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INTRODUCTION

If you have questions, our team is

OVERVIEW always here to help. Just email:
This Training Guide is intended to help the user
understand how to best utilize the CareBridge Solution or call us at (844) 343-3653.

as a part of the day-to-day services that are provided.
If at any point there are questions, our team is here to
help: iaevv@carebridgehealth.com or (844) 343-3653.

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 time 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 items:

e 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.
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SOLUTION OVERVIEW AND SETUP
OVERVIEW

Provider Portal Training Guide

This guide provides an overview of the basic functions of the CareBridge Solution and helps Agency
Employees learn how to set-up the CareBridge Solution to enable the delivery and electronic

documentation of services performed for members by caregivers.

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://ia.carebridgehealth.com/
2. Enter username and password, select LOGIN (Figure 1)

New users can use the Sign Up! link to create a password and access the
Provider Portal. (Please note: the admin user will need to create usernames for
new users. See Employees for more information)

NAVIGATION

The following sections are available from the left navigation pane (Figure 2).
Each of these will be discussed in more detail within this document.
* 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 (MCOs).

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

* Appointments: Displays upcoming scheduled appointments allowing
Agency Employees to view 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.

e Members: Displays members and associated information.

* 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.

* Provider Admin: Displays Provider information for review

Confidential and Proprietary 5

Figure 1. Login screen
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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 (Figure 3). The user will be prompted for

a Provider ID, Username, and Password. Once
logged in, the appointment schedule for today is
displayed. Please see the Check-In & Check-Out

Provider Portal Training Guide

Figure 3. Download the CareBridge mobile app
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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
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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 or the Sort by drop-down menu at the top left of the table

(Figure 5).
Figure 5. Employees page FILTERS and Sort by drop-down menu

o e Hello, Gwyneth!
EMPLOYEES CAREBRIDGE TRABNING (2915 - CST - CB) B
PERSONAL FILTER PAYROLL COMPLIANCE SCORE
FILTERS -
Sort by
Mame, IC Email I'EITI pIOYee T\ Fod
name, 10, Q, johniiem| Q, Q, 5 -
Employee
nplayee Type Status: o
- seleer | Email - Selact - Salact -
o Phone
Role
I " R%
) RESET FILTERS SAVE FILTERS Status
sorthy N Saved Filters 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 6)

Figure 6. SAVE FILTERS button

FILTERS -
Employee Name, ID, or Username: Email Phone Number Role
First/Last name, ID, Username Q lahn@emall.com Q S#z.#aggads [+ ] Agmin % -
Emplayee Type: Status: Office: Group:

Dack Office x - Selast - Gelent - Gelact -

Pre-Billing Check(s)

select -

-'._'_] RESET FILTERS ‘ SAVFE FILTERS '
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When the Save Filters dialog opens, the user is asked to name their custom filter for future reference

Figure 7). , . .
(Fig ) Figure 7. Save Filters dialog
PERSQMAL FILTER PAYROLL COMPLIANCE SCORE
FILTERS ~
Employee Name, ID, or Username Email Phone Number: Raole:
First/Last name, D, Usemame Q john@email. com Q BRE-HER-HUBE Q Admin x x >
Employee Type: Status: Save FilterS X [
Back Office x. X |- Seledt,. -

Enter a name for your filter using the field below. This

Pre-Billing Check(s):
saved filter will only be available in the Employees page.

Select -

i) RESETFILTERS Filter Name
Back Office Admin|
Sort by Saved Filters
Employee = | | 4 || Select asaved filter... - @
CANCEL SAVE

T LOGIN

] EMPLOYEE USERNAME EMAIL PHONE

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 (Figure 8).
Figure 8. Saved Filters drop-down menu and results (Back Office Admin)

FILTERS -
Sort by
Employee Sort by Saved Fllters @
Employee - + Back Office Admin -
[0 emeovee USERNAME EMAIL FHONE EMPLOYEE
[J EmpLOYEE USERNAME EMAIL PHONE ROLE
TYPE
O sherryssm - B
O ocwneth g’ - mam e = s Admin Back Office
[0 shelby s s | =N oW WS E o [ B FRTTIY CIIVE

Saved filters are specific to the users that create them and the page(s) on which they are created.
Users can update/delete their filters as necessary. To update, the user must save a new filter. To
delete afilter, the user must select it and click on the trash can icon in the Saved Filters list. (Figure 9).

Figure 9. Delete Filter trash can icon and dialog

Delete Filter x

Are you sure you wish to delete this saved filter? This
FILTERS action cannot be undone and you will have to create a new
saved filter if you proceed.

Sort by Saved Filters
Employee - ™ [ Back Office Admin X4~ I Filter Name
Back Giffice Adrin Back Office Admin
[J EMPLOYEE USERNAME

CANCEL DELETE FILTER
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View Employee Details

To view more details about an employee, select the menu icon (3 dots) (Figure 10) on the right side
of the employee’s row and select Employee Details.

Figure 10. Employees page menu icon (3 dots) and Employee Details link

Sort by Saved Filters
ASSIGNTO CREATE EMPLOYEE
Emploges N i EEIR O T N bt

EMPLOYEE
[0 empLOVEE USERNAME EMAIL PHONE ROLE S STATUS OFFICE(S) GROUP(S) LAST LOGIN

Main Office, Jane

K - L L] J Admin Office Active
O ke Home Health Trenton
[ Adam Admin Active
4 IMPORT F EXPORT TOFILE Rows pet page: 10 = 12etz < 1

From the Employee Details screen (Figure 11), users can view employee general demographic info,
the employee’s CALENDAR, and list views of their upcoming APPOINTMENTS and completed VISITS.

Figure 11. Employee Details screen

Active @ CALENDAR ALERTS APPOINTMENTS VISITS
Adamm o mmm
TORAY < ¥ 19-25 JUNE 2022 Hide Cancelled | "EEK
Username Sun Mon Tug wed Ty Fri s
s 19 20 21 22 23 24 25
Date of Birth
YYYY-MM-DD o

Email {optional)

First Name
Adam

Last Name

Phone Number [optional)

CREATE NEW EMPLOYEE

Agency Administrators can create new employees (Agency/Office Employees or caregivers),
individually or through bulk import. To create the employees individually, select the + CREATE
EMPLOYEE button at the top of the Employees page (Figure 12).

Figure 12. + CREATE EMPLOYEE bufton

PERSOMAL FILTER PAYROLL COMPLIANCE SCORE
FILTERS -
Sort by Saved Filters —_—
Employee I || ot | ereer— . ASSIGN TO ‘ 4 CREATE EMPLOYEE ®
EMPLOYEE
D EMPLOYEE USERNAME EMAIL PHONE ROLE TveE STATUS OFFICE(S) GROUP(S) LAST LOGIN
Main Office. Jane
K s . ¥ Admin Office Active
01 oy - - T — ’ i s Home Health Trenton
O adam w = L= w Admin Active
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To create employees in bulk, click the
IMPORT button at the bottom left of
the Employees page, download the
Excel template, fill it out, then upload
it by clicking the IMPORT button again
(Figure 13).

Please note: If the information you
enter in the spreadsheet template is
inaccurate, you will need to update the
profiles in the system and cannot simply
edit and re-import the spreadsheet.

MODIFY EMPLOYEE DETAILS

Provider Portal Training Guide

Figure 13. Employees page IMPORT button and Bulk Import dialog box

’ ¥ IMPORT '

Import Employees X

fn onder to bulk import Employees, please downfoad the following template and complete the necessary fields.
1 BULK_IMPORT_EMPLOYEES.XLSX

ance you have completed the template, attach the file below:

CANCEL IMPORT

To modify Employee Details, select the pencil icon next to the employee name (Figure 14). The
Employee Details fields will become editable. Select the SAVE button at the bottom of the screen to

save your changes.

Figure 14. Employee Details screen pencil icon and SAVE button

Active il

CALENDAR

ALERTS APPOINTMENTS VISITS

TODAY €

Adam e ()

Username

Date of Birth
YYYY-MM-DD

Email (aptional)

> 19-25 JUNE 2022

Hide Cancelled | "oo% ~

20 21 22 23 24 25

SAVE &

In addition to general demographic information, the following fields are critical in setting up the

employee'’s profile:

* Username: This username will need to be communicated to the new employee for them 1o sign
up for the Provider Portal or Mobile Application. This is a required field.

* Date of Birth: This information is usesd to confirm the user’s identity when logging into the app.

* Email (optional): If the user would like to receive future communications, such as multi-factor
authentication codes, via their email, a valid email address will need to be entered.

* 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.)

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

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

* Employee Type (optional): Used to differentiate caregivers from office workers.

