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Introductory Comments 
and Housekeeping 



Monitoring Provider EVV Performance by 
Program 
• University of Illinois Chicago - Division of Specialized Care for Children (UIC-

DSCC) – home health care services (HHCS) are paid for by DSCC;

• Illinois Department of Human Services – Division of Developmental 
Disabilities (IDHS-DDD) – HHCS and personal care services (PCS) are paid 
for by IDHS-DDD; 

• IDHS- Division of Rehabilitation Services (DRS) – PCS and HHCS are paid for 
by IDHS-DRS or Managed Care Organizations (MCOs);  

• Illinois Department on Aging (IDoA) – PCS is paid for by either IDoA or MCOs; 
and

• Medicaid State Plan Home Health – HHCS is paid for by either Illinois 
Department of Healthcare and Family Services (HFS) or MCOs. 



What are we monitoring for?

Visit Compliance

• The visit captures the type of service 

performed, the individual receiving the service, 

the date of service, the location of service 

delivery, the individual providing the service, 

and the time the service begins and ends. 

• There are no manual edits. 

• Provider agencies must maintain 75% overall 

visit compliance per program, per State Fiscal 

Year (SFY) quarter. 

Paid Claims are Supported by EVV

• All PCS and HHCS claims must have 

associated EVV data, per SFY quarter. 



Quarterly Non-Compliance 
Outreach and Penalties 
• First quarterly non-compliance occurrence – required 

completion of HHAeXchange (HHAX) Learning 
Management System (LMS) training; 

• Second consecutive quarterly non-compliance 
occurrence – required development, submission, and 
implementation of a Compliance Action Plan (CAP); and

• Third consecutive quarterly non-compliance occurrence 
– referral to HFS Office of Inspector General (OIG).  

https://secure-web.cisco.com/1hkYdiJPNNWiv_7ulVDCYkpnWWuq6STP924LeHtIkM_KkZPcw-LBCEMQriB0HNAaZPeUVezITJFxhV6YqCjpf7j5YE9fuehYvB5rkzFO4kVuydrxmvKmUQGypqDfpZKE9g4wFW8TMMmLjc_CeC4LEXpIgFWv_A29ky0agt0TzbXeb678YmCBPTQrprGiMxPqnBs_2RsCOE478HwDvuzVgvyYMij6h3xNHpMMXEtD-iH8Ga-twjY5aI0Mj55lRWGPLkzZk8kXSLQEqN22NhczpHkYls3aCYOvqOKpsfOs47oN80keVyn1AawVKlOykQdDvS-TkFvcX7Nqh6upIEE83Aq9hSYLa_6pqPUA3GunotULQzmd6PEcL8PbPCJqHBnOkowJ6KRR78SZwcO8QXwr0-SPqw6GnHeWPAn1VFtaZgfo/https%3A%2F%2Faccounts.skilljar.com%2Faccounts%2Fsignup%2F%3Fnext%3D%252Fauth%252Fendpoint%252Flogin%252Fresult%253Fnext%253D%25252F%2526d%253D1it6x3m0xnpye%26t%3D2q37ibffm5o9h%26d%3D1it6x3m0xnpye
https://secure-web.cisco.com/1hkYdiJPNNWiv_7ulVDCYkpnWWuq6STP924LeHtIkM_KkZPcw-LBCEMQriB0HNAaZPeUVezITJFxhV6YqCjpf7j5YE9fuehYvB5rkzFO4kVuydrxmvKmUQGypqDfpZKE9g4wFW8TMMmLjc_CeC4LEXpIgFWv_A29ky0agt0TzbXeb678YmCBPTQrprGiMxPqnBs_2RsCOE478HwDvuzVgvyYMij6h3xNHpMMXEtD-iH8Ga-twjY5aI0Mj55lRWGPLkzZk8kXSLQEqN22NhczpHkYls3aCYOvqOKpsfOs47oN80keVyn1AawVKlOykQdDvS-TkFvcX7Nqh6upIEE83Aq9hSYLa_6pqPUA3GunotULQzmd6PEcL8PbPCJqHBnOkowJ6KRR78SZwcO8QXwr0-SPqw6GnHeWPAn1VFtaZgfo/https%3A%2F%2Faccounts.skilljar.com%2Faccounts%2Fsignup%2F%3Fnext%3D%252Fauth%252Fendpoint%252Flogin%252Fresult%253Fnext%253D%25252F%2526d%253D1it6x3m0xnpye%26t%3D2q37ibffm5o9h%26d%3D1it6x3m0xnpye


