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What is IVR?

Interactive Voice Response (IVR) is an EVV method used for 
caregivers to clock in and out of patient visits. 

Who is it for? 

• Caregivers that may not have access to the 
HHAeXchange+ Mobile app.

It requires:

• IVR Phone Number

• Caregiver’s unique time and attendance pin

• Patient’s landline phone 

Interactive Voice Response



© 2024 HHAeXchange 

How do I receive an IVR line?

• Contact the State of MI to request an English 
and/or non-English IVR line. 

• This email is: MDHHS-
HomeHealthandHospice@michigan.gov

Where is the Caregiver Time & Attendance Pin 
located?

• Navigate to Caregiver > Search Caregiver > Time & 
Attn. Pin is in the profile

 

Where is the Patient’s Landline located?

• Navigate to Patient > Search Patient 

Interactive Voice Response
Requirements
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IVR Walkthrough

6



© 2024 HHAeXchange 7

Welcome to HHAeXchange! Press 1 for call in, 
press 2 for call out.

Caregiver dials IVR phone 
number from Patient’s 

Landline.
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Enter Assignment ID.

Caregiver dials 1. 
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If this is correct, press 1, or press 2 to re-enter.

Caregiver enters Time & 
Attendance PIN.
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Caregiver enters 1 and hangs 
up to start their shift.
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• Assists with 
personal care

• Provides 
companionship

• Light housekeeping
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Tasks are complete and it’s 
time to clock out!



© 2024 HHAeXchange 13

Welcome to HHAeXchange! Press 1 for call in, 
press 2 for call out.

Caregiver dials IVR phone 
number from 

Patient's Landline.
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Enter Assignment ID.

Caregiver dials 2. 
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If this is correct, press 1, or press 2 to re-enter.

Caregiver enters Time & 
Attendance PIN.
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Enter the Duty ID.

Caregiver dials 1. 
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Your call has been successfully registered!

Caregiver enters 0000 to 
bypass duties.
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Resolving Top 
Billing Holds
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Billing Workflow Overview

Prepare and 
verify data

Generate an 
invoice

Review and 
finalize 
invoice

Submit 
invoices 

electronically

Step 1 
Prebilling

Step 2 
Invoicing

Step 3
 Billing Review

Step 4 
eBilling

Caregiver 
completes EVV

Provider 
manages visit 
maintenance
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Steps to resolve:

1. Navigate to Patient > Search Patient

2. Click into patient name.

3. Click on Profile in left navigation, then 
click Edit.

4. Scroll to the Physician section, click Add 
Physician. 

5. Search for physician and click Add.

6. Click Save.

Adding an Attending Physician

20
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Steps to resolve:

1. Navigate to Patient > Search Patient

2. Click into patient name.

3. Click on Payers/Insurance in left navigation.

4. On the payer, click the ellipses under Action to select Patient Diagnosis Code Override. 

5. Click Add.

6. Search or enter ICD; select ICD-10 code.

7. Select Primary Diagnosis checkbox.

8. Click Save, and Close.

Missing Primary Diagnosis Code
Authorizations not required
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Steps to prevent:

1. Navigate to Admin > Contract Setup > Search Contract

2. Click into the contract.

3. Click on "Billing Rates" tab on top.

4. Locate the service code(s) that need rates. 

5. Click on the "Edit Icon" and enter the rate.

6. Click Save, and Close. (Please note that this only updates rates for services that have not been invoiced yet)

Adjusting Zero Rate Visits
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Steps to resolve/catch zero rates:

1. Navigate to Billing > New Invoice (Internal)

2. Use the filters to locate the records and click "Search"

3. Once the result populate click on the header named "Amount" on the top right-hand side.

4. The results will filter from smallest to largest so any zero rates will be shown at the top of the results 

5. If you see any records with a zero rate follow the steps listed in the previous slide.

6. Once the rate has been corrected repeat steps 1-4 until all zero rates are corrected.

Adjusting Zero Rate Visits During Invoicing
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Resolving 
Common EDI 

Issues
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HHAX EVV API Technical Specifications

This specification document provides guidance and 
instructions in preparing data for import as well as error 
messages.

Bookmark this page!
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Issue: Server is responsible for the status 
code errors – HHAeXchange must take 
action to resolve the errors.

HTTP Response Status Codes

*Found on page 32 of API Specifications
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Provides a list of error messages related to specific 
error codes, descriptions of the issue, and 
recommended actions for correcting them. 

Appendix F – EVV Error Messages

28

*Found on page 65-70 of API Specifications
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1. Navigate to Customer Login - Help Center - Jira 
Service Management (atlassian.net)

2. Enter your email.

3. Select Provider EDI Integrations.

4. Select topic.

How to Get In Touch with HHAeXchange EDI Team for Assistance
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• Providers using the vendor, EPIC, have been sending the Diagnosis Codes with an incorrect “Array of String” 
format.

• This must be corrected and resubmitted. 

Known Issue: EPIC Integration and DX Code Handling

30

Incorrect Format Example Correct Format Example
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Resources
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Additional Resources

• Knowledge Base

• IVR
How to Clock In and Out via IVR on Vimeo

• Top Billing Issue Holds
Review Billing Holds to Ensure Smooth Payment Processing

• EDI Specifications
HHAX EVV API Technical Specifications



© 2022 HHAeXchange © 2024 HHAeXchange 

Thank you!
Please take a moment to 
provide us feedback.


