AN

CAREBRIDGE

ELECTRONIC VISIT VERIFICATION (EVV)
PROVIDER PORTAL

TRAINING MANUAL

LAST EDITED: JULY 25, 2022 STATE OF NORTH CAROLINA



CareBridge Provider Portal Training Manual

INTRODUCTION. . . . . . . oo e 4
WHAT IS ELECTRONIC VISIT VERIFICATION (EVV)2. . . . . . . . . ... 4
WHATIS CAREBRIDGEZ. . . . . o v v o e e e 4
m SOLUTION OVERVIEW AND SETUP. . . . . . . . . . o o i ot 4
h CAREBRIDGE PROVIDER PORTAL. . . .+ v v v e et 5
CAREBRIDGE MOBILE APPLICATION, . . . . . . . v oot 6
Z EMPLOYEES. . . . . o o ot o e e e e 7
VIEW EMPLOYEES. . . o o v ot e e e e e 7
m LOGIN, & o o v e e e e e 10
MODIFY EMPLOYEE DETAILS. . .« © o v e e e e e e 11
h EMPLOYEEREPORTS. . .« o o oo oo e e 13
MEMBERS. . . . . o o v oot 14
Z VIEW MEMBERS. . o o v v o e e e e e 14
VIEW MEMBER DETAILS. . .+ o o oo e e e e 15
MODIFY MEMBER DETAILS. . . . . o v v o oo e e 16
ASSIGN MEMBERS TO OFFICES AND/OR GROUPS. . . . . . . . . .. 18
MEMBER REPORTS. . . . . o v e e e e e e e 18
AUTHORIZATIONS. . . . . . o o e e 19
O VIEW AUTHORIZATIONS. . . . .\ o e e e 19
SCHEDULE APPOINTMENTS. . . . . v o e e 20
I I AUTHORIZATIONS REPORTS, . . . . o v oo e e 22
APPOINTMENTS, . . . . . o o e e 23
BEFORE SCHEDULING APPOINTMENTS, . . . . . . . v oo 23
O SCHEDULING APPOINTMENTS IN THE PROVIDER PORTAL, . . . . . . . 24
VIEW APPOINTMENTS. . . . o ot o e e e 25
APPOINTMENTDETAILS. . . © o v oo e e e 26
m APPOINTMENTS REPORTS. . . o\ v o v oo e e e 27
MOBILE APPLICATION CHECK-IN & CHECK-OUT. . . . . . . . . . ... 28
d SCHEDULE. . . o v v v e e e e e e e 28
m CHECK-IN. . . . e e 28
OBSERVED CHANGES. . . .« '\ v v o e e e 29
CAREPLAN. . o ot o e e e 30
< CHECK-OUT. . . o v o e e e e s, 31
I INTERACTIVE VOICE RESPONSE (IVR). . . © o v oo e e et 32

Confidential and Proprietary 2 Last Updated: 07/25/2022



CareBridge Provider Portal Training Manual

VISITS. . . o 33

VIEWVISITS, . . . o 33

VISITDETAILS. . . o o ot e e e e e e e e e e e e e 34

m MANUALENTRY. . . . . oo e e s e 35
EXPORTFORBILLING. . . . . . v v v oo e e i e e e 36

h VISITSREPORTS. . . . . o 0 v e o e e e e e e e e e e e 39
BILLING. . . . . . . . e 40

2 VIEWBILLED VISITS. . . . . o o o e e e e e e e e 40
CLAIMSHISTORY. . . . . . . o o i i i i e st 41

m EXPORTFORBILLING. . . . o o o e e e 42
BILLING AND CLAIMING ERRORS. . . . . o v v v i i oo 44

h BILLING REPORTS. . . . v v o e e e e e e e e 44
Z COMMUNICATIONS, . . . . . . . i it s 46
DISCUSSIONS. . . . . . e e et 46

NEW DISCUSSIONS. . . . . v v o o e e e e e e e e e e e e 47

DASHBOARD & REPORTING. . . . . . . . . . . . . o i i 49

O DASHBOARD. . . . .\ v v o o i e e 49
REPORTS. . . . e e e e e e e 50

O SETTINGS. . . . . . . it e e 52
OFFICES. . . . . . 52

GROUPS. . . . . e e 53

I I DOCUMENTS. . . . . . oo ot e 54
RATES. . . o o ot e e e 54

BILLING. . . . . . o o 55

ROLEDEFINITIONS, . . . . . . . . . o it 57

APPENDIX 1 - CAREGIVER MATERIALS. . . . . . . . . . . o oo it 58

m MOBILE APPLICATION DOWNLOAD & LOGINGUIDE. . . . . . ... ... 59
MOBILE APPLICATION DOWNLOAD & LOGINGUIDE. . . . . . .. .. .. 62

A INTERACTIVE VOICE RESPONSE (IVR) CHECK-IN & CHECK-OUT GUIDE. . .65

Confidential and Proprietary 3 Last Updated: 07/25/2022



EelZiaiiiinN

INTRODUCTION CAREBRIDGE

OVERVIEW

This Training Guide is intended to help the user understand If you have questions, our team
how to best utilize the CareBridge Solution as a part of the is always here fo help. Just email
day-to-day services that are provided. If at any point there

are questions, our feam is here to help: or call us at 1 (855) 782-5976.

ncevv@carebridgehealth.com or 1 (855) 782-5976.

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,
aftendant care, and homemaker services (in 15-minute increments or daily) to Medicaid Members.
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:

1. The type of service performed 5. The location of the service
2. The Member receiving the service 6. The time the service begins
3. The caregiver providing the service 7. The fime the service ends
4. The 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 smart phone, GPS-enabled 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 basic features and functions of the CareBridge Solution and
help Provider Agency Employees learn how to set it up to enable delivery of services by Caregivers
using the CareBridge Mobile Application.
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CareBridge

CAREBRIDGE PROVIDER PORTAL

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

LOG INTO THE PROVIDER PORTAL

1.
2.

Navigate to hitps://nc.carebridgehealth.com/login.

New users can use the Sign Up! link fo create a Password and access
the Provider Portal. Password requirements are listed on the screen
when the user creates their password.

After signing up, enter the Username and Password, and select
LOGIN (Figure 1).

Note: The Provider Agency Admin user will need to create the Username for
new users. The Agency'’s first Admins’ username will be their email address.

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.

Dashboard: Allows Provider Agency Employees to view key graphs
and metfrics related to operational efficiency.

Discussions: Enables communication within the Provider Agency as
well as between the Agency and Payer/Healthy Blue.

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

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

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

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

Members: Displays Members and associated information.

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

Claims: Providers can use the Claims page to access a record of all
claims submitted along with claims status information.

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

Provider Admin: Displays provider information for review.
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Figure 1. Portal Login Page

AT

CAREERIDGE

PROVIDER MEMBER

Sign In

Username

Password

Provider ID

Eorgot your password?

New to CareDridge?
Slgn upt

Figure 2. Navigation Pane
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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 Apple and
Android smart devices and can be used by
Caregivers to view their schedule, Check-In,
Check-Out, and complete visit documentation.

DOWNLOAD

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

The application requires location services
permission at installation. (Please note: The
Caregiver's location is only captured during the
Check-In and Check-Out process.)

The application supports current versions of both
operating systems.

The application supports English, Spanish, and
Russian languages.

SET UP

Once the application is downloaded onto the
device, the Caregiver can open it and view
the Team Setup screen. After choosing their
state and entering their Provider ID, they will be
directed to the login/sign up screen (Figure 4).
By clicking the SIGN UP button below the blue
LOGIN button, the new user will begin the sign
up process (Figure 5).

LOGIN

When the user logs in, they will be prompted

for a Provider ID, Username, and their 8-digit
Password. After that, the Appointment Schedule
screen is displayed. Please see the ‘Check-In &
Check- Out’ section for additional information
about how to utilize the mobile application in
EVV workflows.
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Figure 3. Download
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Figure 4. Setup screen

Figure 5. Sign Up screen
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Please enter your Provider ID
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If you don't know your Provider ID please
contact your supervisor.

Training Mode
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EMPLOYEES CAREBRIDGE

The Employees page in the CareBridge Provider Portal (Figure 6) allows Provider Agency
Administrators to view, modify, and create new employee records.

Figure 6. Employees page

m EMPLOYFES Hello, Jennifer! e
- BAYADA HOME HEALTH CARE INC (580 - EDT - CB)
=i Dashboard PERSONAL FILTER PAYROLL COMPLIANGE SCORE
E Discussions FILTERS v
E Authorizations Sort by saved Filters
Employee « | (4] [ setecta saved finer, . EESIETR ORI+ CREATE EMPLOYEE ©
G Appointments
EMPLOVEE

[] emPLovEE USERNAME EMAIL PHONE ROLE STATUS OFFICE(S) GROUP(S) LAST LOGIN
o Visits TYPE
111 Biling (] sherysdi = ' By mow e Admin Active
@ Marbirs ([ Marshams u St Employee Active
;.‘ Employees [ sheiby m = L L Admin Active
E Claims [ Kelly® = Employee Active
* Settings [ Andres m = mE o . g Admin Active

ing
Brandy " mll Employee Active

ﬁ Provider Admin a

[ Aretha ==gq { ol g | L Admin Active

O kostnis= wiaw [ Admin Active 0

O John omg m=m - T O Admin Active

[ Justin 5= ] bl Admin Active

VIEW EMPLOYEES

Navigate to the Employees page to see a tabular view of all employees (both office employees and
caregivers) 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 7).

Figure 7. Employees page FILTERS
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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 8).

Figure 8. SAVE FILTERS button

FILTERS ~
Employee Name, ID, or Username: Email: Phone Number: Role:
First/Last name, ID, Username Q john@email.com o] #RE-HAA-HEHE Q Admin x -
Figure 9. Save Filters dialog box
Employee Type Status: Office: Groun
Back Office x - Select ‘
Save Filters X
Pre-Billing Check(s)
Select. -
Enter a name for your filter using the field below. This
saved filter will only be available in the Employees page.
Sort by Saved Filters s
Employee, 4‘ Select a saved filter... - F'.‘Her Narﬂe
Back Office Admin|
[J emprovee USERNAME EMAIL PHONE ROLE
_ CANCEL SAVE
O owyneth EE Admin
| 2

When the Save Filters dialog opens, the user is asked to name their custom filter for future reference
(Figure 9). 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 10 & 11).

Figure 10. Saved Filters drop-down menu

)

EMPLOYEES CAR}NGSEN\URLW\NG(':;:!Cvojss\:yﬁl?:]lzl e
..
=N Deshtsiar PERSONAL FILTER PAYROLL COMPLIANCE SCORE
E Discusslons . . . i
FILTERS Figure 11. Saved Filter results: Back Office Admin
Authorizations e
E biﬂ;;;:yee = Sort by Saved Filters
o T — Employee v | | | | Back Office Admin -
o Wishs [ espioves PHONE [ FMPLOYEE USFRNAMF FMAIL PHONE ROLF f_:":;‘mﬁ STATUS
i Billing O shen
—— - an [0 Gwyneth: mm— = & N EEEN R 90 T Admin Back Office  Aclive
@ Membirs O shelbymss B - oen mom Admin Active
. Figure 12. Delete Saved Filter
Saved filters are specific to the g
user that created them and the FILTERS Delete Filter %
page(s) on which they were Sortby Saved Fiters
created. Users may UdeTe and Employee] ~ | | - || [back office Admin x 4 Arek you sure you wish to delete th:‘s_saved filter? This
. Back Office Admin o action cannot be undone and you will have to create a new
delete their filters as necessary. (] evetoves = o saved filter i you proceed.

To update, the user must save a
new filter. To delete a filter, the
user must select it and click

on the trash can icon in the Saved Filters list (Figure 12).
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VIEW EMPLOYEE DETAILS

To view more details about an employee, select the menu icon (3 dots) (Figure 13) on the right side
of the row for the employee and select Employee Details.
Figure 13. Employees page menu Icon (3 dots)

Authorizations
Sort by Saved Fllters

. TO ~
Employer] v | | A || Select s saved fier - il + CREATEEMPLOVEE JRcl

Appointments

EMPLOYEE

) O B O

Vishs [] EmpLOYEE USERNAME EMAIL PHONE ROLE s STATUS OFFICE(S) GROUP(S) LAST LOGIN
i Billing O shemy Admin Active
@ Members [ Shelby = - - W Admin Active t

From the Employee Details screen (Figure 14), users can view employee demographic info, the
employee’s CALENDAR, all ALERTS associated with this employee, and list views of their upcoming
APPOINTMENTS, and completed VISITS.

Figure 14. Employee Details screen

i Hello, Jennifer!
jm EMPLOYEES:. & DETAIL. & 54 BAYADA HOME HEALTH CARE INC {580 - EDT - CB) & e

= (- - - CEE
=B Dashboard Active @l CALENDAR ALERTS APPOINTMENTS vISITS
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1 TaDAY < > 1623 JULY 2022 -

E Discussions B3 Hide Cancelled wee
a Sethosiziiona: Username sat Sun Mon Tue el . o

e 16 17 18 19 20 21 22
m Appointments Date of Birth

01/01/2020
a Visils —

Email (optional)
= Giiing i B e I i .

