering in the required information will prevent an unauthorized service
exception.



Resources
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Now let’s take a quick look at the EVV home page. Here, and on every EVV webpage, you'll
see the contact information for EVV Customer Care in the dark blue box. If you’ve not
signed up for EVV emails, every EVV webpage has the link for you.

On the left of each page is the navigation tabs. Let’s take a look at a few of these.

Providers and independent nurses will find information at
www.dhs.wisconsin.gov/evv/providers.htm

Providers (including independent nurses) and workers can find helpful training resources at
www.dhs.wisconsin.gov/evv/training.htm

There are separate sections for administrator, independent nurse, and worker materials. If
you’re a video kind of person, there are videos available. If you’re more of a reader,
printable materials are here, too. And if you’re looking for PowerPoints to presentin a
larger group, those are also available. Choose the kind of learning that works for your
situation.

Our Resources section has great information. FAQs are there, as well as quick fact sheets:
www.dhs.wisconsin.gov/evv/resources.htm
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Thank you for the important services you provide to
members.

- WISCONSIN DEPARTMENT
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