Confidential and Proprietary 10 Last Updated: 07/12/2022
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* 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 within 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
= Cannoft view Billing Dashboard
=  Cannot complete Manual Enfries
= Cannof generate claims
— Employee - Office:
= Can only view member data in the offices to which they are assigned
= Cannoft view Payroll or Compliance Score reports
= Cannoft view Billing Dashboard
= Cannot complete Manual Entries

= Cannof 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 (Figure 15) to assign the selected
employees to an Office or Group. For more information on Offices and Groups, see the Settings

section. _ ,
Figure 15. Employees page ASSIGN TO button and dialog box

Sort by Saved Filters

Employes - + Select a saved filter - ASSIGNTO + + CREATE EMPLOYEE ©

EMPLOYEE
B EMPLOYEE USERMAME EMAIL PHONE ROLE ™veE STATUS OFFICE(S)

LAST LOGIN

Assign To ES
[ xay adams kadams lkra10gigmail com  BE7-207-0585 Admin Office

Main Office

CANCEL 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 16).

Figure 16. Employees page reports

PERSOMAL FILTER PAYROLL COMPLIANCE SCORE

FILTERS

e PAYROLL: This report returns payroll data for a given time 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, late visits, or missed visits.

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 17). Upon selecting the file type, the document will
begin downloading and will be available on the Settings page on the left navigation pane under the
DOCUMENTS sub-tab. For more information, see the Settings section.

Figure 17. Employees page EXPORT TO FILE options

4 EXPORT TO FILE

Download as CSV
Download as XLS

Download as PDF
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MEMBERS

The Members page in the CareBridge Provider Portal (Figure 18) allows the designated Agency
Employees to view and edit member information. The Members page is populated with data from
the member file, (provided by the State or MCO) and updates daily with the most recent information.

Figure 18. Members page

Hello, Jennifer!
m MEMBERS NG HEALTH KOMLER-RICE (16 - COT - CB) o B

Dashbaard

PERSONAL FILTER ACTIVE MEMBERS UMASSIGNED MEMBERS  COMPLIANCE SCORE

Discussions

FILTERS >

Al Sort by Saved Filters

Mamher Hame - | | Sslect ASSIGH TG w + ADD MEMBER @

Appointments

Visits [ memoeEr MEMBER ID MERICAID 1D ADDRESS PAYER[S) ACTIVE AUTHS STATUS OFFICE(S) GROWP(S) LAST VISIT

) O @D DO

Sl el Main Office, Trenton
1 a - . " : t
Billing [ Gineie mr r == ' - g, GB Payer Mo Actie i 12N00

el |

el ol e Nl Main OMice, Jane
=iy €0 Payer Ves Active s 02/02/2022

Employees

mET L Al R i -d.". _'_- "_' i Ch Payer Me  inactive Main Gffice have dogs - large 08/20/3020
Settings

) Al s - - —— CB Paper ™ Active Main Gffice 081673000

> &

Provider admin

O miige === - - W - B Payer Mo Axtive Main Office hawe dogs - large

T =" Jane Home Mealth
.

0w mgee = — =TT CB Payer Yes Active Trennon, Miadn Office 1012021

O sermin s .- . B Payes Ha nactive Main Office 82002

O Jenaine me e - m e e CB Payer Mo Inactive Main Office BEOOZ

< | & IMPORT | § CXPORTTOFILE Rows per page: 10 = vised10bs & 1 2 Jm

Users can create members either through bulk upload or individually. create in bulk, click the IMPORT
button at the bottom left of the Members page, download the Excel template, fill it out, then upload
it by clicking the IMPORT button again. Please note: If the information you enter in the spreadsheet
template is inaccurate, you will have to update the Member profiles in the system and cannot simply
edit and re-import the spreadsheet.

To create a new member individually, select the + ADD MEMBER option in the top right-hand corner
of the Members page. When creating an individual member profile, you will need to have the
member’s information available before you start. In addition to normal demographic information, the
following fields are critical in setting up the new member’s profile both individually and in bulk:

* Date of Birth * Secondary Address(es) e Status

* Payer(s) Email * Program
Primary Phone # * Medicaid ID

Office/Group

 Eligibility Dates

* Primary Address Secondary Phone #(s)
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After clicking + ADD MEMBER, you will be directed to the New Member form (Figure 19). Begin filling
out the fields, starting with the member’s name and date of birth. To add payer information, click
on the + symbol next to the field (Figure 18) and input the required information. When you have
completed entering the payer information, click on the + symbol at the end of the row (Figure 19).
Note that even though the eligibility dates have a separate field, they will be entered here as well.
Multiple payers may be entered and modified within this dialog box. Once all the member's payers
have been entered, click on the SAVE button (Figure 19).

Figure 19. New Member Form

Figure 20. Payers dialog box screen

New Member
First Name
Last Name

Date of Birth

YYYY-MM-DO

Additional Identifiers

MNone

Eligibility Date 50

None

Prumaryi\dciso

MNone

Secondary Addres ':.*._cs]o

None

Email

Primary Phone Numbmo

MNane

Secondary Phone Humhw(ﬁ}o

None

Status

Active

Medicald ID

FOBID Assign FOB

Office

Groups

Payers X
Payer Member Id Program Eligibility Dates
CR Payar -~ 173456 Test DRID1/P022 - DAMLZ0P? [
Payers X
Payer Member Id Program Eligibility Dates
Start Date -« Fnd Date D 12

lCB Payer (123456) - Test - 07/01/2022 - 07/31/2022 »* @ l

and modified.

Confidential and Proprietary

Multiple Payers may be created

e (R

Figure 21. Edit Primary Address dialog

Edit Primary Address h ®

Street Address Line 1

e 9

Street Address Line 2 (optional)

Apartment, suite. unit, building, floor, ete -]
City State Zip Code
NASHVILLE ™ b 37240
[ Address
b

Type |elect

Community

Family Member's Home I

Member's Home
Parents

Temparary Hesidence

14

Next enter the Member’s
Primary Address and select
the Address Type (Figure 20).

If the Member is routinely
cared for at multiple
addresses, the user will need
to enter these addresses.
This can be done in the
Secondary Address(es) field
by clicking on the + symbol
(Figure 21).
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Figure 22. Edit Primary Phone Number box

Edit Primary Phone Number e

Primary Phone Number
955-555-5555

Phone #
[ Member's Phone - l
Type
Community
Share
with Family Member's Home
Payer

Parents

Temporary Residence

Figure 23. Add and edit Secondary
Phone Number(s)

Secondary Phone Number(s)
555-555-5555

555-555-5555

VIEW MEMBERS

Provider Portal Training Guide

Just like in the address boxes, the user now needs to entfer
the member’s primary and secondary phone number(s)
(Figure 22). If the member has a cell phone, it would be the
Primary Phone Number. If the member has a home phone
- or landline - make sure to add it as well. That is the phone
that would be used by the caregiver for any IVR calls.

Multiple phone numbers can be entered in the Secondary
Phone Number(s) field. Just click the + symbol (Figure 23).

A member’s Status is determined by their eligibility dates.

The member’s Medicaid ID is a required field. This must
be entered to identify the Member’s benefits. Assigning
Members to Offices and/or Groups is a way to organize
Members by location, preferences, or any number of
other relevant attributes. Please see page 18 for more
information.

On the Members page, the user will see a tabular view of all members that are currently in the
Provider Portal (Figure 14). This table can be filtered and sorted with a few parameters by selecting
the expand arrow in the FILTERS component or the Sort by drop-down at the top left of the table

(Figure 24). , ,
Figure 24. Members page FILTERS and Sort by options
PERSONAL FILTER  ACTIVE MEMBERS  UNASSIGNED MEMBERS  COMPLIANCE SCORE
FILTERS
Member Name or D Street Address City: State Zip Code;
Search By Name or ID Q Q Q = Q,
‘ayer Slatus Active Auths: Group
Select Payer - Seareh or Sel Sort by G 1 Select. - Select Graup
Member Name -
Offlce Pre-Billing Che
. : Member ID
Address
Sort by Sawved Filters
Member Name - + Select o saved lilter, - | Status AT @
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 25).

Figure 25. Members page menu icon (3 dots)

Sort by

Member Name - 1 select a saved filter - AL @
D MEMEER MEMBER ID MEDICAID ID ADDRESS PAYER(S) ACTIVE AUTHS STATUS OFFICE(S) GROUP(S) LAST VISIT \

= 5w : -

O ovonata " e B Payer ves Active 02/17/2022 A

From the Member Details screen (Figure 26), you can view general member demographic
information, a CALENDAR view including all appointments and visits, list views of upcoming
APPOINTMENTS, completed VISITS, the member’s CARE PLAN data, Discussions about the member,
and the member’s Authorizations information.

