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Our Visit Maintenance Q&A 
Webinar Will Begin

Shortly



Accessibility Options 
Enabling Closed Caption

• This webinar is being recorded. We will email the 
recording and slides after the session.

• Your camera and mics are turned off.

• Q&A will be answered throughout the 
presentation. Please submit your questions in 
the Q&A box by selecting the Q&A button at the 
bottom of the screen to pop out this box.

• This webinar is Closed Caption enabled. Please 
proceed by selecting Show Captions option at 
the bottom of your screen to enable feature. 
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Agenda – Visit Maintenance Q&A  

How to Review all Exceptions 
on Visit

Where to Locate previously 
recorded trainings

Recommended timeframe to 
perform Visit Maintenance

What if a DCW works in an area 
with little reception

How to resolve an Unauthorized 
Service Exception

Support Resources

How to adjust a call in/out

Difference between Create 
Call and Create Visit
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Electronic Visit Verification Claims Validation Process 

Phase 1 includes providers 
which are Home Health FFS 
claims billed to ODM.

This includes the service codes:

• G0156 - Home health aide  

• G0151 - Home health physical 

therapies  

• G0152 - Home health occupational 

therapies  

• G0153  - Home health speech 

language pathology therapies  

• G0299  - Home health nursing 

registered nurse (RN)  

• G0300  - Home health nursing 

licensed practical nurse (LPN)  
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What Happens during the Visit Capture? 

DCW/Employee/Independent Provider captures the visit using Sandata 
Mobile Connect (SMC) app, Telephonic Visit Verification (TVV), or provider 

manually creates visit.

Recipient
Receiving Service

DCW/Employee
Providing Service

Service
Type of Service Performed

Location
Location of the service 
delivery

Date
Date of Service

Time
Time service 

begins and ends

Components 

of a Verified 

Visit
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How to Review all 
Exceptions on a Visit
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Question: How to Review all 
Exceptions

Question: I fixed all the exceptions with a red warning, but the visit is still in the incomplete status

Answer: Go into Visit Detail and go to Exception tab to see if there are any other exceptions.

Steps:
1. Navigate to Visit Maintenance and locate visit
2. Select Visit Date to open Visit Details
3. Select Exceptions tab in Visit Details
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How to Review all 
Exceptions on a Visit 

Demo
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Where to locate 
previously recorded 

trainings
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Question: Where can I locate previously 
recorded trainings
Question: Where can previous webinar recordings be found

Answer: Ohio Agency Provider Training – Sandata Technologies

https://sandata.zendesk.com/hc/en-us/sections/34609316918803-Ohio-Agency-Provider-Training
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Recommended 
timeframe to perform 

Visit Maintenance
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Question: What is the Recommended 
timeframe to perform Visit Maintenance?

Question: How often should I perform Visit Maintenance?

Answer: We recommend performing Visit Maintenance on a daily basis. 

Steps:
1. Navigate to the Visit Maintenance module 

2. You will see exceptions from the current day. 

Note: Use the filter button to change date range. 
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How to use Filters in 
Visit Maintenance  

Demo
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What if a DCW works 
in an area with little 

reception?
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Question: What should a DCW do if they work in an 
area with poor internet connectivity?

Question: My DCW uses the Sandata mobile app (SMC) and works in an area where there is little to 
no Internet connectivity. What should they do if they have trouble clocking in/out? 

Answer: Caregiver can clock in/out in offline mode. The app will display reminders to let the DCW 
they are in offline mode. In offline mode certain features are not available and the DCW would need 
to start the visit as an Unknown Visit. Sandata mobile app saves all data and transfers that data to 
Sandata EVV once the internet’s signal strength is strong enough and you log in to the app.

Another option is to use Telephony to clock in and out.

Offline Mode – Sandata Technologies

https://sandata.zendesk.com/hc/en-us/articles/19469764751763-Offline-Mode


© 2025 HHAeXchange 

How to resolve an 
Unauthorized Service 

Exception
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Question: How to resolve an Unauthorized 
Service Exception

Question: I have visits on Visit Maintenance with the Unauthorized Service exception. How do I 
correct this exception?

