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Our Webinar Will 
Begin Shortly 



The content contained herein (“Confidential Information”) are the confidential property of HHAeXchange and
may not be copied or distributed outside the HHAeXchange organization without the express written consent
of HHAeXchange. Distribution of this document or disclosure of any Confidential Information set forth herein
to any party other than the intended recipient(s) of this presentation is expressly prohibited.

Accessibility Options
Enabling Closed Caption

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

• Your camera and mics are turned off.

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

• This webinar is Closed Caption enabled. 

• Please proceed by selecting the Closed Caption 
option at the bottom of your screen to enable 
feature. 
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Meet Shanieka Naik
• Role: Training Specialist

• Tenure at HHAeXchange: 1 year

• Areas of Expertise: Sponsored Training

• Fun Fact: I enjoy travelling & experiencing new 

foods/cultures.
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Caregiver Readiness
Overview 

What this training covers:

This session focuses on preparing caregivers for real-world success with EVV. We’ll walk through how to 
train, support, and guide caregivers so they understand exactly how to clock in, clock out, and complete 

visits correctly using approved methods. 

Who should take this training?

• Administrators overseeing caregiver onboarding

• Coordinators responsible for training and supporting caregivers

• Onboarding staff preparing caregivers for EVV workflows 



© 2026 HHAeXchange 6

Poll

Have you completed the following?
• Created and activated all caregiver user accounts
• Ensured caregivers are linked to the correct beneficiary 

& services
• Confirmed contracts and EVV settings are configured 

correctly in the system

A. Yes

B. No

Previously: System Setup Training

Recording
from July 15, 2026



Objectives
After today's webinar, you will be able to:

Prepare
caregivers to 
successfully use EVV 
tools and workflows.

Train
caregivers on 
approved clock-in and 
clock-out methods.

Identify
and resolve common 
caregiver challenges 
before they impact visits.

Support
caregiver adoption to 
improve compliance 
and accuracy.

Ensure
caregivers are confident 
using mobile app and/or 
Landline options.
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o Housekeeping

o Caregiver Roles & 
Responsibilities

o Mobile App Download & 
Registration

o Visit Capture for Employees

o Cluster Care Introduction

o Key Takeaways 

o Resources

o Questions



Housekeeping
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EVV Overview

AGENCY 
CONFIGURATION

CAREGIVER
MANAGEMENT

BENEFICIARY
MANAGEMENT

VISIT 
CAPTURE

SCHEDULING
VISIT 

VERIFICATION
& 

MAINTENANCE

BILLING REPORTING 
&

COMPLIANCE
MONITORING
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6 Elements of a Cures Compliant Visit 

The 21st Century 
Cures Act 

requires that the 
EVV system 

verifies this visit 
information.

Who Who What Where When When
Beneficiary Caregiver Type of 

Service
Location 

of Service
Date of 
Service

Time of 
Service

Note: HHAeXchange is committed to providing accessible, ADA-aligned software across its 
platform. The company incorporates accessibility standards into its applications and regularly 
updates features to support users of all abilities.
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HHAeXchange Standard System Terminology 

HHAeXchange Standard 
System Terminology Corresponding Terminology

• Plan
• MCO
• State

• FFS
• HHSCONTRACT / PAYER

• Participant
• Beneficiary

• Recipient
• Client

• CDS Employer
• ConsumerPATIENT / MEMBER

• Attendant
• CDS Employee

• Worker
• Direct Care Worker
• Service Provider

• Aide
• Homecare Aid
• Homecare Worker

CAREGIVER

• Program Provider
• FMSA
• VendorAGENCY / PROVIDER

• Service Coordinator
• Care Types

• Care Coordinator
• Case CoordinatorCOORDINATOR

• Shared Patient Number
• EMPI
• Master Patient Numb

er
UNITY NUMBER

• MPI
• Promise CodeSECONDARY IDENTIFIER
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Knowledge Check 

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

A. Shanieka

B. George

C. Teavy

D. Janny

You’ll see these throughout the presentation! 



Caregiver Roles & 
Responsibilities
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Caregiver Roles & Responsibilities

Use the Mobile App 
or Landline (IVR) to 
clock in and clock out

Provide care 
according to the 
assigned schedule 
and service plan

Ensure visit details 
are accurate, 
complete, and 
compliant

Report issues or 
missed visits 
promptly to the 
agency or Employer

Tip: Ask during hiring whether the caregiver works for multiple agencies to avoid setup 
issues later. 



Mobile App Download & 
Registration
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Mobile App Setup: Activation Code

Agency sends 
Activation Code

Caregiver 
Receives 

Activation Code

Caregiver adds 
the Activation 

Code.

1. Go to the Caregiver 
Profile > select 
Enable Access.

2. Select Enable Access 
& Generate Code.

1. Caregiver receives code.

2. Downloads the app and 
completes registration.

1. Caregiver logs into Mobile 
app.

2. Add the Activation Code and 
select  Submit Code.

3. Enter demographic 
information.

4. Select Save.
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Mobile App Settings: Activation Code

Note: Sending out the activation code is based on notification preferences. 
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Mobile App Setup: Download & Registration

Caregiver 
Registers in 

the Mobile App?