First Name

o |

Members 5
=a

Employees Last Name

CREATE NEW EMPLOYEES

Administrators can create new employees (office employees or caregivers) individually or through
bulk import. To create employees individually, select the + Create Employee button af the top of the
Employees table (Figure 15).

Figure 15. + CREATE EMPLOYEE

Dasnooara
PERSONAL FILTER PAYROLL COMPLIANCE SCORE

Discussions
FILTERS v
ffticrizations Sort hy Saved Fiiters
Employeel = | 4 | | Select s saved filter ¥ ASSIGNTO | + CREATE EMPLOYEE l ®
Appointments

al EMPLOYEE
Visits D EMPLOYEE USERNAME EMAIL PHONE ROLE STATUS OFFICE(S) GROUP(S) LAST LOGIN

)oO B @ W &

jﬂm EMPLOYEES » NEW Helo et 2y

CARING SENIOR LIVING (13975 - EST-CB)

BY  Dasiboard

B oseussons New Employee
B Authorizations Yo

(9 Appointments
QO vens

E Billing

€ Mempers Lo

Liat Hame
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To create employees in bulk, the user Figure 16. IMPORT button & Bulk Import dialog

can click the IMPORT button at the & IMPORT

bottom left of the Employees page, Import Employees *
download the Excel TempIoTe, fill out In order to bulk import Employees, please download the following template and complete the necessary fields:
the form, then upload it by clicking the $ BULK IMPORT_EMPLOYEES XLSX

|MPORT buﬂ-on ( Figure ]6) OgCIin. Once you have completed the template, attach the file below:

Note: If the information entered in the ke

spreadsheet template is inaccurate, @amcntie

the user must update the profiles within

the system. The spreadsheet cannot
simply be edited and re-imported.

Once the Portal Administrator has populated the Provider Portal, employees may begin logging in.

LOGIN

To create an employee profile, the Agency Administrator should enter the Username and Provider ID
for the new employee (see the + Create Employee page - Figure 15) and select SUBMIT. The Admin
is responsible for communicating the Username (typically the user’s first initial of their first name and
their last name - with no spaces - or their email address) and Provider ID to the employee. Selecting
SUBMIT generates the new employee’s Sign-Up code. The Sign-Up code is immediately sent to the
new employee via text message or email. They are then able to login and reset their password.
Please note: The Sign-Up code expires in 20 minutes.

After their Provider Portal profile has been created by the Agency Administrator, new employees
must navigate to https://nc.carebridgehealth.com. They can then use the Sign Up! link to create their
login (Figure 17).

Figure 17. Login as a new employee

AT

CAREERIDGE

PROVIDER MEMBER

Sign In

Username

Password

Provider ID
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ENTER PORTAL SIGN-UP CODE AND CREATE NEW Figure 18. Enter Username Figure 19. Seft
PASSWORD and Provider ID new Password
[ [ i ? Si L » 7, Passcode sent
After clicking the New to Careprldge. Sign Up! link, ’[he TR @ e |
new employee must enter their Username and Provider eI CMAREBQ‘DGE

ID on the Enter Your Username screen (Figure 18). This
will cause the users Sign-Up code to be generated.

PROVIDER MEMBER

Set your password

Once the used clicks SUBMIT, the security passcode Enter your usemame SR e
will be sent to them via text message or email. If the Usemame e Y o ek

. . Password requires 1 number
new employee does not receive a Sign-Up code, Provider !

. Verify your b-digit passcode
one can be generated in the portal by an Agency _|
 — New password

Administrator. To regenerate a Sign-Up code, the
Agency Administrator may open the Employee’s
Employee Details page and click on the pencil icon.
Then scroll down to the Passcode field and click Generate. This will send the

employee a new Sign-Up code that is good for 20 minutes.

GANCEL
Confirm pasaword

The new employee will then see the Set Your Password screen (Figure 19). After

typing in their Sign-Up code, they must create a Password that is at least 8-digits long, contains one
lower case letter, one capital letter, and one number. Then they must Confirm the password and
SUBMIT (Figure 19). The new user is now logged into the Provider Portal.

MODIFY EMPLOYEE DETAILS

To modify Employee Details, select the pencil icon next fo the Employee’s name on the Employee
Details page (Figure 20). The Employee Details fields will become editable. Select the SAVE button at
the bottom to save changes.

Figure 20. Employee Details pencil icon and SAVE butfon

jjm EMPLOYEES > DETAIL > 5474 ™= Hello, Jennifer! &3
" BAYADA HOMF HFAITH CARF INC (580 - FOT - CR) #
L H Dashboard " CALENDAR ALERTS APPOINTMENTS VISITS
wl Active @i
T
i i) TODAY 16-23 JULY 2022 -
E Discussions < > Hide Cancelled een
E Authorizat Username Sat Sun Mon Tue Wad The Fr
L pra s 16 17 18 19 20 21 22
(5 Appeintments Date of Birth
01/01/2020
o Visits
Email (optional)
™ Biling W Nl O Pl SAVE 1
)

In addition fo 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 1o sign
up for the Provider Portal or Mobile Application. For ease of communication, we recommend
using either the first initial of the user’s first name plus their last name - with no spaces - or the
user's email address. This is a required field.

* Date of Birth: Used for billing and security purposes.

* Email (optional): If the user would like to receive access, multi-factor authentication, and
recovery codes via email, enter a valid email address. This field is typically used for office
employees.
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* Phone Number (optional): If the user would like to receive a text Although the Email
message with the multi-factor authentication codes to sign up and and Mobile Phone
be able to sign intfo the CareBridge application, enter a valid smart Number fields are
phone number. (Text messaging or data rates apply.) This field is listed as optional,
typically used for caregivers. the Agency Admin

* Worker Rate: Worker Rate is used to accurately calculate payroll must fill out at least
reports. one of these fields.

* Interactive Voice Response (IVR) PIN: If the Employee would like to
utilize IVR (see Check-In & Check-Out section) a unique three-five (3-5) digit IVR PIN will need to
be entered. When assignhing the IVR PIN, please remember that the caregiver will be entering
this number frequently.

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

— Admin: has no restrictions on what they are able to view or take action on. Each agency
needs at least one Admin, but additional users can be in the Admin role.

— Admin - Office: has the same permissions as the Admin, but would be limited to only the
assigned office(s)*.

— Employee: typically used for field staff using the Mobile App (aka caregiver, personal care
worker) or employees requiring limited administrative access to the Provider Portal

— Employee - Office: has the same permissions as the Employee role, but would be limited to
only their assigned offices*.

*Offices are used to group members and employees/caregivers by a common attribute.

ASSIGN EMPLOYEES TO OFFICES AND/OR GROUPS

Employees (Admins and/or caregivers) and members can be assigned to offices or groups to better
drive the scheduling of caregivers to cembers 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 21) to assign the
selected employee(s) to an Office or Group. For more information on Offices and Groups, see the

Settings section.
Figure 21. Employee ASSIGN TO drop-down menu

BR  Dashboard PERSONAL FILTER PAYROLL COMPLIANCE SCORE
=il
B oiscussions FILTERS ~
E Authorizations Sort by __ Saved Filters
Employee - i o i Select a saved filler... - Lo
m Appointments
EMPLOYEE Group
. B empLovEE USERNAME EMAIL PHONE ROLE STATUS E(S) LASTLOGIN

o Visits TYPE
111 Billing -‘W’"v "ua cthol mn [ . Admin Active
G Members O warsha s wey Employes Active

O shelby "dllaw chrm B = mlels B Admin Active
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EMPLOYEE REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Employees page. It can be
used to filter and sort the Employees 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 (Figure 22) that have
predefined filters to help quickly navigate to useful employee data.

Figure 22. Employees page reports

PERSONAL FILTER PAYROLL COMPLIANCE SCORE )

FILTERS o

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

* 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, lafe 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 23). Upon selecting the file type, the document will begin
downloading and will be available from the Settings page on the left navigation pane under the
DOCUMENTS sub-tab. For more information, see the Settings section.

Figure 23. EXPORT TO FILE butfon and menu

T EXPORTTO FILE

Download as CSV

Download as XLS

Download as PDF
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CAREBRIDGE

MEMBERS

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

If you have questions, our team
is always here to help. Just email

or call us at 1 (855) 782-5976.

Figure 24. Members page
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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 or the Sort by drop-down at the top left of the
table (Figure 25).

Figure 25. Members page FILTERS expand arrow and Sort by options

PERSONAL FILTER ACTIVE MEMBERS ~ UNASSIGNED MEMBERS  COMPLIANCE SCORE
FILTERS
Stree s City State Zip Code:
Q S Q Q - Q
Sort by
5 o Member Name | ~ | |
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Member Name
Office: Pre-Billing Check(s):
ek e = Member 1D
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Address
Status
Sort by _ Saved Filters .
Member M. ~ J| 4 | | Select a saved filter = Last Visit o L LRSS @
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VIEW MEMBER DETAILS

To view more details about a member, select the menu icon (three dots) on the right side of the row
for the member and select Member Details (Figure 26).

Figure 26. Members page Menu Icon (3 dots)

[] MEMBER MEMBER ID MEDICAID ID ADDRESS PAYER(S) ACTIVE AUTHS STATUS OFFICE(S) GROUP(S) LAST VISIT

O cahinimm = -

CB Test Payer Yes Active 12/15/2021

Member Details

From the Member Details screen (Figure 27), you can view general member demographic
information, a CALENDAR view including all appointments and visits, all ALERTS having to do with
the member, lists of upcoming APPOINTMENTS, completed VISITS, the member’s CARE PLAN dataq,
Discussions about the member, and the member’s Authorizations information.

Figure 27. Member Details
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MODIFY MEMBER DETAILS
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The Member Details page is populated with data from the Member file (provided by Healthy Blue)
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
received in the Member file. If the primary address needs modification, proper procedure should

be followed with Healthy Blue. To add or modify secondary addresses or phone numbers, select the
pencil icon next to the member’s name on the Member Details screen (Figure 28) then select the +
sign next to the field you would like to edit in the member’s information.

Figure 28. Member Details pencil icon

MEMBERS > DETAILS » M™

)

-
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B oisoussions Calvin L -‘
E Authorizations Date of Birth
L ]
m Appointments
Payer(s)
@ v Healthy Blue of North Carolina "8 1. il B

CALENDAR ALERTS

Topay < > 16-73 JULY 7077

16 17 18 19

APPOINTMENTS

Hello, Jennifer! e
BAYADA HOME HEALTH GARE ING (580 - EDT - GB) #
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Hide Cancelled = WEEK

wed Fn

20 21 22

Upon selecting the pencil icon, the user will be presented with a dialog box to input the new/
corrected secondary address or phone number (Figure 29). The Address Type drop-down menu
provides a place to record where the member is staying if not at home -i.e., “Church,” “Family
Member’'s Home,” or “Temporary Residence”. Click SAVE fo commit the change, then click SAVE
again within the Member Details screen to confirm it. If these steps are followed, the secondary
address or phone number will be updated. The change can be viewed at any point in the
Discussions section of the Member Details screen. These changes cannot be deleted.

Figure 29. Member Secondary Address Update
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EDIT APPOINTMENT INFORMATION IN BULK

When viewing 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 on the left end of the appointment rows. Then click on
the EDIT APPOINTMENTS button (Figure 30).

Figure 30. Appointment check boxes and EDIT APPOINTMENTS button

Provider Portal Training Manual
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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 31). On the next screen, double-check your changes and click
GO BACK to make more edits or CONFIRM to save your changes.

Figure 31. 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 32).
(See the Settings section for more info on the functionality that Offices and Groups provide.)

Figure 32. Members page ASSIGN TO Drop-down

m MEMBERS Hello, Jennifer! e
X DBAYADA |1OMC HEALTH| CARE INC (580 - CDT- €8)
== Dashboard
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o Visits B memeer MEMBER 1D MEDICAID ID ADDRESS PAYER(S) ACTIVE AUTHS STATUS OFFICE(S) GROUP(S) Las Group
i

ot I Bl e Healthy Blue of North
11y Biling Miserl = e R m_—r A« Dl B W Coroline Yo Acthig
() P Healthy Bluc of North

O Jacks = = - P [ p— No Active
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-_ .

Rl B 0 W el Tt
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5 " - TR " Healthy Blue of North
¢ Settings 0O Maysms ¥ B ' o Pt i No Active
A Provider Ao 0O warysme ra FawiT = L Bl S 859 Healtly Blue of North | Actve
X o ™ T R, Carolina

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 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 33).

Figure 33. Members page Personal Filter and Reports

PERSONAL FILTER ACTIVE MEMBERS UNASSIGNED MEMBERS COMPLIANCE SCORE ]

FILTERS b

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

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

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

Score.

Figure 34. Members page
To export any of the data on the Members page to a PDF, XLS, or EXPOQRT TO FILE button Qﬁdgmenu

CsV file, select the EXPORT TO FILE button on the bottom of the page
(Figure 34). Upon selecting the file type, the document will begin
downloading and will be available on the Setftings page under the
DOCUMENTS sub-tab. Download as XLS

Download as PDF

+ EXPORTTO FILE ]

Download as CSV
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AUTHORIZATIONS CAREBRIDGE

The Authorizations page in the CareBridge Provider Portal allows Provider Agency Employees to
view, acknowledge, and manage Authorizations that are available to the Provider Agency. The
Authorizations page (Figure 35) is populated with data from the Authorizations file, provided by
Healthy Blue, which updates on a recurring basis with the most recent information.

