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General Contract Monitoring 

Electronic Visit Verification (EVV): Noncompliance Guidance 

In accordance with the Save Medicaid Access and Resources Together (SMART) Act of 2012 and 21st 
Century Cures Act (Cures Act) of 2016, Individual Providers (IPs) working for customers of the Illinois 
Department of Human Services (DHS) Division of Rehabilitation Services’ (DRS) Home Services Program 
(HSP) must use an Electronic Visit Verification (EVV) system to electronically track and document time 
spent in a customer’s home when providing care through waiver programs. Proper use of the EVV 
system and adherence with EVV policy is mandatory for all IPs who work for HSP.  

HSP staff must use the Managed Care Organization’s (MCO) dedicated Long Term Services and Supports 
(LTSS) email address for correspondence regarding non- compliance of IPs when using EVV. All HSP 
waiver members and IPs are required to comply with the program requirements and paperwork 
requirements of HSP, including use of the EVV system. 

 
HSP waiver members are responsible for ensuring all IPs they employ are compliant with HSP EVV 
requirements. HSP waiver members must have the capacity to manage an individual provider or have a 
customer representative who manages individual providers. Failure to adhere to the HSP EVV Policy can 
result in the waiver member being notified by the MCO that the service plan will be amended to replace 
IP services with agency providers.  IP failure to use EVV as required may result in delayed payment. 

HSP monitors EVV compliance, but MCOs are responsible for enforcement of EVV policy.  

MCO Responsibilities: 

• Case management of waiver services. 

o Education  

o Notifying waiver member of EVV noncompliance enforcement. 
o Amending waiver member’s service plan due to EVV non-compliance  

 Document case management in WebCM. 

Operating Agency Responsibilities:  

• Monitor HSP waiver members’ compliance with EVV policy.  
• When EVV non-compliance occurs, the operating agency will: 

o Document each EVV non-compliance occurrence in WebCM case notes. 
o Notify the waiver member after each non-compliance occurrence. 

o Notify the MCO after each non-compliance occurrence. 

EVV Noncompliance guidance: The MCO is responsible for facilitating a change to agency provider 
services when it has been determined that a customer is unable to manage IP services.  A face-to-face 
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visit is not required prior to taking action to amend the service plan when enforcing the operating 
agency’s compliance policies, as long as the actions outlined below are adequately documented. 

When enforcing the operating agency’s EVV policy the Department requires MCOs to: 

• Educate the member on the following items as it is crucial for the member to be able to monitor 
their individual provider (IP). 

o Member’s responsibility to ensure IP is compliant with HSP policy.  
 IP is documenting their time timely and accurately 

• Call in and out times logged in the EVV system should match the start 
and end times written on the HSP timesheet. 

• The HSP timesheet is submitted to the local DRS office before the 
deadline posted on the IP Payroll schedule. 

 Approved telephone lines are being utilized. 
o Member resources to successfully manage their IP. 

 Examples:  
• EVV Training resources on the DHS website 
• Referrals to local centers for independent living (CIL) 
• Referrals to service employee's international union (SEIU) for IP 

management assistance 
o Appeal rights in accordance with IAC 510.40 & 510.80. 

 
• Notify the member of EVV noncompliance.  

o All EVV noncompliance violations will be documented in WebCM by HSP.  
o HSP will notify the MCO through the MCO’s LTSS email address after each EVV non-

compliance occurrence.  
o MCO must take action to enforce EVV policy within 15 days after receipt of the 3rd non-

compliance notification from HSP within a 6-month time frame.  
 Notify the waiver member that IP services will be replaced with agency 

providers. 
• MCO must document the date of notification, how the member was 

notified and any pertinent information related to the notification.  
• If the member was not notified in writing, written notification must be 

issued in a timely manner (7 business days) and must contain education 
about appeal rights.  

o MCO will continue service as waiver members have the right for the disputed service to 
continue unchanged until the customer’s appeal rights have been exhausted as stated in 
IAC 510.40 & 510.80. 

• Provide appeal rights prior to amending a waiver member’s service plan due to EVV non-
compliance in accordance with IAC 510.40 & 510.80.  

o Appeal rights must be issued, in writing, 35 calendar days prior to a change in service 
level. 
 The Department requests that this notification is issued the same day as the 

written noncompliance notification when possible.  
o MCO must document issuance of the appeal notice.  
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 If an appeal is filed, the MCO must notify Operating Agency through WebCM 
case notes, by documenting that appeal had been submitted and the received 
date. 

 MCO is responsible for managing the appeal process. 
• MCO internal appeal review 
• Informal resolution conference 
• State Fair Hearing 

• Remove the IP Service Authorization from WebCM if an appeal is not received timely or appeal 
rights are exhausted. 

o Notify the customer’s active IPs, in writing, of the date that IP services are no longer 
authorized for that specific waiver member.  

o To prevent an IP from continuing to bill for unauthorized services, the MCO must zero (0) 
the IP hours on the case in WebCM. 

Inheriting a Case with EVV noncompliance 

Existing noncompliance occurrences follow the waiver member. Occurrences are not erased because of a 
change in the waiver recipient’s health plan. 

 
 
 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

  



 MCO - 008 
 

 
 

Policy History General  
 
 
 

Date Action Policy Originator 
April 2018 
August 2024 
November 2024 
February 2026 
April 2026 

Contract Clarification 
Contract Clarification 
Policy Clarification 
Policy Clarification 
Policy Clarification 

Lauren Tomko 
Amy Harris Roberts 
Bonnee Hartman 
Rich Allen 
Rich Allen 

   
 

 
Policy Revisions Revision Approved 
August 2024            Helena Lefkow 

  February 2026                                 Keshonna Lones         
    April 2026                                         Jessica Pickens 


	General Contract Monitoring
	Electronic Visit Verification (EVV): Noncompliance Guidance
	MCO Responsibilities:
	Operating Agency Responsibilities:


