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Our Webinar Will 
Begin

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

• Your camera and mics are turned off.

• Q&A at the end. Please submit your questions in 
the Q&A box.

• This webinar is Closed Caption enabled. 

• Please proceed by selecting the Closed Caption 
option at the bottom of your screen to enable 
feature. 

Accessibility Options
Enabling Closed Caption
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Ashley Cho

Meet the Presenter

• Role: Senior Training Specialist

• Tenure at HHAeXchange: 4 Years

• Areas of Expertise: Billing, Revenue Cycle
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What This Training Covers:
This session provides an end-to-end walkthrough of the Visit Maintenance feature 
and workflows in HHAeXchange that support accurate EVV and smooth daily operations, 
including:

• Visit maintenance

• Resolving common EVV exceptions

Who Should Attend? 
• Agency staff who manage caregiver visits in HHAeXchange, such as coordinators and 

admins.

Visit Maintenance

5
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Poll: Payer Sponsored Provider

Have you completed the following?
• Logged into the HHAeXchange+ mobile app

• Confirmed caregivers are successfully 
clocking in and out using an approved EVV 
method

A. Yes

B. No

IL DRS & DoA EVV Operations 

Setup: EVV & Visit Capture

Recording of webinar

Scan the QR Code above with 
your phone

https://vimeo.com/1166445549/2fe697167f


Objectives of Today’s 
Training

You will be able to:

• Navigate the Visit Maintenance 
interface, including key tabs and tools

• Identify completed visits versus visits 
with exceptions

• Resolve common EVV and visit 
exceptions
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Agenda 

Visit Verification

EVV Overview

Visit Maintenance

Key Takeaways

Support Resources

Questions

Visit Maintenance Overview



Knowledge Checks
You’ll see these throughout the presentation!

What’s the name of the presenter of this webinar? 

A. Teavy

B. Ashley

C. Shanieka

D. George
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EVV Overview
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6 Elements of a Cures Compliant Visit

The 21st Century 
Cures Act 

requires that the 
EVV system 

verifies this visit 
information.

Who Who What Where When When
Patient Caregiver Type of 

Service

Location 

of Service

Date of 

Service

Time of 

Service

Note: Any adjustments made to a visit is considered non-compliant.



CONTRACT / PAYER
– FFS

– HHS

– MCO

– State

– Plan

PATIENT / MEMBER
– CDS Employer

– Consumer

– Recipient

– Client

– Participant

– Beneficiary

CAREGIVER

– Aide

– Homecare Aid

– Homecare Worker

– Worker

– Direct Care Worker

– Service Provider

– Attendant

– CDS Employee

AGENCY / PROVIDER
– FMSA

– Vendor

– Program Provider

COORDINATOR
– Care Coordinator

– Case Coordinator

– Service Coordinator

– Care Types

UNITY NUMBER

– EMPI

– Master Patient 

Number

– Shared Patient 

Number

SECONDARY IDENTIFIER
– MPI

– Promise Code

HHAeXchange Standard 
System Terminology Corresponding Terminology

©2026 HHAeXchange
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Visit Maintenance Overview

15

• Visit Maintenance centralizes all visit activity, so agencies do not 

need to chase issues across multiple screens. It provides visibility into 

visit status, EVV linkage, and exceptions in one place. 

What is it?

• Visit Maintenance let's us: 

• Review completed visits. 

• Resolve EVV and Prebilling exceptions. 

• Link EVV to visits seamlessly. 

• View visit authorizations and details.

Why does it matter?
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Access Visit 

Maintenance

Step 1 Step 2

Apply Search 

Filters
Review & 

Identify Action

Step 3

Visit Maintenance: Visit Search Workflow

Navigate to Visit 
tab > Select Visit 

Maintenance.

Confirm you are in 

the correct office 
(if applicable).

Click Search to 

generate results. 

Review visit 

statuses and 

exceptions. 

Identify visits that 

require follow-up 
or correction.

Select the Visits tab. 

Set filters as needed 

(Office, Date Range, 

Visit Status, Visit 

Exceptions, EVV 

Type)

[Optionally, Filter by 

specific Member or 

Caregiver.)

 Note: The Visit tab allows you to search and filter visits by exception 

and EVV type to quickly identify visits needing attention.



© 2026 HHAeXchange 

Visit Maintenance: Visit Search

17

1. Navigate to the Visit tab > Select Visit 
Maintenance from the dropdown.

2. Select Visits > Set search filters as needed

3. Select Search to view results

(The Visit tab allows you to search and filter 
visits based on exceptions and EVV type.)

How to complete a Visit Search

Filters Include Actions Include

• Scheduled visits

• In progress visits

• Visits missing 

clock ins 

• Completed visits 

• Incomplete visits

• Review Visit details

• Review Patient 

details

• Review Caregiver 

details

• Delete Visits
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Visit Maintenance
Visit Search



Knowledge Check - Navigation

Where do you navigate in the portal to review and manage caregiver 
visits? 