Figure 35. 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 or the Sort by drop-down at the top left of
the table (Figure 36).

Figure 36. Authorization FILTERS and Sort by options

PERSONAL FILTER UNACKNOWLEDGED UNASSICNED DECLINED
FILTERS
Sort by
Received Date
Search By Name or Member 1) Search By Auth#: Updated Dates Start Date:
Name or ID Auth # Start Date - End Date B 07252020 - o7/2512022  [A)
& ) Member -
Received Date
End Date Payer: SEEIVE € Status Assigned To:
07/25/2022 07/25/2024 E Sclect Payer Start Date Select -~ Search or Sclect -~
End Date
Service: Scheduled Utilization: Billed Utilization: Pre-Billing Check(s)
Select - Select.. Units Select - Select -
Auth #
Office(s):
Select - Service
Scheduled

Sort by Saved Filters
Updated Date - | A | Select a savad filter. - SCHEDULE APPOINTMENT (o2
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ACKNOWLEDGE RECEIPT OF AN AUTHORIZATION

When Authorizations are made available to an Agency, 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 (Figure 37). This will update the
status in the table and will be communicated to the Payer/Healthy Blue for that Authorization. You
must respond to all authorizations. If you cannot accept an authorization, you must contact Healthy

Blue directly.
Figure 37. Acknowledge Authorizations

SCHEDULED
MEMBER RECEIVED DATE  START DATE END DATE UNITS AUTH # SERVICE MODIFIERS PAYER STATUS EMPLOYEE
UTILIZATION %
Kile = g .
05/29/2020 12/12/2019 10/10/2020 428 1037 $5135 1] CB Payer Unassigned - n :
Desborough
Acknowledge

ASSIGN EMPLOYEE TO AN AUTHORIZATION

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

Figure 38. Assign Authorizations drop-down

SCHEDULED BILLED
MEMBER UPDATED DATE START DATE END DATE UNITS AUTH # SERVICE MODIFIERS PAYER STATUS EMPLOYEE
UTILIZATION % UTILIZATION %
Bety s 07/20/2022  06/01/2022  05/31/2023 3840 P - He 0 0 Ez;":ﬂ:ﬁi:' \ [
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Kristin [ig™8
Freda b 07/20/2022 04/01/2022 02/28/2023 3520 o™ =" HB 0 0 :zf:;hzfrﬁfnzl John e w0 [ K
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James®s B 07/04/2022  10/29/2021  10/29/2022 10240 [ B il HE 0 0 Healthy Bhue of Select... - M
North Carclina
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), they can view the Appointment Scheduling dialog. For more information about
scheduling appointments, refer to the ‘Appointments’ section.
Figure 39. Schedule Appointments from the Authorizations page
SCHEDULED BILLED
MEMBER UPDATED DATE START DATE END DATE UNITS AUTH # ‘SERVICE MODIFIERS PAYER STATUS EMPLOYEE
UTILIZATION %  UTILIZATION %
Betlysm s 07/20/2022 06/01/2022 05/31/2023 ! -l 99509 HB o o :2?{'?;:[‘;;:’ Select... - D H
Celia® B« 07/20/2022  03/09/2022  03/08/2023 U ¥ " werel 99509 HB 0 0 :z'::whgfr';f":' Select... - @
Mam oroez2 oaoi2022 0312028 Badl = TmE 99500 HE 0 0 :zf:;hg:;zfnz' Select... -0
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AUTHORIZATION DETAILS
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To view more details about an Authorization, select the menu icon (3 dots) on the right side of the
row for the Authorization and select Authorization Details (Figure 40).

Figure 40. Authorizations Menu (three dots)
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From the Authorization Details page (Figure 41), the user can view start/end dates, service codes,
modifiers, hours, units, limits, schedules, utilization percentages, as well as upcoming APPOINTMENTS
and completed VISITS associated with the Authorization.

Figure 41. Authorization Details page
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There are also several actions that
can be utilized directly from the
Authorization Details page:

Assign an Employee to the
Authorization.

Add notes to the Authorization.

The SCHEDULE APPOINTMENT
button will take the user to the
Scheduling dialog. For more
information about scheduling
appointments, refer to the
‘Appointments’ section.

The + MANUAL ENTRY button
takes the user to the Manual
Entry dialog box. For more
information about manual
entries, refer to the ‘Check-In &
Check-Out’ section.

The CLOSE button will close
Authorization Details.
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AUTHORIZATIONS REPORTS

By default, the PERSONAL FILTER is selected on the Authorizations page. The PERSONAL FILTER
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 four Reports that have predefined filters to help quickly
navigate to useful Authorizations data (Figure 42).

Figure 42. Authorizations page Personal Filter and Reports

ﬂm‘ AUTHORIZATIONS Hello, Jennifer! €y
- BAYADA HOME HEALTH CARE INC (580 - EDT - CB) #

=i Dashboard

( PCRSONAL FILTCR UNACKNOWLEDGED UNASSIGNED DECLINED )

E Discussions FILTERS ”

* UNACKNOWLEDGED: This report returns a list of all authorizations that have not yet been
acknowledged.

e UNASSIGNED: This report returns a list of all authorizations that have been acknowledged not
yet 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 wiill
begin downloading and will be available on the ‘Settings’ page under the DOCUMENTS sub-tab.

Figure 43. Authorizations EXPORT TO FILE button and options

$ EXPORTTO FILE ]

Download as CSV

Download as XLS

Download as PDF
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The Appointments page in the CareBridge Provider Portal allows Provider Agency Employees to view
upcoming, scheduled appointments (if any) as well as identify and act upon early, late, or missed

visits (Figure 44).

Figure 44. Appointments page

m APPOINTMENTS

TH
1 Dashboard

B obiscussions

E Authorizations

PERSONAL FILTER
FILTERS

Sort by

m Appointments Date = | [

@ visis

MEMBER DATE
i1 Billn
L1 9 Joe b n 03/11/2021
O Members Corabella me-mss:  03/11/2021
e
aw Employees Paylon "EMaE 03/11/2021
E Claims

Charo mm 03/11/2021
* Settings

Joe F R 03/11/2021
M Provider Admin

Corabella s m 03n12/2021

Joe wnm 03/12/2021

Charo ™ w 03/12/201

Paylon = === == = (03/12/2021
Corabella o § 03/13/2020

# EXPORT TO FILE

LATE APPOINTMENTS

MISSED APPOINTMENTS  CANCELLED APPOINTMENTS
START TIME END TIME APPTID EMPLOYEE AUTH #
08.00 AM 09:00 AM | e Heidi m “mia
08:00 AM 09:00 AM — = Andresd =, == =a
11:00 AM 01:00 PM LN Jessica |l | o o]
01:00 PM 02:00 PM = - Michael -

02:00 PM 03:00 PM B d Michael 8 « T
08:00 AM 09:00 AM WTe Andresd "si B ™
02:00 PM 03:00 PM - Michael == - -
03:01 PM 04:01 PM e Michael ™ .o 4

07:00 PM 08:00 PM - - Michael "= ==

06:00 AM 09:00 AM BTe Andresd gl i Yl "

SERVICE

§5125

$5125

G0155

85125

G0155

55125

§5125

Hello, Gwyneth! e
CNG Mobile Home Health (109 - CST)

[od
STATUS PAYER
Late UHC
Late Amerigroup lowa (]
Scheduled lowa Total Care

Scheduled UHC
Scheduled UHC
scheduled Amerigroup lowa

Scheduled UHC
Scheduled UHC
Scheduled lowa Total Care

Scheduled Amerigroup lowa

@ Support
1-10 of 266 < 1 2

Rows per page’ 10 »

BEFORE SCHEDULING APPOINTMENTS

Before an appointment can be scheduled, you must acknowledge receipt of the authorization
from the Payer in the CareBridge Provider Portal. All unacknowledged authorizations are labeled

“"Received.”

TO ACKNOWLEDGE AUTHORIZATIONS:

Navigate to the ‘Authorizations’ page.
2. Click on the UNACKNOWLEDGED tab.

a. To locate a specific authorization, use the FILTERS button at the top of the page.
3. Click on the Received status and select Acknowledge.

a. If you cannot service an authorization, you must contact the Payer/Healthy Blue directly.

b. You must respond to every authorization sent to your Provider Agency by Healthy Blue.
Please note that the authorization will continue to appear until CareBridge receives an
updated file from Healthy Blue.

Once you have acknowledged an authorization, you can schedule an appointment for that

authorization.

Confidential and Proprietary
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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 required in North Carolina. To schedule an appointment, first navigate to the
Authorizations page 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

SCHEDULED
MEMBER RECEIVED DATE  START DATE END DATE UNITS AUTH # SERVICE MODIFIERS PAYER STATUS EMPLOYEE
UTILIZATION %
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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
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99509 3840 12510
Diagnosis Code 2 Repeat Schedule GLEAR
Start Date [ Repeat Every Salect
Modifier 1
HB Repeat On  Select -
Service Provider Service Provider NPI Service Provider Medicaid ID
End () After visits (O By ()
BAYADA HOME HEALTH CARE INC 1295766111 00109538 Geds 4
Employee Member Eligibility
None 11/01/2021 - 12/31/2199 Add Note,
No Current Hote
The following file types can be uploaded:
W Attach File 9 ).'p P N . CLEAF
.doc, .docx, .pdf, .jpg, .csv. .xls. .xlsx, .json, .png, .jpeg, and .txt
' SCHEDQULE APFOINTMENTS

On the left side of the Schedule Appointment dialog, view any current Figure 47. Indlividual Date
authorizations for the Member and choose the authorization needed to selection Calendar
schedule appointments by clicking the SELECT FOR SCHEDULING check box.

March 16, 2021

On the right side of the dialog, the Start Time and End Time details can
be added for all the upcoming appointments being created. If you have < March 2021 >
mulfiple appointments with different start/end times, you will need to i ek
schedule them individually. 7 7
To select dates for appointments, choose one of the following two options: 45 16 17 18 19 2

¢ 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

21 2z 23 24 25 26 27

28 20 30 3N

CLFAR CANCFIL 0K
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Calendar (Figure 47). Once the dates are selected, they will display Figure 48. Dates
in the ‘Dates Selected’ card (Figure 48). selected card

* 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 ( 0s16/202 @

begin.

Dates Selected

( 03/18/2027) €

— Repeat Every: This is the frequency with which the repeated
schedule will generate appointment dates. Example: Repeat ( 03/20/202}{ @
Every 3 Weeks.

NS N NS

— 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 180f3 <
radio buttons.

Upon completion of the above fields, the ‘Dates Selected’ card (Figure 44) populates with
appropriate dates based on the Repeat Schedule fields. The user can 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 dates.

Once the desired dates are displayed in the ‘Dates Selected’ card, select the SCHEDULE
APPOINTMENTS button at the bottom of the screen to generate newly scheduled appointments.

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 in the FILTERS component or the Sort by drop-down at the top left of the table (Figure 49).

Figure 49. Appointments FILTERS and Sort by options

PERSONAL FILTER LATE APPOINTMENTS ~ MISSED APPOINTMENTS CANCELLED APPOINTMENTS

FILTERS

Search By Member: Search By Appt ID Search By Auth #: Search By Employee:
Search by Name or ID 0., Appt ID Q Auth # 0\ Search By Name or ID 0\
Date Range Payer: Status: Service:
07/21/2022 - 10/21/2022 D Select Payer - Early and In Progress X InProgress X  Late X Select... -
Late and In Progress x  Missed x -
Missed and In Progress X  Scheduled X
Sort by
Date -
Pre-Billing Check(s): Office(s): d Aggregation Status:
Select - Select... Member | - Select -
Date
End Time |
S, Saved Filters
Date - T~ ‘ Select a saved filter. - ApptiD e ARRORITRENT ©

Employee

Auth #

Service

Modifiers

Status
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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
row for the Appointment and then select Appointment Details (Figure 50).
Figure 50. Appointment Details

a ViSRS MEMBER DATE START TIME END TIME APRTID EMPLOYEE AUTH & SERVICE STATUS PAYER

eitto, Uonald oznau DAUO M 04:30 M B5UUI Kay - 58128 Misacd CB Payer

111 Rilling

=t Appaintment Details

2014/2022 : g 1 ; 912 ies cB Paver e -
O i Elden m vanaravz ue R0 PN 03.00 M ss9153 Guneth o ss128 Wisses cH Py o R
5 Member Detalls

vonsla oa1s/2022 000 PM 04:30 PM 559084 Kay 55125 senadulea B Rayer

o8 Employses

From the Appointment Details page (Figure 51), 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.