Confirm 
Caregiver 

Profile Matches

Link the 
Mobile ID in 

HHAeXchange

1. Download the 
HHAeXchange+
Mobile App

2. Complete the 
mobile app 
registration

1. Verify caregiver 
profile is complete

2. Ensure demographics 
match mobile app 
registration

3. Confirm Mobile ID is 
generated

1. Open Caregiver Profile

2. Select Edit

3. Locate Mobile App Settings

4. Enter Mobile ID & Mobile 
Type

5. Select Save
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Caregiver Readiness

Caregiver Readiness Checklist HHAeXchange+ Caregiver 
User Guide
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Managing Mobile App Users

Mobile User Management (+)

Provides a centralized place to manage 
service providers using HHAeXchange+.

• Search for mobile app users

• View caregiver app status

• Verify app version

• Update caregiver email

• Reset passwords

Navigate to Admin > Mobile User Management

Mobile User Management
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Mobile User Management (+)
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Knowledge Check 1 – Mobile App

What is the correct first step for a caregiver to begin using the HHAeXchange+ 
mobile app?

A. Start providing visits without logging into the app 

B. Download the approved mobile app and complete registration using the provided 

credentials 

C. Wait for the first scheduled visit to activate the app 

D. Register using any personal email without agency approval 



Visit Capture for 
Employees
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Visit Capture Methods for Employees

Landline
Alternative EVV Method
 Uses Beneficiary’s home 

phone number

 Voice-based clock in/out

Mobile App
Preferred EVV Method
 Smartphone-based

 GPS verified

 Offline capable
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Visit Capture Process by Method
Mobile App Preferred EVV method

Best when caregivers are using the 
HHAX+ Mobile App at the patient location.

Landline (IVR) Alternative method

Use only when Landline is the approved method 
and the patient's landline is available.
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Visit Capture: HHAeXchange+ Mobile App

Scenario:

The caregiver arrives at the 
Beneficiary’s home to begin a 
scheduled (an unscheduled)
visit and uses the 
HHAeXchange+ Mobile App 
to clock in. After completing 
the visit, the caregiver clocks 
out to accurately capture the 
visit for EVV compliance.

HHAeXchange+ Caregiver User Guide
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Which shifts are your agencies using? 

• Scheduled

• Unscheduled

• Both

Poll
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Visit Capture Demo: HHAeXchange+ Mobile App



© 2026 HHAeXchange 32

How many of you are 
familiar with Offline  
Mode? 

Poll
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Offline Mode Overview

• Offline Mode allows caregivers to capture EVV using the Mobile App 
when there is no to low internet or cell service.

• Automatically activates when the device has no signal or internet
• EVV data syncs automatically once connectivity is restored 

What is it?

• Log into the mobile app with internet access to sync schedules and 
patient info.

• You can complete visits offline, both scheduled and unscheduled.
• At the end of the day, reconnect and sync all completed EVV visits 

with HHAeXchange.

Recommended Practices:

Knowledge Base: Offline Mode
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Offline Mode

Download 
Infographics Here!

Offline Mode Video
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Troubleshooting – Mobile App Help

The Help feature offers in-app support for caregivers in the field.

Mobile App 
Help Access

1. Open the HHAX+ Mobile 
App and log in.

2. Navigate to the Help 
section.

3. Review the available 
troubleshooting guidance.

4. Follow the recommended 
steps to access necessary 
support resources.
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Visit Capture: Landline

• HHAeXchange toll-free Landline number
• Employee Time & Attendance PIN
• Beneficiary’s home phone number

Before calling, the Caregiver must have:

• Go to the Beneficiary’s home phone (Landline [IVR]). 
• Dial the HHAeXchange toll-free number.
• Listen for the “Welcome to HHAeXchange” greeting.
• Follow the voice prompts:

•Press 1 to Clock In & 2 to Clock Out
• Enter your Time & Attendance PIN when prompted.
• Enter the Assignment ID (if required).
• Wait for the confirmation message that clock-in or clock-out was successful.

How to use Landline:

NOTE: Toll-free (IVR) number found in HHAeXchange portal under Admin > Agency Profile > then General section.
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Visit Capture Best Practices
Compliant use requires the correct method, correct credentials, and accurate visit capture

• Approved capture method 

• Clock at patient location 

• Use correct IDs & PINs 

• Match schedule & patient 

• Complete full visit capture 

• Use Offline Mode if needed

Compliant Use

• Away from patient location 

• Wrong capture method 

• Incorrect credentials/device info 

• Mismatch: GPS or visit details 

• Missing clock-out, office edits 

• Incomplete visit capture

Non-Compliant Use
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Knowledge Check 2 – EVV

What must a caregiver do to ensure an EVV visit is recorded correctly?

A. Check in at the start of the visit and check out at the end using the approved EVV 

method at the patient’s location 

B. Only check in if the visit is longer than one hour 

C. Submit visit details at the end of the week 

D. Ask the member to confirm the visit verbally



Cluster Care 
Introduction
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Who's currently using 
the Cluster Care 
feature? 