Figure 26. Member Details screen

: Hello, Gwyneth!
MEMBERS » DETAILS » & CNG HEALTH KOHLER-RICE (16 - CST) e

CALENDAR APPOINTMENTS VISITS CARE PLAN
Sl :
Donaid s TODAY < ¥  20-26 FERRUARY 2022 Hide Cancelled = WEEK =
Date of Birth Tue Wed Thu "
20 2] 22 23 24 25 26

Payer(s) Be AM

CB Payer PRF=w=ly

Eligibility Dates

01/01/2019 - 12/31/2025 (CB Payer)
Primary Address

| 8.5 | ¥F (CB Payer)

00 AM
- m - = = el

Secondary Address(es)

MNone
Gwynath Gwyneth s Gwynath
B:00 AM B00 AM - 8:00 AM
Email 10 10:00 AM 10:00 AM

Service:55125

A s Discussions G
Primary Phone Number
u (CB Payer) ©
Secondary Phone Number(s) CREATED BY ASSIGNED TO TYPE SUBJECT CREATED LAST UPDATED
MNone S
cuyretnmm= 4 Authorizations ~
Status
Active L0
START DATE  END DATE PAVER AUTH # UNITS SERVICE MODIFIERS STATUS EMPLOVEE
Program
None 0702021 12372022 CH Payer s 1000 S5125 Accapted Kay |}
Medicaid ID Rows per page. 10 = 1ot <1 >
—
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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 27), the Care Plan Activity dialog box will open, and the Activity and Frequency

can be selected along with adding Comments, if applicable. These Care Plan activities can be
edited at any fime by selecting the menu icon (3 dots) in the activity row and selecting Edit Activity.
Additionally, it is possible to view previous versions of the Care Plan by selecting the As-of drop-down
menu at the top right of the table. 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 27. Members Details CARE PLAN screen

CALENDAR APPOINTMENTS VISITS CARE PLAN
- -
Donald i‘m P4 FILTERS (ng of 021520221556 | w ] ~
Date of Birth
@
Care Plan Activity x
L ACTIVITY FREQUENCY
Payer(s)
Activity [N - Essential hou sekeeping
CB Payer smoms mm m N6 - Essential housekeeping 3x per week
Eligibility Dates Frequency 3 per week
* Cleaning Medical equipment x per week
01/01/2019 - 12/31/2025 (CB Payer) !
. N11 - Essential ransportation 3x per week H
Primary Address
= = u (CB Payer) + ADD ACTIVITY Commants <€ 1 >
L= ] L] L]

MODIFY MEMBER DETAILS

The Member Details screen is populated with data from the @
member file (provided by the State or MCO) 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. In order to modify these details, select the pencil icon next to the name of the member
(Figure 28), then select the + sign next to the field you would like to edit in the member’s information.

Figure 28. Member Details screen pencil icon and + sign

CALENDAR ALERTS APPOINTMENTS VISITS CARE PLAN

Donald Jacobson TODAY < 5 1925 JUME 2022 & Hide Cancelled  weEk =

Date of Birth o M Tun Wed o W st
it 19 20 21 22 23 24 25
Payer(s)

CB Payer (8B295F4BADO)

Additional Identifiers

None

Eligibility Dates

01/01/2019 - 12/31/2025 (CB Payer)

Primary Address

1800 N 16TH ST (CB Payer) o0 AM
-
COUNGIL BLUFFS, 14 51501 .
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Upon selecting the + sign, the user will be presented with a
dialog box to input the new/corrected address or phone
number (Figure 29). The Address Type drop-down provides

a place to record where the member is staying if not at
home - ie “Church”, “Family Member's Home", or “Temporary
Residence”. Once SUBMIT is selected, the address/phone
number will be sent to the Payer (MCQO) for approval. Until it is
approved, the address/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 section of Member Details.

EDIT APPOINTMENT INFORMATION IN BULK

When in the Member Details screen, appointment times and
employee (caregiver) assignments can be edited in bulk.
Simply go to the APPOINTMENTS sub-tab and edit groups of
appointments by selecting the check boxes at the left end of
the appointment rows. Then click on the EDIT APPOINTMENTS
button (Figure 30).

Provider Portal Training Guide

Figure 29. Edit Primary Address screen

Edit Primary Address X
Street Address Line 1

L o | m o
Street Address Line 2 (optional)

Apartment, suite, unit, building, floor, ete. 9

City

Address

Select .

Type

Share with
Payer

State

Zip Code

-

Figure 30. Appointment check boxes and EDIT APPOINTMENTS button

CALEMDAR APPOINTMENTS YISITS CARE PLAN
Donaid ekl / -
Date of Birth
0]
B () ﬂ DATE START TIME END TIME EMPLOYEE AUTH & SERVICE APPTID STATUS
ayer(s
CE Payer S B 02232022 08:00 AM 10:00 AM U"_"'"“m $5125 - Scheduled
Eligibility Dates
01/01/2019 - 12/31/2025 (CB Payer) B3 o02/25/2022 08:00 AM 10:00 AM G_‘”"“'"“ [ 55125 Scheduled
Primary Address
H 02/27/2022 0800 AM 10:00 AM Cenielh [ ] 55125 Scheduled
= mes w wel (CB Payer) B
S = n 02/28,/2022 12:00 PM 1215 PM Kay 85125 Seheduled
Figure 31. Authorizations page FILTERS and Sort by drop-down menu
Next, make the Start Time and/ Edit Appointments Edit Appointments x
or End Time changes, select . i S i o 1©) o lorin Ao st s e matin bk
the appropriate Employee O Svemi ot
(caregiver) if necessary, and e S A B B s
. . QRN 1AM 133 FM - Gwpnoth o
click SUBMIT (Figure 31). On the >
— i 02F2S/E0ZZ 10D AM 1P P Gwyned m—
next screen, double-check your — e
changes and click GO BACK to o B I . T R —
make more edits or CONFIRM to T ETE——T R e wsaw s W sororei
save your changes. S, SIS
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ASSIGN MEMBERS TO OFFICES AND/OR GROUPS

Use the check boxes next to member names to select them, then select the ASSIGN TO button in the
top right of the table to assign members to Offices or Groups (Figure 32). See the Settings section for
more information on the functionality that Offices and Groups provide.

Figure 32. Members page ASSIGN TO button and drop-down menu

3 Hello, Gwyneth!
:Lm MEMBERS CNG HEALTH KOMLER-RICE (16 - CST) e

== Dashboard

PERSOMNAL FILTER ACTIVE MEMBERS UNASSIGNED MEMBERS COMPLIANCE SCORE

Discussions
E FILTERS &
E Authorizations e Saved Filters

Member Name v E >etect a saved filter v ABBIGHICLES: Q
m Appointments Office

o Visit n MEMBER MEMEBER ID MEDICAID ID ADDRESS PAYER(S) ACTIVE AUTHS STATUS OFFICE(S) GROUP(S) GFOUD
isits

B Ginnie = e CB Payer No Active Dl e 12/17/2020

-
o Billing Office

@ Members B e [ Main Office, Jane

P ™ -
CB Payer Yes Active Home Health Tr 02/02/2022

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 table in a variety of ways fo 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 33).

Figure 33. 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 34. Members page

EXPORT TO FILE button and options

To export any of the data on the Members page to a PDF, XLS, or

CsV file, select the EXPORT TO FILE button on the bottom of the 4+ EXPORTTO FILE
page (Figure 34). Upon selecting the file type, the document will
begin downloading and will be available on the Settings page Download as CSV

under the DOCUMENTS sub-tab.
Download as XLS

Download as PDF
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ELECTRONIC VISIT VERIFICATION (EVV) WORKFLOWS
OVERVIEW

The following will help introduce the features 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 35) 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 35. Authorizations page

> \ Hello, Jennifer!
m AUTHORIZATIONS CHG HEALTH KOHLERRICE (16 - COT - OR) & e

== Dashboard
PERSOMAL FILTER  UNACKNOWLEDGED UNASSIGNED BECLINED
Discussions
FILTERS -
Sort by Saved Filers
Updated Date - 4 Select a saved filter = CREATE AUTHORIZATION &

Appointments

Visits MEMBER UPDATED DATE  START DATE END DATE UNITE AUTH & SERVICE MODIFIERS SceDu e Lty PAYER ETATUS EMPLOVEE
UTILIZATION % UTILIZATION %