Figure 51. Appointment Details page

‘\ Hello, Gwyneth!
m APROINTMENTS * DETAIL » COMPLETE CARE AT PASSAIC (1 - EDT - Ag & CB) e
BE  Dashboard JOoErmam :
Member 1D 11589 Primary Phone . m  Primary Address - -
B oiscussions
OBSERVED
APPOINTMENTS visITS DETALS ALERTS CLAIMS HISTORY CARE PLAN CECES CALENDAR >
Bl Auhorizarions e
o520 - o722 B
[3)  Appointments Show All Appointment
06/29/2022 Ths  °
O v g e Appaintment 0 55050
- 1 hrs Status: Scheduled
= Gilling 06/27/2022 s
e Gwynet 03627 Authorization: | S=g s W o
— '
€ vembers 06/25/2022 1hrs
Gwyneth _
Employes: & - =
2% Employees 06/23/2022
Gwynett Start Date/Time: Jun 21,2022 10:30 AM
£ setings 1hrs End Date/Time: 4un 21,2022 11:30 AM
03627
A Lovtion s i w8 § -
M Provider Admin
End Location —— ==
Expected Dusation 1 haurs 0 minutes (4 units)
Payer Horizon
Pre-billing Checks
@ 06/20/2022- Usert W i without license number
[] G e 0362T has no rate
Once alf pre-billing cheeks have been resolved this visit can be exparted for billlng,
Billing
Service Code 03627
Billing Status: None
Units: None
External Payer Claim Number None
Add Note
B Attach File CANCEL  SAVE
( EXPORT FOR BILLING MANUAL ENTRY RESCHEDULE CANCEL APROINTMENT )
5 & Copyright CareBiridge Health 2021

A user may move between all upcoming APPOINTMENTS and completed VISITS for a Member by
selecting them from the list on the left. Finally, the user can see a CALENDAR view of all appointments
and visits for a Member and can view the Member’s CARE PLAN by selecting each of those options
from the tabs on the right.
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From the bottom of the Appointment Details page, the user may choose to utilize three actions:

¢ MANUAL ENTRY: for visits that were not captured in the Mobile App or IVR, a Provider Agency
Administrator can 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: For upcoming appointments, choose to cancel and provide a
cancellation reason.

APPOINTMENTS REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Appointments Page. The
PERSONAL FILTER 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 four reports that have predefined filters to help quickly
navigate to useful Appointments data (Figure 52).

Figure 52. Appointments page Personal Filter and Reports

PERSONAL FILTER LATE APPOINTMENTS MISSED APPOINTMENTS CANCELLED APPOINTMENTS ]

FILTERS L7

* 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 (1) 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 (3) hours of
the appointment start time.

e EARLY APPOINTMENTS: This report returns a list of all appointments that are early. An
appointment is considered early when a Check-In has occurred one (1) hour or more before
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 Figure 53. EXPORT TO FILE
file, select the EXPORT TO FILE button on the bottom of the page (Figure 53). bution and menu
Upon selecting the file type, the document will begin downloading and will
be available from the Settings page under the DOCUMENTS sub-tab.

& EXPORT TO FILE
Download as CSV
Download as XLS

Download as PDF
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CHECK-IN & CHECK-OUT CAREBRIDG

Figure 54. CareBridge
Within the CareBridge EVV Solution, there are two primary ways for a Caregiver Schedule View

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) functionality. : e

| (il g c
Even when there is no cellular or wi-fi coverage at a Member’s home, the George Pelmmm X
mobile app will store the Check-In and Check-Out information and forward i v
it to the Portal when the Caregiver’'s mobile phone returns to an area with ety conpieren

cellular coverage. Dwigt s

>
10:00 AM - 10:30 AM COMPLETED

SCHEDULE Howard & et

Upon logging into the CareBridge Mobile Application, the user will be Dwigt s
presented with a schedule view (Figure 54). The schedule will allow the user to e
view any appointments that are scheduled for that day. If the arrow key (< >)
on either side of the date is selected, they can view past visits or tomorrow’s
schedule.

CHECK-IN

To Check-In to 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 55). If the
appointment was scheduled to occur at an alternate location, such as community center, the
address selected during scheduling will appear. Please note: It's possible that the GPS won't pinpoint
the Caregiver's exact location but show something within 1/10 of a mile of their location. This is

normo'l and the visit will sTi‘II be documented oppropriojrely. Figure 55. Appointment Figure 56. Appointment
Caregivers should check-in regardless of the GPS reading. GPS screen Check-In Details screen

Upon selecting Next, the user is presented with Check- V €% g
& Appointment Check In Details

In Details including the current time, location, and

>

differences between those and the scheduled time and Dwigt il Dwigt 'yeiiiad

. . . 12:00 PM - 12:30 PM 12:00 PM - 12:30 PM
location for the appointment (Figure 56). The user can Cancel Appointment Cancel Appointment
Check-In to the appointment by selecting the CHECK IN [ \ @ Tin 12:00 PM
button and view the confirmation screen that Check-In is " = \ ] o vetence 02 mi away
completed (Figure 57). o0 / B dthorton B

. X . i TR @ senvice code T1004 (HB)

Please note: When different services are scheduled in - SPRINGS
consecutive order, the Caregiver must Check-Out of the P
first service and Check-In for the second service for the v 1 e i e o
visits to complete properly and billing to occur accurately. e

You are .02 mi away

These back-to-back appointments must be scheduled
with atf least one minute between them. For example,

9am-10am and them 10:0Tam-1Tam. You cannot

populate the same minute twice.
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Once the Caregiver has Checked-In, they may STOP using the app.
They should begin working the visit and assisting the member. Once
finished with their duties they should return to the Mobile App to
continue capturing details of the visit. It will pick-up where they left off.

OBSERVED CHANGES

When checking out using the Mobile App, the Caregiver is presented
with important questions allowing them to indicate whether the Member
has had any Observed Changes (Figure 58).

The Caregiver should keep these things in mind while performing their
tasks during the visit. Once they are finished with their duties, they may
begin filing out the Observed Changes Survey in the mobile app.

All the questions are “yes/no” questions. To answer a question "“yes,”
select the radio button (O) next to the question. If the answer is “no,”
leave the button empty. If “yes” is selected for any Observed Change,
it will also trigger a Discussion (signified by a red exclamation point) that
is sent to both Healthy Blue and the Provider Agency. This Discussion
can be accessed on the Portal Discussions page. Once all questions
are answered, select the CONTINUE button. Click Confirm to confirm the

responses and continue.
Figure 58. Observed Changes

@ 1 ! = : wl = 12:25 7
chedule Observed Changes Discussion Schedule Observed Changes

Has the member been admitted to the
Dwigt i1 hospital or emergency room since the last DWiQt P TE o
visit?

12:00 PM - 12:30 PM | | 12:00 PM -12:30 PM
i | Yes, he was taken to the emergency | .
Cancel Appointment room over the weekend for a high feverl Cancel Appointment

question if there is an observed change. question if there is an observed change.

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

Has the member fallen since the N Has the member fallen since the
last visit? last visit?

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

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

Does the member have any | Does the member have any
problems taking their medication? . . problems taking their medication?

Is the member looking or acting / - Is the member looking or acting
different than they usually do? . . ' ! . different than they usually do?

\

WlPlease review each question carefully. Tap to mark the | W Please review each guestion carefully. Tap to mark thq|

Figure 57. Check-In Completed!

Check In Completed!

CONTINUE j

12:25 7 ; ﬂ
Schedule Observed Changes o

Dwigt e amm
12:00 PM - 12:30 PM

Cancel Appeintment
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, -\
lastvi You are acknowledging that (_/
you did not observe any
changes for the member
Did tF during this visit. O

WOrse

Did you nuuus ur wer & .
about any safety risks in the home O
today?

Does the member have any Q
problems taking their medication?

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

Il CONTINUE [l | NO OBSERVED CHANGES

\
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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 59). The Caregiver can also

select each Care Plan activity individually, and _ Figure 59. Care Pian Mark all Performed
indicate whether the activity was Performed,
Skipped, or the Client (Member) Refused.

Care Plan Care Plan

Dwigt =8 s
12:00 PM - 12:30 PM

Dwigt ¥ 8 ee
12:00 PM - 12:30 PM

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 60).

Cancel Appointment
Plan updated Jan 05, 2022 by Gwyneth s s

Cancel Appointment
Plan updated Jan 05, 2022 by Gwyneth

Bed bath, sponge bath, shower,
chair

0 of 3xjweek.

Bed bath, sponge bath, shower,
chair

0 of 3xjweek. Performed

Essential housekeeping
0 of 3x/week.

Essential housekeeping

Nail, skin, foot care
0 of 3x)week.

Nail, skin, foot care
0 of 3x/week.

Transferring, ambulation, mobility
0 of 3xjweek.

Transferring, ambulation, mobility
0 of 3xjweek. Performed °

B | K| | L2

Provide additional comments >

~ | Mark all Performed () Mark all Performed

) —

Figure 60. Care Plan Additional Information, Performed, Skipped, Refused
R

W 2259 " ﬂ A '2259 z ﬁ W 12249 "
= . Care Plan 0
Additional Information < < Care Plan

Description of the services | performed for
Dwigt " Beews

the consumer Dwigt H
12:00 PM -12:30 PM

Provide additional comments

12:00 PM - 12:30 PM

Cancel Appointment
Plan updated Jan 05, 2022 by Gwyneth == m s

| made breakfast of scrambled eggs
and toast.

Cancel Appointment
Plan updated Jan 05, 2022 by Gwyneth

Describe the consumer's response to the
services provided

Bed bath, sponge bath, shower,

chair O
0 of 3x/week.

Essential housekeeping

0 of 3x/week. O

Nail, skin, foot care

0 of 3x/week. Q

Select the status

Dwigt ate half of his breakfast and
said he wasn'’t very hungry.

ks g

Bed bath, sponge bath, shower,
chair

0 of 3x/week. Performed

Essential housekeeping
0 of 3xjweek. Performed

Nail, skin, foot care
0 of 3xfweek. Performed

Transferring, ambulation, mobility
0 of 3x/week. Performed

this activity:

Performed

. Provide additional comments
Skipped

Client Refused ~ | Mark all Performed

—
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CHECK-OUT

Once the Care Plan documentation is complete, the Caregiver is presented with Check-Out details
and can confirm that all previous documentation is correct (Figure é1). After reviewing, click 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 62). Once a signature is added, select APPROVE
to complete the Check-Out workflow and the visit. If a Member cannot sign, the signature can be
skipped by clicking APPROVE and selecting Member Refused or Member Unable (Figure 63). Once
the Caregiver has selected APPROVE, the visit is complete (Figure 64).

Figure 61. Collect Signature

12:30 ¥
£ Check Out

Dwigt ¥ Reewm

12:00 PM - 12:30 PM

Cancel Appointment

& Checkin 12:00 PM

@ Time 12:30 PM Figure 62. With Signature

ﬂr\cmo REVIEW Signature
Use your finger to sign your name
Dwicd Blama
X
Clear Signature Dwigt s
L _/ Figure 64. You are Done!

k } Figure 63. Without Signature
Signature

Use your finger to sign your name

@ Distance .02 mi away

B Authorization s Y m mem

B Service Code

T1004 (HB)

Observed Changes

You are about to Check Out!

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

Reason for no signature?
Member Refused

X Member Unable

Clear Signature
L Cancel

You are done!
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INTERACTIVE VOICE RESPONSE (IVR)

There may be instances when the Caregiver
cannot utilize the CareBridge Mobile Application.
In these instances, they will need to use the
Interactive Voice Response (IVR) functionality. To
Check-In and Check-Out, the Caregiver will need
to call the IVR phone number (which is 1 (984)
368-4082 and will be provided to them as part

of their training) from the Member's approved
phone number. (A toll-free number is available
upon request.) Additionally, the Caregiver will
need to input a Sign Up code, Provider ID, IVR PIN,
and Password to identify themselves during the
IVR process. The Provider ID and IVR PIN will be
provided to them by the Agency Administrator/
Manager as part of their training.

- J2=)")
E5%)E")
i B[
D@
<) m ()

The IVR system will lead the Caregiver through
a series of intferactive questions to complete the
Check-In, Observed Changes survey, Care Plan
questions, and Check-Out.
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VISITS CAREBRIDGE

The Visits page in the CareBridge Provider Portal allows Provider Agency Employees to view
completed visits, pre-claim checks, and to request claims.

VIEW VISITS

The Visits Page displays a tabular view of all Visits that have been completed (Figure 65). 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 of the table (Figure 66).