Timeframes for Quarterly 
Compliance Review

• IL Medicaid Programs receive monthly 
compliance reports on the 15th of each 
month. 

• Reports distributed on 10/15/2026 will kick 
off IL Medicaid Program review of provider 
EVV performance for the 07/01/2026 to 
09/30/2026 quarter. 

• Expect outreach between November and 
December for quarter ending today.  



Additional Requirements 
Full Caregiver SSNs

• Full caregiver SSNs have 
been required since October 17, 2024, as 
reflected in a July 26, 2024, HFS Provider 
Notice.

• State payers are monitoring provider 
agencies’ tracking of full and valid caregiver SSNs. 
Provider agencies not compliant with tracking full 
caregiver SSNs may receive a Corrective Action 
Plan (CAP).

• Provider agencies may review HHAX’s Caregiver 
SSN Requirements for guidance. This is 
applicable to all provider agencies, including 
those using the HHAeXchange solution 
and those transmitting to HHAeXchange from 
third-party EVV systems.

Capturing Location of Service Delivery via EVV 
mobile applications 

• Required for all provider agencies per HFS, DSCC, 
DRS, DoA, and DDD policies. 

• Exceptions:

o IDoA offers an exception process when there are 
barriers to capturing GPS location via mobile application 
(e.g., application is not capable of offline mode and 
service provision occurs in areas with poor cell services). 
Provider agencies must use a participant’s landline 
phone to call in/out via Interactive Voice Response (IVR).

o DDD offers a similar exception process for Personal 
Support Workers (PSWs) billing through ACES$, 
requiring use of an individual’s landline phones for IVR. 

o DRS allows Individual Providers (IPs) to use a 
customer’s phone for IVR. 

