AN

CAREBRIDGE

TRAINING GUIDE

CAREBRIDGE PROVIDER PORTAL
ELECTRONIC VISIT VERIFICATION (EVV)

LAST EDITED: APRIL 07, 2022 STATE OF ARKANSAS



CareBridge Provider Portal Training Guide

INTRODUGCTION......cuurrreeeitieirerrrnnereeeeeesesssnnsneeessessessssnnssnesassssssssssansasssssssssssnnnnsessses 4

m WHAT IS ELECTRONIC VISIT VERIFICATION (EVV)2..cciiiiiiieeiieeeeiee e 4
WHAT IS CAREBRIDGE?Z .....oiiiiiieeeeee ettt ettt n 4

h SOLUTION OVERVIEW AND SETUP .....cccoiiiiiiiireteeeeeeeccsrinnereeeeeesesssnnesesesssssssssnnnnnees 4
OVERVIEW ettt ettt e bt e e et e e e s nsaeee s 4

Z CAREBRIDGE PROVIDER PORTAL ...ctttie ittt ettt e e iaaae s 5
L OGN e e e e e e e e e et r e e e e e e e aaraaeaeeaeaannns 5

m NOVIGATON L.t S
h CAREBRIDGE MOBILE APPLICATION .....oiiiiiiiiieeiiee ettt 6
DOWNIOOA ittt e ettt e e e e e e st eeeeeeesnasbaeeeeseennnns 6

Z (o || o TR 6
EMPLOYEES ...ttt e e et e e et e e e e e e e staa e e ennaaeeeennneas 6

VIEW EMIPIOYEES oo 7

O View EMpPloyee DetQilS....cccuiiiieciiieiecieeeecee et 8
Create NEW EMPIOYEE ... 9

Modify Employee DEtQls ........uuvviiieieeeeee e 9

O Assign Employees to Offices and/or GroupsS ......ccccuvveveeeeeeecciiieeeee e, 10
EMPIOYEES REPOITS vttt 11

MEMBERS ... e et e et esabaee e 12

m VIEW MEMIDETS ...ttt e e e e 12
View MembBer DETQIIS ....ccoviiiiiiiie e 13

Create or Modify Member Care PlONS.......ccccveveeiiieeecciiee e 14

Edit Appointment Information in BulK............eeviiiiiiciiiiieeeeeeeieeeeeees 15

AUTHORIZATIONS oottt e et e e et e e e st e e s saaeeeeennaeeessnnaeaeeennnes 17

VieW AUTNOTZATIONS ... e 18

m Acknowledge Receipt of an Authorization........cccceveeeecieeeccieeeeie, 18
I Assign Employee to an Authorization........c..eeeeeeeeccciiiecceeeeceeeee e, 19
AUThONZOTON DETQIIS....viiiiiiiieecee et e 19

m Scheduling Appointments in the Provider Portal..........ccceeeiviieeeenns 21
ViIiEW APPOINTMENTS L. 24

APPOINTMENT DETQAIIS ..o 25

APPOINTMENTS REP OIS .eiiiiiiie et 26

Confidential and Proprietary 2 Last Updated: 04/07/2022



CareBridge

72
e
Z
LL]
—
<
O
O
Bl
O
—
o0
<
-

Confidential and Proprietary

Provider Portal Training Guide

MOBILE APPLICATION CHECK-IN & CHECK-OUT......ccoviiiiieeiieeeeveee e, 27
SCREAUIE ... 27

(@ g Y=o 1 o TSR UPRRR 27
CANE PlON e e e e e e e e e e e e e 29

(Ol aT= Yo IO LU | SRR 30
Interactive Voice Response (IVR) .o 31

7 R LI TP RURUPPPPPSRRN 32
VIEW VSIS et et e e e e e eeae e e e e e e e eaaes 32

VISIT DETAIIS 1ttt e e e e e e e aae e e e e e e e 33
EXPORT MEMBER CARE PLAN ACTIVITIES ....uvviiiiieeeeeee e, 34
MONUGT ENTTY oo 34
VSIS REIDOITS e 38
BILLING ...ttt ettt e e e e e e e e e e st a e e e e e e e ennnsaaaeaaeeennnnsanes 39
VIEW Billed VISITS et e 39
ClAIMS HISTOTY i e e 40
EXPOIT fOr BilliNG et 4]
BilliNG REPOIS ..ttt et e e e e e e e e e e aes 43
COMMUNICATIONS ...t eeeeeeeeeeeeeeeeeeee e e e e e eeeseeeeseessesssesssessssssasesanns 44
DISCUSSIONS <.t e et e e e et e e e e eeanraeas 44
DiscussioNs NOVIQATION c.cceeeiiiiiiiee et 44
NEW DISCUSSION ...ttt e e e e e e e e e e e e e e aaaaaeeas 45
Discussion Item DetQilS......ccuuviiiiiieeceee e 46
DASHBOARD & REPORTING ........coootiieieeeieerteerteeteeeeeeeeeeeeeeeseeessessssssssssessssssssssssssssens 47
Do 1 o] eTeTo] (o H USSR 47

R IDOITS et —————— 48
SETTINGS ..eeeeeeeeeeeeeeeeereeeeeereeeeeeeeeee et e ee e e e e e e eeeeeeeeeeeeeeeseeeeeeseseeeseseeeseeeeesseesseaesesanaans 50
OFfICES ittt e e e e e e e e et e e e e e e neaaes 50

(€ (0 1] &S PRRRR 51
DOCUMIENTS e e e e e e e e e e e e e e e e e e e e e e e s e e s s essssnsnnnnnnnnnes 51
ROT S et e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e nnnnrannra——a 52
11T g PSSRSO UUPPR 53
VBN ettt ettt 54
ROLE DEFINITIONS .......ooriiiteieitteeieeectteeceeessseesssneesssseesssesssssesssssesssssessssnessnsesssnees 55
3 Last Updated: 04/07/2022



CareBridge Provider Portal Training Guide

INTRODUCTION

OVERVIEW . .
If you have questions, our team is

This Training Guide is intended to help the user always here to help. Just email:

understand how to best utilize the CareBridge Solution

as a part of the day-to-day services that are provided. or call Us at (844) 922-2584

If at any point there are questions, our team is here to
help: arevv@carebridgehealth.com or 1 (844) 922-2584.

WHAT IS ELECTRONIC VISIT VERIFICATION (EVV)?

EVV is the use of technology to record the time and location of caregivers/Direct Service Workers
(DSWs) during appointment Check-In and Check-Out. This method of verification has proven

to provide an accurate accounting of caregiver’'s/DSW's tfime while minimizing or eliminating
inappropriate claims.

EVV affects Providers, caregivers, attendants, and homemakers that deliver personal care, attendant
care, and homemaker services (in 15-minute increments or daily) to Medicaid beneficiaries. This
change is required by a federal rule called the 21st Century Cures Act.

The 21st Century Cures Act requires that EVV systems must collect and verify the following 7 item:s:

* Type of service performed e Location of the service
* Beneficiary receiving the service * Time the service begins
» Caregiver providing the service * Time the service ends

e Date of the service

WHAT IS CAREBRIDGE?

CareBridge is a company formed to improve processes that enable the care for people (members)
who receive Long-Term Services and Supports (LTSS). We offer LTSS solutions including an Electronic
Visit Verification Solution that can be utilized via a mobile phone, tablet, landline, and web-based
portal to record service delivery and facilitate day-to-day management of members’ appointments.
CareBridge also supports a wide array of EVV aggregation solutions, allowing Provider Agencies to
keep their current EVV solution while still sending required data back to the health plan or state.

SOLUTION OVERVIEW AND SETUP

OVERVIEW

The following will provide an overview of the basic features and functions of the CareBridge Solution
and help Agency Employees - who will be Provider Portal users at an administrative level - learn how
to set-up CareBridge’s Solution to enable delivery of services by caregivers - using the CareBridge
mobile application - for members.

Confidential and Proprietary 4 Last Updated: 04/07/2022
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CAREBRIDGE PROVIDER PORTAL

There are two components of the CareBridge Solution that will be utilized
by Agency Employees and caregivers: the CareBridge Provider Portal and
the CareBridge Mobile Application. First, the CareBridge Provider Portal,

is a web-based workflow tool that enables Agency Employees to view
authorizations, schedule appointments, bill for completed visits, and view
dashboards to ensure operational excellence.

LOGIN
1. Navigate to https://ar.carebridgehealth.com/

2. Enter username and password, select LOGIN (Figure 1).

3. New users can use the Sign Up! link to create a password and access
the Provider Portal. (Note: The Agency Admin user will need to
create the username for new users. See ‘Employees’ section for more
information.)

NAVIGATION

The following pages are available from the left navigation pane (Figure 2).
Each of these pages will be discussed in more detail in later sections of this
Training Guide.

J Dashboard: Allows Agency Employees to view key graphs and
metrics related to operational efficiency.

. Discussions: Enables communication within the Agency as well as
between the Agency and Payers (PASSE).

. Avuthorizations: Displays authorizations allowing Agency Employees to
acknowledge, assign, and schedule appointments.

J Appointments: Displays upcoming scheduled appointments allowing
Agency Employees to view early, late, and missed appointments.

. Visits: Allows Agency Employees to view completed visits, pre-claim
checks, and to request claims.

. Billing: Enables Agency Employees to manage end-to-end billing
workflows.

. Members: Displays Members and associated information.

J Employees: Enables Agency Administrators to manage their
workforce by creating and modifying users.

. Settings: Allows Agency Employees to configure certain aspects of
the CareBridge Solution.

Confidential and Proprietary 5
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Figure 1. Login Page

AR

CAREBRIDGE

Sign In

Username

Password

Provider ID

LOGIN

Forgot your password?

New to CareBridge? Sign Up!

Figure 2. Left Navigation

G Appointments

o Visits

T Billing

@ Members

[
—_— Employees

a Settings
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CAREBRIDGE MOBILE APPLICATION

The second component of the CareBridge Solution is
the CareBridge Mobile Application. The mobile app is
available on iPhone and Android devices and can be
used by Caregivers to manage their schedule, Check-
In, Check-Out, and complete visit documentation.

DOWNLOAD

The CareBridge Mobile Application is available for
download on the iOS App Store and the Android
Google Play Store (Figure 3).

LOGIN

Once the application is downloaded onto the device,
the user can open it and view the login screen. The
user will be prompted for a Provider ID, Username,
Password, and Birth date if it is not already in their

Employee Details. Once logged in, today’s Appointment Schedule is displayed - if the caregiver has

Provider Portal Training Guide

Figure 3. Download Application

10:06 7

& Search

CareBridge
(DA, Carebridge
CAREBRIDGE
GET

3.8 17+ 0 @
o vk e e Y Old Medical Carebris E

Everyone ©

What's New

Jersion 117.2

Version History

Allows for updating care plan comments.

Preview

Orion Dare.

Mae Torphy

scheduled appointments. Please see the Check-In & Check-Out section for additional information

about how to utilize the mobile application in EVV workflows.

EMPLOYEES

The Employees page in the CareBridge Provider Portal (Figure 4) allows Agency Administrators to

view, modify, and create new employee records.

Figure 4. Employees page

jjm EMPLOYEES

[ H -
H shhoard

PFRSONAL FITER PAYROL COMPLIANCF SCORF

B Dbiscussions
FILTERS
E Autharizations
Employee -

%) Appointments
o Visits H EMPLOYEE USERNAME EMAIL PHONE ROLE
-
1T Biliing O wordibin Employee
G MEmbeT [] caregiveriazn & Froplayes
*e
A%  Employcca O tonarm Eplojee
Q Settings [ shemy che Admin

[0 carcbridge Ar Employee

[0 varcbridge Ar Employce

[ wanda Frployes
[ shely b Adrin
[ Andres. g cles R msm Admin
O aretha cbd Admin

# IMPORT | | § FXPORTTOFILE

FMPLOVET
TYPE

Hello, Gwyneth! e
CAREBRIDGE TRAINING (2915 - GST  CB) #

v + CREATE EMPLOVEE (5]

STATUS OFFICE(S) GROUP(S) LAST LOGIN

Active

Active.