Figure 65. Visits page

i |
jm VISITS )  Hello, Jennifer! e
UNITED HOME CARE INC (5091 - EDT - CB) &

Dashboard

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

Discussions

FILTERS b

Sort by Saved Filters
Date « | [ 2] [ sotdotavoveames = & ExpoRTFOREILLING  [EEEEVINVITANGY Y ®

Authorizations

Appointments

O oS A

CHECKIN CHECK

Visits [] MEMBER DATE EMPLOVEE AUTH # SERVICE PAYER APPTID STATUS
TIME OUT TIME

111 Billing
== i Debramsm s UB/15/2022 TZOUPM  0Z30PM  Andrew m ] ms ::::::"'BB'“E ottiace 5513 Completed (Manual) 0 :
@ Members

Debrammm U/12/2022 UZ20PM  UAZOPM  Jennifer s 2 a=m J— ::::":HB'“E of North 5812 Completed (Manual) o
aw Employees

F EXPORT TO FILE ROWE por page: 10 = 120f2 ¢ 1 >

B caims
a Settings
A Provider Admin

(2 Support
<

Figure 66. Visits FILTERS and Sort by drop-down options

PERSOMNAL FILTER LATE VISITS MISSED VISITS EARLY VISITS MANUAL VISITS EVV VISITS IVRVISITS FOB VISITS SOH b\"
Date -
FILTERS
Member
Search By Member Name or ID: Search By Appt 10: Search By Auth #: Search by Employee
Start Time
Date Range: Payer Status Serviee
0412212022 omzzzozz [ select Payer - Comgleted X Completed (Manual) % seleet |- ‘
Early and Completed End Time
Farly and Complated (Marusal) Emplovee
Late and Completed X - p Y
Late and Cemploted (Manual) X
Auth #
Missed ana Compieted %
—— | |
Pre Billing Check(s): Check In/Qut Type: Gffice(s): Aggregation Status: Check In Time
Select. - Select. - ‘ Selact g | Select .. -

Check Out Time

¢ RESETFTERS SAVF FILTERS
== AppLID

Sort by Saved Filters _
Date | [ + ] | selecta saved fiter.. - AEARCRTEQR UL

Status
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VISIT DETAILS

To view more details about a Visit, select the menu icon (3 dots) on the right side of the row for the
Visit and select Visit Details (Figure 67).
Figure 67. Visits Menu Icon (3 dots)

CHECKIN CHECK
[] MemBER DATE EMPLOYEE AUTH # SERVICE PAVER APPTID STATUS
TIME QUTTIME
Debra Wade 07/12/2022 0220 PM 0420 PM  Jennifer Teeter 112545406 99509 g::m‘am“e of North 5512 Completed (Manual
Visit Details
Debra Wade 06/15/2022 12:00PM  03:30PM  Andrew Zallie 112545406 99509 E‘:?ﬁl‘mamue el 5513 Completed (Mg Authorization Details
Member Details

From the Visit Details page (Figure 68) the user can view associated data with the visit in the ‘EVV
Visit" and ‘Billing’ cards as well as add Notes to the visits. They can also move between all upcoming
APPOINTMENTS and completed VISITS for a Member by selecting them from the list on the left. Finally,
the user can see a CALENDAR view of all APPOINTMENTS and VISITS for a Member and can view the
Member’'s ALERTS, CLAIMS HISTORY, CARE PLAN, and OBSERVED CHANGES data, a CALENDAR style
view of their appointments and visits, and the member’s SCHEDULE HISTORY (any tabs not visible
initially can be viewed by clicking the right arrow >) by selecting each of those options from the tabs

on the right.
Figure 68. Visit Details

From the bottom of the Visit

Ww':::s - o — Ii — 4 . S SLAI HETORY caREPLAN oo ) I DeTOIlS poge, The user mCIy
rrE—— utilize four actions:
e S—
i e asan e EXPORT FOR BILLING:
oten 2o S t:u'f.f“” o s SR Completed and EVV
— e S [ S compliant visits may be
sl L v e exported for billing.
o R — « MANUAL ENTRY: for visits not
TN weiaiis captured using the EVV app
T or IVR, or fo edit an EVV visit,
et you can complete a Manual
TN Entry.
e e « RESCHEDULE: I the user is
= an Admin or an Employee
— Office assigned to that
i e office, they may reschedule
;:?n-:u:m-mm appointments.
st S i e CANCEL VISIT: If the user is
B an Admin or an Employee
o Office assigned to that
office, they may cancel the
visit.
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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 can complete a Manual Entry. The use
of Manual Entry Visits should be minimized because these do not meet the 21st Centfury Cures Act
requirements for a compliant visit.

For a visit that does not have an EVV Check-In and Check-Out, 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 (Figure 69).
Figure 69. Manual Visit Entry

MANUAL ENTRY

Manual Visit Entry

FOB Visit Entry

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 70).

Figure 70. Manual Entry dialog

Manual Entry X
Member Payar Employee

Debrarms m - Healthy Blue of North Carolina - Jennifer Teeter -
Authorization Appointment (optional) Status

I'; 1 '_ i =t 0//12/2022 U2:20 PM - Completed fM?nuas] -

Billing Status Service Code Modifier 1
Pending 99509 Select Modifier 1 -
Modifier 2 Modifier 3 Modifier 4

Select Modifier 2 - Select Modifier 3 - Select Modifier 4 -
Service Provider Service Provider NPI Service Provider Medicaid ID

UNITED HOME CARE INC (00413098) - = ' m—
Location Check-In Date/Time Check-Out Date/Time

I "H e P il b il | v 07/12/2022 02:20 PM ) 07/12/2022 04:20 PM ou)

Visit Duration Check In Location Check Out Location
2 hours 0 minutes (8 units) F AEEE """ L L S FEETE " . T 1R
Acceptable Locations Notes
Yes
' Enter a note
Diagnosis Code
Manual Reason Code

Select Reason Code - ) Attach File

The following file types can be uploaded: .doc, .docx,
.pdf, .jpg, .csv. xls. xlsx, .json, .png, .jpeg, and .txt. CANGEL

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’ (see ‘Visit Details’ section) and select the MANUAL
ENTRY button to edit the visit.
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EXPORT FOR BILLING

Once a visit is completed and ready to be submitted for processing, 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 71).

Figure 71. EXPORT FOR BILLING

Soit by Saved Fillers
oate g | e —— ' PR CIE LR | - MANUAL ENTRY ®

CHECKIN CHECK

B MFMRFR DATF FMPLOYFF AUTH # SFRVICF PAYFR APPTID STATUS
TIMF OUTTIME

Elden 01/11/2022 10:12AM  10:12AM  Amanda 85125 CB Payer Completed (]
B oonald 02/01/2022 09:30AM  09:45AM  Kay 85125 CE Payer Completed (Manual)
Bill 02/03/2022 0330PM 0345PM  Kay 55125 CB Payer Completed (Manual)

Once the EXPORT FOR BILLING button is selected, the CareBridge Provider Portal will assess the visits
to be exported for potential claiming issues as defined by the Payer/Healthy Blue. Examples of Pre-
Biling Checks that are assessed are:

e Authorization units overages
*  Member eligibility

* Overlapping visits

e Authorization date ranges

* Late visit reasons

The user will be presented with a confirmation indicating that the visits they selected were successfully
exported for billing or if they were not exported due to failing a Pre-Billing Check (Figure 72).

Figure 72. EXPORT FOR BILLING dialog

Export X

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

MEMBER DATE APPTID STATUS PAYER RATE BILLING ACTION
Tan i 07/01/2022 = Completed " 2400 (per 15 minutes) Bill through FVV -
New Jersey
Lorraine Completed
LB | i i
— 07/01/2022 (Manual) New .lersey 24.00 (per 15 minutes) Bill through EVV -

GO BACK EXPORT
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In addition to being able to view Pre-Billing Checks when exporting visits for claims, Pre-Biling Checks
are also visible on the Authorizations, Appointments, Visits, and Billing pages and are denoted with
the red exclamation icon. By clicking the red exclamation icon, the Pre-Billing Check is shown (Figure

73).
Figure 73. Pre-Biling Check

Alex Caruso 121772020 1200PM  ULUUPM  Lucas Lois U-543308 1222/ PM 0122/ PM Aetna 2430253 Completed (Manual)

Member is incligible during the
Jimmy Butler 12/18/2020 05:00 PM  06:00 PM  Shelby Ballard U-543264 04:21PM  04:23 PM  Horizon 2' appointment. 0 :

Additionally, Pre-Biling Checks can be viewed on each page by filtering using the Pre-Billing
Check(s) drop-down (Figure 74).
Figure 74. Pre-Billing Check(s) drop-down

re-Billing Check(s)

lelect... -

All Pre-Billing Checks

Mo Pre-Billing Checks

No Auth

Ineligible Member

Missed Manual Entry Reason
Missed Late Reason

Missed Missed Reason
Outside Auth Dates

Claim Still Processing

Provider Inactive

Payer Data Issue

The following is a full list of Pre-Billing Checks performed in the CareBridge Platform and potential
opportunities to resolve the Pre-Billing Check to be able to submit the visit for a claim (Figure 75).

Figure 75. Pre-Biling Checks and Resolutions

WHO
PRE-BILLING CHECK RESOLVES RESOLUTION
No auth available during the Healthy Healthy Blue issues a new auth or
appointment Blue clarifies
Member is ineligible during the Healthy Healthy Blue changes eligibility or
appointment Blue clarifies

Manual entry reason is missing on the Provider updates the visit with a

Provider

appointment reason

Late reason is missing on the . Provider updates the visit with a
. Provider

appointment reason
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WHO
PRE-BILLING CHECK RESOLVES RESOLUTION
Missed reason is missing on the Provider Provider updates the visit with a
appointment reason
Th int t tsi Health .
€ appointment occurred outside eatny Healthy Blue updates auth or clarifies
of an auth Blue
The visit has a claim in progress and . Provider views claim status and takes
. Provider . .
is locked appropriate action
The payer has marked the provider Healthy Healthy Blue re-activates the provider
as inactive during appointment Blue or clarifies
The claim has been denied by fhe Provider Provider views claim status and acts
payer
Caregiver is ineligible during the . Provider ensures caregiver is eligible to
. Provider . .
appointment deliver services
The claim has been rejected Provider Provider views claim status and acts
. . . . Provi tes the visit vi |
Appointment has 0 units to bill Provider rowde'r updg = 'e VEIvia menua
entry with units to bill
. . Provider ensures a rate is associated to
Appointment service code has no . . . o
. . Provider the service code and a unit definition
rate or unit definition . . o
is listed in the authorization
Appointment has a terminated Healthy Healthy Blue updates the authorization
authorization Blue or clarifies
Provider completes a manual entry
Appointment exceeds the auth/ . that reduces units to allow billing or
. Provider . .
segments max units requests additional units from Healthy
Blue
Caregiver has no birth date set Provider Provider updates caregiver birth date
Appointment has no attestation Member Member fo aftest through member
portal
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WHO
PRE-BILLING CHECK RESOLVES RESOLUTION
Appointment has no duration Provider el elmeiel S
PP update the start and end times
Early reason is missing on the . Provider updates the visit with an early
. Provider
appointment reason

Provider updates the visit in
Appointment has no service modifier Provider appointment visit details to include a
service modifier

VISITS REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Visits Page. The PERSONAL FILTER
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 six reports that have predefined filters to help quickly
navigate to useful Visits (Figure 76).

Figure 76. Visits page Reports

PERSONAL FILTER LATE VISITS MISSED VISITS EARLY VISITS MANUAL VISITS EVV VISITS IVR VISITS FOE 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 did not occur within one (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 did not occur within three (3) hours of 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.
* [VR VISITS: This report returns a list of all completed IVR visits.

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

To export any of the data on the Visits Page to a PDF, XLS, or CSV file, select the EXPORT TO FILE
button on the bottom of the page (Figure 77). Upon selecting the file type, the document will begin
downloading and will be available on the Settings Page under the DOCUMENTS sub-tab.

Figure 77. EXPORT TO FILE butfon and menu

% EXPORTTO FILE

Download as CSV
Download as XLS

Download as PDF
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The Billing Page in the CareBridge Provider Portal allows Provider Agency Employees to view
completed visits that have been submitted for claim processing, enabling them to address denials,
rejections, and paid amounts.

VIEW BILLED VISITS

On the Biling page (Figure 78), the user will see a tabular view of all Visits that have been submitted
for claim processing. 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 79). Figure 78. Billing page

Hello, Gwyneth!
’Iﬂm BILLING GNG HLALTH KOHLLR-RICE (18- C51) e

BE  Dashboard

PERSONAL FILTER REJECTED VISITS DEMIED VISITS
B viscussions

FILTERS v
E Authorizations

Sort by Saved Filters
§ TXPORT ILLING
Date - <+ Select a saved filter - 4 FXPORTFOR RILLIN (o}
G Appointments
o CHECK ouT BILLED

o Visite D MEMBER DATE 'CHECK IN TIME UPDATED DATE EMPLOYEE AUTH T SERVICE APPTID CLAIM 7 PAYER STATUS AMOUNT PAID AMOUNT  BILLING STATUS

m i 02/10/2022  03:34PM 0£12PM o2nmoep  Amanda 35125 B Payer Completed 7.0 50,00 OnHold

Y Members

Late and
Sonald 02/10/2022  01:00PM 02:00FM 02112022 Kay » 85125 B Payer Completed $10.00 $0.00 Generated
2% Employees {Manual)
E Claimg Calvin 02/08/2022 0600 AM 07.00 &M 027152022 Kay . 85125 CB Payer ﬁ::::z:rd $10.00 $000 Generated
a Settings
2 Completed
il 02/06/2022  0&00PM 0630 PM gz ke BEEEES B 85195 R Payer (Macsai) 500 so00 Generated
M Provider Admin
sob G20A20Z2 0185 FM w15 EM AwE Ky = w 55125 3 B Payer :‘h‘:g:‘ﬁ']';‘““’ $5.00 s0.00 Generated
Completed
Calvin 02/04/2022  01.00PM 01.30PM 0215/2022  Kay lm . 55128 CB Paysr Fthines $5.00 $0.00 Gensaled
Galvm QUUBZZ 1ZO0PM 120 PM U SI202 Kay = 55128 m €0 Payer :’;gﬂ:ﬁd 55.00 S0.00 Generated
Missed and o
[ Eelden, 02/02/2022 10000 AM 1100 AM 02/15/2022 Kay. 85125 CB Payer completed $10.00 $0.00 R m:uﬁ o :
(Manual) :
Completed

Bob: 02/01/2022 01:00 PM 01:30FM 02/15/2022 Kay = 85125 CB Paysr (Manal) 95.00 40.00 Gensray @ Support
<

Figure 79. Billing FILTERS and Sort by options

PERSONAL FILTER REJECTED VISITS DENIED VISITS SO” bV

pate -
FILTERS O

Member -

Search By Member Name or ID. Search By Appt ID: Search By Auth #: Search By Claim %
Mame or 1D Q Apptiv Q Auth # Q CH Claim # or Payer Claim # Q

Check In Time

Search by Employee: Start Dates: Update Dates: Payer: .
Search By Name or ID Q, 04222022 - omizzizozz [ 04222022 - omizzzozz [0 Select Payer - | Check Out Time
Updated Date
Status: Service! Billing Status: . Pre Billing Check(s):
Select Stalus - Select Service - Select Billing Status - Select... - Employee
Check In/Qut Type: Office(s): Aggregation Status: Auth #
Select.. - Select.. ~| Select. |~ Service
M=
Claim #
Sort by Saved Filters
Date i (B | Select a saved filter - & EORN RO BILLING © Payer
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CLAIMS HISTORY

Once a completed visit has been submitted for claim processing, 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 select Visit Details (Figure 80).