https://secure-web.cisco.com/1r62jKPl7X15F-mF0I6kQxEfajHxNw6mcqiiKlYacCEtjCjiCEA-gf1KMfLdz3qtm-hMuA_VfJVPshiZ6xZ7wCTqp35jBRIrAXsfm_j1iNa1ZZlmAgYa2bssyBiop9RsDPYw9GDQL8Hjcl6Sb7jRvYpZvm2HZU3KLN7Oa1nz5azxIPyZePH6svgRDdr7mZbkTDT7A8nKIEd1yCvHBtW9j6q8DVoeD3I2dTEpmPQG1oji7genR3xFE3oizIuobIwyXtH4mAaF7gSCoYryhwaq3Gd3CZLvW_t38KH3ULxe9lKy-_T7P8kBKCEd4iMD1sJrO7oDfCK0fbC7xGRPGdrh3wT3Cysi6lGfHBbqFA-WtV-HhX9uuu1zIIbjjSHL9t11Glklbn9OSSPe01cUSwDSOQLE_ooaxjAx9VrAu_aMBPHk/https%3A%2F%2Fhfs.illinois.gov%2Fmedicalproviders%2Fnotices%2Fnotice.prn240726a.html
https://secure-web.cisco.com/1r62jKPl7X15F-mF0I6kQxEfajHxNw6mcqiiKlYacCEtjCjiCEA-gf1KMfLdz3qtm-hMuA_VfJVPshiZ6xZ7wCTqp35jBRIrAXsfm_j1iNa1ZZlmAgYa2bssyBiop9RsDPYw9GDQL8Hjcl6Sb7jRvYpZvm2HZU3KLN7Oa1nz5azxIPyZePH6svgRDdr7mZbkTDT7A8nKIEd1yCvHBtW9j6q8DVoeD3I2dTEpmPQG1oji7genR3xFE3oizIuobIwyXtH4mAaF7gSCoYryhwaq3Gd3CZLvW_t38KH3ULxe9lKy-_T7P8kBKCEd4iMD1sJrO7oDfCK0fbC7xGRPGdrh3wT3Cysi6lGfHBbqFA-WtV-HhX9uuu1zIIbjjSHL9t11Glklbn9OSSPe01cUSwDSOQLE_ooaxjAx9VrAu_aMBPHk/https%3A%2F%2Fhfs.illinois.gov%2Fmedicalproviders%2Fnotices%2Fnotice.prn240726a.html
https://secure-web.cisco.com/1c67VB4F9f4fu6umOrErEZ59TG7Lqwt9DrjuIzRK2MOUi5uSPC9vqNxE_ELU9WMS5zcu5Jp6Qp5vBRTNIDtUxfD1_8jGXcxSiFZZeN2MM5WhbOWG1mDqUSe4qwrylUbNwo4Juqg1pOHbCVnADs2cr-KZ3Zblk48gIM69W4Cpu4cOMHHxbvP8kZ3FhH90lgYDXLJn8qfd2nI7FsKKL_vXF39iU_1jkywfh1msx58wT0mP6KnPI7wiHMMQ5H0em_48TCLq0JenAcqZgT9SpQO-6TtGIxPSSQKQ3ng3Z6d2VW7oX-noeh4cERKV7mJDVns5F0wngzMBWh3ox3Oz6mIdhoF9_CM_0g_RYMXlpafsB6BizDGpPJLhvtQLuwxv-LUq66leg-luMypW2xRAfhJGRwOIcQN5oW506Junr1WHAgJQ/https%3A%2F%2Finfo.hhaexchange.com%2Fcaregiver-ssn-requirements%3Fhs_preview%3DlKiHSsuP-179649019803
https://secure-web.cisco.com/1c67VB4F9f4fu6umOrErEZ59TG7Lqwt9DrjuIzRK2MOUi5uSPC9vqNxE_ELU9WMS5zcu5Jp6Qp5vBRTNIDtUxfD1_8jGXcxSiFZZeN2MM5WhbOWG1mDqUSe4qwrylUbNwo4Juqg1pOHbCVnADs2cr-KZ3Zblk48gIM69W4Cpu4cOMHHxbvP8kZ3FhH90lgYDXLJn8qfd2nI7FsKKL_vXF39iU_1jkywfh1msx58wT0mP6KnPI7wiHMMQ5H0em_48TCLq0JenAcqZgT9SpQO-6TtGIxPSSQKQ3ng3Z6d2VW7oX-noeh4cERKV7mJDVns5F0wngzMBWh3ox3Oz6mIdhoF9_CM_0g_RYMXlpafsB6BizDGpPJLhvtQLuwxv-LUq66leg-luMypW2xRAfhJGRwOIcQN5oW506Junr1WHAgJQ/https%3A%2F%2Finfo.hhaexchange.com%2Fcaregiver-ssn-requirements%3Fhs_preview%3DlKiHSsuP-179649019803


Stay Current 

• Subscribe to HFS EVV Provider Notices 
and Listserv communications (select 
“Electronic Visit Verification” category); 

• Review HFS EVV Townhall webpage 
content; and 

• Monitor HHAX HFS, DDD, and DSCC 
Information Page, and HHAX DoA and 
DRS Information Page. 

https://hfs.illinois.gov/medicalproviders/notices/provideremailsubscribe.html
https://hfs.illinois.gov/medicalproviders/notices/provideremailsubscribe.html
https://hfs.illinois.gov/medicalproviders/electronicvisitverification/evvtownhallmeetings.html
https://www.hhaexchange.com/info-hub/illinois
https://www.hhaexchange.com/info-hub/illinois
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs


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.

How to Find and 
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What is EVV Compliance?

