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EVV Provider Hotline:

e For technical assistance
with a device or EVV
Portal

855-805-3505

ODMCustomerCare
email@sandata.com

EVV Inbox:
e General EVV questions or
to report a problem

e EVV@medicaid.ohio.gov

Leave a voicemail at
614-705-1082

ODM Provider

Assistance Hotline:

e Change contact
information,
claims questions

800-686-1516

Emergency Rules

On Thursday, June 12, Governor DeWine signed an executive
order implementing emergency rules that make changes in the
Ohio Medicaid program to address the COVID-19 emergency.
These rules make changes to electronic visit verification (EVV)

requirements, including:

e Suspending the requirement that providers collect audio
recordings or electronic signatures confirming service
deliver from the individual receiving those services.

e Allowing new providers to enroll as Medicaid providers

without completing EVV training.

The emergency rule can be found on the Register of Ohio and is
in effect until October 11, 2020.

If you have questions about the emergency rule, email

EVVPolicy@medicaid.ohio.gov.

EVV Stakeholder Advisory Group

The EVV Stakeholder Advisory Group will hold a virtual meeting
Wednesday, July 22, to share information about phase three of
the EVV program. An invitation will be sent from EVVPolicy@

medicaid.ohio.gov that includes a link to register for the meeting.

After registering, you will receive participation instructions.

If you would like to participate in the meeting and did not receive

an invitation, please contact EVVPolicy@medicaid.ohio.gov.
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Webinars

For the last several months, Ohio Medicaid has held open question and answer webinars.
Individuals receiving services, providers, and other stakeholders had an opportunity to ask
questions about the Ohio Medicaid EVV program. We now seek your feedback about what
you would like to see in webinars in July and moving forward. Please send your suggestions to

EVV@medicaid.ohio.gov.

Returning Devices in eTRAC
When an EVV device needs to be returned to Sandata, providers can begin the process in
eTrac. One step in this process is selecting the reason the device is being returned. As of June

12, there also are two additional options in eTRAC to return the device, including:

* No longer receiving care from provider.

e Individual expired.

e Device not needed.

e Using SMC- device not needed (provider could be using SMC on another smart device)

Status Action

Return Device

-- Select a Return Reason -- T4
Mo Longer Receiving Care from Provider

.| Individual Expired
Returni : -3505.
In Home Device not needed

I View Tracking I Using SMC- Device not needed
| Verify Address |

| Submit |

Providers also can call the EVV Provider Hotline at 855-305-3505.

Medicaid Website Redesign Survey

Ohio Medicaid is redesigning its website and modernizing the information, features, and
navigation of the agency’s portal. A critical part of this effort is making sure we understand
what individuals like you want and expect from the Medicaid site. That’s why we’re inviting you

to participate in a brief Ohio Medicaid web user experience survey. The survey should take no

more than 5 minutes.


mailto:EVV@medicaid.ohio.gov
https://forms.office.com/Pages/ResponsePage.aspx?id=xPz4UNiUB0-E6zbtV8fIokiHtyV_BcREkJooYVoSfsRUNjdOTEhGVjhQMlpDQU5VNEpOUU44V0hPSy4u

Sandata EVV Chat Functionality Coming Soon
Effective Friday, July 10, Sandata EVV will have a chat function available for users to obtain

technical assistance. You will see an additional button on the bottom left of the Visit

Maintenance screen. When selected, a Chat pop-up will appear and you will be able to

communicate directly with an agent at the EVV provider hotline. The screenshot below is an

example of what you will see in EVV.

1. A blue chat button will appear at the bottom right of the screen:

SandaE{g

Q Navigate Modules

&2 Dashboard

o Visit Maintenance

| Reports & Exports

Data Entry

@, Security

Online Manual

Account: 10081 - shorowitz@sandata.com | Enter agency +| ® LoGoutr

Visit Maintenance visit Maintenance /| Manage Visits

Select a Visit

DATE RANGE MM/DDAYYY

02/07/2020 B2  to  02/07/2020 ] Enter Client
CATEGORY PaYeR VISIT STATUS
Select Category v Select Payer Select Visit Stat =

FILTER VISITS BY

All Exceptions

Q SEARCH CLEAR

CREATE CALL

EMPLOYEE

Enter Employee

CLIENT MEDICAID 1D

Enter Client Med

Show advanced filter options «

2. By clicking on the button, a live agent will ask how they may assist you.

Sandala

Q Navigate Modules
E8 Dashboard

o Visit Maintenance
|l Reports & Exports
Data Entry

&, Security

Online Manual

Account: 10091 - shorowitz@sandata.com | Enter agency v | @® LOGOUT

Visit Maintenance visit Maintenance / Manage Visits

Select a Visit
DATE RANGE MM/DDIYYYY
02/11/2020 B to 02/11/2020 =] Enter Client
CATEGORY
Select Category ¥ Select Payer Select Visit Statu =
All Exceptions.

Q SEARCH CLEAR

CREATE CALL

Chat with us A=

£ Ed N @
Customer Support = ¥

B Hi, can you help me demonstrate:
Chat?

Chat started
Customer Care
Thank you for your message,
please wait a moment while
our agent reads over your
question

Ed joined the chat
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3. After the chat ends, the user will have the option to rate their experience.

Chat with us 2=
6 Customer Care
- Chat with Sandata

Ok. Use this link in your
browser to access SAM:

' hittps://us.sandata.com/your
[

agency id

Perfect Ed. Thanks for your help
i today. | am all set. Have a great
evening!

Ed
f’ You too!

Ed left the chat

Rate this chat

B @

Quick Reference Guides for EVV

Each month, we will include a Quick Reference Guide for steps in EVV, such as, Creating a Client,
Creating a User, Clearing an Exception and Adding a Manual Call. You can find these Quick
Reference Guides on the EVV webpage under the Provider tab. This month’s Quick Reference

Guide explains what to do when the visit has a Missing Call.

4
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Missing Call: a visit must have both a call in and call out for the visit to be verified.

Step 1:

* Click the Visit S 3
Maintenance on £ Visit Maintenance
the navigation
panel

Visit Malntenance visit Maintenance Manage Visits

Step 2: Select a Visit

° C h a nge t h e Date DATE RANGE MDD CLIENT ERPLOYEE
1273142019 | to | 123172019 ] Enter Client Enter Employee
Range to match - _ _
CATEGORY PRYER VISIT STATUS CLIENT MEDICAD 11
t h e d ate Of t h e Select Category v Select Payer M Select Visit Status v Enter Client Medicai
Vv i S i t FILTER ISITS BY
All Exceptions M Show advanced filter options =

e C(lick Search
oo D

Step 3:
e Locate the
incomplete O o |

visit. Click on e
the exception

indicator to view
the Call Log tab.

Add Manual Call

Step 4:
CALL DATE * MM/DD/YYYY CALL TIME * HH:MM AM/PM SERVICE TIME ZONE
e Enter the Call
MM/DD/YYYY i 12:25 PM Select Service v US/Eastern v
Date and the Call

Time REASON CODE * RESOLUTION CODE REASON NOTE
.

Select Reason Coc Select Resolution | ¥ Reason Note

Step 5:
e Select Reason REASCIN CODE ¥ RESOLUTION CODE REASON NOTE
Code and
. Select Reason Code * Select Resolution C * Reason MNote
Resolution Code,

then click Save.

If you have questions or comments about this newsletter, please contact: EVV@medicaid.ohio.gov
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