Figure 80. Billing Visit Details selection

Provider Portal Training Manual

CHECK OUT
D MCMBLCR DATL CHCCK IN TIMC TiME UPDATLD DATC CMPLOYLL AUTH #
Dendid 02/10/2022 03:34 PM 0412 PM 02/15/2022 Advinds [ =
Pongld 02/10/2022 01:00 PM 02:00 PM 02/11/2022 Kay - mmm Lo B

SERVICE APPTID CLAIM # PAYCR STATUS

$5125 ] CB Payer Complatad
Late and

85125 CB Payer Completed
(Manual)

BILLED
PAID AMOUNT  DILLING STATUS
AMOUNT
$7.50 $0.00 On Hold
Visit Details
Authorization Details
$10.00 50,00 Get
Member Details

Visit Details will provide information for the Billing Status in the ‘Billing’ card (Figure 81) as well as
Claims information in the CLAIMS HISTORY tab.

Figure 81. Billing ‘Visit Details’ options

P E @ D

ﬂm VISITS > DETAIL > maa

DEBRA P=2]

Member ID:

Dashboard

ey Primary Phone: g8 e Primary Address

APPOINTMENTS vISITS
Authorizations
osnsiz0zz - ornsizozz [

Appointments Show All

07/12/2022

2 hrs (8 units)

Members
Employees
Claims
Settings

Brovider Admin

+ SCHEDULE ARPOINTMENT

L, s mm_ mma g

DETAILS ALERTS

CLAIMS HISTORY

Visit Manual Entry

Carmpleted (Manual)

[ B )
[ o

Andrew ® -

Jun 15,2022 1200 PM

Jun 15,2022 330 PM

3 hours 30 minutes (14 units)

Payer Heallhy Blue of Horth Carolina

Pre-billing Checks

) 072272022 - Appaintment 10 5513 caregiver has no SN set

) 072212622 - Provider is not egisteres ta bill wsing CarcBridge for
Healthy Blue of Morth Car Fle. eBridge support

Billing

Senvice Code: 99509
Modifiers: HE
Biling Status: Hone
Units: Mone
External Payer Claim Numoer,  Nons

Service Piovider. UNITED HOME CARE ING
Service Provider NP1 - o
Service Medicaid 10 e -
Diagnusis Code [T
Al W
Attach Fil

EXPORT FOR BILLING RESCHEDULE

MANUAL ENTRY

Hello, Jennifer! e
UNITED HOME CARE ING (5091 - EDT - CB)

OBSERVED
CARE PLAN >
CHANGES

Jul 22,202 241 P
Jun 18,2022 12.00 PM

Jun 18,2022 330 M

3 hours 30 minutes (14 units)

B el G0 W
L

B =1
L ]

A =

Forgot 1o elock infout

o ANtestation

CANCEL  SAVE

CANCEL VISIT
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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. You will 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 #(s), and dates associated with the status changes (Figure 82).
Figure 82. Visit Defails CLAIMS HISTORY tab

-
BE  Dashbosrd

E Discusslons

E Authorizations

E] Appointments

118 Billing

@ Members

28 rmplogees

¢ Settings

;ﬂjm VISITS » DETAIL »

DONALD: ssssssesm

Member I Primary Phone Primary Adriress
APPOINTMINTS VISITS
oiMo022 - 0302022 [
Show All

02/15/2022 1 hrs (4 units)
Gwyneth 3
02/13/2022 30 min (2 units)
Kay 5512
02/12/2022 30 min (2 units)
Kay $5125
02/11/2022 22 min {1 units)
Amanda 5125
02/11/2022 9 min (1 units)
Amanda 5125
02/11/2022 1 hr
Amanda 512
02/10/2022 30 min (2 units
Kay
02/10/2022 39 min {3 units)
Amanda 5125
02/10/2022 1 hrs (4 unils)
Kay 55175
02/01/2022 15 min (1 units)
Kay 55125

+ SCHEDULE APPOINTMENT

DETAILS

Billing

Rilled Amount
Accepted Amount
Rejected Amount
Faid Amount

Denled Amount

ALERTS

Clalm Request #3899

Katie, "WE-. gzriora0z

cLuM F

3

2

a

CLAIMS HISTORY

810,00 (4 units)
50 (0 units)
$0 (0 unitg)
80 (0 units)
30 (0 units)
PAYER CLAIM = STATUS
NA Generated
N/a Queved
N/A New

EXTERNAL STATUS CODE

CARE PLAN

DETAILS

Hello, Gwyneth! e

NG HEALTH KOHLERRICE (16~ CST)

ODSERVED
CHANGES

VOID VISIT

VIEW CLAIM DETAILS | @&

DATE/TIME

02/11/2022, 000 M

02/10/2072, 09-30 PM

02/10/2022, 02-30 PM

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 TO CLAIMS button at the top right
corner of the table (Figure 83).

Figure 83. Biling page EXPORT FOR BILLING bufton

Sort by
Date || F EXPORT FOR BILLING ]| | SRR LTI YY) (-4 ®
START CHECKIN CHECK
MEMBER DATE END TIME EMPLOYEE AUTH # SERVICE PAYER APPTID STATUS
TIME TIME QUT TIME
Alex Caruso 12/17/2020 12:00 PM  01:00 PM  Lucas Lois U-543308 1227 PM  01:27PM  Aetna 2436253 Completed (Manual)
Jimmy Butler 12/16/2020 05:00 PM  06:00 PM  Shelby Ballard U-543204 04:21PM 0423PM  Horizon 2436281 Completed (Manual) 0 H
Charo Alvarez 12/22/2020 11:51 AM  12:19PM  Shelby Ballard 34343243243243  S0127 11:49 AM  1215PM  Horizon 2436311 Completed (Manual)
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The following billing statuses are available in the CareBridge Platform and can be seen associated
with Claim Requests (Figure 84). Please note: There may be a delay between the payer and portal

status updates.

Figure 84. Billing Status table

BILLING STATUS DEFINITION

Acknowledged This visit has a claim that has been received by Healthy Blue
Billed Externally This visit has been billed outside of CareBridge
Cancelled This visit's claim request was cancelled.
Confirmed This visit has a claim that was accepted by Healthy Blue
Denied This visit was denied by Healthy Blue due to insufficient or invalid data
Generated This visit has a claim that has been generated

. . This visit has a claim request that is paused due to prior in-flight claim request(s)
Joint Claim . . . . . . . .
Processin still being processed. The Joint Claim Processing claim request will be submitted

g for biling once the prior claim request(s) enter a terminal status (paid or denied).

Paid This visit was paid by Healthy Blue
Pending This visit has not yet been exported for claims
Pre-billing N . . . . . . . .

. . This visit was rejected due to insufficient or invalid data prior to claim creation
Rejection
Queved This visit has been queued for claim generation

. This visit was rejected by Healthy Blue due to insufficient or invalid data upon
Rejected A . .

initial review of the claim
Submitted This visit has a claim that has been submitted to Healthy Blue
Voided This visit claim was voided
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BILLING AND CLAIMING ERRORS

When you have completed exporting visits to claims, you will see a confirmation message in the
portal. This message will indicate how many visits successfully exported for claims. Despite the pre-
billing checks, there may still be instances when you experience billing or claiming errors. If visits have
failed, the reason why will be indicated in that message, which in furn may prompt you to act so that
you may export that claim for billing.

Some of these instances and trouble-shooting suggestions are below (Figure 85):
Figure 85. Billing/Claim Error Troubleshooting table

BILLING OR CLAIM ERROR TROUBLE-SHOOTING SUGGESTION

A claim was over paid Contact Healthy Blue to resolve.

A claim was under paid Contact Healthy Blue to resolve.

Basic claim rejection errors happen when data is invalid or missing
and occurs prior to claim processing. A few common examples are
incorrect or missing member data, billing provider, payer, or diagnosis
codes in service lines. You can refer to the rejection/ response reports
or contact Healthy Blue for resolution to correct and resubmit for claim
processing.

You do not have or do
not understand the claim
rejection reason

A claim has been processed by payer and determined unpayable.

You do not have or Common denial reasons are duplicate claims/services, member
understand the denial eligibility, benefit coverage, and data discrepancies. This information
reason will be stated on the electronic remittance advice (ERA) if available to

you. If not, please contact Healthy Blue.

BILLING REPORTS

By default, the PERSONAL FILTER is selected upon navigating to the Biling Page. The PERSONAL FILTER
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 Reports

PERSONAL FILTER REJECTED VISITS DENIED VISITS ]

FILTERS A

e REJECTED VISITS: This report returns a list of all visits that have rejected claim:s.

e DENIED VISITS: This report returns a list of all visits that have denied claim:s.
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To export any of the data on the Billing page to a PDF, XLS, or CSV file, select the EXPORT TO FILE
button on 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. EXPORT TO FILE butfon and menu

¥ EXPORTTO FILE

Download as CSV

Download as XLS

Download as PDF
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OVERVIEW

The following sections will help intfroduce you to the features and functionality within the CareBridge
Solution that enable communication both within a Provider Agency as well as between an Agency
and the Payer/Healthy Blue.

DISCUSSIONS

The Discussions page in the CareBridge Provider Portal allows Agency Employees to manage and
prioritize inbound communications, act on critical tasks, and communicate within the Agency as well
as with Healthy Blue.

DISCUSSIONS NAVIGATION

Once on the Discussions Page, the user will see a list on the left of all open Discussions that are
currently unassigned (Figure 89). This list can be filtered by Status, Assigned to, and several other fields
that are viewed by selecting the expand arrow on the right of the drop-downs (Figure 88).

Figure 88. Discussions page

> Hello, Gwyneth! e
—m OiSEUSSIaNS CNG HEALIH KUHLER RICE (16 C51)
BE  Dashboard
o [ e | DETAILS APPOINTMENTS VISITS
B Discussions ~ Donak Rl 1
Type: | Selecl. ~ | Intemal/Shared:| Select..| - MemberiD: Primary Fhone: Primary Address:

B Ao \ —

Elden e 2/16/2022 3:46 PM Created by Gwynethi . m Created date 02/16/2022 3:44 PM

Appointments
m op Message Type Message Last Updaled Dale. 02/16/2022 3:44 PM
o isits Subject: Fall (UPWJ Subject Luss of appelite Stalus Open
Description. Donald only ate half of his normal

Donald: smm— 2/16/2022 3:44 PM breakfast this merning. He sald he's not Assigned 1o Gwyneth
111 Billing hungry. 1 asked, and he hasnt been

Message snacking. Share with payer: o
@ Mambians Subject: Loss of appetite upen_)
as
-8 Employees e ‘ 5 INTERNAL
= Claims Leave a comment

+ NEW DISCUSSION
a Settings Enter a comment
M Provider Admin
fy Attach Fite CANCEL  SEND
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NEW DISCUSSIONS

There are four different types of Discussions that can be sent and
received (Figure 89):

To create a new Message Discussion, select the + NEW DISCUSSION button at the bottom of the

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 is auto generated and sent to the
Discussions page for both the Agency and Healthy Blue.

Secondary Address Request: This discussion type allows agencies
to request a new or updated member address from Healthy Blue.
When an Address Request occurs, it is auto-approved and, a
Discussion is auto-generated and sent to the Discussions page for
both the Agency and Healthy Blue.

Phone Request: This discussion type allows Agencies to request a
new or updated member phone number from Healthy Blue. When
a Phone Request occurs, a Discussion is auto generated and sent
to the Discussions page for both the Provider Agency and Healthy
Blue.

Message: This discussion type is used for general messages

between Agency Employees or between the Agency and Healthy

Blue.

Provider Portal Training Manual

Figure 89. Discussion Type

drop-

down

Status:  Select.. | ~ | AssignedtoMe: []

Observed
Changes

Address

Request ar |

Phone Request

Message

01/16/2022

Updated Dates:
01/16/2022

D

- 03/16/2022

- 03/16/2022

T EXPORT TO FILE

Elden smmmm
Message

subject: Fall

Donald: me—
Message

Subject: Loss ot appetite

+ NEW DISCUSSION

2/16/2022 346 PM

2/16/2022 3:44 PM

120f2

Intemal/Shared:  Select

ey
l': Open )

-

[ G}

<

>

page (Figure 89). The New Discussion dialog box will appear (Figure 90). After selecting a discussion
Type, the user will need to complete the required fields before sending.