Answer: This error could be caused by a variety of issues including:

• Missing or expired EVV authorization

• Missing or incorrect service code

• Missing Payer

• Recipient is missing in Sandata 

• DCW entered incorrect Service when clocking in/out

First, we look at the visit to see what information the DCW entered we clocking. Next, we compare that 
info to the details on the program tab of recipient. If any of the information is missing or incorrect we 
need to add it or update it. If the information on the program tab is correct, we need to make the 
appropriate changes on the visit.
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Steps to Resolve Unauthorized Service Exception

1. Navigate to Visit Maintenance and locate visit. 

2. Select the red dot under the Service column

3. Review the Recipient name, Payer, Program, and Service associated to this visit.

4. Navigate to Recipient > Recipient Management and locate the Recipient using Quick 
Search or Filters.

5. Select Recipient Name to view their record; select the Program tab. 

6. Confirm that the Payer, Program, Service and Authorizations entered are correct. If not, 
make required changes.

7. If the information is correct, return to Visit Maintenance; on the General tab of the visit, 
make necessary corrections to the Payer, Program, and Service.

8. Select Reason Code, enter reason note (optional), and select Save.
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How to resolve an 
Unauthorized 

Service Exception 
Demo



How to Resolve Unauthorized 
Service Exception Demo
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How to adjust a Call 
In/Out



© 2025 HHAeXchange 

Question: How do I adjust a Call In/Out?

Question: My DCW was unable to clock in because they needed to tend to the recipient immediately. Once 
the situation was under control the DCW clocked in, but it was a half hour after they first got there. How 
can I change the In call to the actual time the DCW arrived?

Answer: You need to locate the visit and adjust the In time

Steps:

1. Locate visit and select the visit date to open Visit Details

2. On the General tab enter the correct time in in the Adjusted In field

3. Select the Reason Code, enter Reason Note (optional) and select Save
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How to adjust In/Out 
Call Demo





© 2025 HHAeXchange 

What is the Difference 
between Create Call 

and Create Visit
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Question: What is the Difference between Create 
Call and Create Visit?

Question: On Visit Maintenance there is a create Visit option and a Create Call option. What is the 
difference between the two?

Answer: Create Visit allows you to manually create a visit where the DCW did not clock In or Out. 
Create Visit allows you to clock In a DCW – which would allow them to clock out using the Sandata 
mobile app or Telephony.

Steps:

1. On Visit Maintenance select either Create Visit or Create Call
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How to Create Visit 
and Create Call 

Demo
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Additional Resources
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Provider Resources

• Ohio User Guides 

Top Visit Maintenance Errors and How to Resolve:

• Managing Exceptions

• Updating an Unknown Recipient

• Adjusting Call Times and Dates

• Ohio Claims Validation: Handling Claims Denials- Sandata Technologies

https://sandata.zendesk.com/hc/en-us/sections/11103473598867-Ohio-User-Guides
https://sandata.zendesk.com/hc/en-us/articles/37127956866707-Managing-Exceptions
https://sandata.zendesk.com/hc/en-us/articles/37043503300499-Updating-an-Unknown-Recipient
https://sandata.zendesk.com/hc/en-us/articles/37042968647187-Adjusting-Call-Times-and-Dates
https://sandata.zendesk.com/hc/en-us/articles/38478916558995-Ohio-Claims-Validation-Handling-Claims-Denials
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EVV Support

Need Assistance?
• Contact the EVV Provider Hotline at 855-805-3505 Submit a Zendesk Ticket 
• Attend Daily Office Hours – Register for ODM EVV Office Hours!
• EVV Contact Information 

Alt EVV Providers – need help?
For additional support, please contact the Technical Support Alternate EVV team at either 
options below:

• Phone: 1-844-289-4246

• Email: OHAltEVV@Sandata.com 

Ohio Department of Medicaid
• Ohio Department of Medicaid Website
• Electronic Visit Verification

https://sandata.zendesk.com/agent/
https://sandata.zoom.us/meeting/register/tZ0qfuirrDwvHNIG_XqEO9AUdUqkfEBBUsK9#/registration
../Support%20Outreach/EVV%20Contact%20Information
mailto:OHAltEVV@Sandata.com
https://medicaid.ohio.gov/p/z1/04_Sj9CPykssy0xPLMnMz0vM0Q90LSrKL9L3g1AF6Y6KAE8oNK0!/
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification
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Questions? 

Register for Claims Matching 
Webinar 

3/18 



Please provide us your feedback 

after exiting the webinar.
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