Active

Active

Active

Active

Active

Active

Aclive

Active
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VIEW EMPLOYEES

Navigate to the Employees page to see a tabular view of all employees that are currently listed in
the Provider Portal. This table can be filtered and sorted with several parameters by selecting the

expand arrow in the FILTERS component (Figure 5) or the Sort by drop-down menu at the top left of

the table (Figure 6).
( 9 ) Figure 5. Employee FILTERS

Hello, Gwyneth!
BRI DEEES CARCDRIDCE TRAINING {2915 - CST-CD) o e
PERSONAL FILTER PAYROLL COMPLIANCE SCORE
FILTERS
Employee Name, ID), or Username: Email Phone Number Role:
First/L ast name, ID, Usermame Q john@email com Q, BEE-#az-2gsw Q Select. A
Employee Type Status Figure 6. Sort By  orice Group
Selact - Select Select - Select. -
drop-down menu
Pre-Dilling Check(s)
select - Sort by -
[Employes N
') RESET FILTERS .SAVEFIUTH;
Employee
Saved Filters
4] [ estectacored itter.. - Email ASSIGNTO ~ @
Phone
Role
Status
Last Login

Filters that are chosen by the user to find data may also be saved for future searches. To do this, click
the SAVE FILTERS button at the bottom of the FILTERS area. (Figure 7) When the Save Filters dialog
opens, the user is asked to name their custom filter for future reference. (Figure 8)

Figure 7. SAVE FILTERS button

FILTERS ~
Employee Name, ID, or Usemame. Email Phone Numbe: Role:
First/Last name, ID, Username Q john@email.com F’-gure 8 SAVE F”.TERS lelOg bOX Admin % -
Employee Type: Status: L

S ¥] [oes Save Filters X %

Pre-Billing Check(s):

i i Enter a name for your filter using the field below. This
- saved filter will only be available in the Employees page.
Sorl by _ Saved Filters Filter Name E' &
s — Back Office Adminsg|
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Once it's saved, the user can select their customized filter anytime from the Saved Filters drop down
menu located to the right of the Sort by menu. (Figures 9 & 10)

Figure 9. Employees page Saved Filters drop-down menu

- - Hello, Gwyneth!
m EMPLOYEES CAREBRIDGE TRAINING (2015-CST-CE) / e
B Dashboard ; H . H
=i PERSONALALTER PAYROLL  COMPLIANGE SCORE Figure 10. Saved Filter results: Back Office Admins
Discussions Sort by Saved Fllters
B FILTERS ! v
Employee v | | 4 | Back Office Admin v
E Authorizations
siort by
(3 sopointments [ EMPLOYEE USERNAME EMAILL PHONE ROLE o STATUS
Back Uffice Adming n}
Q Hibns 0 msetonee e T Frione [ Gwyneth Mceuen gmeeuen gwynethmceuen@e.. 6155459969 Admin BackOffice  Active

Saved filters are specific to
the user that created them
and the page(s) they were Delete Filter X
created on. Users can update

Figure 11. Delete Saved Filter

FILTERS Are you sure you wish to delete this saved filter? This
Qﬂd dele‘l‘e ‘I'he”’ ﬁH’erS as action cannot be undone and you will have to create a new
Sort by Saved Filters saved filter if you proceed.

necessary. To update, the rroplyee 1[4 ] [ packommeeadmina <08
user must actually save a new

filter. To delete a filter, the user
must select it and click on the
trash canicon in the Saved
Filters list. (Figure 11)

Filter Name
Back Office Adming
(] EMPLOYEE USERNAME Back Office Admins

VIEW EMPLOYEE DETAILS

To view more details about an Employee, select the menu icon (three dots) (Figure 12) on the right
side of the row for the Employee and select Employee Details.

Figure 12. Employees page Menu Icon (three dots)

Sort by
Sort by - ASSIBNTO ~ + CREATE EMPLOYEE

[J EMPLOYEE USERNAME EMAIL PHONE ROLE STATUS OFFICE LAST LOGIN
[J Adam Super Admin Active

Employee Details
O alan B & | | B s | Super Admin Active 04/30/2020,09:31 pm

From the Employee Details screen, users can view employee demographic info, a CALENDAR view of
the employee’s schedule, upcoming APPOINTMENTS (if any), and completed VISITS (Figure 13).

Figure 13. Employee Details screen

Active ‘ CALENDAR APPOINTMENTS VISITS

Adam Sllaad= /

TODAY < > 6-1Z FEBRUARY 2022 WEEK ¥
Hide Cancelled

Sun Mon Tue Ved Thu Fi sat

6 7 8 9 10 (il 12

Username

Date of Birth

YYYY-MM-DD

email (optional)
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CREATE NEW EMPLOYEE

As an Agency Administrator, to create new employees (Agency Employees or caregivers), select the
+ CREATE EMPLOYEE button at the top of the Employees table (Figure 14):

Figure 14. + CREATE EMPLOYEE button

PFRSONAL FILTER PAYROLI COMPLIANCF SCORF

FILTERS v
Sort by —
Sort by - ASSIGNTO « | -+ CREATE EMPLOYEE

[J empLovEE USCRNAME EMAIL PHONE ROLE STATUS OFFICE LAST LOGIN

O adam = = Super Admin Active

To create employees in bulk, click the IMPORT button at the bottom left of
Figure 15. Employee . .
page IMPORT buton the Employees page (Figure 15), download the Excel template, fill it out, then
upload it by clicking the IMPORT button again.

¥ IMPORT Please Note: If the information you enter in the spreadsheet template is
J inaccurate, you will have to update the profiles in the system and cannot
simply re-import.

MODIFY EMPLOYEE DETAILS

To modify Employee Details, select the pencil icon next to the employee’s name (Figure 16). The
Employee Details fields will become editable. Select the SAVE button at the bottom to save changes.
Figure 16. Employee Details screen and SAVE butfon

AdamEELLEE < > 10-16 MAY 2020

Wed Thu Fri

10 11 12 13 14 15 16

_Jl o 6:00 AM s

In addition to demographic information, the following are critical in setting up the Employee’s profile:

* Username: This username will need to be communicated to the new employee for them to sign
up for the Provider Portal or Mobile Application. This is a required field.

e Email: If the user would like to receive future communications via email a valid email address
will need to be entered.

* License Number: For claims fo be submitted without error, the caregiver’s Certified Home
Health Aide (CHHA) number should be entered into this field.

Confidential and Proprietary 9 Last Updated: 04/07/2022
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* MFA Phone Number: If the user would like to receive a text message with the multi-factor
authentication codes for sign up and sign into their mobile phone, this field will need to be
completed. (Text messaging or data rates apply.)

* Worker Rate: Worker Rate is used to accurately calculate payroll reports.

* Interactive Voice Response (IVR) PIN: If the employee would like to utilize IVR (For more
information on IVR, see the Check-in & Check-out section,) an IVR PIN will need to be entered.

* Role: Used to differentiate one type of employee from another. The Provider Portal user roles are
as follows:

— Admin: Has no access restrictions to view or act in the CareBridge Solution.
— Admin - Office: Has access to view/do all things for the offices to which they are assigned
- Employee:
= Cannoft view Payroll or Compliance Score reports
= Cannot view Billing Dashboard
= Cannot complete Manual Entries
= Cannot generate claims
- Employee - Office:
= Can only view member data in the offices to which they are assigned
Cannot view Payroll or Compliance Score reports
Cannoft view Billing Dashboard
= Cannot complete Manual Entries
Cannot generate claims

ASSIGN EMPLOYEES TO OFFICES AND/OR GROUPS

Employees/caregivers and members can be assigned to Offices or Groups to better drive the
scheduling of caregivers to members and to be able to run reports by agency location or employee
type. Select one or more employees/caregivers using the check box to the left of the employee
name, Select the ASSIGN TO button in the top right of the page (Figures 17 and 18) to assign the

selected Employees to an Office or Group. For more information on Offices and Groups, see the

Settings section.
=cHings Figure 17. Employee ASSIGN TO drop-down menu

Sort by

Sort hy - ASSIGNTO v -+ CREATE EMPLOYEE
Offica
B emplvee USERNAME EMAIL PHONE ROLE STATUS OFFICE, Group ST LOGIN

Adam Super Admin Aclive

Figure 18. Assign TO screen

O Alen ™ " Super Admin Active

Assign To X

Main Office -

CANCFL SUBMIT
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EMPLOYEES REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Employees page. It can be used
to filter and sort the Employees page table in a variety of ways to return the subset of employees that
is most useful. In addition to the PERSONAL FILTER, there are two reports that have predefined filters to
help quickly navigate to useful employee data (Figure 19).

Figure 19. Employees page reports

PERSONAL FILTER PAYROLL COMPLIANCE SCORE

FILTERS v

e PAYROLL: This report returns payroll data for a given period for each employee based on
completed visits in that time.

e COMPLIANCE SCORE: This report returns a list of all employees sorted in ascending order by
Compliance Score. Compliance Score is the percentage of EVV visits that are compliant,
(defined as EVV or IVR visits) relative to the total number of visits. Examples of non-compliant

visits are Manual Entries, early visits, late visits, or missed visits.

Figure 20. Employees page
EXPORT TO FILE options

To export any of the data on the Employees page to a PDF, XLS, or CSV file,
select the EXPORT TO FILE button on the bottom of the page (Figure 20).
Upon selecting the file type, the document will begin downloading and will Download as CSV
be available on the Settings page on the left navigation pane under the
DOCUMENTS sub-tab. For more information, see the Seftings section.

® EXPORT TOFILE

Download as XLS

Download as PDF
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MEMBERS

The Members page in the CareBridge Provider Portal allows the designated Agency Employees to
view and edit member information. The Members page (Figure 21) is populated with data from the
Member file, (provided by the State or PASSE) and updates daily with the most recent information.
Figure 21. Members page

Provider Portal Training Guide

Hello, Groyneth! e
TP, | veveess o
S oasliboad
PERSONALFILTER  ACTIVE MEMBERS  UNASSIGNED MEMBERS  COMPLIANCE SCORE
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Sort hy
S . ASSIONTO ~ o
3 appointments —
O v [ wrunrg WEMOTR 1D MrDICAID 10 ADDRTSS PAVER(3) ACTIVE AUTHS sTATUS orrier(s) GROUP(S) | ASTVISIT
- Ginnie - on Bayer N e oo Glfos Mo 121177200
i Biling a y = Ofice ¥
Teentan, Main Office
2% Cmploees
O senw - = €0 Payer Na Inactive Main Office heve dogs - large 08/20/2020
£r serngs
O Al [ — €8 Payer ™ At Main Office 091679020
O siae ] e —_— C Paver Mo Active Main offics nave aoge - large
Jane Home Healtn
" e ves ciive
0O wa Aty A Trenton, Main Offiee
[ xemn = rep—— —— copayer o Insctive M3 offize
(m] = by = j WEECEEE B Parer Ne Inative Main Office
(M g €8 Payer N Rt Main Office
[ perenim . ® Copayer No Acive Main Gfice
[F exwon orne Pommpsrosoe 10+ 10O ¢ 12 3 . 100 3
(@ Suppart
f

VIEW MEMBERS

Once a user navigates to the Members page, they will see a tabular view of all members that are
currently in the Provider Portal. This table can be filtered and sorted with several parameters by
selecting the expand arrow in the FILTERS component atf the top left of the table, or the Sort by drop-
down menu (Figure 22).

Figure 22. Members page FILTERS and Sort by dropdown menu options

Confidential and Proprietary
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PCRSONAL MILTCR ACTIVC MCMBLRS UNASSIGNCD MCMDCRS  COMPLIANCE SCORC
FILTERS o
Member Name or ID. Street Address city: State Zip Code
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Paye | Member Name R Active Auths Group
Select Pays - s Select 16
. Member Name {
Office:
Select Office
Member ID
SAVE FILTERS
Address
Surt by Saved Fillers
MemberNa_.| ~ Select s eaved filf Status oo o i Lod
Last Visit
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VIEW MEMBER DETAILS

To view more details about a Member, select the menu icon (3 dots) on the right side of the
member's row and select Member Details (Figure 23).