Figure 90. New Discussion dialog

New Discussion X

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

Tyoe l New Discussion x
‘Message _ If this is an urgent matter, please contact the case manager / care coordinaior directly.
Type
| Message -
Created by Member Assigned fo (optional)
Gwyneth - Member Unassigned -
Status Subject Share with payer (optional)
Open - unassigned -
Description
o - |
Confidential and Proprietary 47 Last Updated: 07/25/2022



CareBridge Provider Portal Training Manual

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 91). Optionally, the user may choose to view lists of upcoming
APPOINTMENTS and past VISITS for that member by selecting the other tabs available at the top of

the screen.
Figure 91. Discussion Details

\ DISCUSSIONS Hello, Gwyneth! (€3
% HOME HEALTH HOWE GROUP
== Dashboard
p— .. . s [ . DETAILS APPOINTMENTS VISITS
E Discussions 3 Aloysius
Type- An = Internal/Shared. | ANl = MemberiD: Primary Phone: Primary Address:
E Authorizations 2
Aloysius— 5/05/2020 11:09 AM seatt 04/16/2020
m Appolniments Message Closed Message 05/05/2020
wWheelchair and ramp status Biead
Visits Towney 5/05/2020 11:09 AM The member has decreased mobility and
0 may need a wheelchair or walker. Will alsoASslgned 1o select
Mediage AT need a ramp home modification
- Share wilh paye CB Payer
Billing
1T} ¥ ile 4/16/2020 11:27 PM
@ Members Ll Sest) [ INTERNAL SHARED
Barbaraanne 4/16/2020 11:27 PM
*e e
-_— Emiployees Leave a comment
Message Open
S Enfer a comment
L senngs Hube 4/16/202011:27 PM
Message Gpen
[ Attach file CANCEL  SEND
connys =] 1/16/2020 11:27 PM
Message open
Wayne 4/16/2020 11:27 PM
Message Open
+ NEW DISCUSSION

There are several actions that can be utilized from a Discussion:

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

e 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 Healthy Blue, 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 Healthy Blue can be facilitated
through entering comments in the SHARED tab.
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DASHBOARD & REPORTING CAREBRIDG

OVERVIEW

This section will introduce 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 allows Agency Employees to view key metrics to
better prioritize and manage tasks on which action may need to be taken.
Figure 92. Dashboard page

m DASHBOARD ) Hello, Jennifer! e
UNITFD HOMF CARF INC (5091 - FOT - CR) #

[ OVERVIEW COMPLIANCE BILLING AUTHORIZATIONS MEMBERS APPOINTMENTS/VISITS ]

Discussions

Items Outstanding

Authorizations

-~ @o Ao B
12 10 22

Unacknowledged Auths Unhilled Visits Qpen Discussions

) O @ oD

Billing

oI

Members

Employees

Today

Clai
E ame Late Visits a7 New 16
Authorizations

* Settings

Missed Visits 13 @ New Members 23 @ 6
A Provider Admin o

Visits
Completed

Early Visits 5 @

Manual Fntry 8

Visits 30 Appointments Scheduled ~

@@ Example Dashboard: ON m

On the Dashboard page, there are tabs for each of the Dashboards available (Figure 92):

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

e Compliance: This dashboard displays metrics to better understand how many completed Visits
are EVV compliant and the sources of non-compliance.

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

* Avuthorizations: 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.
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Each of the dashboards can be filtered by date range or Payer (Healthy Blue). By selecting the arrow
icon (Figure 89) 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.

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

Figure 93. Provider Portal Reports

REPORT NAME PAGE DESCRIPTION (EVV DATA)
Pavroll Emplovees Payroll data for a given time for each Employee based on
Y Ploy completed Visits in that period.
All Provider Agency Employees sorted in ascending order
by Compliance Score. Compliance Score is configurable
Employees Emplovees per Healthy Blue but is typically defined as the percentage
Compliance ploy 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, late, or missed.
Active Members Members All active Members.
Unassigned Members All Members who have not been assigned to an Office.
Members
All Members sorted in ascending order by Compliance
Score. Compliance Score is configurable per Healthy Blue
Members Mermbers but 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.
All Authorizations in ascending order that have less than
e e . 25% of the authorized units scheduled. This helps to focus
Low Utilization Authorizations . . .
attention on Authorizations that may need Appointments
scheduled for them.
. e e . All Authorizations in ascending order that have less than
High Utilization AUINOMZATIONS | 7507 ¢ the Authorized units scheduled.
k | L .
Unac |.1ow. edged Authorizations All Authorizations that have not yet been acknowledged.
Authorizations
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REPORT NAME ‘ PAGE DESCRIPTION (EVV DATA)

Unassigned - All Authorizations that have not yet been assigned an
L. Authorizations

Authorizations Employee.

All appointments that are late. An appointment is
Late Appointments | Appointments considered late when a Check-In has not occurred within
one (1) hour of the appointment start time.

All appointments that have been missed. An appointment
Appointments is considered missed when a Check-In has not occurred
within three (3) hours of the appointment start time.

Missed
Appointments

All visits that have been completed but were started late,
as an example, a Visit could be late when a Check-In has
not occurred within one (1) hour of the appointment start
time.

Late Visits Visits

All missed visits. A visit could be considered missed when
Missed Visits Visits a Check-In has not occurred within three (3) hours of the
appointment start time.

Manual Visits Visits All Manual Entry Visits.

EVV Visits Visits All completed Visits that have compliant EVV data.
Service Claims Visits All completed non-EVV Visits.

Rejected Visits Billing All Visits that have rejected claims.

Denied Visits Billing All Visits that have denied claims.
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SETTINGS CAREBRIDGE

OVERVIEW

The following will help introduce the features and functionality within the CareBridge Solution that
enable Provider Agency Employees to configure the system to their workflows and preferences.

The Settings Page (Figure 94) has sub-tabs for Offices, Groups, Documents, Rates, Billing and Vendor.
Figure 94. Settings page

m SETTINGS Hello, Jennifer! e
HAYADA HOME HEALTH CARE ING (SB0 - FIT - CB) #
| |
=@ Dashboard
gy Offices OFFICES + NEW OFFICE
E Disciisaiang Set up and manage offices
E Authorizations ©
o Groups
2
m Appointments ot upand manags greipe NAME ADDRESS ADDRESS 2 eIy STATE 2ZIP CODE
o Viefie . Documents
View and download documents No data
‘"' Billing
@ Members Rates Raws per page 10 nofd € 1 >
Manage service codes and rates
an  Employees
ra DBilling
a Claims Manage claims generation options
Settings
=] Vendor
) iew vendor details
ﬁ Provider Admin Vet vealor doly

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 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 (three dots) next to the Office and select Edit Office (Figure 95).

Figure 95. Offices menu icon (three dots)

@
NAME ADDRESS ADDRESS 2 ciTy STATE ZIP CODE
Charlotle ] Charlotte NC 01234
Edit Office
Raleigh =m Raleigh NC 02345 H
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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, select the + NEW GROUP button at the top of the Groups table (Figure 96).
To edit a Group, select the menu icon (three dots) next to the Group and select Edit Group. There are
two types of Groups that can be created or edited — MEMBER and EMPLOYEE (Figure 97).

Figure 96. MEMBER GROUPS and EMPLOYEE GROUPS

a Hello, Gwyneth!
m SETTINGS CARING SENIOR LIVING (13075 - EST-CB) e

== Dashboard
gy Offices MEMBER GROUPS EMPLOYEE GROUPS | = NEW GROU: l
E Discussions Set up and manage offices . ’
MAME # OF MEMBERS
B Auonzatons -
Selup and manage groups Hag Pets El
m Appointments Edit Group
e Prefers Male Caregivers 4 ]
Visits -
9 B View and download documents
nmzaa ?
-
pan  Biling
Rates 02345 5
@ — Manage service codes and rates
Hello, Gwyneth!
= 3
m SETTINGS CARING SENIOR LIVING (13975 - EST-CB) # e

== Dashboard
By Offices MEMBER GROUPS EMPLOYEE GROUPS -
Bl oviscussions Setup and manage offices
NAME if OF EMPLOYEES
B Autonzatons oo
ot yp i muiage geiups Avallable Late Evenings 0
m Appointments Edit Group
B " Available Early Momings [} B
e ocuments
@ v B st i ori
Pet allergies o
m Billing
Rates Hause Managers 0
@ T Manage service codes and rates
Figure 97. Edit Group and New Group dialogs
Edit Group X New Group X
Group Type: I [Employee - I Group Type: | Select... -
Employee Employce
Group Nam Member Group Namy Member
Avallable Late Evenings
DELETE CANCEL [EESU:IYhg CANCEL
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DOCUMENTS

The Documents sub-tab (Figure 98) is a list of all exported documents from other pages in the
CareBridge Provider Portal. When a document is exported, the document will generate in the
background and display in this list. When the user navigates to the DOCUMENTS sub-tab, they can
choose to download any document by selecting the corresponding download icon on the far right

of the table.

Provider Portal Training Manual

Figure 98. DOCUMENTS sub-tab

;ﬂm SETTINGS

. L]
H Dashboard
B Offices DOCUMENTS
E DisissiEmE Sel up and manage offices
@
E Authorizations -
2 Groups
Set up and manage groups
NAME USER DATE/TIME STATUS
m Appointments
01/12/2022
S e Documents Members.xls i completed
o Aieis - view and download documents Sa
- 2
118 Biling Authorizations.pdf = = o120z Completed 3
 Rates G
*
o Members B Manage service codes and rates
" 2
Appointment Form.pdf ] o ?:2] ?,';;022 Completed *

Hello, Gwyneth! e
CARING SENIOR LIVING (13975151 - CH) 2

RATES

All standard rates are provided to CareBridge Rates by the health plan and cannot be modified

in the system. However, negotiated rates will not be sent from the health plan. If your 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 99).

Figure 99. RATES sub-tab

Dashboard

Discussions

m SETTINGS

iig) Offices

Set up and manage offices

RATES

Hello, Gwyneth! e
UNITED HOME CARE INC (5091 -EDT-CB)

+ NEW RATE

Filters o
E Authorlzations o Groups
Sel up and manage groups
©
G Appointments e
X
Documents EFFECTIVESTART ~ EFFECTIVEEND  SERVICE New Rate
B UPDATED DATE MOD RATE
0 Visits View and download documents DATE DATE CODE
Payer 1 - :
11 Billing
— o 01/26/2021 01/01/2018 99509 1R 8451 Savice .
+ c -
Manage service codes and rates Code L
@ Members
01/26/2021 01/01/2018 99500 HA 8451 Modifier 1 Select -
.e
Employees Blliing E
=n i
e Manage claims generation aptions Modifier 2 Select -
i R >
a Chalme Modifier 3 Select. -
I
view vendor detalls wModifier 4 oot -
ﬁ Provider Admin Member All Members -
Effective '
Start Date [
Effective
End Date 0
Rale $0
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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 Solution for partnered Payers or through an external option such as your current

3rd party billing solution. If you click on the Settings tab 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
setftings in the BILLING sub tab (Figure 100). That changes the default process for that Payer.
Figure 100. BILLING sub tab

r Hello, Gwyneth!
m SETTINGS UNITED HOMF CART ING (5001 - FDT - CB) e

=
=l Dashboard

;3] Offices PERSONAL CARE
E T Set up and manage offices
E Autherizations & Groups Healthy Blue of North Carolina
Sel up and marrage groups
G Appolntments Requires billing through EVV starting 11/01/2021
. e = Default
Documents CHOWEIE T EY Bill through PV -
0 Visits view and download documents Allow billing cxtemally
i1 Blling
Rates
Manage service codes and rates
o Members SAVE CHANGES
aan Employees @ Uiling
Maniage claims generalion uplions
E Claims
o \{endor )
o Settings View vendor detalls
ﬁ Provider Admin

<

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
claims, it will default to whatever you set as your preference. However, you can also adjust it per
individual member when you click EXPORT FOR BILLING (Figure 101).

Figure 101. EXPORT FOR BILLING button

sort by
Date - | T EXPORTFOR BILLING | [ SV EUN TN g @

START CHECKIN CHECK
n MEMBER DATE ENDTIME EMPLOYEE AUTH # SERVICE PAYER APPTID ETATUS
TIMC TIMC OUT TIMC

Confidential and Proprietary 55 Last Updated: 07/25/2021



CareBridge

Provider Portal Training Manual

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 102).