1



EVV Compliance

EVV Compliance: Electronic Visit Verification (EVV) compliance means meeting federal and state 

requirements to electronically document key details of in-home care visits—such as caregiver, service 

type, date, time, and location—to prevent fraud and ensure accurate billing. It ensures providers use 

approved systems and follow reporting rules set by the 21st Century Cures Act.
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Total # of EVV Confirmed Visits ÷ Total # of Confirmed Visits = EVV Compliance %

Definitions:

• Confirmed Visit: Visits that have all 6 Cures Act Required data points (date, time, caregiver, care 
recipient, location, service) 

• EVV Confirmed Visits: Visits that electronically capture the 6 Cures Act required data points and 
are not manually entered or edited after the fact

• Manually Confirmed Visits: Visits that have all 6 Cures Act required data points that have one or 
more data point manually entered or edited. These visits are not EVV Compliant but are necessary.

• Unconfirmed Visit: Visits that are missing one or more of the 6 Cures Act required data points. These 
visits are not allowed be counted towards EVV Compliance.

EVV Compliance Calcualtion
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Exceptions
Exceptions are the reason a visit will not be compliant

• There are 7 possible exceptions that could be applied to a visit in Illinois:

• Caregiver did not clock in

• Caregiver did not clock out

• Missing both clock in and clock out

• Unknown employee (temp caregiver)

• If IVR/Telephony – phone number is not present

• If Mobile App – the GPS coordinates are not present

• Visit time (clock in and/or clock out) has been manually entered or adjusted, meaning 

Visit Times do not match EVV Times



© 2026 HHAeXchange

Visit Examples
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Regular Visit Maintenance is essential for proactive EVV 

compliance management because it allows agencies to 

catch and correct visit errors early—before they impact 

billing, claims, or compliance metrics. By routinely 

reviewing and resolving discrepancies, organizations 

ensure cleaner data, fewer rejections, and stronger 

overall compliance performance.

Visit Maintenance

https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Visit/Visit-N-Visit-Maintenance-S.htm


2

EVV Compliance Reporting
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Direct Emailed Reports

Direct emailed EVV Compliance Reports will be proactively sent to each Illinois Provider by 

HHAeXchange via secure email. Providers need to be enrolled with HHAeXchange and have at least one 

HHAeXchange Provider Portal user with an ADMIN user role. Only Provider Portal users with ADMIN 

user roles will receive this email. Helpful Article: Create a New User

Types of EVV Compliance Reports

TIPS

• Email will come from: secure-ssis@hhaexchange.com

• Check your junk folder if the email is not in your inbox

• If you don’t see the email at all, speak with your IT lead about allow-listing HHAeXchange’s email address 

above

• Report will be titled:

• “IL EVV Compliance Report_Agency Name

https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Admin/FAQ-Admin-N-Create-New-User-S.htm
mailto:secure-ssis@hhaexchange.com
mailto:secure-ssis@hhaexchange.com
mailto:secure-ssis@hhaexchange.com
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Upcoming Changes to E-mailed Reports

Reports starting on 10/15/2026 will be updated to reflect program rather than contract

• Department on Aging: IL Department on Aging contract + MCO contracts where service code 

includes “:DOA” modifier

• Division of Rehabilitation Services: Illinois Division of Rehabilitation Services contract + MCO 

contracts where service code includes “:DRS” modifier

• IL Dept of Healthcare & Family Services: IL Dept of Healthcare & Family Services contract + 

MCO contracts where service code is Home Health with NO “:DRS” modifier

• IL Division of Developmental Disabilities: IL Division of Developmental Disabilities contract

• IL Division of Specialized Care for Children: IL Division of Specialized Care for Children 

contract
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Emailed Monthly EVV Compliance % Report

Report Recommendations:

• Ensure those responsible for EVV Compliance % monitoring and management are receiving this 

report or have easy access to it. 

• Ensure you are capturing and reporting EVV via Linked Contracts only. Internal contract EVV data is 

not transmitted to IL HFS or Operating Agencies.

