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Our Visit Maintenance Q&A
Webinar Will Begin
Shortly

The content contained herein (“Confidential Information”) are the confidential property of HHAeXchange and may not be copied or distributed outside the HHAeXchange organization
without the express written consent of HHAeXchange. Distribution of this document or disclosure of any Confidential Information set forth herein to any party other than the intended
recipient(s) of this presentation is expressly prohibited.
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Department of

Enabling Closed Caption Medicaid

* 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.

My speaking language: English »
View full transcript

Caption settings
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) Claims Validation Implementation Phases
el
e

Department of
Medicaid

EVV

Claims Adjudication Phases

PHASE 1 PHASE | PHASE 3 PHASE 4 PHASE 5 PHASE 6

March 1, 2025 21,202 June 1, 2025 August1,2025 October 1,2025 January 1,2026
Billed to Billed to Billed to Billed to Billed to
ODM FFS Next Gen MCEs DODD ODM or AGE MyCare
HOME HEALTH PRIVATE DUTY HOME HEALTH PRIVATE DUTY 10, Level 1, OHIO HOME HOME HEALTH
SERVICES NURSING, SERVICES NURSING SELE WAIVER CARE, PASSPORT PDN, NURSE
NURSE NURSE PROGRAM WAIVER SERVICES | ASSESSMENT
ASSESSMENT ASSESSMENT SERVICES AND CONSULT,
AND CONSULT AND CONSULT WAIVER SERVICES

s

*Based on claim line date of service.
© 2026 HHAeXchange



) List of Services MyCare Ohio Plans

e GO151 * T1001

. G015 - T1001_U9

£

* G016 . 71003

$ 60299 + 71019
GO300 . T2025

Link to list of Services: ODM EVV Covered Programs and Services.pdf

© 2026 HHAeXchange
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https://dam.assets.ohio.gov/image/upload/medicaid.ohio.gov/Providers/EVV/Providers/ODM_EVV_Covered_Programs_and_Services.pdf
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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

Live In Caregivers

© 2026 HHAeXchange

How to resolve an
Unauthorized Service Exception

How to adjust a call in/out

Difference between Create
Call and Create Visit

Support Resources



) What Happens during the Claims Validation Process?

Sondata

Step 1: DCW captures the visit
using Sandata Mobile Connect
(SMC) app, Telephonic Visit
Verification (TVV), or provider
manually creates

© 2026 HHAeXchange




) What Happens During the Claims Validation Process?. )'(

Step 2: Provider performs visit Step 3: Payer can now match
maintenance and resolves any claims to EVV visits.
visit exceptions in their Sandata

EVV system. Provider confirms
visits are in a verified status prior
to submitting claims.

v

© 2026 HHAeXchange



Electronic Visit Verification Claims Validation Process

ELECTRONIC VISIT VERIFICATION
CLAIMS VALIDATION PROCESS

v

3

These changes will occur in phases and will not impact
claims with a date of service before March 1, 2025.

Claim line Y Does the Y Does the Y Does the date Y Are the units 4
passes pre-EW e—= rendering —> recipient on the —> of service, on the claim >
adjudication provider claim exist in payer and line equal to or
steps on claim the rendering procedure code less than units
exist in EW provider’'s EW on the claim on the visit?
Aggregator? account? line match visit
information?
N N N N N
Claim line Fl posts claim line Fl posts claim line Fl posts claim line Fl posts claim line
denies for non denial with edit: denial with edit: denial with edit: denial with edit:
EVV-related
e Code 6291: EVV — Provider Code 6292: EVV— Recipient Code 6293: EVV— Code 6294: EVV —
ID does not match IDdoes not match Procedure code does Unmatched units
Ex: duplicate, not match .
{ P ) RARC N521— Mismatch RARC N819 — Patient not RARC N820—- Electronic

© 2026 HHAeXchange

between the submitted
provider information and
the provider information
stored in our system

CARC272 — Coverage/
Program guidelines were
not met

enrolled in Electronic
Visit Verification System

CARC 272 - Coverage/
Program guidelines were

not met

RARC N56—Procedure
codebilled is not correct/
valid for the services bille d
ordate of service billed

CARC272—Coverage/
Program guidelines were
not met

Visit Verification System
units do not meet
requirements of visit

CARC272 - Coverage/
Program guidelines were
not met

i

If denied update
EVV data



) What is an Exception?

An exception occurs when one of the required EVV elements is missing or
incorrect, such as the Recipient ID, DCW/Employee ID, Service, Location,
Date or Start and End time of service.