Figure 23. Member page Menu Icon (three dots)

Sort by Saved Filters
ASSIGBNTO
Memberba.| = | | 4 - . o4
D MEMBER MEMBER ID MEDICAID ID ADDRESS PAYER(S) ACTIVE AUTHS STATUS OFFICE(S) GROUP(S) LAST VISIT
] Trenton Office, Main
Ginni u e v /17
O cinnie = = € CB Payer No Active ik 121172020
Jane Home Health 1
4 J /27/2021 3
[ Elden CE Paye Yes Active e o 09/27/202 :

From the Member Details screen (Figure 24), you can view member demographic info, a CALENDAR
view of visits, list views of upcoming APPOINTMENTS (if there are any), and completed VISITS, the
member’'s CARE PLAN details, DISCUSSIONS about the member, and their AUTHORIZATIONS.

Figure 24. Member Details screen

CALENDAR APPOINTMENTS VISITS CARE PLAN

Elden iillaliall

Date of Birth S = i T

26 27 28 29 30 1 2

< > SEP26-0CT2 2021 Hide Cancelled = WEEK ~

Payer(s)
CB Payer
Cligibility Dates
03/01/2019 - None (CB Payer)
Primary Address
| | -} = | u
E u
Secondary Address(es
None
Fmail
Guwyneth

9:00 AM - 10:00 AM

pcsia Gwyneth| Petey 1000 AM
10:00 AM - 11:00 AM
Primary Phone Number 1100 AM

Katie 10:51 AM
= (CB Payer)

Secondary Phone Number(s)

None
Status
Active 3:00PM

.................................................................... Gwyneth Gwyneth |

3:00 PM - 4:00 PM 3:00 PM - 4:00 PM

Program
None A [—— _5:00 PM
Medicaid 1D M

151802036445587

FOBID

Office

Main Office x .Jane Home Health Trenton x -

Groups

Discussions ~
(o]

Authorizations ~
&
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CREATE OR MODIFY MEMBER CARE PLANS

From Member Details, an agency employee can create a Care Plan for a member. A Care Plan is

a list of activities to be performed by a caregiver with the member. By selecting the + ADD ACTIVITY
button (Figure 25), the Care Plan Activity model will open, and the ACTIVITY and FREQUENCY can be
selected along with adding COMMENTS, if applicable (Figure 26). These CARE PLAN activities can be
edited at any time by selecting the menu icon (three dots) in the row of the activity and selecting
Edit Activity. Additionally, it is possible to view previous versions of the CARE PLAN by selecting the As-
of drop-down on the top right of the table. You can view the Check-In & Check-Out section for more
information on how the CARE PLAN is presented to caregivers for completion as a part of a visit.

Figure 25. Member Details CARE PLAN screen

CALENDAR APPOINTMENTS VISITS CARE PLAN

Elden =memmm FILTERS Ascfogrizani 1420 | - v

Date of Birth

T S Figure 26. CARE PLAN Activity dialog

Care Plan Activity x

Payer(s)

CB Rayer N1 - Dressing Saper week

Eligibility Dates

Cleaning kitchen 1x per week
- None (CB Payer)

Primary Address Letihutey 2x per week

(CB Payer) Cleaning bathroom 3x per week

Dusting 2x per week Comments
Secondary Address(es)

None + ADD ACTIVITY 1sels ¢ 1)
oere ;N:.

MODIFY MEMBER DETAILS

The Member Details page is populated with data from the Member file (provided by the State or
PASSE) and updates daily with the most recent information. In some instances, it may be necessary to
update a member’s address or phone number to reflect more up-to-date changes than have been
reflected in the Member file. To modify these details, select the pencil icon next to the member’s
name in Member Details (Figure 27).

Figure 27. Member Details pencil icon

CALENDAR APPOINTMENTS VISITS CARE PLAN

N
Elden TODAY < > 612 FEBRUARY 2022 Hide Cancelled | week -

Date of Birth sun Man Tue vied hu Erl sat
6 ¥ 8 9 10 11 12

Payer(s)

CB Payer

Eligibility Dates

03/01/2019 - None (CB Payer)
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Upon selecting the pencil icon, the user will be presented with

a dialog to input the new/corrected address or phone number
(Figure 28). The Address Type drop-down provides a place to record
where the member is staying if not at home -i.e., “Church”, “Family
Member’'s Home" or “Temporary Residence”. Once SAVE is selected,
the address or phone number will be sent to the Payer (PASSE) for
approval. Unfil it is approved, the address or phone number will not
be available to use for the purposes of scheduling an appointment
or completing a visit. The request can be viewed at any point in the
Discussions area of the Communications section.

EDIT APPOINTMENT INFORMATION IN BULK

When in the Member Details dialog, appointment times and
employee (caregiver) assignments can be edited in bulk. Simply
go to the APPOINTMENTS sub-tab and edit groups of appointments

Provider Portal Training Guide

Figure 28. Member Address
Update screen
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by selecting the check boxes on the left end of the appointment rows. Then click on the EDIT

APPOINTMENTS button (Figure 29).
Figure 29. Appointment check boxes and EDIT APPOINTM

ENTS button
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Next, make the Start Time and/or End Time changes, select the appropriate EMPLOYEE (caregiver) if
necessary, and click SUBMIT (Figure 30). On the next screen, double-check your changes and click

GO BACK to make more edits or CONFIRM to save your changes.

Figure 30. Edit Appointments SUBMIT and CONFIRM screens
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ASSIGN MEMBERS TO OFFICES AND/OR GROUPS

Use the check boxes next to member names on the Members page to select them, then select the
ASSIGN TO button at the top right of the table to assign members to Offices or Groups (Figure 31).
(See the Setfings section for more information about Offices and Groups.)

Figure 31. Members page ASSIGN TO drop-down menu

sort by Saved
Member Name - | a]ls

ASSIBNTO ~ + ADD MEMBER @

Office

H MEMBER MEMBER ID MEDICAID ID ADDRESS PAYER(S) ACTIVE AUTHS STATUS OFFICE(S) Groul Group ASTVISIT

Carcbridge Arkansas Medicaid Yes None
& client [ S Arkansas Medicaid Yes Nene

.- L] 8 Arkansas Total Care No None

MEMBER REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Members page. It can be used
to filter and sort the Members page table in a variety of ways to return the subset of members that is
most useful. In addition to the PERSONAL FILTER, there are three reports that have predefined filters to
help quickly navigate to useful member data (Figure 32).

Figure 32. Members page reports

PERSONAL FILTER ACTIVE MEMBERS UNASSIGNED MEMBERS ~ COMPLIANCE SCORE

FILTERS ¥

* ACTIVE MEMBERS: This report returns a list of all active members.

UNASSIGNED MEMBERS: This report returns a list of all members who have not been assigned to
an Office.

e COMPLIANCE SCORE: This report returns a list of all members (ascending order) by Compliance
Score.

Figure 33. EXPORT TO FILE

To export any of the data on the Members Page to a PDF, XLS, or CSV file, drop-down menu options

select the EXPORT TO FILE button on the bottom of the page (Figure 33).
Upon selecting the file type, the document will begin downloading and will % EXPORTTOFILE
be available on the Settings page under the DOCUMENTS sub-tab.

Download as CSV
Download as XLS

Download as PDF
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ELECTRONIC VISIT VERIFICATION (EVV) WORKFLOWS
OVERVIEW

The following will help intfroduce the features and functionality associated with EVV in the CareBridge
Solution and how it can be used as a tool to help easily manage day-to-day workflows.

AUTHORIZATIONS

The Authorizations page in the CareBridge Provider Portal (Figure 34) allows Agency Employees

to view, acknowledge, and manage Authorizations that are available to the Provider. The
Authorizations page is populated with data from the Authorizations file which updates on a recurring
basis with the most recent information.

Figure 34. Authorizations page
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VIEW AUTHORIZATIONS

The Authorizations page contains a tabular view of all authorizations that are currently available in
the Provider Portal. This table can be filtered and sorted with several parameters by selecting the
expand arrow or the word FILTERS at the top of the table (Figure 35) or the Sort by drop-down at the
bottom left of the FILTERS area (Figure 36).

Figure 35. Authorization page FILTERS
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FILTERS G
Search By Name or Member 1D search By Auth# Updated Dates: Start Date:
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End Date Payer Status: Assigned To
StatDate - EndDale [ Select Payer - Select. - Select -

service: Scheduled Utilization: Hilled Utilization. Pre-Billing Check(s):

Figure 36. Authorization page Sort
by drop-down menu options
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ACKNOWLEDGE RECEIPT OF AN AUTHORIZATION

When authorizations are made available to a Provider, they will display on the Authorizations page
with a status of Received. The user will need to acknowledge the authorization by clicking the
Received button and selecting Acknowledge from the drop-down menu (Figure 37). This will update
the status in the table and will be communicated to PASSE for that authorization. If you cannot
accept an authorization, you must contact PASSE directly. You must respond to all authorizations.

Figure 37. Acknowledge authorizations

SCHEDULED BILLED UTILIZATION

MEMAER UPDATED DATE START DATE FND DATF uNITS AUTHE SERVICE MODIFIFRS PAVER STATUS EJpPI OVEE
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ASSIGN EMPLOYEE TO AN AUTHORIZATION

To assign an employee to an authorization, select the drop-down menu and choose the EMPLOYEE
from the list (Figure 38). This will update the assignment in the table.

Figure 38. Assign Employee drop-down menu

Cathe Fideler 06/27/2020 0171572020 2163 seeasesneessiz  s52S a o 0 Payer ( ~ receed )
SCHEDULE APPOINTMENTS (OPTIONAL) S
When viewing an authorization on the Authorizations page, a user can navigate
directly to the appointment scheduling workflow. By selecting the calendar icon S
on the Authorizations page (Figure 39), they can view the Appointment Scheduling i
dialog. If the calendar icon is not available, but the authorization is active,

remember to check the member’s eligibility. For more information about scheduling
appointments, refer to the Appointments section.

Figure 39. Schedule appointments from the Authorizations page

SCHEDULED BILLED UTILIZATION
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AUTHORIZATION DETAILS

To view more details about an authorization, select the menu icon (3 dots) on the right end of the
authorization’s row (Figure 40) and select Authorization Details.

Figure 40. Authorizations menu icon (3 dots)

SCHEDULED RILLED UTILIZATION
MEMBER UPDATED DATE START DATE END DATE UNITS AUTH # SERVICE MODIFIERS Pl iy A PAYER STATUS EMPLOYEE

Kenna

09/15/2021 02/22/2020 1808 55125 o o ©B Payer

Menry 09372021 0371572020 00672021 1500 59130 ] u B Payer o Acknowledged ) Kay-ugg Member Details

From the Authorization Details screen (Figure 41), the user can view Start/End Dates, Service Codes,
Modifiers, Hours, Units, Limits, Schedules, Utilization Percentages, as well as upcoming Appointments (if
any) and completed Visits associated with the authorization.
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Figure 41. Authorization Details screen
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Appointments Scheduling dialog.

For more information about
scheduling appointments, refer to
the Appointments section.
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takes the user to the Manual Entry
dialog. For more information
about manual entries, refer to the
Check-In & Check-Out section
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Authorization Details.
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AUTHORIZATIONS REPORTS

By default, the PERSONAL FILTER is selected on the Authorizations page. It can be used to filter and
sort the Authorizations table in a variety of ways to return the subset of Authorizations that is most
useful. In addition to the PERSONAL FILTER, there are three reports that have predefined filters to help
quickly navigate to useful Authorizations data (Figure 42).

Figure 42. Authorizations page reports

PCRSONAL MILTER  UNACKNOWLEDGLD UNASSIGNED DECLINCD

FILTERS v

Figure 43. Authorizations page

. UNACKNOWLEDGED: This report returns a list of all authorizations ,
EXPORT TO FILE options

that have not yet been acknowledged or declined.