A. Reports > EVV Compliance 

B. Admin > Agency Profile 

C. Visit > Visit Maintenance 

D. Billing > Claims Management 

19
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Locate the 

Scheduled 

Visit

Step 1 Step 2

Review 

Suggested EVV 

Times

Link & Save

Step 3

Visit Maintenance: Linking EVV (No Schedule Opening) Workflow

Navigate to 

Scheduled Visits.
Find the visit with a 

No Schedule 
Opening exception.

Hover over the 

Suggested EVV 
Confirmation icon.

Click Link/Edit to 

connect the EVV 

to the visit.

Click Save to 

complete the 

update.

Review the 

suggested times 

listed in the 

Visit Time column. 

Confirm the times 

match the 

caregiver's actual 

visit.

 Note: EVV linking will NOT place you out of compliance.
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DEMO 
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Locate the 

Scheduled 

Visit

Step 1 Step 2

Review 

Suggested EVV 

Times

Link & Save

Step 3

Visit Maintenance: Linking EVV (No Schedule On Calendar) Workflow

Go to Scheduled 
Visits. Find the visit 

with No Schedule 
On Calendar 

exception.

Hover over 

Suggested EVV 
Confirmation icon.

Click Link/Edit to

manually connect 

the EVV to the 

visit.

Click Save to 

complete the 
update.

Review the 

suggested times 

listed in the 

Visit Time column. 

Confirm the times 

match the 

caregiver's actual 

visit.

 Note: Linking EVV ensures the visit is validated 

and exception-free



© 2026 HHAeXchange 

Visit Maintenance
Call Linking



Knowledge Check- "No Schedule Opening"

You see a visit with a Suggested EVV Confirmation icon due to a “No 
Schedule Opening” exception. What should you do?

A. Review the suggested EVV times and click Link/Edit to connect the 
EVV to the correct visit

B. Delete the scheduled visit and recreate it

C. Ignore the alert — it will resolve automatically overnight

D. Submit the visit for billing immediately
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Access EVV 

Attempts

Step 1 Step 2

Review & 

Select Reject

Confirm 

Rejection

Step 3

Rejecting EVV Attempts Workflow

Navigate to the 

EVV Attempts tab.

Identify the EVV 

record that cannot 

be corrected or 

linked. 

Click the Ellipses 
(...) next to the 

attempt.

Click Reject to 

proceed.

Click Save to 

update the record.

The EVV attempt 

will now be marked 

as Rejected.

Choose Reject 
EVV from the 

menu.

Review the EVV 

details to confirm 

the record is 

invalid.

 Note: Rejecting invalid EVV attempts maintains 

accurate records and prevents clutter.
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EVV Attempts
Rejecting EVV Attempts



Knowledge Check- EVV Attempt

When should you reject an EVV attempt?

A. When the caregiver clocked in on time

B. When the visit is already marked complete

C. When you want to manually adjust payroll 

D. When the EVV record is invalid and cannot be corrected or linked to a 
visit 
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Access Visit 

Maintenance

Step 1 Step 2

Apply Search 

Criteria

Review & 

Address Visits

Step 3

Visit Verification: Scheduled Visits Workflow

Navigate to the 

Visit menu.

Select Visit 
Maintenance.

Choose the Visits 
tab.

Review scheduled 

visit details. 

Confirm visit 

information and 

clock in/out 

activity. Address 

any visits that 

require follow-up.

Select Office, Date 
Range, Visit Status, 
& Visit Exceptions.

(Optionally, filter by 

specific Member 
and Caregiver.

 Note: Visit Verification allows you to confirm visit 

details and proactively resolve exceptions.
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Access Visit

Maintenance

Step 1 Step 2

Apply Search 

Filters

Review Settings

Step 3

Visit Verification: Unscheduled Visits Workflow

Navigate to 

the Visit menu.

Select Visit 
Maintenance.

Choose 

the Unscheduled S
ervices tab.

Review 

unscheduled visit 

details. 

Identify Auto-

Create exceptions. 

Address visits that 

require follow-up or 

correction.

Select Office, Date 
Range, Visit 

Status, & Auto-
Create Exceptions.
(Optionally, filter 

by specific Member
and Caregiver.

 Note: Monitoring Unscheduled Services helps prevent 

missed visits and ensures accurate visit creation.
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Unscheduled 
Services Demo

36
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Key Takeaways



© 2026 HHAeXchange 

Key Takeaways

• Visit Maintenance brings visit management tasks in one place. 

• Quickly link EVV to scheduled visits to ensure all visits are accounted 
for.

• Manually confirm visits when EVV is missing or invalid.