© 2026 HHAeXchange
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How to Review all
Exceptions on a Visit



Question: How to Review all
Exceptions

Question: | 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

© 2026 HHAeXchange
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How to Review all
Exceptions on a Visit
Demo

© 2026 HHAeXchange



Where to locate
previously recorded
trainings



) Question: Where can | locate previously

recorded trainings

Question: Where can previous webinar recordings be found

Answer: Ohio Agency Provider Training — Sandata Technologies

© 2026 HHAeXchange

SGF’ICIO'[G Sandata Mews  New UserSignUp  Submitarequest  Signin
5 i P e e e

C, Search Saarch

sandata On-Demand [ Sondota learn  Product Help  BGLVE NGNS Coregiver and CDS Client Library  EVV Vendor Solutions  Provider

Sandata Techralagies | Payer Programs [ Ohio (OH ©DM) / Ohio Agancy Providar Training

Ohio Agency Provider Trdining

A place to learn how to be successful with Sandata EVV. Choaose a topic below. Follow |

D.ﬂgﬂin&t}( >

Claims Matching >

Daily Office Hours b

Sandatacom  Cemplionce Documnentation & Reports  Security & Privacy Infarmatian



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

Recommended
timeframe to perform
Visit Maintenance



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

Question: How often should | 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.

© 2026 HHAeXchange



How to use Filters in
Visit Maintenance
Demo
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Live In Caregivers



) Live-In Caregiver Exemption X

Does the provider live in the same
household as the waiver recipient?

. Department Df T les & Resaunes Fer stakeholders Our Soraccure
W Medicaid Individuals  Providers  &Partners  About Us

v

If you answered Yes, and it is e g

EVV Exemption Request Form

documented in the person's OhiolSP,

the provider may be exempt from e ke et e i Sab s PSS e e
Ohio Department of Medicaid EVV N A o
requirements. SRR AR B i

Email Address for Correspandence )

Sectian |: For completion by PROVIDER [¢hnoee ane)

See links for more details: I
EVV Live-In Caregiver Exemption S
Information PDF N b Ay PO

O Agency O Indesendent O Selb-Divected [ I

endor, a Mscal Managerent Services [TME1entity, or botn, te DOW or employee racard 2nd

Praulder 7-diglt Medlcald |D or FM3 T-¢igk 1D @ * EVV Azcount Numbier @

Live-In Caregiver Exemption Form [., . '
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https://dam.assets.ohio.gov/image/upload/medicaid.ohio.gov/Providers/EVV/EVV_LIC_One-Pager-5-29-25.pdf
https://dam.assets.ohio.gov/image/upload/medicaid.ohio.gov/Providers/EVV/EVV_LIC_One-Pager-5-29-25.pdf
https://dam.assets.ohio.gov/image/upload/medicaid.ohio.gov/Providers/EVV/EVV_LIC_One-Pager-5-29-25.pdf
https://dam.assets.ohio.gov/image/upload/medicaid.ohio.gov/Providers/EVV/EVV_LIC_One-Pager-5-29-25.pdf
https://medicaid.ohio.gov/home/evv-exemption-request
https://medicaid.ohio.gov/home/evv-exemption-request
https://medicaid.ohio.gov/home/evv-exemption-request

How to resolve an
Unauthorized Service
Exception



(]
Unauthorized Service Exception x

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

* Missing, incorrect or expired EVV authorization

« Missing or incorrect service code

* Missing or incorrect Payer and/or Program

* Reusing an authorization from a previous Payer and not creating a new authorization for new Payer
Example: DCW/Employee selects the incorrect service during an unknown visit.

Resolution: Verify the EVV authorization on the Recipient is entered and correct. If the EVV
authorization is correct, update the service on the call to match.

- a a a a a a a a - - DO
RECIPIENT = DCW/EMPLOYEE ~ PAYER = SERVICE VISIT SCHEDULED -~ SCHEDULED = SCHEDULED = CALL ¥ CALL ¥ CALL ~ ADJUSTED ADJUSTED ADJUSTED PAY > VISIT ¥ NOT UNITS
NAME NAME DATE TIME IN TIME OUT HOURS IN ouT HOURS IN ouT HOURS HOURS STATUS BILL :
MyCare -

) Trainer PCA 03:27 —
Bull, El ) 12/16/2024 03:27 PM - I let LJ
UL EEINe  GHIOProvider (T1019) ® L [~1] ncomplete

®

0 2026 HHAexchange  INOte: This is mock data that is used only for training purposes.



o
Steps to Resolve Unauthorized Service Exception x

Navigate to Visit Maintenance and locate visit.
Select the red dot under the Service column
Review the Recipient name, Payer, Program, and Service associated to this visit.

H w0 bhpe

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

d

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

o)

. Confirm that the Payer, Program, Service and Authorizations are entered and 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.