. UNASSIGNED: This report returns a list of all authorizations that have
not yet been assigned an employee.

4 EXPORT TO FILE

. DECLINED: This report returns a list of all authorizations that have Dewerigad as, CIV

been declined. Download as XLS

Download as PDF

To export any of the data on the Authorizations Page to a PDF, XLS, or
CSV file, select the EXPORT TO FILE button on the bottom of the page
(Figure 43). Upon selecting the file type, the document will begin

downloading and will be available on the Settings page under the DOCUMENTS sub-tab.
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APPOINTMENTS

The Appointments page in the CareBridge Provider Portal (Figure 44) allows Agency Employees
to view upcoming, scheduled appointments (if any) as well as identify and act upon early, late,
or missed visits. Please note: If caregivers are using the mobile application to create ad-hoc
appointments at the start time of the appointment, those instances will be available for review on the
Visits page. . .

Figure 44. Appointments page
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SCHEDULING APPOINTMENTS IN THE PROVIDER PORTAL

For appointments to appear on the Appointments page they must first be scheduled. Scheduling

appointments is optional in Arkansas. To schedule an appointment within the Provider Portal, first

navigate to the Authorizations page (see the Authorizations section) and select the calendar icon
next to the authorization for which it is necessary to schedule an appointment (Figure 45).

Figure 45. Authorizations page Calendar Icon
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Upon selecting the calendar icon, the user is taken to the Schedule Appointment screen (Figure 46).
Figure 46. Schedule Appointment screen

X  Schedule Appointment

Elden -
g Authorization
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SCHEDULED UNITS.

Location

Dates Selected L

On the left side of the Schedule Appointment screen, view any current authorizations for the

member and choose the authorization needed to schedule appointments by clicking the Select For
Scheduling check box.

On the right side of the dialog the Start Time and End Time details can be added for all the

upcoming appointments to be created. If you have multiple appointments with different start/end
times, you will need to schedule them individually.

. . . Figure 47. Individual Date

To select dates for appointments, choose one of the following two options: Selection Calendar

* Click the calendar icon in the Individual Date Selection card to select
individual dates for appointments. The user can individually select as

many dates as necessary from the Individual Date Selection calendar

February 8, 2022

(Figure 47). Once the dates are selected, they will display in the Dates ]
Selected card (Figure 48). s v e
e Recurring appointments can be selected using the Repeat Schedule i R g -;u g™ ,\'2 4
card by enTering the fO”OWing fields: 31415 16 7 18 1
- Start Date: This is the date on which the repeated schedule will SR T e
begin. T
— Repeat Every: This is the frequency with which the repeated
CLEAR CANCEL 0K
schedule will generate appointment dates.

Example: Repeat Every 3 Weeks.

— Repeat On: These are the days of the week that the repeated schedule will generate
appointment dates.

— End: Choose to end the repeated schedule after a certain number of visits or after a certain
date by selecting one of the radio buttons.
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Upon completion of the fields listed, the Dates Selected card will populate with the appropriate
dates based on the Repeat Schedule fields (Figure 48).

Figure 48. Appointment dates selection
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The user can also choose to remove any previously selected dates by clicking the X icon next to the
date in the Dates Selected card or click on the Trash Can icon to delete all of the selected dates.

Once the desired dates are displayed in the Dates Selected card, select the SCHEDULE
APPOINTMENTS button at the bofttom to generate newly scheduled appointments.

SCHEDULING APPOINTMENTS IN THE MOBILE APPLICATION

Caregivers can schedule ad-hoc appointments in the CareBridge mobile application.
1. Click on the + symbol and find the member’'s name and Service Code.

Click on the member’s name.

Enter the start and end times of the appointment.

Click OK to confirm the appointment.
Now they will be able to see the member/appointfment on the appointment schedule list.

AR S A

Caregivers can either schedule their appointments in advance and create an appointment
schedule, or they can schedule the appointment at the start time of the appointment and Check-In
immediately. In the latter case, the appointment will be classified as a visit, and will be available for
review on the Visits page in the Provider Portal.
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On the Appointments page (Figure 49), the user can see a tabular view of all appointments that are
currently scheduled. This table can be filtered and sorted with several parameters by selecting the
expand arrow or the word FILTERS or the Sort by drop-down menu (Figure 50).

Figure 49. Appointments page
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Figure 50. Appointments page FILTERS and Sort by menu
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APPOINTMENT DETAILS

To view more details about an appointment, select the menu icon (3 dots) on the right side of the
appointment row and select Appointment Details (Figure 52).

Figure 52. Appointments page menu icon (3 dots) and Appointment Details link
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From the Appointment Details screen, associated data in the Appointment and Billing cards can

be found, as well as a Notes card to add notes and attach files to the appointment. A user may
move between all the member's upcoming APPOINTMENTS and completed VISITS by selecting them
from the list on the left. Finally, the user can explore a list of Pre-Biling ALERTS, the member's CLAIMS
HISTORY, the member’'s CARE PLAN activities or OBSERVED CHANGES data, a CALENDAR view of all
the member’'s appointments and visits in one place, and their SCHEDULE HISTORY by selecting each
of those options from the tabs on the right (Figure 53).

Figure 53. Appointment Details screen
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From the bottom of the Appointment Details page, the user may choose to utilize three actions:

e MANUAL ENTRY: for non-EVV visits, complete a Manual Entry. (See the Visits section for more
information about Manual Entries.)

e RESCHEDULE: for the appointment selected, choose a new date, or modify any of the
appointment details by selecting RESCHEDULE.

e CANCEL APPOINTMENT: Admin and Admin-Office employees (in Offices to which they are
assigned) may choose to cancel appointments and provide cancellation reasons.
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APPOINTMENTS REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Appointments page. It can
be used to filter and sort the Appointments table in a variety of ways to return the subset of
appointments that is most useful. In addition to the PERSONAL FILTER, there are three reports that
have predefined filters to help quickly navigate to useful appointments data (Figure 54).

Figure 54. Appointments page reports
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* LATE APPOINTMENTS: This report returns a list of all appointments that are late. An appointment is
considered late when a Check-In has not occurred within 1 hour of the appointment start time.

*  MISSED APPOINTMENTS: This report returns a list of all appointments that have been missed. An
appointment is considered missed when a Check-In has not occurred within 3 hours of the
appointment start time.

e CANCELLED APPOINTMENTS: This report returns a list of all cancelled appointments.
Appointments can only be cancelled by Admins or Admin-Office in the office(s) to which they
are assigned.

To export any of the data on the Appointments page to a PDF, XLS, or CSV file, select the EXPORT TO
FILE button on the bottom of the page (Figure 55). Upon selecting the file type, the document will
begin downloading and will be available on the Settings page under the DOCUMENTS sub-tab.

Figure 55. Appointments page EXPORT TO FILE options

| 4 EXPORTTOFILE |

Download as CSV
Download as XLS

Download as PDF

Confidential and Proprietary 26 Last Updated: 04/07/2022



CareBridge

Provider Portal Training Guide

MOBILE APPLICATION CHECK-IN & CHECK-OUT Figure 36. Schedule screen

Within the CareBridge EVV Solution, there are two primary ways for Y 4 S i
a caregiver to Check-In and Check-Out of an appointment with a f support Bzl sign Out

member. The preferred method is by utilizing the CareBridge Mobile
Application and the second is by utilizing the CareBridge Interactive

Voice Response (IVR) system.

Even when there is no cellular coverage at a member’'s home, the
mobile app will store the Check-In and Check-Out information and
forward it to the Provider Portal when the caregiver’'s mobile phone

returns to an area with cellular coverage.

SCHEDULE

Upon logging into the CareBridge Mobile Application, the user will
be presented with an appointment schedule list (Figure 56). If the
user has scheduled visits (either scheduled by their Provider Agency
or themselves via the mobile app) the list will allow the user to view

L4 October 5, 2021 >

Ze=g=mk m Appointments
Last updated: October 5, 1:21 pm

Elden e
117 PM - 1:21 PM

appointments that are scheduled for that day. If the arrow icons (< >)

on either side of the date are selected, they can view their past visits or uj

tfomorrow’s schedule.

CHECK-IN

To check into a scheduled appointment, select the name of the member in the Schedule list. Once
selected, appointment information for the member, the GPS location for Check-In, and a calculation
of the current distance from the scheduled location of the appointment are displayed (Figure 57).

Upon selecting NEXT, the user is presented
with Check In Details including the current
time, location, and differences between
those and the scheduled time and location
for the appointment. The user can check into
the appointment by selecting the CHECK IN
button, (Figure 58).

Please note: when different services are
scheduled in consecutive order, the
Caregiver must Check-Out of the first service
and Check-In for the second service in order
for the visits to complete properly and billing
to occur accurately. These back-to-back
appointments must be scheduled with at

least one minute between them. For example,

9 am to10 am and then 10:01 am to 11 am.
The same minute cannot be used twice.

Confidential and Proprietary

Figure 57. Check-In Location Figure 58. Check-In Details

Appointment o 9

Elden Admst-em=i

5:00 PM - 5:30 PM

Check In Details

Elden JKimwrw

5:00 PM - 5:30 PM

Cancel Appointment Cancel Appointment

LJSUTESL TS

@ Time 458rPm i

@ Distance .12 mi away

Q
Radnor Lake

State Park B Authorization  Auth #51 "EN= ="

Ftlct;\and

B Service Code
Country Club.

S5125

You are about to Check In

Please verify that the information above is
correct. This cannot be undone.

You are 0.12 mi away
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Once the caregiver has checked-In and seen the Check In
Completed! screen, (Figure 59), they should STOP using the app. They
may begin working the visit and assisting the member. Once finished
with their duties they may return to the mobile app to continue
capturing the details of the visit. It will pick-up where they left off.

OBSERVED CHANGES

When checking out using the mopile app, the caregiver will be

presented with important questions allowing them to indicate whether

the member had any Observed Changes (Figure 60).

The caregiver should keep these things in mind while performing their
tasks during the visit. Once they are finished with their duties, they may

fill out the Observed Changes Survey in the mobile app.

All the questions are “yes/no" questions and to answer a question

yes,” select the radio button (O) next to the question. If the answer
is “no,” leave the radio button empty. If there is an Observed Change,

it will trigger a Discussion that is sent to both Payer (PASSE) and

Provider. Discussions can be accessed on the Discussions page. Once

all guestions are answered, the caregiver can select the CONTINUE
button. If there are no changes, the Caregiver may select NO

OBSERVED CHANGES (Figure 60) and then Confirm.

Observed Changes

Elden E=s "=l
5:00 PM - 5:30 PM

Has the member been admitted to
the hospital or emergency room
since the last visit?

Has the member fallen since the
last visit?

Did the member's health or iliness
worsen since your last visit?

Did you notice or were you told
about any safety risks in the home
today?

Does the member have any
problems taking their medication?

Is the member looking or acting
different than they usually do?

Cancel Appointment

Figure 60. Observed Changes

Observed Changes

Elden Shmrise=

5:00 PM - 5:30 PM

Cancel Appointment

Please review each question carefully. Tap to mark the [

question if there is an observed change.

Has the member been admitted to
the hospital or emergency room
since the last visit?

Hastl By selecting ‘Confirm' below,
lastyi You are acknowledging that O
you did not observe any
changes for the member
Did tF during this visit. Q

worse
Cancel Confirm

Did you 1uuvs v wer Sepsemere
about any safety risks in the home O
today?

Does the member have any (\
problems taking their medication? <)

Is the member looking or acting O
different than they usually do? =

NO OBSERVED CHANGES

NO OBSERVED CHANGES
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Schedule Observed Changes

Elden Sl

Has the member been admitted to
the hospital or emergency room
since the last visit?

Has the member fallen since the
last visit?

Did the member's health or illness
worsen since your last visit?

Did you notice or were you told
about any safety risks in the home
today?

Does the member have any
problems taking their medication?

Is the member looking or acting
different than they usually do?

CONTINUE

Provider Portal Training Guide

Figure 59. Check In Completed!