» O B3 D

i1 Biling it ——
= 04/04/2022 0770772021 1272022 1000 s w5525 ] [ B Payer (v ackoowiedges ) @ | Gwmetm. - | [
e Ll
@ Members
hensd ,  Danaszozz 01/07/2021 12372022 1000 - 55125 75 4 €8 Payer (" Acknowiedged ) Kary hdams ()
- el it
e
amn Employees
E ki Calvin " & 04/04/2022 01/071/2021 V3022 1000 = " B 55125 o8 08 8 Payar (v acknowtedoed | @ | Gwnemm_ v | [ §
i . J
a Settings Bk g 04/04/2022 01/01/2021 1212022 1008 mB AN £5128 07 L&} £8 Payer ”\J Ack’\na\-‘ecxsj Eelect -
A Provider Admin o } . . —
Bill = w 08/08/ 2022 ovonan IR0 1000 - - 85125 o3 [ CH Payer '\\/ A k-n:m'—n!-,vﬂj' Guyneth M - n
* EXPORT TO FILE Rows pf page: 10 155 1 >
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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 a number of parameters by selecting
the expand arrow in the FILTERS component or the Sort by drop-down menu at the top left of the

table (Figure 36). , o
Figure 36. Authorizations page FILTERS and Sort by drop-down menu

PERSONAL FILTER UNACKMOWLEDGED UNASSIGNED DECLINED
FILTERS
Search By Name or Member 1D Search By Auth# Updated Dates Start Date
Name oF ID Q, Auth & O Start Date End Daie i 0B/30/2020 osawanz: (9
End Date: Payer: Status: Assigned To
Sorl by
0B/03022 odnanizozd () Salect Paye Feteot - Search or Select -
Updated Date -
Service: Scheduled U « [ Billed Unilization Pre-Billing Check{s)
Member
Select - Select... Select - Select -
| Updated Date
Office(s) i
2 start Date
Select -
End Date
SAVE FILTERS | :
e Units
Sort by Saved Filters Auth # I REATE AT ATeONe -
Updated Date v Qb | Select a saved filter, i st
Service

Scheduled Litilization %

Billed Utilization %

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 of the authorization in the table and will be communicated to the MCO.

Figure 37. Acknowledge Authorizations

F Hello, Gwynetht
‘ﬂm AUTHORIZATIONS CNG HEALTH KOMLER-RICE (16~ CST) B

Dashboard

PERSONAL FILTER UNACKNOWLEDGED UNASSIGNED DECLINED

[Discussions FILTERS "

Authorizations

Sort by Save
Updated Date o [k

Appointments

SCHEDULED  BILLED
Wisils MEMBER UPDATED DATE  START DATE END DATE UNITS AUTH # SERVICE MODIFIERS PAYER STATUS EMPLOYEE
UTILIZATION % UTILIZATION %

) O B30

Billing

— el 02N0/2022 D022 12312022 1000 M 85125 0 0 CB Payer - 0
@ Members
3 ——,
Y 02M0/2022  DINA2020 OUIW20: 19 — 55125 [ ] B Payer v Retened ) Select - M
2% Employees
) ol 02110/2022  GA/OT/020  1VA0/R020 2T = . 55125 a 0 B Payer (" ~ Recensd ) alect «| =
* Settings . —
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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.

Provider Portal Training Guide

Figure 38. Authorizations page EMPLOYEE drop-down menu

i[m. AUTHORIZATIONS

.= Dashboard
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SCHEDULE APPOINTMENTS

When viewing an authorization on the Authorizations page, a user can navigate directly to the
appointment scheduling workflow by selecting the calendar icon on the Authorizations page (Figure
39). For more information about scheduling appointments, refer to the Appointments section.

Figure 39. Schedule appointments from Authorizations page - calendar icon

iﬂm AUTHORIZATIONS
== Dashboard
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AUTHORIZATION DETAILS

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

Figure 40. Authorizations page menu icon (3 dots) and Authorizations Details butfon

E Authorizations =
Sort by
Updated Date LAlE - @
a Appointments
SCHEDULED BILLED
a Yisits MEMBER UPDATED DATE START DATE END DATE UNITS AUTH # SERVICE MODIFIERS PAYER STATUS EMPLOYEE
UTILIZATION % UTILIZATION %
1in  Billing Danald m———
— 0217/2022 01/01/2021 1273172022 1000 = 85125 G 09 C8 Payer ::.'/ Acknowledged /
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E"f’h: DRA0/E0ZE I S2020 1MOTE0E0 31T0 - 55130 [ o ©8 Payer (‘/ Acknowledged ) Kay adam  Member Detalls
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From the Authorization Details screen (Figure 41), the user can view start/end dates, service codes,
modifiers, units, limits, schedules, utilization percentages, as well as upcoming appointments and
completed visits and Alerts associated with the authorization.

Figure 41. Authorization Details screen There are also several actions

% that can be utilized directly from
RS T T -+ 7= 7oA. the Authorization Details screen
by clicking the pencil icon or the
buttons at the bottom:

Donald y ol &
Authorization "I &® G
(R P TR FF IV FIEFr brrd

chnowledged (Katie

Authorization Details ~

wrs a@ * Add a secondary Diagnosis
e s s Sl s o Code to the authorization.

R
prp— i * Assign an Employee fo the

Payer Auth Nimbar Start-Fnd Date

B Payer — [owimezr - sz @ authorization.

Service Code Units Diagnesis Code | Diagnosis Code 2

L I . ? * Add Notes to the

Bervice Provider Service Provider NP Service Provider Medicald 1D Ernplayee G §] 1' h o riZO ‘I'i o n .

Mamber Elgoiiny e The SCHEDULE APPOINTMENT

01/03/2019 - 12/31/2025

button will take the user

to the Appointments
Scheduling dialog. For more
information about scheduling
appointments, refer to the

s R Appointments section.
e « The + MANUAL ENTRY button
takes the user to the Manual

e M ] s Entry dialog. For more
information about manual
entries, please refer to the
Check-In & Check-Out
section.

e The CLOSE button will close
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

PERSONAL FILTER UNACKNOWLEDGED UNASSIGNED DECLINED

FILTERS

* UNACKNOWLEDGED: This report returns a list of all authorizations 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.

e DECLINED: This report returns a list of all declined authorizations.
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 from the Settings page under the DOCUMENTS sub-tab.

Figure 43. Authorizations page
EXPORT TO FILE button and options

4 EXPORT TO FILE

Download as CSV
Download as XLS

Download as PDF
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APPOINTMENTS

The Appointments page in the CareBridge Provider Portal (Figure 44) allows Agency Employees to
view upcoming scheduled appointments as well as identify and act on late or missed visits.

Figure 44. Appointments page
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SCHEDULE APPOINTMENTS IN THE PROVIDER PORTAL

For appointments to appear on the Appointments page they must first be scheduled. To schedule
an appointment, the user must 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. Appointments page calendar icon
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Upon selecting the calendar icon, the user is taken to the Schedule Appointment screen (Figure 46).
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. , ,
Figure 46. Schedule Appointment screen
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On the right side of the screen 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.

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

* Click the calendar icon in the Individual Date Collection card to select individual dates for
appointments. The user can individually select as many dates as necessary from the Individual
Date Collection card. Once the dates are selected, they will display in the Dates Selected card
(Figure 47).

* Recurring appointments can be selected using the Repeat Schedule card by entering the
following fields:

— Start Date: This is the date on which the repeated schedule will begin.

— Repeat Every: This is the frequency with which the repeated 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. Example: ‘Repeat on Wednesdays.’

— End: Choose to end the repeated schedule after a certain numlber of visits or after a
certain date by selecting one of the radio buttons.
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Upon completion of the fields listed above, the Dates Selected card will populate with the
appropriate dates based on the ‘Individual Date Selection’ or ‘Repeat Schedule’ fields.

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 the selected dates
(Figure 47).

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

Figure 47. Recurring appointments dates selection
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VIEW APPOINTMENTS

On the Appointments page, 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 at the top left of the table (Figure 48).

Figure 48. Appointments page FILTERS and Sort by drop-down 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 then select Appointment Details (Figure 49).

Figure 49. Appointments page menu icon (3 dots) and Appointment Details link

MEMBER DATE START TIME END TIME APPTID EMPLOYEE AUTH # SERVICE STATUS PAYER \

Bill 02/24/2022 0500 AM 06200 AM 959321 Gwyneth - 59125 Missed CB Payer

Dwigt 0272472022 0900 AM 10:00 AM 559326 Geyneth mmmm o mwm 55125 Missed B Payer -
9 & ¥ Authorization Detalls

Bill | — 02/26/2022 05:00 AM 06200 AM 559322 Grynethamem = 55128 scheduled CB Payer Member Detalls
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From the default Appointment Details page (Figure 50), associated data in the Appointment and
Biling cards can be found, as well as a Notes card to add notes and attach files to the appointment.
Other cards will be made available as necessary. A user may move between all the member’s
upcoming APPOINTMENTS and completed VISITS by selecting them from the lists on the left side of
the screen. On the right, the user may look at all ALERTS associated with the selected appointment,
the CLAIMS HISTORY, The member’'s CARE PLAN and OBSERVED CHANGES data, a CALENDAR view of
all the member’s appointments and visits (see > right arrow), and the member’'s SCHEDULE HISTORY
by selecting from any of those options listed on the tabs on the right of the screen.