Poll
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Cluster Care

• Cluster care supports EVV for three or more patients receiving 
services at the same time and location.

• Patients must have the same address and phone number in their 
profiles before they can be added to the cluster.

• Once saved, a Cluster section appears on the patient profile to show everyone included.

What is Cluster Care?

Note: Cluster visits require a mutual service code; all cluster 
visits must use the same time and assigned caregiver.
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Cluster Care

1. Open each patient’s profile. 

2. Verify that all patients have the same address and phone number. 

3. Go to the General tab. 

4. Click Edit. 

5. In the Service Type section, select "Cluster". 

6. Enter the names of all patients in the cluster. 

7. Click Save. 

8. Confirm the Cluster section appears under the patient’s profile. 

How to Set Up Cluster Care:
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Cluster Care

1. Ensure all patients: 
o Have the same schedule 
o Use a mutual service code 
o Are assigned the same caregiver 

2. Go to the Patient Calendar. 

3. Select a date and click New Non-Skilled Visit.

4. Enter required details: 
o Scheduled time, Caregiver, Pay code, Primary bill-to, & Service code 

5. Click Save. 

6. Confirm the “C” icon appears on the visit. 

7. Repeat these steps for each patient in the cluster. 

How to Schedule a Cluster Visit:
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Upcoming Feature: Clusters

Clusters 

• Complete EVV for multiple 
patients in one streamlined 
workflow.

• Fewer repetitive steps means 
faster action in the field.

• Updated UI makes cluster visits 
simpler, quicker, and easier to 
manage.
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Cluster Care Demo in HHAX
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Cluster Care Demo in HHAX+ App
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Knowledge Check 3 – Cluster Care

What does tapping EVV Clock In once during a cluster visit do?

A. Starts the visit for only the selected patient 

B. Creates separate time entries for each patient 

C. Pauses scheduled visits until documentation is completed 

D. Automatically clocks in all patients in the cluster
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KEY TAKEAWAYS
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Key Takeaways

Know how to train caregivers on EVV expectations and tools.

Approved Methods

Understand approved clock-in/out methods (mobile, IVR, etc.).

Real-World Support

Support caregivers through real-world scenarios.

Reduce Missed Visits

Reduce missed or incomplete visits through proactive training.

Build Confidence

Build caregiver confidence and adoption.

Cluster Visits

Understand how to clock–in/out of Cluster visits. 

Caregiver Training
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RESOURCES
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Knowledge Base:

• Caregiver Knowledge Base

• Caregiver Readiness Checklist

• Mobile User Management

Support Resources

Training Videos:
• EVV Overview 

• How to Enable Mobile App Access 

• How to Clock In and Clock Out of the 
HHAeXchange+ Mobile App 

• How to Locate Time & Attendance PIN 

• How to Save the IVR Phone # 

• How to Clock In and Out via IVR 

• HHAeXchange+ Caregiver User Guide

• How to Setup a Cluster and Schedule a Cluster Visit

• How to Clock In and Out for a Cluster Scheduled 
Visit in the HHAeXchange+ Mobile App

• How to Create an Individual Visit

• How to Create a Master Week
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• To ensure you stay up to date on all the information, 

please visit our Michigan Information Center. This State 

Info Hub will be your primary source of information 

throughout this implementation such as process guides, 

training videos and interactive walkthroughs, including:  

o Services Portal Walkthrough 

o Training for Employees using EVV

https://www.hhaexchange.com/info-hub/michigan-

information-center

State Info Hub 
Provider Information Center 
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Provider Resources: HHAeXchange Knowledge Bases 

Provider Knowledge Base 

https://knowledge.hhaexch
ange.com/enterprise/Conte

nt/Home/Home-N.htm

Caregiver Knowledge Base 

https://knowledge.hhaexch
ange.com/caregiver/Conte

nt/Home/Home-CG.htm

Third-Party EVV (EDI) 
Knowledge Base 

https://knowledge.hhaexchange.c
om/edi/Content/Home/Home-

C.htm
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Additional Resources

HHAeXchange 
Client Support 

Portal:

https://hhaexchange.
my.site.com/s/login/

MI EVV Info:

www.Michigan.gov/
EVV

MI Dept. of 
Health & Human 

Services 
(MDHHS) Email:

MDHHS-
EVV@Michigan.gov

MI Contact 
Methods:

• Atypical providers call: 
1-800-979-4662

• Typical providers call:
1-800-292-2550

• Beneficiary Help Line: 
1-800-642-3195
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Mark Your Calendars!Mark Your Calendars!
Visit the HHAeXchange Customer Events Page

• Register for upcoming live trainings and 
webinars tailored to your agency

• Find sessions on EVV, mobile app, scheduling, 
billing, reporting, and more

• Get expert tips, real-time answers, and 
practical takeaways to boost efficiency

Customer Training Events: 
Elevate Your Skills | HHAeXchange
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Questions?

Upcoming: Visit Maintenance & 
EVV Compliance Reporting 

Training

Registration
Wednesday, July 29, 2026 

at 11:00 AM ET
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Thank you!