Figure 102. EXPORT FOR BILLING customization options and availability

Export X

'° 4 Visits will be exported for claims and will be available for viewing on the Billing Page

MEMBER DATE APPTID STATUS PAYER BILLING ACTION
Corabella Verdey 11/18/2020 2436056 Completed Payer 3 Bill through EVV
Payton Abramovicz 11/16/2020 2436028 Completed Payer 1 Bill through EVV

Completed

P Abi 11/05/2020 2435207
ayton Abramovicz /057 (Manual)

Payer 1 Bill through EVV

Completed

Payton Abramovicz 11/05/2020 2436001
L Lo (Manual)

Payer 1 Bill through EVV

-
-
-
GO BACK EXPORT

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 click EXPORT FOR BILLING. This changes the
individual visit setting for that export only.

o, O

Figure 103. Profile icon

Hello, Test!
CB Payer (1-CDT)

Library through the Provider Portal by clicking on the profile icon next

@ For additional resources, you can also access the CareBridge Resource
to your name at the top right of any screen (Figure 103) or by following

this link: hitp://resources.carebridgehealth.com/evv
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ROLE DEFINITIONS CAREBRIDGE

The following is a list of roles that have been referred to within the Provider Portal Training Manual.

Office Administrator (Admin) — Provider Agency Employee with Administrator permissions in the EVV
system.

Provider 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 fo members, billing, etc.)

Caregiver — The employee who works in the member’s home providing authorized services.
Employee — Anyone who works for the Provider Agency.

Healthy Blue — The member’s Prepaid Health Plan (PHP). Provider agencies are contracted with
Healthy Blue to provide services to members.

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

Payer — The Prepaid Health Plan (PHP), Healthy Blue, that reimburses the provider agency for services
rendered.

User — Anyone at CareBridge, Payer/Healthy Blue 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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MOBILE APPLICATION
DOWNLOAD & LOGIN GUIDE

OVERVIEW

The CareBridge mobile application
(available for Apple and Android) can be
downloaded for free from the App Store or
Google Play store (Figure 1). The instructions
below will tell you how to download and
login to the application.

The mobile app allows the Caregiver to
Check-In and Check-Out of EVV required
appointments, document any Observed
Changes, view and document the Care
Plan tasks they should be completing, and
start and/or respond to a Discussion about
that Member.

DOWNLOAD AND FIRST TIME LOGIN

Download the CareBridge app by searching for 'CareBridge' in the App

Store/Google Play Store.

e The Mobile App requires location services permission at
installation. (Please note: your current location is only captured
during the Check-In and Check-Out process.)

NN

CAREBRIDGE

Figure 1. App Store and Google Play Store

0@ %, 4185% B11:10 AM

« Q

10:36 AM 7 9y -

CareBridge

Carebridge

IZiHIITNN
CAREBRIDGE

- CareBridge
CareBridge Health

5.0 % FedH -
Everyone @

Figure 2. Team Setup Screen

e The Mobile App supports the most current versions of both 8 B

operating systems.

e The Mobile App supports the following languages: English,

Spanish, and Russian.

Once the app is installed, you will see the Team Setup screen (Figure
2). First, select your state from the drop down. Then, you should have
received a Provider ID from your Agency during training or in an email
after training. Enter the Provider ID and click Next to begin the login
process. If you want to practice with fraining data click on Training

Mode.

Next, choose Sign Up! and enter your username (this could be your
email address or the first initial of your first name and your last name
with no spaces). If the Agency created your profile with your phone

Confidential and Proprietary
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North Carolina

If you don't know your team please
contact your supervisor.

Training Mode

59 Last Updated: 07/25/2022



CareBridge Mobile Application Download & Login Guide

number, you will receive a 6-digit code in a text message after you click Next. If they did not have
your phone number, but had your email address, you will receive the 6-digit code in your email. If
they did not have either, you will need to get a one-time code by contacting your Agency after you
click Next. Please note: the code expires after 20 minutes, so after you call your Agency and get the
code, enter it right away (Figure 3).

Figure 3. Download and Registration

9:39 AM

m\ Enter code

CAREBRIDGE

SIGN UP

Team: CNG HEALTH KOHLER- gwerrtyuwuiop
RICE "
alsjdjflalhlijk]!

gz xlclv|b|n|m}EEE

123 @ ¢ space next

Once you enter your code and it has been verified, you will be prompted to set up your password
and enter your mobile phone number (Figure 4). Click Next. Please note that if your birth date is not in
your Employee Details, you also will also be asked to submit your birth date during your login.

You will now be on the login screen (Figure 4) and it will show your first name and the first initial of your
last name. You are now registered in the CareBridge mobile app.

Figure 4. Setting up a user profile

@ 849 PM ! ! Verizon 9:00 AM
N

Enter Your Phone ml
Number \

Set Your Password CAREBRIDGE

CONTINUE AS GWYNETH M.

Not Gwyneth?

Team: CNG HEALTH KOHLER-
RICE
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LOG IN

Once you are set up you will need to sign intfo the app by entering your Username - then click Next
and enter your Password - then click the SUBMIT button (Figure 5).

Figure 5. Sign into the application

m What is your username?

CAREBRIDGE

LOGIN

SIGN UP

Team: CNG HEALTH KOHLER- giwlejrjtjyjulijolr
RICE -
alsjdjflalhlijk]!

gz xlclv|b|n|m}EEE

23 @ ¢ space next

Figure 6. Set your
WHAT IF | FORGET MY PASSWORD? new password

If you forget your password, click Forgot your Password? Then you will
receive a é-digit code in a text message. Enter the code on the recovery
screen and you will be asked to set a new Password (Figure 6).

Set Your Password

STILL NEED HELP?

If the contents of this guide do not answer your questions, you will need
to contact your Agency - this is your first level of support.

Your Agency will be able to assist you in troubleshooting and fixing most
of the technical issues that may occur when using the application. If the
issue needs to be sent to the CareBridge support team, your Agency will
be able to work with CareBridge to quickly diagnose and resolve most
issues. CareBridge Support is available from 7 AM to 5 PM Central Time.

Confidential and Proprietary 61 Last Updated: 07/25/2022



MOBILE APPLICATION //ﬂim

DOWNLOAD & LOGIN GUIDE CAREBRIDGE

OVERVIEW Figure 1. App Store and Google Play Store
The CareBridge mobile application a
(available for Apple and Android) can be < Search
CareBrid O %, 4/85% W11:10 AM
downloaded for free from the App Store or P b o

Google Play store (Figure 1). The instructions CARESRIDGE
below will tell you how to download and
login to the application.

- CareBridge
CareBridge Health

CARERRIDX

3.8 17+
The mobile app allows the Caregiver to BRARR s Eve:;ne@
Check-In and Check-Out of EVV required What's New Version History
appointments, document any Observed et e
Chqnges, \/|eW Ond documen’[ ‘I'he que Allows for updating care plan comments.

Plan tasks they should be completing, and Preview
start and/or respond to a Discussion about
that Member.

DOWNLOAD AND FIRST TIME LOGIN

Download the CareBridge app by searching for 'CareBridge' in the App Figure 2. Team Sefup Screen
Store/Google Play Store. -

e The Mobile App requires location services permission at
installation. (Please note: your current location is only captured
during the Check-In and Check-Out process.)

e The Mobile App supports the most current versions of both ' Plaasa anter your Provicer 1D
OperOTIng SysTemS. | North Carolina

e The Mobile App supports the following languages: English,
Spanish, and Russian.

If you don't know your Provider ID please contact
YOUr SUpervisor.

Once the app is installed, you will see the Team Setup screen (Figure
2). First, select your state from the drop down. Then, you should have
received a Provider ID from your Agency during training or in an email
after training. Enter the Provider ID and click Next to begin the login
process. If you want to practice with fraining data click on Training
Mode.

Training Mode

lowa

Next, choose Sign Up! and enter your username (this could be your North Carolina
email address or the first initial of your first name and your last name New Jersey
with no spaces). If the Agency created your profile with your phone
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number, you will receive a 6-digit code in a text message after you click Next. If they did not have
your phone number, but had your email address, you will receive the 6-digit code in your email. If
they did not have either, you will need to get a one-time code by contacting your Agency after you
click Next. Please note: the code expires after 20 minutes, so after you call your Agency and get the
code, enter it right away (Figure 3).

Figure 3. Download and Registration

9:39 AM

m\ Enter code

CAREBRIDGE

SIGN UP

Team: CNG HEALTH KOHLER- gwerrtyuwuiop
RICE "
alsjdjflalhlijk]!

gz xlclv|b|n|m}EEE

123 @ ¢ space next

Once you enter your code and it has been verified, you will be prompted to set up your password
and enter your mobile phone number (Figure 4). Click Next. Please note that if your birth date is not in
your Employee Details, you also will also be asked to submit your birth date during your login.

You will now be on the login screen (Figure 4) and it will show your first name and the first initial of your
last name. You are now registered in the CareBridge mobile app.

Figure 4. Setting up a user profile

@ 849 PM ! ! Verizon 9:00 AM
N

Enter Your Phone ml
Number \

Set Your Password CAREBRIDGE

CONTINUE AS GWYNETH M.

Not Gwyneth?

Team: CNG HEALTH KOHLER-
RICE

Confidential and Proprietary 63 Last Updated: 07/25/2021



CareBridge Mobile Application Download & Login Guide

LOG IN

Once you are set up you will need to sign intfo the app by entering your Username - then click Next
and enter your Password - then click the SUBMIT button (Figure 5).

Figure 5. Sign into the application

m What is your username?

CAREBRIDGE

LOGIN

SIGN UP

Team: CNG HEALTH KOHLER- giwlejrjtjyjulijolr
RICE -
alsjdjflalhlijk]!

gz xlclv|b|n|m}EEE

23 @ ¢ space next

Figure 6. Set your
WHAT IF | FORGET MY PASSWORD? new password

If you forget your password, click Forgot your Password? Then you will
receive a é-digit code in a text message. Enter the code on the recovery
screen and you will be asked to set a new Password (Figure 6).

Set Your Password

STILL NEED HELP?

If the contents of this guide do not answer your questions, you will need
to contact your Agency - this is your first level of support.

Your Agency will be able to assist you in troubleshooting and fixing most
of the technical issues that may occur when using the application. If the
issue needs to be sent to the CareBridge support team, your Agency will
be able to work with CareBridge to quickly diagnose and resolve most
issues. CareBridge Support is available from 7 AM to 5 PM Central Time.
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CHECK-IN & CHECK-OUT GUIDE CARERRIDGE

OVERVIEW

If you are unable to use the CareBridge Mobile Application, you can use the Interactive Voice
Response (IVR) to Check-In and Check-Out of the scheduled visit. This method takes more time

to complete, and you will need to use an agency approved phone number to call the IVR line.
Caregivers will need three different codes that must be entered each time they call in using IVR. A
Provider ID number, an IVR PIN number, and an IVR Password.

Caregivers will need to create an 8-digit IVR Password the first time they use IVR. Please remember
that you will need all three of these codes to use the IVR system. The IVR system will guide you
through a series of questions to complete the Check-In, Observed Changes, Care Plan, and Check-
Out processes.

STEP 1: CALL THE IVR NUMBER FROM MEMBER’S PHONE
The IVR Number is [1 (984) 368-4082].
Select your language.

You will then be prompted to enter your Provider ID
followed by pound (#).

STEP 2: ENTER YOUR PROVIDER ID FOLLOWED BY #

You will then be prompted to enter your IVR PIN
followed by pound (#).

STEP 3: ENTER YOUR IVR PIN FOLLOWED BY #

*If it is your first time calling in, you will be prompted to
enter your Sign-Up code - which is a six-digit number
sent to you via text or email - followed by pound (#).

STEP 4: ENTER YOUR SIGN-UP CODE* FOLLOWED BY #

To sign into your account you should then press 1
followed by pound (#). If it is your first time calling in,
you will be prompted to create your 8-digit password
followed by pound (#).

STEP 5: ENTER YOUR IVR PASSWORD FOLLOWED BY #

After you enter your 8-digit Password followed by pound (#), you will
then be prompted to confirm it (press 1) or change it (press 2).

After you enter your Password, you will be prompted to Check-In.
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STEP 6: CHECK-IN

If you have scheduled appointments, you will hear a list of today’s appointments. Select the
correct number for the appointment you need to Check-In to. You can hang up at this point.

When you call back to Check-Out, you will answer questions about Observed Changes and
Care Plan activities.

STEP 7: CHECK-OUT
At the end of your visit, call [1 (984) 368 4082] again and follow the directions to Check-Out.

First, you will need to answer the Observed Changes and Care Plan questions.

STEP 8: CARE PLAN QUESTIONS

You will be presented with three options:

1. To complete the Member's Care Plan, Press 1.
a. Press 1 to mark a task COMPLETED.
b. Press 2 to mark a task as SKIPPED.
c. Press 3 to mark a fask as REFUSED.
d. Press 4 1o repeat the task.

2. Toreview the Member's Care Plan, updated at (time), Press 2.

3. To complete Member's Care Plan and mark all tasks performed, Press 3.

STEP 9: OBSERVED CHANGES QUESTIONS
Observed Changes questions will be listed after you answer the Care Plan questions.

Select the correct number for each response, (1 for Yes or 2 for No). If you need to leave
notes for an observed change, please follow the prompts and record your notes.

Follow the directions to Check-Out of the visit and hang up when complete.

STILL NEED HELP?
If this guide does not answer your questions, please contact your Provider Agency - this is your first
level of support.

Your Provider Agency will be able to help you troubleshoot and fix most of the technical issues that
may occur when using the application. If the issue needs to be sent to the CareBridge support tfeam,
your Agency will be able to work with us at CareBridge to quickly diagnose and resolve most issues.

CareBridge Support is available from 7 AM to 5§ PM Central Time.
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