Figure 50. Appointment Details screen
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From the bottom of the Appointment Details screen, the user may choose to utilize four actions:

* EXPORT FOR BILLING: If the visit has been completed properly, it can be exported.

* 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 the RESCHEDULE button.

* CANCEL APPOINTMENT: For upcoming appointments, choose to cancel and provide a reason.
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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 51).

Figure 51. Appointments page reports

PERSONAL FILTER LATE APPOINTMENTS  MISSED APPOINTMENTS  CANCELLED APPOINTMENTS

FILTERS

* 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 one hour of the appointment start
time.

e 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 three hours of the
appointment start time.

e CANCELLED APPOINTMENTS: This report returns a list of all appointments that have been
cancelled.

To export any of the data on the Appointments page to a PDF, XLS, or CSV file, select the EXPORT
TO FILE button at the bottom of the page (Figure 52). Upon selecting the file type, the document will
begin downloading and will be available from the Settings page under the DOCUMENTS sub-tab.

Figure 52. Appointments page EXPORT TO FILE bufton and options

4 EXPORT TO FILE

Download as CSV
Download as XLS

Download as PDF
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CHECK-IN & CHECK-OUT

Within the CareBridge EVV Solution, there are two primary ways for
a caregiver to Check-In and Check-Out of an appointment with

a member. The preferred method is by utilizihg 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 EVV 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 a schedule view (Figure 53). The schedule
will allow the user to view any appointments that are scheduled
for that day. If the < > arrow icons on either side of the date are
selected, they can view past visits or tomorrow’s schedule.

CHECK-IN

To Check-In for a scheduled appointment, select the name of

the member. 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 is

displayed (Figure 54).

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-In to the
appointment by selecting the CHECK IN button
(Figure 55) and then view the confirmation
screen that shows Check-In was completed
(Figure 56).

Please note: when different services are
scheduled in consecutive order, the Caregiver
must Check-Out of the first service and then
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.
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Figure 53. Schedule screen
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Figure 55. Check In Details
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Before continuing the documentation process in the app, the
caregiver should proceed with their visit tasks. Once they are
finished with their duties, they may move on to the Observed

Changes survey in the app.
OBSERVED CHANGES

Once Check-In is completed, the caregiver is presented with
important questions allowing them to indicate whether the
member has had any Observed Changes (Figure 57). The
Caregiver should keep these questions in mind while performing
their tasks during the visit. Once they are finished with their duties,
they may begin filling 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 answeris “no,” leave the radio button empty. If there is

an Observed Change, it will trigger a Discussion (Figure 57) that
is sent to both Payer (MCO) and Provider. This Discussion can

be accessed on the Provider Portal Discussions page. Once

all guestions are answered, the caregiver can may select the
CONTINUE button. If there are no changes, the caregiver may
select NO OBSERVED CHANGES (Figure 57) and then Confirm.

I
| 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 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?

CONTINUE
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Figure 56. Check In Completed!
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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
(Figure 58).

If all the Care Plan activities have been
performed and there are no issues, the
caregiver can click Mark All Performed at the
bottom of the screen (Figure 59).

Please note: The caregiver will also see a
Provide Additional Comments link at the
bottom of the Care Plan screen (Figure 59). 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 60).

Care Plan

Elden Jdmi v
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Cancel Appointment

Plan updated Oct 04, 2021 by Sk
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Care Plan
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Dusting
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Heip!

N11 - Essential transportation

0ol 3xjweek. Performed

Provide additional comments

~ | Mark all Performed

SUBMIT
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The Caregiver can also select each Care Plan activity individually, and indicate whether the activity
was Performed, Skipped, or the Client (Member) Refused (Figure 60). Once the caregiver has marked
their completed activities, reviewed the information, and clicked on SUBMIT, they may begin Check-
Out (Figure 60).

Figure 60. Reason and APPROVE with no signature
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CHECK-OUT

Once the Care Plan documentation is complete, the Caregiver is presented with Check-Out details
and can review to confirm that all previous documentation is correct (Figure 61). The caregiver
should then select the Collect Signature button to continue. At this point, the member has an
opportunity to attest to the visit by providing their signature in the mobile app (Figure 62). Once a
signature is added, the caregiver can select APPROVE to complete the Check-Out workflow and the
visit. If APPROVE is selected without the member entering a signature, the app will ask for a reason.
For example, the member was sleeping, or physically unable to sign (Figure 63). Once the caregiver
has completed the Check-Out process, they are done with the visit. (Figure 64).

Figure 61. Click Collect
Signature butfon

Check Out

Elden St Figure 62. APPROVE WITH signature

5:00 PM - 5:30 PM

Cancel Appointment i
BACK TO REVIEW Signature

Dusting

Performed

rto sign your name

N11 - Essential transportation

Performed

e T E ' * L FI—“-

Observed Changes

Clear Signature Elden el

M
You are about to Check Out!

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

Figure 63. Reason and APPROVE with no signature

BACK TO REVIEW Signature

Use your finger to sign your name

You are done!

Member Refused

X

Clear Signature Cancel
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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 choose to use the Interactive Voice
Response (IVR) system. To Check-In and Check-Out,
the caregiver will need to call the IVR phone number
(515) 489-4787 from the member’s approved phone
number. Additionally, the caregiver will need to input
a Provider Code, and an IVR ID 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 caregiver will also be asked to input a six-digit Sign
In Code that will be sent to them via text message or
email during the IVR registration process. If they have
no way to receive this code, they will need to call their
MCO to get it.

The IVR system will walk the caregiver through a series
of inferactive 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 65) allows Agency Employees to view
completed visits and Pre-Claim Checks, and fo request claims.
Figure 65. Visits page
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VIEW VISITS

The Visits page displays a tabular view of all visits that have been completed. This table can be
filtered and sorted with several parameters by selecting the expand arrow in the FILTERS component,
or the Sort by drop-down at the top left of the table (Figure 66).

Figure 66. Visits page FILTERS and Sort by menu options
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VISIT DETAILS

In order to view more details about a visit, select the menu icon (3 dots) on the right side of the visit
row and then select Visit Details (Figure 67).

Figure 67. Visits page menu icon (3 dots) and Visit Details link
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From the Visits Details screen (Figure 68), the user can view associated data in the EVV Visit and Billing
cards as well as add Nofes and attachments to the visits. They can also move between all upcoming
APPOINTMENTS and completed VISITS for a member by selecting them from the lists on the left. The
user can see any appointment ALERTS, the member’s CLAIMS HISTORY, CARE PLAN and OBSERVED
CHANGES data, a CALENDAR style view of their appointments and visits (right arrow >), and the
member’'s SCHEDULE HISTORY by selecting any of those options from the tabs on the right.

Figure 68. Visit Details screen

m\ VISITS » DETAIL » e Het, Gl a

- :
BE  Dasmoad DOMALD = mom ms

" —— e 5

o - wnaa 0

[ sopointments o Visit Fanusl Entry
Snrbingiee S Errmmy s s el
N i St W and Compbeted (Manual) Cvick I D324 Tare: Feb 10, 3022 200 P
Asi  Billng 02142022 n (2 i
Aurronzation. Creck Cwt Dates Tame: Feb 10, 2022 430 PM
K¥ F ) - .
D members oariarhons 1 Vit Duraton 0 hours 30 mimes (2 andts)
Ky s ~ Sk I Logation B NN ]
. doyees
2o Employees aandjaces A1) i {2 ] B DT Pl 10, 2002 490 P etk Out Liation T T
£ s ' End Dt T Fob 10,2022 530 P Aecteptitle Locatons wa
et 02112022 1 15 .
Attt : St Location e i p Marisal Feason Gode Fergot to clack infout
f  Frovider Admin e i i . Mariial Hotes
Amanda e - . i M Adtestatean o ATestation
oz 022 1he Expected Cration Ohours 30 minstes (2 units)
SR Paper €8 Payar
Missed Visit
ozieranza Pre-billing Checks VITW RESOLVED ALERTS Mnad vt Reaten Cataghoee Sorgrot 10 chick in [ ot
ipepn Maszed Action Taken Service provided a scheduled
oznerzozz 4 o &
H 5125 @ Anpeebilling checks have been resolved
o2/e112022
lew
t—] Servc Code 56128
Modier Tone
Bilng Sishus: Hone
Urats: Nane
Add Note
B Anschrie CANCIL  SAvE

Confidential and Proprietary 37 Last Updated: 07/12/2022



CareBridge Provider Portal Training Guide

From the bottom of the Visit Details screen, the user may utilize four actions:
e EXPORT FOR BILLING: Completed and EVV-compliant visits may be exported for billing.
* MANUAL ENTRY: Needed 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 Admin-Office assigned to that office, they may
reschedule appointments.