• Create visits from unscheduled EVV to avoid lost visit records

38
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State Info Hub
Provider Information Center

• To ensure you stay up to date on all the 
information for this project, please visit 
our State Info Hub

• The State Info Hub will be your primary 
source of information throughout this 
implementation

https://www.hhaexchange.com/info-
hub/illinois-doa-drs

40

https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
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Provider Resources: HHAeXchange Provider Knowledge Bases

41

Provider Knowledge 
Base
https://knowledge.hhaexchange.com/

enterprise/Content/Home/Home-

N.htm

Caregiver Knowledge 
Base
https://knowledge.hhaexchange.com

/caregiver/Content/Home/Home-

CG.htm

Third-Party EVV 
Integration (EDI) 
Knowledge Base
https://knowledge.hhaexchange.co

m/edi/Content/Home/Home-

C.htm

https://knowledge.hhaexchange.com/enterprise/Content/Home/Home-N.htm
https://knowledge.hhaexchange.com/enterprise/Content/Home/Home-N.htm
https://knowledge.hhaexchange.com/enterprise/Content/Home/Home-N.htm
https://knowledge.hhaexchange.com/enterprise/Content/Home/Home-N.htm
https://knowledge.hhaexchange.com/caregiver/Content/Home/Home-CG.htm
https://knowledge.hhaexchange.com/caregiver/Content/Home/Home-CG.htm
https://knowledge.hhaexchange.com/caregiver/Content/Home/Home-CG.htm
https://knowledge.hhaexchange.com/caregiver/Content/Home/Home-CG.htm
https://knowledge.hhaexchange.com/edi/Content/Home/Home-C.htm
https://knowledge.hhaexchange.com/edi/Content/Home/Home-C.htm
https://knowledge.hhaexchange.com/edi/Content/Home/Home-C.htm
https://knowledge.hhaexchange.com/edi/Content/Home/Home-C.htm
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Additional Resources

42

DHS’ Division of Rehabilitation Services (DRS): 

DHS.EVV@illinois.gov, DRS EVV Website

Department on Aging (DOA): 

Aging.EVV.Support@illinois.gov 

HHAeXchange Illinois EVV Helpline: 

(833) 961-7429

Need to reach out for assistance? Here are some additional resources:

HHAeXchange Client Support Portal and Email:

Client Support Portal or ILsupport@hhaexchange.com

mailto:DHS.EVV@illinois.gov
https://www.dhs.state.il.us/page.aspx?item=67203
mailto:Aging.EVV.Support@illinois.gov
https://www.hhaexchange.com/supportrequest
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• Visit Maintenance Feature

• Visit Maintenance Landing Page

• Visit Maintenance How-To Videos

• Edit GPS Coordinates

Customer Portal:

• Customer Portal

Resources

43

https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Visit/Visit-N-Visit-Maintenance-S.htm?Highlight=Visit%20maintenance
https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Visit/Visit-N-Visit-Maintenance-S.htm?Highlight=Visit%20maintenance
https://info.hhaexchange.com/resource-center-hhaexchange-visit-maintenance?hs_preview=BuMhqQvC-184894133137
https://info.hhaexchange.com/resource-center-hhaexchange-visit-maintenance?hs_preview=BuMhqQvC-184894133137
https://knowledge.hhaexchange.com/enterprise/Content/Training/Visit-T.htm
https://knowledge.hhaexchange.com/enterprise/Content/Training/Visit-T.htm
https://knowledge.hhaexchange.com/enterprise/Content/Training/Visit-T.htm
https://knowledge.hhaexchange.com/enterprise/Content/Training/Visit-T.htm
https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Visit/Visit-N-Call-Dashboard-P.htm
https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Visit/Visit-N-Call-Dashboard-P.htm
https://vimeo.com/1049697272
https://vimeo.com/1049697272
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Next steps
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Continue daily monitoring of Visit 
Maintenance exceptions

Next Steps

45

Begin tracking caregiver compliance trends

Attend the Phase 5: Compliance 
Monitoring webinar

IL DRS & DoA EVV Operations 

Setup: Compliance Monitoring

Webinar Registration - Zoom

Register Here

Tuesday, March 24 @ 2:00 PM 
ET

https://hhaexchange.zoom.us/webinar/register/WN_VKlutkykQKOUe7DYmIbckQ?ampDeviceId=7038f386-bc8d-4536-ba3b-2d82e2b850b0&ampSessionId=1771531755939&_ics=1771531764279&irclickid=~42841RUX20SNOJINQRIPGxyAswlmf93802ZXYNOJHzsolc72SPMD&_gl=1*1iceck3*_gcl_au*MTQxNjU2MzcwNC4xNzcxMjQ4MTQ1LjE0NzUxMTY4MDUuMTc3MTQyMDE3Ni4xNzcxNDIwMTc2*_ga*MTcxMjY2NDYyOC4xNzcxMjQ4MTQ3*_ga_L8TBF28DDX*czE3NzE1MzE3NjQkbzE2JGcwJHQxNzcxNTMxNzY0JGo2MCRsMCRoMA..#/registration
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Questions?

Illinois DOA & DRS State 

Info Hub



Please provide us your feedback 

after exiting the webinar.
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