
Visit Maintenance:
Correcting Missing Call In or Call Out 
Exceptions with Merge Calls

P-02754I (01/2025)

This is for administrators focused on correcting a visit with a missing call in or call out 
exception using the merge call feature. For more info 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
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Correcting a Visit with a Missing 
Call in or Call out Exceptions

Let’s talk about how to correct visits with missing call in or call out exceptions. 
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Visit Without Check In/Check Out

This exception shows a visit that does not have either a call 
in or call out time. 
• Sandata refers to “call in” and “call out” for all methods:  

SMC, TVV, FVV, or manually entered.
• Administrators should try the Merge Call function first. If 

that is not an option, the missing call time can be added.

The “visit without call in/call out” exception shows a visit that does not have either a call in 
or call out time.  Don’t let the word “call” limit your thinking. Sandata refers to “call in” and 
“call out” for all methods: SMC, TVV, FVV, or visits that are manually entered on the 
Sandata EVV portal. 

There are two ways to handle this exception: 
1. Administrators should try the Merge Call function first. 
2. If that is not an option, the missing call time can be added.

We’ll go over each of these options. 
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Visit Without Check In/Check Out

Tips for preventing missing call in/call out exceptions:
• Train employees on the importance of using EVV for both 

the call in and call out times.
• Note trends in the employee’s use of EVV and offer 

additional training if needed.
• Set goals with each employee to improve their EVV use. 

Help them use reminders, such as a cell phone alert, 
timer bell, or co-worker reminder.

Tips for preventing missing call in/call out exceptions:
•Train employees on the importance of using EVV for both the call in and call out times.
•Note trends in the employee’s use of EVV and offer additional training if needed.
•Set goals with each employee to improve their EVV use. Help them use reminders, such as 
a cell phone alert, timer bell, or co-worker reminder.
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Merging Calls

Now let’s talk about the first possibility to take care of a missing call in or out: merging 
calls.
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Merging Calls
The Merge Calls option in Visit Details will display if the system shows 
several incomplete calls that may be able to merge to provide one 
complete visit. The incomplete calls have overlapping information, 
including: 

• Same employee ID
• Same date of service
• Same client

Merging calls is a clever way the Sandata system has of correcting some exceptions. 

The Merge Calls option will display only if the system shows several incomplete calls that 
could merge to provide one complete visit. The incomplete calls have overlapping 
information, including: 
•Same employee ID
•Same date of service
•Same client

Let’s go through an example. 
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Merging Calls

Here we have several incomplete visits. They were all made in a short timeframe—the 
afternoon of September 28. Some are missing a call in, and some are missing a call out. Can 
any of these be merged? Let’s find out. 

Since the top row has the most information, we’ll start there. 

As usual, select (click on) the row to open the Visit Details screen for edits. We’ll be looking 
to combine the 2:34 p.m. “Call In” line to go with the 3:15 p.m. “Call Out” time. 
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Merging Calls
Click Merge Calls 
tab to view other calls 
that can be merged 
to the visit.

When the Visit Details screen opens, you see the  “Merge Calls” tab is available to use. 
That’s good news, because it may offer us an easy way to get the rest of the visit 
information we need. If it isn’t there, a merge isn’t possible. 

Click on the Merge Calls tab to view other calls that might complete the information here. 
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Merging Calls
Confirm 
the 
correct 
visit.

Select 
the 
row. 

The system gives these possibilities of incomplete visits to merge. Some of them are from 
the day before, September 27, and some are from the same date, September 28.  

You may need to confirm with the employee or client to find the accurate match to the 
visit. In this example, we found the row with the 2:34 p.m. call time on September 28, is 
accurate. 

Once  you’re sure these details are accurate for the visit, select the circle next to the row to 
merge it. 
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Merging Calls
• From the drop-down menu, click the reason code and resolution 

code.
• Enter a reason note if needed. 
• Save.

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.
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Merging Calls

The two rows of information are merged to one row.

v

We can go back to view the row for the visit we edited and see the information we merged 
is now included.

The row from below that used to only have a 2:34 “call in” time is no longer in the list, 
because the information from it merged with that top row. 

Success!
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Resources
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Resources
 Wisconsin EVV Customer Care
 Provider and independent nurse 

information
 Training resources for admins, 

independent nurses, and 
workers

 Resources, including 
ForwardHealth Updates and 
FAQs
www.dhs.wisconsin.gov/evv/index.htm

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 present in 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.

Thank You
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