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

EXPORT MEMBER CARE PLAN ACTIVITIES

From the Visit Details screen, under the CARE PLAN tab, 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 69).
This file can be refrieved in the Settings section, under the DOCUMENTS sub-tab. View the Check-
In & Check-Out section for more information on how the Care Plan is presented to caregivers for

completion as part of a visit.
Figure 69. CARE PLAN screen EXPORT button
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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 Agency Employee may complete a Manual Entry.

For a visit that does not have an EVV Check-In and Check-Out, the user must navigate to the Visits
page and select the + MANUAL ENTRY button from the top right of the table, then the Manual Visit
Entry option from the drop-down menu (Figure 70).

Figure 70. + MANUAL ENTRY button and Manual Visit Entry link
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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 71).

Figure 71. Manual Entry screen

Manual Entry x
Member Authorization Appointment (optional) =
Dunald - (Aclive) v Unassigned -
Employee Status Billing Status
Gwyneth -
Service Code Location
55125 -
Check-In Date/Time Ccheck-Out Date/Time
02/10/2022 01:00 PM m 02/10/2022 02:00 PM Ej
Check In Location Check Out Location
Mone Mone
Payer Notes
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Enter a note
Manual Reason Code
select Heason Code | - ]
S T
No access to application or IVR @) Attach File
Technical error
: The following file types can be uploaded: .doc, .docx,
Forgot to clock in/out i i i CANCEL
.pdf, .jpg, .csv. .xIs. .xIsx, .json, .png, .jpeg, and .txt.
Duplicates/overlapping -
In cases in which a visit does have an EVV Check-In 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 72).
Figure 72. EXPORT FOR BILLING button
; o
E MEMBER DATE ?::K a E:TC:MI EMPLOYEE AUTH # SERVICE PAYER APPTID STATUS
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[~ 02032022 0XI0PM  OJ45PM  Kay §5125 C8 Payer Completed (Marual)
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The user will be presented with a dialog box indicating the Payer and default billing action for each

visit. (Figure 73).
Figure 73. Export dialog box

Export X

Q 2 Visits will be exported for billing and will be available for viewing on the Billing Page

MEMBER DATE APPTID STATUS PAYER BILLING ACTION
Completed
Donald 02/01/2022 CE Pa Bill through EVV -
L (Manual) el 2
Completed
Bill 02/03/2022 P 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-Biling check is
shown in more detail (Figure 74).

Figure 74. Pre-Biling Check on the Visits page

< 3 Hello, Gwyneth! 9
m VISITS CHE HEALTH KOHLER FICE (14 - CST)
BE  Dashbosrd
L] PERSOMAL FILTER LATE wisiTs MISSED VISITS MANUAL VISITS Evv visiTs
E Discussions

FILTERS it
B suhorizations S

Dasa | ERE LSRR+ raanuaL ENTRY @
(3 oncimmens
(~] B memasR DaTE START D TIME  EMPLOVER AUTH # SERVICE CHEGKIN CHESK  ven HFPPTID STATUS
TiNE TIME ouT TIME
T eming Missed reason Is missing on the
—_— tch Boomas 120872020 1100 am  100pm  Britney Fraser IIEEEITE  S5150 00 AM  OLOOPM  CB Payer s57aeh appaintment. 0 :
) Members
Artemnis Sefick 1200902020 GZ00pm  (ADDpM  Kristen Mywrs IO0TT  S5I2E UR0ZPM  D0SPM  CBPayer §57345 Late 40 Completed
' ¥

Additionally, Pre-Billing Checks can be viewed on each page by filtering using the Pre-Billing
Check(s) filter (Figure 75).

Figure 75. Visits page Pre-Billing Check(s) filter

FILTERS o
se, BT ame [ arch By L x] B 3
5 B e of I =} pt I # a, B a
Date Range Payer Service
ns0 wazszizz ) Select Payer - Select - -
Pre-Billing Check(s): Check In/Out Type Office(s Agare
celect = - N - = "
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The following (Figure 76) is a full list of Pre-Billing Checks performed in the CareBridge Solution and
potential opportunities to resolve the Pre-Billing Check to submit the visit for billing.

Figure 76. Pre-Billing Checks and Resolutions table

PRE-BILLING CHECK

No authorizations available during the
appointment

Member is ineligible during the appointment

Manual entry reason is missing on the
appointment

Late reason is missing on the appointment
Missed reason is missing on the appointment

The appointment occurred outside of an
authorization

The visit has a claim in progress and is locked

The Payer has marked the provider as inactive
during the appointment

The claim has been denied by the Payer

Caregiver is ineligible during the appointment

The claim has been rejected

Appointment has 0 units to bill

Appointment service code has no rate or unit
definition

Appointment has a terminated authorization

Appointment exceeds the authorization/
segments max units

Caregiver has no birth date set

Appointment has no attestation

Confidential and Proprietary

‘ RESOLVER | RESOLUTION
PROVIDER MCO issues a new authorization or clarifies
MCO MCO changes eligibility or clarifies
PROVIDER Provider updates the visit with a reason
PROVIDER Provider updates the visit with a reason
PROVIDER Provider updates the visit with a reason
MCO MCO updates authorization or clarifies
PROVIDER Prowaer views claim status and takes ap-
propriate action
MCO MCO re-activates the provider or clarifies
PROVIDER Provider views claim status and acts
PROVIDER Proylder ensures caregiver is eligible to
deliver services
PROVIDER Provider views claim status and acfts
PROVIDER Provider updates the visit with units via
manual entry
PROVIDER Provider completes a manual entry
MCO MCO updates the authorization or clarifies
Provider completes a manual entry that
PROVIDER reduces units to allow billing, or requests
additional units from the MCO
PROVIDER Provider updates caregiver birth date
MEMBER Member to attest through member portal
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Appointment has caregiver without license Provider adds a caregiver license ID in
PROVIDER .

number employee details

User has no Medicaid ID set PROVIDER Provider adds o.worker medicaid ID in
employee details

Appointment has no duration PROVIDER Provider Com‘p'le’res o'manuol entry to
update the visit duration

Early reason is missing on the appointment PROVIDER rer(c)n\s/fner updates fhe visit with an early

Appointment has no service modifier PROVIDER Prqwder ppdo"res the visif in gpp0|n1menf
visit details to include a service modifier

VISITS PAGE 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 fo refurn the subset of visits that is most useful. In addition
to the PERSONAL FILTER, there are six reports that have predefined filters to help quickly navigate to

useful visits (Figure 77).
( 9 ) Figure 77. Visits page reports

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

FILTERS

e 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 hasn't occurred within 1 hour of the appointment.

e MISSED VISITS: This report returns a list of all missed visits. A visit is considered missed when a
Check-In hasn't occurred within 3 hours of the appointment.

*  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 |VR VISITS: This report returns a list of all completed IVR visits.

* FOB VISITS: This report returns a list of all completed visits that weremade using a FOB.

To export any of the data on the Visits page to a PDF, XLS, or CSV file, Fg“_fée;% Visifs gc’ge EXPOf’?T 0
select the EXPORT TO FILE button on the bottom of the page (Figure 78). Jon and meny oprens
Upon selecting the file type, the document will begin downloading and $ EXPORT TO FILE

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 79) allows agency employees to view
completed visits that have been claimed, enabling them to address denials, rejections, and paid

amounts. . -
Figure 79. Biling page

P Hello, Gwyneth!
—m\ EILLm CNG HEALTH KOHLER-SRICE (16- CST) e
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PEASONAL FILTER BEMCTED VISITS DERIED VISTS
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FILTERS o
E Authorizations '
Date w | % 3 Eaves - +* Fx I Lo
(D sepsinments
: CHEEK OUT RILLED
e Visits C_‘ MEMBER DATE CHECK IN TIME ™G UPDATED DATE EMPLOYEE AUTH® BERVICE APPTID CLAIM = PAYER ATATUS ANOUNT PRIl AMOUNT  BILLING STATUS
o)
— e 020 1Z00PM 1230 B TN Kay i £6128 8 Payer :;:’::'r" 500 $0.00 Generated
@ Members
Bob g WS oIS AM 10:05 AM ey Amende . 55128 B Payer Campleted $500 $0.00 Generated
m"w
o8 Employeis
Misged and
* Settings m) r:":u“ 053027 ORODAM 0900 A ozzonr O mme— 55125 CRFayer Completed 1000 $000 F""'II'IE
(Merras) s
M Frovider adnin
Donald Miswed and
eenzon 0400 P 04:30 PM 22002 Kay z . 25126 L CB Payer Completed F500 $0.00 Generated
(Manual)
Dangid Arnands:
i 02711/2022 420 P 0500 P 02/25/2022 ol £5125 CB Payer Completed 8250 5000 On Held
]
Darals DRV 1ZI0PM 1228 Ml i A 5125 - £8 Payer Completed 250 $0.00 Generated
»
Miszed and
o "
oy e 0202022 GA0DEM 0430 M A0 Ky 5126 8 Fayer Campletsd #6500 5000 ;":‘rll ;?
{Manual) "
Donald Arnands
o200z 3P G412 215/2022 n 85125 B Payer Completed 150 5000 On Held
< Bcb LT ] 51 0485 Pii 02142082 o] = £5125 n 8 Payer Completed 1) #0.00 § Il Suppert

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 in the FILTERS
component or the Sort by drop-down at the top left of the table (Figure 80).