• Reminder: EVV Compliance % Calcualtion

• Total # of EVV Compliant Visits ÷ Total # of Confirmed Visits = EVV Compliance %
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In-System Reports

In-System EVV Compliance Reports are found by logging into the HHAeXchange Provider Portal, 

navigating to the Reports Module, and selecting EVV Compliance Reports

Types of EVV Compliance Reports Continued

TIPS

• Designate a staff member to regularly run and review these reports 

• Ensure Visit Maintenance is being performed prior to running reports
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Summary

The EVV Compliance by Caregiver report provides EVV Compliance % based on Caregiver for selected 

date range

EVV Compliance by Caregiver

Suggested Use:

Use this report to identify Caregivers who may need additional training and 

support to achieve EVV Compliance
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Summary

The EVV Compliance Daily Summary Report provides a per contract per day EVV Compliance %.

EVV Compliance Daily Summary Report

Suggested Use:

Use this report to better understand daily or weekly EVV Compliance 

trends
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Summary

The EVV Compliance Detail Report will outline the exact reason a visit is not Compliant. The below 

example indicates the Caregiver did not clock out of the visit.

EVV Compliance Detail Report

Suggested Use:

Use this report to better understand exception trends. What’s the most common 

reason visits aren’t compliant?
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Summary

The EVV Compliance Exception Usage Report will detail why edits are being made on non-compliant 

visits. In the below example, this Provider has 2 visit edit reasons displaying, “Data Entry Error” and “No 

Reason”

EVV Compliance Exception Reason Usage Report

Suggested Use:

Use this report to better understand why exceptions are occurring. As your staff 

perform Visit Maintenance, strongly encourage them to select the most appropriate 

reason for visit editing or manual entry.
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Summary

The EVV Compliance Summary Report closely resembles the Monthly Emailed EVV Compliance % 

Report. It will detail a per contract EVV Compliance % for the date range selected.

EVV Compliance Summary Report

Suggested Use:

Use this report to monitor EVV Compliance % per contract at varied intervals (ex: Weekly, 

Monthly, Quarterly, Yearly). Reminder: The Emailed EVV Compliance % Report will only 

give Prior Quarter and Quarter to Date reporting periods. 
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In-System EVV Compliance Reports

Report Recommendations:

• Ensure those responsible for EVV Compliance % monitoring and management know how to access and use these 

reports and do so regularly and proactively

• Ensure you are capturing and reporting EVV via Linked Contracts only. Internal contract EVV data is not 

transmitted to IL HFS or Operating Agencies.

• Closely review each Filter before generating the report. Common Filters to review:

• Include Type (Change to ‘All’; will auto-filter to ‘Billed Only’)

• Type of Service (Change to ‘All’; will auto-filter to ‘Non-Skilled’)



Common 

Questions/Challenges

3



© 2026 HHAeXchange 29

Most commonly this is caused by one of three issues:

1. Not all contracts are considered

• Your agency may be above the threshold for the FFS contract, but when you include the MCOs, 

compliance is lower or vice versa.

2. Multiple Member Profiles

• Scenario: Provider added a profile manually to HHAeXchange and auto-placement failed. 

Subsequently the payer sent an authorization, resulting in a duplicate profile

• Options to Resolve: 

1. Discharge internal record created by the agency if no visits associated yet. Start working 

from the linked record.

2. Merge internal record with linked record if visits were previously added to the internal 

record. 

Q: My report shows I am compliant, but the payer says I 
am not. What should I do?

https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Patient/Pat-N-Discharge-Patient-Contracts-S.htm
https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Patient/Pat-N-Discharge-Patient-Contracts-S.htm
https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Patient/Pat-N-Merge-Patient-Profiles-S.htm?Highlight=merge%20process
https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Patient/Pat-N-Merge-Patient-Profiles-S.htm?Highlight=merge%20process
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3. Auto-placement has failed

• When Auto-placement fails, the payer cannot see your data. This commonly occurs with those 

using HHAeXchange as their EVV vendor. 

• Note: Alt EVV providers will see auto-placement failures in the form of rejections, and those visits 

will not be visible on any EVV Compliance reporting.