© 2026 HHAeXchange



How to resolve an
Unauthorized Service
Exception Demo

© 2026 HHAeXchange



P Sandata EVV | Manage Visits b d +

& C m 23 evv-ui.sandata.com/visit-main ce New Chrome available :

Visit Maintenance / Manage Visits Account: 43866 - HHAX Training - ALCORDOVA@HHAEXCHANGE.COM | Select Agency ® LOG OUT

Sandata

Home Care

Q Navigate Modules CREATE VISIT CREATE CALL Y FILTERS = SHOW DISPLAY OPTIONS EXPORT DATA ~

APPROVE ALL DISAPPROVE ALL
Show Legend

22 Dashboard

& Recipients

e RECIPIENT ¥ DCW/EMPLOYEE ~ SERVICE & VISIT ¥ SCHEDULED ¥ SCHEDULED ¥ SCHEDULED ¥ CALL ¥ CALL ¥ CALL ¥ ADJUSTED ADJUSTED Al
HRRYess NAME NAME DATE TIME IN TIME OUT HOURS IN ouT HOURS IN out H
) scheduling HHAeXchange, 11:19  12:00 '
Dowdrick, Eric HPC 10/31/2025 00:41 11:19AM  12:00 PM
Harold AM PM
11:11 11:19 :
Doe, Jane Dowdrick, Eric HEC 10/31/2025 00:08 11:11AM  11:19 AM
) AM AM
lul Reports
RN
% XREF Sandata, Dowdrick, Eric Consultation 10/31.12025 06:00 07:00 01:00 06:00AM  07-00 AM
Sandy (T1001) Q AM AM
@ Security &
Sandata, ; SPHH Aide 10/30/2025 08:27 09:00 00:33 5 :
= Messaping Sandy Cordova, Alejandra (GO156) ® AM AM 08:27 AM  09:00 AM
Total: 02:22
4 [
25 v  of 4 entries < g = s

https://evv-ui.sandata.com/visit-maintenance



How to adjust a Call
In/Out



p

Question: How do | 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 | 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 in Visit Maintenance 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

© 2026 HHAeXchange



How to adjust In/Out
Call Demo



What is the Difference

between Create Call
and Create Visit



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

p

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 Call 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

© 2026 HHAeXchange



How to Create Visit
and Create Call Demo



Additional Resources



Provider Resources x*

e 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

DODD Resources:
DODD Workflow

Recorded Webinars
DODD Webpage

© 2026 HHAeXchange


https://sandata.zendesk.com/hc/en-us/sections/11103473598867-Ohio-User-Guides
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/37127956866707-Managing-Exceptions
https://sandata.zendesk.com/hc/en-us/articles/37043503300499-Updating-an-Unknown-Recipient
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/37042968647187-Adjusting-Call-Times-and-Dates
https://sandata.zendesk.com/hc/en-us/articles/38478916558995-Ohio-Claims-Validation-Handling-Claims-Denials
https://sandata.zendesk.com/hc/en-us/articles/38478916558995-Ohio-Claims-Validation-Handling-Claims-Denials
https://sandata.zendesk.com/hc/en-us/articles/38478916558995-Ohio-Claims-Validation-Handling-Claims-Denials
https://sandata.zendesk.com/hc/en-us/articles/38478916558995-Ohio-Claims-Validation-Handling-Claims-Denials
https://sandata.zendesk.com/hc/en-us/articles/38478916558995-Ohio-Claims-Validation-Handling-Claims-Denials
http://chrome-extension/efaidnbmnnnibpcajpcglclefindmkaj/https:/dam.assets.ohio.gov/image/upload/medicaid.ohio.gov/Providers/EVV/EVV_Claims_Validation_Process_for_DODD-Poster-9-29-25.pdf
https://sandata.zendesk.com/hc/en-us/articles/41841423531155-Training-Replays-for-Claims-Adjudication-Phases
https://dodd.ohio.gov/providers/billing/billing-and-claims

EVV Support ‘@:‘0 ). .

Department of
Medicaid

Need Assistance?
» Contact the EVV Provider Hotline at 855-805-3505 Submit a Zendesk Ticket

o Ensure that you have your STX (account #) when calling hotline or submitting ticket!
« Attend Daily Office Hours - Register for ODM EVV Office Hours!

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: OHAIREVV@Sandata.com

* Include the following in the email:

v" Provider Medicaid ID

v Alt EVV Vendor

v" Include Examples (Universal Unique Identifier, copy of payloads) - ensure this is sent securely via Zendesk
portal if there is PHI data.

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

© 2026 HHAeXchange


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

Questions?
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