)

Check In Completed!

CONTINUE

Discussion
Has the member fallen since the last visit?

Elden fell in the hallway due to a loose
floorboard.

m
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CARE PLAN

Once the Observed Changes survey is complete,
the caregiver is shown the member’'s Care Plan.
The Care Plan is a list of activities to be performed
with the member.

If all the Care Plan activities have been performed
and there are no issues, just click Mark All
Performed at the bottom of the screen (Figure 61).

Please note: The caregiver will also see a Provide
Additional Comments link at the boftom of

the Care Plan screen (Figure 61). This is a very
important option when documenting visits. When
leaving additional comments, the caregiver should
document the member’s response to the services
that were provided. For example, how much of a
meal the member ate, or whether the member
behaved differently during this visit (Figure 62).

The caregiver can also select each Care Plan
activity individually, and indicate whether the

Provider Portal Training Guide

Figure 61. Care Plan Mark All Performed

Care Plan Care Plan
NI UTEssInY

BTy 0 of 5xfweek. Performed
Elden 4 likes navy shirts
5:00 PM - 5:30 PM

Cleaning kitchen

0 of 1xjweek. Performed

Cancel Appointment
Plan updated Oct 04, 2021 by =

please mop and wipe down counter

N1 - Dressing
0 of 5x/week.

Laundry
0 of 2xfweek. Performed

likes navy shirts
please use all and clear
Cleaning kitchen
0 of Ixjweek. Wz

oL Cleaning bathroom
please mop and wipe down counter

0 of 3x/week. Performed
Assist with cleaning litter box.
Laundry

0 of 2xfweek. Waiting

please use all and clear

Dusting

0 of 3x/week. Performed
Help!

Cleaning bathroom
0 of 3xjweek. \

Assist with cleaning litter box.

N11 - Essential transportation

0 of 3xJweek. Performed

Provide additional comments

~ ) Mark all Performed
SUBMIT j

Provide additional comments

\

~ | Mark all Performed

activity was Performed, Skipped, or the Client (member) Refused (Figure 62).

If marking them individually, the caregiver is required to mark all the Care Plan activities before
selecting the SUBMIT button to begin Check-Out (Figure 62).

Figure 62. Care Plan Performed, Skipped, Refused

Care Plan

Elden fsmm =l

5:00 PM - 5:30 PM

Additional Information

Description of the services | performed for
the consumer

I made Elden two scrambled eggs and toast.

Cancel Appointment
Plan updated Oct 06, 2021 by s | s

Describe the consumer's response to the
services provided

Elden ate half of his breakfast and said that he
wasn't very hungry.

Cance' ‘E

N1 - Dressing
0 of 5x/week. Performed
likes navy shirts

Cleaning kitchen
0 of 1xjweek. Skipped
please mop and wipe down counter

Laundry
0 of 2xfweek. Client Refused
please use all and clear

Performed
Skipped

Client Refused

FIUVIUE dUUILIOIIal CONTIIIEIIS

Cancel

LT
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Care Plan Discussion

Plan updated Oct 05, 2021 by Has the member fallen since the last visit?

Elden fell in the hallway due to a loose

N1 - Dressing floorboard.

0 of 5x/week. Performed

likes navy shirts

Cleaning kitchen
0 of 1xjweek. Performed

ca ncel m

please mop and wipe down counter

Laundry
0 of 2xfweek. Performed
please use all and clear

Cleaning Stove/Refrigerator

0 of 6xfweek. Skipped

$13 - Recording and reporting of
changes in vital signs to the nurse
or therapist

0 of 1xjweek.

Provide additional comments

~ ) Mark all Performed

SUBMIT
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CHECK-OUT

Once the Care Plan documentation is complete, the caregiver is presented with Check Out details
and should confirm that all their Observed Changes and Care Plan documentation is correct
(Figure 63). After reviewing, they select the Collect Signature button. At this point, the member has
an (optional) opportunity to attest to the visit by providing their signature in the mobile app (Figure
64). Once a signature is added, the caregiver can select APPROVE to complete the Check-Out
workflow and the visit. If a member cannot sign, the signature can be skipped by clickihg APPROVE
and selecting Member Refused or Member Unable (Figure 65). Once the Caregiver has selected
APPROVE, the visit is complete (Figure 66).

Figure 63. Collect Signature

5297 W T -
< Check Out [ &)

Elden S
5:00 PM - 5:30 PM

Figure 64. With Signature

f Signature

Use your finger to sign your name

Eiden dhafla1

Figure 66. You are done!

(—

Cancel Appointment
Dusting

N11 - Essential transportation °

Performed

Additional Information /"

Observed Changes

You are about to Check Out!

Please verify that the information above is
correct. This cannot be undone.

Figure 65. Without Signature

K'BACK TO REVIEW Signature

Use your finger to sign your name

@

You are done!

nature?

Member Refused

X Member Unable

Clear Signature
k Cancel

\GE—)
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INTERACTIVE VOICE RESPONSE (IVR)

There will be instances when the caregiver cannot
utilize the CareBridge Mobile Application. In these
instances, they can use the Interactive Voice
Response (IVR) system. To Check-In and Check-Out,
the caregiver will need to call the IVR phone line (501)
443-4065, from the cmember’s approved phone
number. Additionally, the caregiver will need to input
a Sign-Up code, Provider ID and an IVR PIN to identify
themselves during the IVR process. The Provider ID
and IVR PIN will be provided to them by the Agency
Administrator/Manager as a part of their training.

The IVR system will walk the caregiver through a series
of interactive questions to complete the Check-In,
Observed Changes survey, Care Plan questions, and
Check-Out.
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VISITS
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The Visits page in the CareBridge Provider Portal (Figure 67) allows Agency Employees to view
completed visits, pre-claim checks, and to request claimes.

VIEW VISITS

The Visits page displays a tabular view of all visits that have been completed. This table can be
filtered and sorted with a few parameters by selecting the expand arrow or the word FILTERS at the
top of the table, or the Sort by drop-down at the top left of the table (Figure 68).

Figure 67. Visits page

p Hello, Gwyneth! e
BF  Dasiboad
PCRSONAL MILTER LATE VISITS MISSED VISITS MANUAL VISITS VY VISITS IVR VISITS TOD VISITS
B oiscussions =
FILTERS v
E Authorizations B a
Sort by Saved Filters
F FXPORT FOR RILLING MANLUAL FNTRY
Q Appointments
START CHECKIN  CHECK.
a Visits O Memmer pate FNDTIME  EMPIOYEE auTH sFRVICE PAVFR APPTID sTaTUS
TiME TME  OUTTIME
-
T Billing " i
LY [ Flden Abethell OA/05/7021 0FDOAM  T100AM lamesDean £2279A591223000 55125 0500 AM 1100 AM £ Payer o ) Minzed and Oompleted (Manusl)
@ Membery O Eden Abethell 06/11/2021 03:00AM 11:00AM Koy Adama 5279853122308 65125 0000AM 11:0DAM  CBPayer 557809 Miased and Complcted (Manual)
o  Employees e ? s . P 3 . 0; g
- [ elaen Avenell US/UFH2UN USOUAM  TRUUAM  Gwyneth Moeuen SUTIVESIILLIVEE  SHILS DYNUAM  T0QUAM  CBPayer 557820 Mrgeed ana Completed (Manusl)
a Settings Elden Abethell 09/0%/2021 O100FM 0200PM  Gwyneth Mceuen 522798531223088  S512% DINDOFM  OZODPM  CBPayer 557911 Missed ang Completed (Mancal) I} §
Elden Abethell 03/11/2021 0300PM O400PM  Gwyneth Mccuen 522798531203088 85725 0300PM  0400PM  CBPayer 557904 Missed and Completed (Manusl) @ &
Elden Abethell YINUZT UIVUAM  TUOUAM  Gwneth Moeuen S22/9¥SIILIIVEE 8128 CYUUAM  TUUUAM  CB Payer £ /HZY Missed and Completed (Manual) 9 :
Elden Abethell 09/18/2021 0300PM 0400 PM  Guryneth Mceven 522798531223088 55125 1259PM 1259PM  CB Payer 557508 Missed and Completed [
O Fiden Abethell 09/77/2021 10S1AM  117114M  Katie Corder 577798531773088 85125 ST AM  11114M  CAPayer 557899 Gompleted
O Ana ket 020N TITIAM 1IZZAM  Katie Corder §99993197992000  §5125 VAAM 1TZAM CEPayer sssu00 Completed
T EXPORTTOFILE Rane per page: 10+ sofs ¢ 1 )
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Date Range Paye Status: Service:
e Sort by : )
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’ pate - I' Euly snd Complated X  Complotsd (Manusal) ¥
Late and Completed (Manusl) x  Missed and Comrpleted (Manuel) x
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Member i i
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Select - Select.. - - -
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To view more details about a visit, select the menu icon (3 dots) on the right side of the visit row and

select Visit Details (Figure 69).

Figure 69. Visits page menu icon (3 dots)

START
TIME

[ membcr DATC ENDTIME  CMPLOYLE

O tlden Avethell UB/US/ZUZ] UYDOAM  TT.00AM  JamesDean
O rigen anethell ORIT/7027 09D0AM  TTD0AM  Kay Adams
[0 Flden Anethel 09/03/2021 0900AM 1000AM  Gwyneth Mesusn

AUTH =

S2Z/98531ZZ3088 55125

V7I9RSAIIIANEE N8178

57779853127308R 55125

CHECKIN CHECK
TIME QUTTIME

SERVICC PAYLR

USOUAM  TTUUAM  UB Payer

DYUDAM  1TDDAM  [H Payer

0900 AM  IDDDAM 0B Payer

APPTID

S578U3

87K

5578720

STATUS

Missed and Completed (it

Member Details

Missed and Completad

From the Visit Details screen, (Figure 70) the user can view associated data in the various cards

on the (default) DETAILS tab as well as add Notes to the visit. They can also move between all

the member's upcoming APPOINTMENTS and completed VISITS by selecting from the list on the
left. Finally, the user can see any of the member’'s ALERTS, their CLAIMS HISTORY, CARE PLAN and
OBSERVED CHANGES data, a CALENDAR style view of appointments and visits, and the member’s
SCHEDULE HISTORY (viewed by clicking the right arrow >) by selecting any of those options from the

tabs on the right.

Figure 70. Visit Details screen
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From the bottom of the Visit Details page, the user may utilize four actions:

e EXPORT FOR BILLING: Completed and EVV-compliant visits may be exported for billing.
* MANUAL ENTRY: Completed for visits not captured using the EVV app or IVR, or to edit an EVV visit.

e RESCHEDULE: If the user is an Admin or an Admin-Office assigned to that office, they may
reschedule appointments.

e CANCEL VISIT: If the user is an Admin or an Admin-Office assigned to that office, they may
cancel the visit.

EXPORT MEMBER CARE PLAN ACTIVITIES

From the Visit Details screen, under the CARE PLAN fab, the user may export a list of care plan
activities for each visit by clicking on the EXPORT button in the top right of the screen (Figure 71). This
file can be retrieved in the Settings section, under the DOCUMENTS sub-tab.

See the Check-In & Check-Out section for more information on how the Care Plan is presented o
caregivers for completion as part of a visit.
FIGURE 71. CARE PLAN screen EXPORT button

3 Eanen Hello, Gwyneth!
m VISITS » DETAIL » 558363 CNG HEALTH KUHLER-RICE (16 - CST) e

- HEET ELDEN o8 &
Member 1D Primary Phone ey
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Show All

e [r—
AERD ENTS ALEARTS CLAIMS HISTORY N c DAl »
—
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1020 - 1zoezen M
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3] Appointments
s

2 hra (8 units)
s 5

mmmmm S512¢

Rilling 11/19/2021
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@ Membars 11102021
Amanda

- Fmployess 182021
Amanda

* Settings 111712021
amanda

11/16/2021 3 hrs (12 units)
Amanda 55125 Cleaning bathroom I per wex

MANUAL ENTRY

In some cases when an EVV Check-In or Check-Out cannot be completed or there is a need to edit
an EVV Check-In or Check-Out, an employee can complete a Manual Entry.