Figure 80. Biling page FILTERS and Sort by menu options

- Hello, Gwyneth!
ATPITRN s -1
BE  Dasnboars
PERSOMAL FILTER  HEJECTED VISITS DENIED VISITS
B oviscussions
FILTERS
E Authorizations
arch er Na S By Apot I Search By Auth & Search By Claim #
E Appoinments Name ¢ 10 qQ, qQ, (< i Q
Sort by
e Vishe Search by Employes: Stan1 Dates e Dates Payer
m Search By Name ar D Q. e ] F:)ate Al LI Sakecs Pager =
Status Senvice Member * [&tarye Pre-Billing Chec
O members o] [ el = Tl [eka 2
o Employees Date
Cheeck In/Cut Type Oiffice(s): Ration Status
Setect - Selact ; ¥
£ setings " e Check In Time I
A Frovider adrin SAVE FILTERS Check Out Time
et by __ Saved Filters Updated Date o s -
Date « Ja | | select s smved e - ¥ IPORTFOR DLLING @
Employes
D MEMBER DATE CHECK 1M TIME. Tine Gt UPDATED) PETID CLam & PRYEH STaTUS LI PAID AMOUNT BILLING STATUS
Auth # o
Donakd sesanas 1o 00 Bl 15 g £q0e - coe Comphted 2640 aud
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CLAIMS HISTORY

Once a completed visit has been exported for claims, the user can view details about the billing
status and claim information by selecting the menu icon (3 dots) on the right side of the visit row and
then selecting the Visit Detail (Figure 81).

Figure 81. Biling page menu icon (3 dots) and Visit Details link

CHECK OUT BILLED
9 Wisits [ memaer DaTE CHECKINTIME UPDATED DATE  EMPLOYEE AUTH® SERVICE APPTID CLAIME FAYER ETATUS e Pl AMGUNT  BILLING STATUS
M - 2N Sz 1200 PM 1230 oarkarigz: Ky —— - £8128 8 Payer :‘rﬁ'ﬁ::l‘c 2500 £0.00 Generated
u
) members
Hob smm oIS RIS AM 1008 AN vnezon AT 55128 L8] B Faye Complited 500 £0.00 Geniited
.
=t Employets
Missed and
Denaid weynath Peahitin, .
£ setings O DINSMIT CROOAM 2900 AM vyzezs 7 s 55125 ol Payer Compleled 1000 50,00 q H
{Manual) _
'ﬁ‘ Froviger Admin i i Authorization Details
Dok N IS/ o s513 L= B o . : b }
5 0N O400PM 0430 P 02352022 May 5125 Rl Payer Ir;u‘ur.pnnlrlu $500 50,00 . ET——
sl

Visit Details will provide information about the billing status In the Billing card (Figure 82) as well as
claims information in the CLAIMS HISTORY tab.

Figure 82. CLAIMS HISTORY tab and Billing card

o - Hello, Guwyneth?
m VISITS » DETAIL » MG HEALTH KOHLER-RICE (16 - ©5T) e

BE  oasnocara DONALD: s

et 1L F nary Phone Primary Addness
ﬁ Discussiong

APPOINTMENTS WISITS

DETMILS ALERTS CAME PLAN »
E Authorizations
LI - ST A o |
Appointrents
I3 appoimments Shawe Al Visit Manual Entry
o Visils 02/25/2022 30 min {2 units
—— K 55128 reated Date: Feb 16, 2022 11225 &AM
g % il it Missed and Comglated (Manual) Feb 15 2037 & 00 AM
(1T} Hllllﬂq o2r23/2022 F: in (2 unit
Arsomoa: o Fah 15, 2037 SO0 AM
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Gwynath Employee P =
=% Ennioyees o202
- Lt Cwynth Fob 15, 2002 .00 AM P — s W
¢ semings 0211872022 ing Feb 15, 2022 10:00 AM A
Ky = Ne acoess to spplication o VR
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; = o Attestation
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Ky Missed Visit
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Kay Fre-billing Checks WIEW RESBIVED ALERTE Miryad Vialt Repaon Caengiver forgat ta chack in [ et
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Kay o Caregiver was unable to check m
0 All pre-biflang checks have been resdlved or cant at the time of the visis
v2/2022 50 min {2 unkts Comected via Manual Entry later
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+ SCHEDULE APPOINTMENT Billing
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Eulling Status. Prebilling Rejection
Linfts. 4
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The CLAIMS HISTORY tab displays the Billed Amount, Accepted Amount, Rejected Amount, Paid
Amount, and Denied Amount for the visit. The user will also be able to access each individual claim
request that was generated at the time the visit was exported for a claim, and dates associated with

the status changes (Figure 83).
Figure 83. CLAIMS HISTORY tab details

o . Hello, Gwyneth!
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EXPORT FOR BILLING

If visits need 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 butfton at the top right

corner of the table (Figure 84).
Figure 84. Biling page EXPORT FOR BILLING button
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The following billing statuses (Figure 85) are available in the CareBridge Solution and can be seen
associated with Claim Requests.
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Figure 85. Table of Billing Statuses and Definitions

BILLING STATUS DESCRIPTION

Acknowledged This visit has a claim that has been received by the MCO

This visit's claim request was accepted by MCO/PASSE due to sufficient or valid data

Accepted I .
upon initial review.

Cancelled This visit's claim request was cancelled.

Confirmed This visit has a claim that was accepted by the MCO

This visit was denied by the MCO due to insufficient or invalid data upon review of the

Denied .
claim

Generated This visit has a claim that has been generated

This visit has a claim request that is paused due fo prior in-flight claim request(s) still being
processed. The Joint Claim Processing claim request will be submitted for billing once the
prior claim request(s) enter a ferminal status (paid or denied).

Joint Claim
Processing

Paid This visit was paid by the MCO

Pending This visit has not yet been exported for claims

Pre-billing
Rejection

This visit was rejected due to insufficient or invalid data prior to claim creation

Queved This visit has been queued for claim generation

This visit was rejected by the MCO due to insufficient or invalid data upon initial review of

Rejected
clecte the claim

Submitted This visit has a claim that has been submitted to the MCO

Voided This visit claim was voided
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BILLING REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Billing 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 86).

Figure 86. Biling page reports

PERSOMNAL FILTER REJECTED VISITS DENIED VISITS

FILTERS

e REJECTED VISITS: This report returns a list of all visits that have rejected claims.
* DENIED VISITS: This report returns a list of all visits that have denied claims.

To export any of the data on the Billing page to a PDF, XLS, or CSV file, select the EXPORT TO FILE
button at the bottom of the page (Figure 87). Upon selecting the file type, the document will begin
downloading and will be available on the Settings page under the DOCUMENTS sub-tab.

Figure 87. Biling page EXPORT TO FILE drop-down menu and 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 users to the features within the CareBridge Solution that
enable communication both within a provider agency as well as between a provider agency and
MCO:s.

DISCUSSIONS

The Discussions page in the CareBridge Provider Portal allows agency employees to manage and
prioritize inbound communications, act critical tasks, and communicate within the agency as well as
with MCOs.

DISCUSSIONS NAVIGATION

Once on the Discussions page, the user will see a list of all open discussions that are currently
unassigned. This list can be filtered by Status, Assigned to, and several other fields that are viewed by
selecting the expand arrow to the right of the drop-down menus (Figure 88).

Figure 88. Discussions page and navigation pane
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Figure 89. Discussion Type drop-down menu

There are five types of discussions that can be sent and

received (Figure 89):

* Observed Changes: This discussion type allows
caregivers to communicate that there have been
changes to the member’s condition. When Observed
Changes occur, a discussion is auto generated and sent
to the Discussions page for both the Provider and the

MCO to view.

e Address Request: This discussion type allows Providers
to request a new or updated member address from the
MCO. When an Address Request occurs, a discussion
is auto generated and sent to the Discussions page for
both the Provider and the MCO to view.

* Phone Request: This discussion type allows Providers to
request a new or updated member phone number from
the MCO. When a Phone Request occurs, a discussion
is auto generated and sent to the Discussions page for
both the Provider and the MCO to view.

* Message: This Discussion type can be used for general
messages between agency employees or between an

Agency and the MCO.

S Select. v AssignedtoMe: []

Type: Intemal/Shared: | Select.. |

Request 2orlD Q

Phone Request Q
Message
01/28/2022 - 0372812022 ﬂ

Updated Dates

01/26f2022 - 0372872022 ™M

$ EXPORT TO FILE |

Donald 2/16/2022 3:44 PM
Message
Subject: Loss of appetite

4

1-20f2 < >

| <+ NEW DISCUSSION

To create a new message discussion, select the + NEW DISCUSSION button at the bottom of the list
(Figure 88). The New Discussion dialog box will appear. It states, “If this is an urgent matter, please
contact the case manager/care coordinator directly.” If the matter is not urgent, and the user still
needs to start a new discussion, they may then choose the discussion Type from the drop-down
menu. After selecting a discussion Type, the user can complete the required fields prior to selecting

SEND (Figure 90).

Figure 90. + NEW DISCUSSION dialog

New Discussion

New Discussion

Message -
Created by Membues
Gwyneth - Donald

Open

If this is an urgent mattes please contact the case manager / care coardinator directly I

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

X

|
)
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DISCUSSION ITEM DETAILS

Upon selecting a discussion, the user sees general details about that discussion in the DETAILS tab
(Figure 21). 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 91. Discussions Details screen
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There are few actions that can be utilized from a discussion:

» Status: To track 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 the member’'s MCO, 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 the MCO can be facilitated through
entering comments in the SHARED tab.
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DASHBOARD & REPORTING
OVERVIEW

This section introduces the features 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 allows Agency Employees to view key metrics to
better prioritize and manage tasks on which action may need to be taken. On the Dashboard page,
there are tabs for each of the dashboards available (Figure 92).

Figure 92. Dashboard page
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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.

COMPLIANCE: This dashboard displays metrics to 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.

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 (MCO). By selecting the arrow icon
(Figure 92) on the top right corner of each metric or graph, the user will be taken to a report that
displays the data that makes up that metric or graph.
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In addition to the PERSONAL FILTER that is available on the Authorizations, Appointments, Visits, Biling,
Members, and Employees pages, there are other reports that have predefined filters to help quickly

navigate to useful subsets of data. The following (Figure 93) is a complete list of the reports available
in the CareBridge Provider Portal.

REPORT NAME
Active Members

Denied Visits

Employees
Compliance

EVV Visits

Late Appointments

Late Visits

Manual Visits

Members
Compliance

Missed Appointments

Missed Visits

Confidential and Proprietary

Figure 93. Provider Portal Reports table

PAGE DESCRIPTION (EVV DATA)
MEMBERS All active members.
BILLING All visits that have denied claims.

All Provider Employees sorted in ascending order by
compliance score. Compliance score is configurable per MCO

EMPLOYEES but is ‘ryplc.olly defined as the percenfoge of EVY 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, late, or missed.

VISITS All completed visits that have compliant EVV data.

APPOINTMENTS

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.

All visits that have been completed but were started late, as

VISITS an example, a visit could be considered late when a Check-In
has not occurred within 1 hour of the appointment start time.
VISITS All Manual Entry visits.
All members sorted in ascending order by compliance score.
Compliance score is configurable per MCO but is typically
defined as the percentage of EVV visits that are compliant
MEMBERS

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

APPOINTMENTS

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.

VISITS

All missed visits. A visit could be considered missed when a
Check-In has not occurred within 3 hours of the appointment
start fime.
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Payroll data for a given time for each employee based on

Payroll Report EMPLOYEES
r P completed visits in that time.

Rejected Visits BILLING All visits that have rejected claims.

Service Claims VISITS All completed non-EVV visits.

Unack|.10v~{ledged AUTHORIZATIONS All og’rhorizo’rions that have not been acknowledged or
Authorizations declined.

Unassigned
Authorizations

AUTHORIZATIONS | All authorizations that have not been assigned an employee.

Unassigned Members MEMBERS All members who have not been assigned to an office.
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SETTINGS
OVERVIEW
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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
users will find OFFICES, GROUPS, DOCUMENTS, RATES, BILLING, and VENDOR sub-tabs (Figure 94).

Figure 94. Settings page
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Offices are a way for Provider Agencies to configure multiple physical locations within the CareBridge
Provider Portal. Employees/caregivers and members can be assigned to Offices to better drive
the scheduling of caregivers to members and to enable the running of reports filtered 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 95).

Figure 95. OFFICES sub-tab and menu icon (3 dots) with + NEW OFFICE and Edit Office screens
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GROUPS

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

To create a new Group, the user selects the + NEW GROUP button at the top of the Groups table. To
edit a Group, they select the menu icon (3 dots) next to the Group, then Edit Group (Figure 96). There
are two types of Groups that can be created — Employee and Member.

Figure 96. GROUPS sub tab and menu icon (3 dots) with + NEW GROUP and Edit Group screens

a Hello, Gwyneth!
m SETTINGS NG HEALTH KOHUER-RICE {16 - CST) =)
BE  Dashboarg
gy Offices MEMBER GROUPS EMPLOYEE GROUPS
B oiscussions et up and manage offices
B suhorizations LA SOGMERERD
o GrOUPS
(B asesimmens P Bt dllergy Mew Group x
Q Has Cat
. Document: Groap Type: | [eelect - I
T Eang Employaa Ao eraon T
Group Namy Memoer Edit Group x
O embers B P
MANAGS 18rise 2o0a8 M Fates
.e g
amn  Employees CANCEL m Group Type:  Member
Billing
m e Manags chaims generalion options
ﬁ Provider Admin :
Has Cats
Wendor
B e vendoc st DELETE  CANCEL

The DOCUMENTS sub-tab is a list of all exported documents from other pages in the CareBridge
Provider Portal. When a document is exported, it generates in the background and displays in this list.
When the user navigates to the DOCUMENTS sub-tab, they may choose to download any document
by selecting it's download icon on the far right of the table (Figure 97).

Figure 97. DOCUMENTS sub-tab
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RATES

The Provider Agency is responsible for adding rates within the Provider Portal. If the Provider Agency
negotiated a different rate for specific services, the user will need to add that rate by clicking the +

New Rate button in the top right of the Rates sub-tab (Figure 98).
Figure 98. RATES sub-tab and menu icon (3 dots) with + NEW RATE and Edit Rate screens
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CareBridge has built-in features to help
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create billing efficiencies for Providers,
reducing the number of rejected or denied cance: [

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 a 3rd party billing solution. Navigating to the
Settings page in the left navigation bar of the Provider Portal and clicking on Billing will bring up the
BILLING sub-tab (Figure 99). It contains a list of Payers available in the users' state, and each one has
its own card. In lowa, the only available option is to bill through EVV.

Figure 99. BILLING sub-tab
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The EXPORT FOR BILLING function will
automatically default to the Agency’s
current settings. The CareBridge system
won't allow users to choose an option that
they don't have, based on their market.

If an opftion is grayed-out, it means the
Agency doesn't have that capability
(Figure 100).

VENDOR

Provider Portal Training Guide

Figure 100. EXPORT FOR BILLING dialog
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The EVV VENDOR sub-tab is a read-only view of the Providers' current EVV vendor. This sub-tab (Figure

101) allows integrated providers using the CareBridge Portal to see what associated EVV vendors

CareBridge has on record.

For additional resources, it's easy to access the CareBridge Resource Library through your Provider
Portal by clicking on the profile icon next to your name at the top right of any screen, (Figure 100) or

Figure 101. VENDOR sub-tab
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Figure 102. Provider Portal profile icon
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by following this link: https://resources.carebridgehealth.com/evv
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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 updated lists.

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.

Managed Care Organization (MCO) - The member’s health plan. The health plan is contracted with
the lowa Medicaid Enterprise for coordination of members' care and benefits.

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

Payer — The Managed Care Organization (MCQO) that reimburses the provider agency for services
rendered.

User — Anyone at CareBridge, the MCO 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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