For a visit that does not have an EVV Check-In and Check-Out, navigate to the visits page and select
the + MANUAL ENTRY butfton from the top right of the table, then the Manual Visit Entry option from
the drop-down menu (Figure 72).

Figure 72. Manual Visit Entry

FILTERS
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Date

nnnnn CHECKIN  CHECK
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The Manual Entry dialog will open, allowing the user to enter information about the visit and a
Manual Reason Code indicating why an EVV Check-In or Check-Out was not possible (Figure 73).

Figure 73. Manual Entry dialog

Manual Entry X
Member Appointment {(optional)
Selz ambe - - Unassigned -
Employee Staius Billing Status
SelectEmplayes - Completed (Manual) Pending
Service Code Modifiers Location
Select Locetion -
Check-in Date/Time Check-Out Date/Time Visit Duration
E E Wone
Check In Location Check Out Location Acceptable Locations
Mone MNone M/A
Payer Motes
Select Paysr -
Emter a note
Manual Reason Code
Select Reason Code | - |
il Attach File
CANCEL SUBMIT

In cases in which a visit does have an EVV Check-In and/or Check-Out, but has details that need to
be edited, the user may navigate to Visit Details and select the MANUAL ENTRY button at the bottom
of the screen to edit the visit.

EXPORT FOR BILLING
Once a visit is completed and ready to be claimed, Agency Administrators may export by selecting
the check box next to one or many visits and then selecting the EXPORT FOR BILLING button at the
top right corner of the table (Figure 74).

Figure 74. EXPORT FOR BILLING
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Once the EXPORT FOR BILLING button is selected, the user will be presented with a confirmation
indicating that the visits they selected were successfully exported for claims or if they were not
exported due to failing a Pre-Billing Check (Figure 75).

Figure 75. Export dialog

Export b4

a 4 Visits will be exported for billing and will be available for viewing on the Billing Page

MEMEBER DATE APPTID STATUS PAYER BILLING ACTION

Elden 01/11/2022 Completed CB Payer Bill through EVV -

Elden 01/20/2022 Completed CE Paver Bill through EVV -
C leted

Elden 02/01/2022 s CE Payer Bill through EVV =
{Manual)
C leted

Elden 02/07/2022 e CE Payer Bill through EVV -
{Manual)

GO BACK EXPORT

Pre-Biling Checks are visible on the Authorizations, Appointments, Visits, and Billing pages and are
denoted with a red exclamation icon. By clicking the red exclamation icon, the Pre-Billing check is
shown in detail (Figure 76).

Figure 76. Pre-Billing Checks on the Visits page

Elden 12/03/2021 09:00 AM 09:30 AM  Amanda = 5125 8 Payer 558376 Late and Completed (Manual)

Eiden 12/06/2021 0B:00AM 10:20AM  Amanda = s5125 B Paver 538379 Appointment has na duration
Missed reason is missing on the
Clden 12/06/2021 OB:55AM  00:55AM  Amanda i o B 55125 0 Payer 550370 appointment. o :
A payer data issue is currently -
O eiden 12/06/2021 10:00AM 1210PM  Gwyneth = s5128 8 Payer 558527 Completed (Manual)

- - . Figure 77. Pre-Billing Check(s) filter drop-down menu
Additionally, Pre-Billing Checks can be viewed on each \

page by filtering using the Pre-Billing Check(s) drop-
down menu (Figure 77).

Pre-Billing Check(s):

All Pre-Billing Checks

.

Mo Pre-Billing Checks

Appointment |s Outside The Timely Filing Window For Billing
Auth Terminated

Caregiver License Number Required

Caragiver Overlapped Sarvice

Caregiver With No Birthdate =2
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The following table (Figure 78) is a full list of Pre-Biling Checks performed in the CareBridge Solution
and potential opportunities to resolve the Pre-Biling Check to be able to submit the visit for billing.

Figure 78. Pre-Billing Checks and Resoultions table

PRE-BILLING CHECK

WHO
RESOLVES

RESOLUTION

No authorization available during

. MCO/PASSE | MCO issues a new authorization or clarifies
the appointment
Mem?er BSOS MCO/PASSE | MCO changes eligibility or clarifies
appointment
Manual e'ntry reason Is missing on PROVIDER | Provider updates the visit with a reason
the appointment
CE reason is missing on LE PROVIDER | Provider updates the visit with a reason
appointment
Mlsse.d reason is missing on the PROVIDER | Provider updates the visit with a reason
appointment
U T il e MCO/PASSE | MCO updates authorization or clarifies
outside of an authorization
The visit has a claim in progress Provider views claim status and takes appropriate
. PROVIDER )
and is locked action
The Payer has marked the
provider as inactive during MCO/PASSE | MCO re-activates the provider or clarifies
appointment
The claim has been denied by PROVIDER | Provider views claim status and acts
the Payer
Caregiver is ineligible during the Provider ensures caregiver is eligible to deliver
- PROVIDER :
appointment services
The claim has been rejected PROVIDER | Provider views claim status and acts
Appointment has 0 units to bill PROVIDER Erowder upqofes the visit via manual entry with units
in order to bill
Appomtm.ent service code has no PROVIDER | Provider completes a manual entry to bill
rate or unit definition
Appointment has a terminated L .
. . MCO/PASSE | MCO updates the authorization or clarifies
authorization
Appointment exceeds the Provider completes manual entry that reduces units
asir:\orizaﬁon/se ments max units PROVIDER | to allow billing, or requests additional units from the
g MCO/PASSE
Caregiver has no birth date set PROVIDER | Provider updates caregiver birth date
Appointment has no attestation MEMBER Member attests through member portal
Appointment has a caregiver PROVIDER Provider adds a caregiver license ID in employee

without a license #

details
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WHO

PRE-BILLING CHECK RESOLVES RESOLUTION
User has no Medicaid ID set PROVIDER (F;reqr\gicljser adds a worker Medicaid ID in employee
Appointment has no duration PROVIDER Provider completes a manual entry to update the

visit duration

Early reason is missing on the

. PROVIDER | Provider updates the visit with an early reason
appointment

Appointment has no service
modifier

Provider updates the visit in appointment visit details

el to include a service modifier

VISITS REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Visits page. It can be used to filter
and sort the Visits table in a variety of ways to return the subset of visits that is most useful. In addition
to the PERSONAL FILTER, there are five reports that have predefined filters to help quickly navigate to

useful visits (Figure 79).
Figure 79. Visits page reports

PERSONAL FILTER LATE VISITS MISSED VISITS MANUAL VISITS EVV VISITS IVR VISITS

FILTERS ~

* EARLY VISITS: This report returns a list of all visits that have been completed but were started
early. A visit is considered early when a Check-In occurred 7 minutes or more before the
appointment start time.

* LATE VISITS: This report returns a list of all visits that have been completed but were started late.
A visit is considered late when a Check-In occurred 7 minutes or more after the appointment
start time.

e MISSED VISITS: This report returns a list of all missed visits. A visit is considered missed when a
Check-In did not occur 30 minutes or more after the appointment start time.

*  MANUAL VISITS: This report returns a list of all Manual Entry visits.
e EVV VISITS: This report returns a list of all completed visits that have compliant EVV data.

e IVR VISITS: This report returns a list of all completed IVR visits.

To export any of the data on the Visits Page to a PDF, XLS, or CSV Fﬁiféedfgbgifjﬁig;’fjxg;gnzo
file, select the EXPORT TO FILE button on the bottom of the page

(Figure 80). Upon selecting the file type, the document will begin F EXPORTTO FILE
downloading and will be available on the Settings Page under the

DOCUMENTS sub-tab. Download as CSV

Download as XLS

Download as PDF
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BILLING

The Billing page in the CareBridge Provider Portal (Figure 81) allows agency employees to view
completed visits that have been claimed, enabling them to address denials, rejections, and paid

amounts.

Figure 81. Biling page

Provider Portal Training Guide

BiIZiillinng

EEE
O Membus o

- Employees

£ setings

=

BILLING
BE  Dashbosrd

PERSONAL FILTER REJECTED VISITS
B oiscussions

FILTERS
E Authorizations by

Date - +

m Appointments

[J mempcr DATC
@ v

Atemissmmm  12/11/2020
Uoriansmem 1210/2020
1 Artemis 12/09/2020
Genffry. wm 12/09/2020
Dorisnssmmmm 12/09/2020
Decm 12/07/2020
7 willym woms 12/0472020
i 12/08/2020
Al 120032020
Derolice S

DENIED VISITS

CHECK INTIMC  CHCCK OUT TIME UPDATED DATC.
02:00 PM 04:00 PM 01/04/2021
0900 AM 1000 AM 01/04/2021
0302 FM 02,08 PM 01/04/2021
1100 AM 1205 PM 12/09/2020
09:00 AM 10:31 AM 12/09/2020
12:39 P 03:25 PM 01/04/2021
05.00 PM 07.00 PM 01/04/2021
0916 AM 10:30 AM 12/09/2020
U600 M W00 M 12142020
01:00 FM 0200 FM 12/03/2020

CMPLOYCE AUTH # SCRVICC

Kristen
Krystal
Kristen
!fﬂsteﬂ
Kristen
Gryneth
Andrew
An:irvw
Andrew

Andrew

APPTID
35125

5126 L]
85125

J5130

55125 -
§5130

85125

{5130 L& ]
HY130 LB
85130 L

CLAIM #

PAYCR

CO Payer

©8 Poyer

CB Payer

CA Payer

CD Payer

©8 Payer

CB Payer

CR Payer

G Payer

GB Payer

STATUS

Completad
(Manusl)

Completed
(Manual)

Late and
Completed

Completed
{Manual)

Completed
{Manual)

Completed

Completed
(Manual)

Completed
{Manual)

Completed
{manual)

Completed

Hello, Gwyneth! e

CNG HFAITH KOHLFR-RICF (16- GST)

DILLCD AMOUNT  PAID AMOUNT

52000 $0.00
1000 s0.00
$0.00 $0.00
§2000 5000
51500 $0.00
£55.00 §0.00
$20.00 $0.00
§2500 5000
£560.00 S0.00
$20.00 $0.00

T EXPORT FOR BILLING

DILLING STATUS

DBilled Oxternally

eilled Externally

gilled Externally

Rilled Futernally

Billed xternally

Bllled Bxternally

Billed Externally

Rilled Frternally

Biled Liternally

silled aum

VIEW BILLED VISITS

On the Biling page, the user will see a tabular view of all visits that have been claimed. This table can
be filtered and sorted with several parameters by selecting the expand arrow or the word FILTERS at

the top of the table or the Sort by drop-down at the top left (Figure 82).

Figure 82. Billing page FILTERS, expand arrow, and Sort by drop-down menu options

FILTERS

Name or ID

Search By Member Name or ID:

Search By Appt ID:
Appt ID

Search By Auth #:
Auth #

Search By Payer Claim #:

Payer Claim #

.a

Search by Employee:
Search By Name or 1D

Status.

Select Status

Check In/Out Type:

Select

Confidential and Proprietary

:_‘J RESET FILTERS SAVE FILTERS

Sclecta s

Start Dates:

Updated Date
Employee
Auth #
Saved Filty Service
Appl 1D

Claim #

Payer

Sort by
06/27/2021 - 09272021 B
[pate
Meehes Service
Select Service
Check In Time
Check Out Time | Office(s):
Select

Update Dates:
06/27/2021

Billing Stalus

Select Billing Status

Aggregation Status

Select

- 0972712021

B

Payer:
Select Payer

Pre-Billing Check(s)

Select

* EXPORT FOR BILLING

(o]
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CLAIMS HISTORY

Once a completed visit has been exported for claims, the user will be able to view details about the
billing status and claim information by selecting the menu icon (3 dots) on the right side of the row for
the visit and then selecting Visit Details (Figure 83).

Figure 83. Biling page Visit Details link

CHECKIN  CHECKOUT  UPDATED DILLED PAID DILLING
[] MEMBER  DATE EMPLOYEE AUTH # SERVICE APPT ID CLAIM # PAYER STATUS
TIME TIME DATE AMOUNT ~ AMOUNT  STATUS
Guwyneth Completed
Elden W 00/14/2021 00:20AM  10:20AM  09/16/2021 0" — m=  $5125 . CB Payer (;:ﬂﬂz: $10.00 $0.00 Generated
Simeth Missed and
Elden W 09/04/2021 03:00PM  O400PM  09/16/2021 ¥ 5125 CBPayer  Completed  $10.00 $0.00 Generated
(Manual)
Authorization Details
Ciden 00/29/2021 0100PM  0200PM  08/31/2021  Cronet 55125 copayer  COmPlRted o 00 50,00 «
(Manual) N
Member Details

Visit Details will provide information for the billing status in the Billing card (Figure 84) as well as claims
information in the CLAIMS HISTORY tab.

Figure 84. Biling page Visit Details screen

\ T Hello, Gwyneth!
SIS i ¥
-m MISHTRESETETAI e ONG HEALTH KOHLER RICE (16 €OT) =]
== Dashboard ELDEN mm & mem
wMember 10 Erimary Phone: Frimary Address:
APPO i Bt QUSERVED SCHEDULE
APPOINTMENTS visis DETAILS CLAIMS HISTORY CARE PLAN CALENDAR =
_ CHANGES HISTORY
Bl sutonizanons
oo - wmzen
Show All Visit EVV Visit
09/27/2021 19 min (1 units)
i s5125 men n Date/Time Sep 27,2021 10:51 AM (pp)
- & hrs 54 min (68 Complered Check Dt Date Tine Sep 27,2021 1110 AM {app)
i ein 09/21/2021 16 hrs 54 min (68 unils)
Katie: e Duration 0 houss 1% ninutes (1 wnits)
@ Members 09/1B/2021 bt Check In Location
Cvyneth £812 Ena Katie
.0 09/14/2021
ah  Employees Guryneth Sep 27,2021 1061 AM Check out Lacanion [ ]
o
o s TR iihre Sep 27,2021 11:11 AM
Guryneth
Yes
09/11/2021
Gyl Complete v
09/05/2021 1 hrs {,
Gveyneth 0 houra 19 minutes (1 unita)
09/04/2021 CB Payer
Gwyneth
09/03/2021
Guyneth Billing
08/29/2021 1hrs Serviee Oode: 5125
Guryneth
None
,,,,, Nune
N
Add Note
+ SCHEDULE APPOINTMENT
D AuachFile CANCEL  SAVE
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The CLAIMS HISTORY tab will display the Billed Amount, Accepted Amount, Rejected Amount, Paid
Amount, and Denied Amount for the visit. The user may also be able to access each individual claim
request that was generated at the time the visit was exported for a claim, as well as the individual
statuses, claim number(s), and dates associated with the status changes (Figure 85).

Figure 85. Claims History Details

Hello, Groyneth!
4 ET, .
AR v » cera » ot ntnnit e
B Dashboard ELDEN mem W i :
e 1D Prin Prinary Address
B oiscumsions
POINTMENTS 5 OBSERVED SCHEDULE
APELINGMENTE MISTE DETAILS CLAIMS HISTORY CARCPLAN _“AN‘_'” CALENDAR ke
Authorizations C———— = :
orzet - esmenr (3
B soporments Show Al Billing voio visT
Vi 09/11/2021 hrs (4 units| -
Gwyneth s5128 o i (e
- . Aceepted Amount S0 (v unite)
it Riling G (4
suize Hejested Amount $0 (0 units)
€ Memoess Paid Amourt 50 (0 units)
Denicd Amaunt 50 (0 units)
&% emplojecs 09/03/2021 1 3
Owyneth, 2
0 setng 08/29/2021 hrs (4 units] Claim Reguest #3136 ‘ T o
Gwyneth 25 Ketie! ¥ -00/10/2021 —
08/16/2021 Thes its) CLAM 3 PAYER CLAIM = STATUS EXTERMAL STATUS CODE  DETAILS DATE/TIME
Gwyneth
08/11/2021
llrl.dr»'; 11498 NiA Prebilling Rejection ca002 m’“’"‘"‘“"h“’““"“" 0B/18/2021,03:15 PM
08/11/2021 2hrs (8 units)
B4 s 181436 nin Qe 0011872071, 0315 PM
08/05/2021
Andrew
08/0s/2021
James
08/03/2021
07/30/2021
07/28/2021 2 hrs. (R umits] ]

EXPORT FOR BILLING

If a visit needs to be resubmitted for a claim, agency employees can export by selecting the check
box next to one or many visits and then selecting the EXPORT FOR BILLING button at the top right
corner of the table (Figure 86).

Figure 86. Billing page EXPORT FOR BILLING button

sart hy
F EXPORT FOR BILLING
iz il g @
MEmBER oate CHECKINTME  CHECKOUTTIME UPDATEDDATE  EMPLOYEE AUTH & service APTID cLam s paven status BILLED AMOUNT  PAID AMOUNT  BILLING STATUS
Elden 09/21/2021 0546 PM 10:40 AM 09/25/2021 Kavie 85125 L] €8 Payer Completed 5170.00 30.00 Dcoesotod,
Generated
And .
Friederike MUBE  08/17/2021 03:59 PM 0404 PM 08/31/2021 b ] s5130 = CB Payer Completed $0.00 50.00 Prabilling Rejection
And
Friederike 08/12/2021 1226 PM 1220 PM 08/30/2021 " 35130 CB Payer Completed $0.00 $0.00 Prebilling Rejection
B Andrew
Elgen 08/11/2021 09:25 AM 03:26 AM 08/18/2021 s5125 cB Payer Completed 50.00 50.00 Previlling Rejection
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The following billing statuses (Figure 87) are available in the CareBridge Solution and can be seen

associated with Claim Requests.
Figure 87. Table of Billing Status Definitions

BILLING STATUS DEFINITION

Acknowledged This visit's claim has been received by MCO/PASSE.
This visit's claim request was accepted by MCO/PASSE due to sufficient or valid
Accepted o .
data upon initial review.
Billed Externally This visit was billed by an external EVV vendor.
Cancelled This visit's claim request was cancelled.
Confirmed This visit has a claim that was accepted by MCO/PASSE.
Denied This visit’s claim request was denied by PASSE due to insufficient or invalid data
upon review.
Generated This visit has a claim request that has been generated.
. . This visit has a claim request that is paused due to prior in-flight claim request(s)
Joint Claim . . . . . . . .
i still being processed. The Joint Claim Processing claim request will be submitted
Processing . . . . . .
for biling once the prior claim request(s) enter a terminal status (paid or denied).
Paid This visit’s claim was paid by MCO/PASSE.
Pending This visit's claim request has not yet been exported for billing.
Prebilling This visit was rejected due to insufficient or invalid data prior to a claim request
Rejection being generated.
Queved This visit has been queued for claim request generation.
. This visit’s claim request was rejected by MCO/PASSE due to insufficient or invalid
Rejected s .
data upon initial review.
Submitted This visit has a claim request that has been submitted to MCO/PASSE.
Voided This visit's claim was voided.
Voided Externally This visit's claim was voided by an external EVV vendor.
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BILLING REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Biling Page. It can be used to filter
and sort the Billing table in a variety of ways to return the subset of billed visits that is most useful. In
addition to the PERSONAL FILTER, there are two reports that have predefined filters to help quickly
navigate to useful billed visits data (Figure 88).

Figure 88. Billing page reports

(PERSONAL FILTER RCJCCTED VISITS DENICD VISITS )

FILTERS v

» Rejected Visits: This report returns a list of all visits with rejected claims.

* Denied Visits: This report returns a list of all visits that have denied claims.
To export any of the data on the Biling page to a PDF, XLS, or CSV file, select the EXPORT TO FILE

button on the bottom of the page (Figure 89). Upon selecting the file type, the document will begin
downloading and will be available on the Settings page under the DOCUMENTS sub-tab.

Figure 89. Biling page EXPORT TO FILE drop-down menu options

4 EXPORT TO FILE

Download as CSV

Download as XLS

Download as PDF
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COMMUNICATIONS
OVERVIEW

The following sections will help infroduce you to the features within the CareBridge Solution that
enable communication both within a Provider Agency as well as between a Provider Agency and
PASSE.

DISCUSSIONS

The Discussions page in the CareBridge Provider Portal (Figure 90) allows Agency employees to
manage and prioritize inbound communications, act on critical tasks, and communicate within the
Agency as well as with PASSE.

DISCUSSIONS NAVIGATION

On the Discussions page, the user will see a list on the left of all open discussions that are currently
unassigned. This list can be filtered by Status, Assigned to Me, Type, Internal/Shared, and several
other fields that are viewed by selecting the expand arrow on the right of the drop-down menus.

Figure 90. Discussions page and navigation

Hello, Gwyneth!
SCUSSIONS 3
m DISCUSSIONS CNG HEALTH KOHLER-RICE (16 - CST) e
BE  Dashboard
DETAILS APPOINTMENTS VISITS
B oiscussions Donald - mlm  }
MemberiD: Primary Phane: Primary Address:
Bl rutoizstions Bsered
Changes 2 ‘ Created by Cwymethy, mom Created date 02/16/2022 344 PM
m Appointments Address s Type: Message 02/16/2022 344 PM
Request brio Q s Loss of appetite Status v
a Visits Phone Kequest a Domald only ate half of his nommal breakfast this ) o
moming. He said he's not bungry. | asked, and e A8Signad to: T
Message Hasiit been snacking. E
i siling Share with payss St
= U022 - DIRBRUZZ E‘
€D Mempers _
e SRR
| sz - 03282022 B‘
25 Employees
Leave a comment
F EXPORT 10 FILE
A oo
Shtfinft.
—_ = Frter a comment
* Seltings
= n
J Attach Fil CANCEL SEND
A Provider admin B avtoch Fie -
| .
| Donaia [§ B 2/16/2022 3:44 PM
|
| Message
| subject: Loss of appetite.
120f2 < >
+ NEW DISCUSSION
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NEW DISCUSSION

There are four different types of Discussions that can be sent and
received (Figure 91):

Observed Changes: This Discussion type allows caregivers
to indicate if there have been any changes to the
member’s condition. Observed Changes items are
generated as part of the survey completed by caregivers
during a visit. When Observed Changes occur, a Discussion
will be auto generated and sent to the Discussions page
for both the Provider and PASSE.

Address Request: This Discussion type allows Providers to
request a new or updated member address from PASSE.
When an Address Request occurs, a Discussion will be auto
generated and sent to the Discussions page for both the
Provider and PASSE.

Phone Request: This Discussion type allows Providers to
request a new or updated member phone number from
PASSE. When a Phone Request occurs, a Discussion will be
auto generated and sent to the Discussions page for both
the Provider and PASSE.

Provider Portal Training Guide

Figure 91. Discussion Type drop-down

Status:  Select v Assigned to Me- D

|

Observed
Changes

Internal/Shared:  Select.. v

Address Request

2orlD Q
Phone Request —————
Message

Created Dates:

08/28/2021 - 10/28/2021 )

Updated Dates:
08/28/2021

- 1082021 A
¥ EXPORT TO FILE |

Friederike Wathall 9/28/2021 8:21 AM

1-70f7 < >

Observed Changes

Subject: Unusual Behavior

+ NEW DISCUSSION ‘

Message: This Discussion type can be used for general messages between Agency employees

or between an Agency and PASSE.

To create a new Message Discussion, select the + NEW DISCUSSION button at the bottom of the
page (Figure 92). The New Discussion dialog box will appear. After selecting a Discussion Type, the
user will need to complete the required fields before sending.

Figure 92. New Discussion dialog

New Discussion

X

If this is an urgent matter, please contact the case manager / care coordinator directly.

New Discussion

Type

Type
l Message - -
Created by Member Assigned to (optional)
Gwyneth Mceuen - Member - Unassigned -
Status Subject Share with payer (optional)
Open - Share with payer -
Description
CANCEL m
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DISCUSSION ITEM DETAILS

Upon selecting a Discussion, the user will see details about that Discussion in the DETAILS tab
on the right side of the screen (Figure 93). Optionally, the user may choose to view upcoming
APPOINTMENTS and past VISITS for that member by selecting the other tabs available at the top of

the screen. . . . .
Figure 93. Discussion Details
T . clect . T D [ DETAILS APPOINTMENTS VISITS
~ Aloysius e
Type: | Select ¥ | Intemal/Shared.  Selecl. - MemberlD Primary Phone: Primary Address:
Created by Scott gy Created date 04/16/2020
Type Message Last Updated Date: 05/05/2020
Subject Wheelchair and ramp Status: Closed
Towney o 5/05/2020 11:09 AM Description: The member has decreased mobility and
may need a wheelchair or walker. Will alsoASsigned 1o: selecl...
Message St L need a ramp home modification.
Share with payer CR Payer
Kile 4/16/2020 11:27 PM
Mepange B [ INTERNAL SHARED
Barbaraanne 4/16/2020 11:27 PM
Leave a comment
Message Open
Hube n 4/16/2020 11:27 PM
Message Open
) Attachfile CANCEL ~ SEND
Conny 4/16/2020 11:27 PM
Message Open
wayne 4/16/2020 11:27 PM
Message Open
4+ NEW DISCUSSION

There are several actions and filters that can be utilized within Discussions:

» Status: To frack progress on a given Discussion, the user can update the Status. Statuses
available are Open, In Progress, and Closed.

* Assigned to: To better manage tasks across a Provider agency, the user can choose to assign
Discussions to a Caregiver.

* Internal/Shared: If the user needs to send the Discussion to PASSE, they can do so by selecting
the Shared option from this drop-down.

« Comments: At the bottom of the Discussion, there are two tabs: INTERNAL and SHARED. Both
tabs allow for comment threads to communicate about the item. The SHARED tab will only
be available if the Shared option is chosen. Discussion with PASSE can be facilitated through
entering comments in the SHARED tab.
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DASHBOARD & REPORTING
OVERVIEW

This section will infroduce the features and functionality within the CareBridge Solution that enable
Provider Agency employees to view key graphs, metrics, and data related to operational efficiency.

DASHBOARD

The CareBridge Provider Portal Dashboard page (Figure 94) allows Agency employees to view key
metrics to better prioritize and manage tasks on which action may need to be taken. Across the top
of the Dashboard page, there are tabs for each of the additional Dashboards.

Figure 94. Dashboard page

\ DASHBOARD Hello, Gwyneth! @
HOME HEALTH HOWE GROUP
l= Dashboard
- OVERVIEW COMPLIANCE BILLING AUTHORIZATIONS MEMBERS APPOINTMENTS & VISITS
E Discussions
Items Qutstanding
E Authorizations
m Appointments @ A A
g 7) 19 9
m Billing Unacknowledged Auths Unbilled Visits Open Discussions
@ Members
..
- Employees Today
£ seuwnos New
Late Visits
7 2 Authorizalions =
A
- e 27
Missed Visits 4 A e S 3 A
Authorizations Visits
Completed
Manual Ents
s i 9 A New Members 6 A
Visits
57 Appointments Scheduled ~

* OVERVIEW: This dashboard displays metrics related to items that are outstanding or may require
action and metrics related to operational efficiency within the Provider Agency today.

e COMPLIANCE: This dashboard displays meftrics o better understand how many completed visits
are EVV compliant and how many are the sources of non-compliance.

* BILLING: This dashboard displays metrics related to the revenue cycle of completed visits in the
CareBridge Solution.

* AUTHORIZATIONS: This dashboard helps Agency employees better understand the number of
active authorizations and authorizations by service type.

*  MEMBERS: This dashboard helps Agency employees explore the number of active members.
e APPOINTMENTS & VISITS: This dashboard displays metrics related to the number of scheduled
appointments and completed visits.

Each of the dashboards can be filtered by date range or Payer (PASSE). By selecting the arrow icon
on the top right corner of each metric or graph (Figure 94), the user will be taken to a report that
displays the data that makes up that metric or graph.
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REPORTS

In addition to the PERSONAL FILTER that is available on the Authorizations, Appointments, Visits, Billing,
Members, and Employees pages, there are also reports that have predefined filters to help quickly
navigate to other useful subsets of data. The following table (Figure 95) is a complete list of the
reports available in the CareBridge Provider Portal:

Figure 95. Provider Portal Reports table

Appointments

Appointments

REPORT NAME PAGE DESCRIPTION (EVV DATA)

Active Members Members All active Members.

Denied Visits Billing All Visits that have denied claims.
All Provider Employees sorted in ascending order by
Compliance Score. Compliance Score is configurable

Employees Emblovees per PASSE but is typically defined as the percentage of

Compliance ploy EVV Visits that are compliant (defined as EVV or IVR visits)
relative to the total number of Visits. Examples of non-
compliant Visits are manual entries, early, late, or missed.

EVV Visits Visits All completed Visits that have compliant EVV data.

Late All appointments that are late. An appointment is

considered late when a Check-In has not occurred within
one hour of the appointment start time.

All visits that have been completed but were started late,
as an example, a Visit could be late when a Check-In has

Late Visits Visits not occurred within 15 minutes of the appointment start
time.

Manual Visits Visits All Manual Entry Visits.
All Members sorted in ascending order by Compliance
Score. Compliance Score is configurable per PASSE but

Members Members is typically defined as the percentage of EVV Visits that

Compliance

are compliant (defined as EVV or IVR visits) relative to the
total number of Visits. Examples of non-compliant Visits are
manual entries, late, or missed.

Missed
Appointments

Appointments

All appointments that have been missed. An appointment
is considered missed when a Check-In has not occurred
within three hours of the appointment start time.
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REPORT NAME PAGE DESCRIPTION (EVV DATA)

All missed visits. A visit could be considered missed when
Missed Visits Visits a Check-In has not occurred within one hour of the
appointment start time.

Payroll data for a given period for each Employee based

P I Empl o . ,
dayro mployees on completed Visits in that time period.

Rejected Visits Billing All Visits that have rejected claims.

Unacknowledged

e L Avuthorizations | All Authorizations that have not yet been acknowledged.
Authorizations

Unassigned . All Authorizations that have not yet been assigned an
s L Avuthorizations
Authorizations Employee.
Unassigned Members All Members who have not been assigned to an Office.
Members

Confidential and Proprietary 49 Last Updated: 04/07/2022



CareBridge Provider Portal Training Guide

SETTINGS

OVERVIEW

This section introduces the user to the features within the CareBridge Solution that enable Provider
Agency employees to configure the system to their workflows and preferences.

On the Settings page (Figure 96), there are sub-tabs for Offices, Groups, Documents, Rates, Billing,

and Vendor.
Figure 96. Settings page
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OFFICES

Offices are a way for Provider Agencies to configure multiple locations with the CareBridge Provider
Portal. Employees/caregivers and members can be assigned to Offices to better drive the scheduling
of caregivers to members and to be able to run reports by agency location.

To create a new Office, select the + NEW OFFICE button at the top of the Offices table. To edit an
Office, select the menu icon (3 dots) next to the Office and select Edit Office (Figure 97).

Figure 97. OFFICES sub tab and menu icon (3 dots) with + NEW OFFICE and Edit Office screens
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i
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Groups are a way for Provider Agencies to organize their employees/caregivers and the members
they serve. By choosing to assign an employee/caregiver or a member to a Group, the Agency can
more easily run reports for specific populations of caregivers or members. As an example, an Agency
may choose to create Member Groups based on member characteristics such as “have dogs”,

“have cafts

, “prefer male Caregivers” to better inform the caregivers when scheduling appointments.

To create a new Group, select the + NEW GROUP button at the top of the Groups table. To edit a
Group, select the menu icon (3 dots) next to the Group and select Edit Group (Figure 98). There are
two types of Groups that can be created - EMPLOYEE and MEMBER.

Figure 98. GROUPS sub tab and menu icon (3 dots) with + NEW GROUP and Edit Group screens
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The Documents sub-tab is a list of all exported documents from

Edit Group X

Group Type: Member -

Group Name

Prefers Male Caregivers

DELETE CANCEL SUBMIT

other pages in the CareBridge Provider Portal. When a document is exported, it will generate in the
background and display in this list when complete. When the user navigates to the DOCUMENTS sub-
tab, they can choose to download any document by selecting that document’s download icon on
the far right of the table (Figure 99).

Figure 99. DOCUMENTS sub fab and download icons
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RATES

All standard rates are provided to CareBridge Rates by PASSE and cannot be modified in the system.
However, negotiated rates will not be sent from PASSE. If your provider agency negotiated a different
rate for specific services, you will need to add that rate yourself by clicking the + NEW RATE button in
the top right of the RATES sub-tab and filling out the New Rate dialog box form (Figure 100).

Figure 100. RATES sub tab and menu icon (3 dots) with + NEW RATE and Edit Rate screens
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BILLING

CareBridge has built-in features to help create billing efficiencies for providers, reducing the number
of rejected or denied claims. It is now possible to select how Provider Agencies will bill. Either through
CareBridge EVV for partnered payers or through an external option such as your current 3rd party
billing solution. If you click on the Settings page in the left side navigation bar in the Provider Portal,
you will see the BILLING sub tab. It contains a list of payers available in your state, and each one has
its own card.

If a Payer’s visits need to be billed differently, and you have the capability, you can change the
settings in the BILLING sub tab (Figure 101). That changes the default process for that Payer.
Figure 101. BILLING sub-tab
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Allow billing through EVV: CareBridge will submit your claims directly through the Provider Portal.

Allow billing externally: You will export billing files from the Provider Portal to upload to your current
third-party billing solution and continue to bill the same way you do today.

You can set your agency billing preferences in the BILLING sub-tab. When you are exporting for billing,
it will default to whatever you set as your preference. However, you can also adjust it per individual
member when you EXPORT FOR BILLING (Figure 102).

Figure 102. EXPORT FOR BILLING buftton
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This function will automatically default to your Agency'’s current settings. The CareBridge system won't
allow you to choose an option that you don't have, based on your market. If an option is grayed out,
it means that your Agency doesn't have that capability (Figure 103).

Figure 103. EXPORT FOR BILLING customization options
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If an individual visit needs to be billed differently, you can change the settings prior to exporting, by
using the Export interface that pops up when you EXPORT FOR BILLING. This changes the individual
visit setting for that export only.

VENDOR

The EVV VENDOR sub-tab is a read-only view of the Providers’ current EVV vendor. This sub-tab (Figure
104) allows Integrated providers using the CareBridge Portal to see what associated EVV vendors

CareBridge has on record.
9 Figure 104. VENDOR sub-tab
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Figure 105. Provider Portal profile icon For additional resources, you can also access the CareBridge
Resource Library through your Provider Portal by clicking on the
Hello, Test! @ profile icon next to your name at the top right of any screen

CB Payer (1-CDT) (Figure 106) or by following this link:
http://resources.carebridgehealth.com/evyv
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ROLE DEFINITIONS

The following is a list of roles that have been referred to within the CareBridge Solution Training Guide.
As this list evolves, the Agency will be provided with updates.

Administrator — Provider Agency employee with administrator permissions in the EVV system.

Agency Employee - Provider Agency office staff who will be using the EVV system for some type of
operational function (i.e., managing authorizations, scheduling appointments, assigning caregivers to
members, billing, etc.)

Caregiver — The employee who works in the member’'s home providing authorized services.

Employee — Anyone who works for the Provider Agency.

Member - The person the Provider Agency supports who is enrolled in the LTSS program receiving
services in their home.

PASSE — The member’s health plan. The health plan is confracted with Arkansas Department of
Human Services (DHS) for coordination of members’ care and benefits.

Payer — The organization (PASSE) that reimburses the Provider Agency for services rendered.

User — Anyone at CareBridge, PASSE, or the Provider Agency who logs into the EVV system, via web
portal or mobile app, to review data or do work.
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