Continued Q: My report shows I am compliant, but the 
payer says I am not. What should I do?
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There are a few things to look for to identify a successful auto-placement:

1. No error at the top of the Payers (Contracts) screen

2. Alt. Patient ID Populated

3. History indicates successful payer placement

Successful Member Placement (HHAX EVV)
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Unsuccessful Member Placement (HHAX EVV)

Unsuccessful member placement results in an error message at the top of the Payers 

(Contracts) screen. To troubleshoot, please follow these steps:

1. Check that the Medicaid ID (RIN) on the Member Profile is populated

2. Verify the Medicaid ID is correct via HFS MEDI or by calling 1-800-842-1461

3. If verification is successfully completed and still receiving an error, submit a ticket to 

Technical Customer Care
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Identifying Existing Failed Member Placements (HHAX EVV)

All agencies have access to a report that identifies members where an attempt has been 

made to place with the payer, but an error exists.

Navigate to Report > Patients > Auto Placement Report
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Compliance Report Impact – Failed Placements

When auto-placement fails, the payer is NOT able to see your visits, and 
they will not count toward compliance until resolved.

Please ensure your organization is familiar with the process, knows how to identify failed 

auto-placement, and makes corrections as soon as those are identified

HHAeXchange EVV users can refer to this job aid for step-by-step guidance on the auto-

placement process within the portal.

https://knowledge.hhaexchange.com/enterprise/Content/Documentation/Patient/Pat-B-Auto-Placement-Service-Code-S.htm?Highlight=auto-placement%20
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To ensure you are meeting the Operating Agency’s EVV Compliance requirements, review reports 

generated by HHAeXchange.

If you see large discrepancies between your Alternate EVV System and HHAeXchange, there are a few 

steps you can take to ensure the data is correct:

1. Check volumes

• Does HHAeXchange have all of the visits expected in that time period?

2. Check calculations

• Does your Alternate EVV System calculate EVV Compliance the same way? This often is the 

explanation for differences, but the State will only be reviewing the HHAeXchange calculation.

3. Check the data

• Check to ensure your Alternate EVV System is sending the data in a way that accurately reflects 

your use of EVV.

Q: If I use an Alt EVV system, should I look at that system’s 
reports or HHAX for EVV Compliance?
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Q: How do I adjust the member coordinates if they are 
incorrect and causing frequent errors?

Editing GPS coordinates is simple and reduces overhead surrounding visit maintenance

• This feature is specific to users of HHAeXchange and allows an agency to override the Google PIN for 

a member’s address when necessary

• The PIN location in HHAX does NOT impact Alt EVV providers; location verification happens in those 

systems prior to transmission to HHAX.

https://s3.amazonaws.com/hhaxsupport/SupportDocs/PROE+Docs/Job+Aids/Provider+Job+Aid+-+Managing+Member+Addresses.pdf
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Q: Are visits outside of the 500ft radius automatically non-
compliant?

No, this does not automatically constitute non-compliance. It is meant to call out the clock 

in/out as something to be reviewed by an administrator.

• HHAeXchange administrators see this in Visit Maintenance and have the option to either reject the 

call if it is not accurate or link the call manually to the visit.

• Linking the call manually does not constitute non-compliance.

• Rejecting the call will require manual confirmation and would constitute non-compliance

• Alternate EVV providers do this validation in their own system. When visits are sent across to 

HHAeXchange, HHAX does not validate the coordinates against member address.
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No, do not round EVV or Visit Times when importing data to HHAeXchange

HHAeXchange applies any necessary rounding after import. If you import the visit times pre-rounded, it 

will reflect as non-compliant.

Q: Should my vendor round visit times when sending data 
to HHAeXchange?



Best Practices

4
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Best Practices 

Best Practices:

• Be proactive:

• Don’t wait for your Compliance % to dip below the 

accepted threshold. Proactively access the reports 

available to you and manage areas of risk.

• Be attentive:

• Ensure you know which Caregivers may need more 

training and support. Ensure you know which visit 

exceptions are occurring most often so you can 

specifically provide training and support in those 

areas.

• Be informed:

• Know where to go for the most up to date and 

accurate EVV information in Illinois. Review and 

bookmark the resources on the following slides.



Technical Customer Care

5
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Submitting Tickets

Tickets submitted through Salesforce should be specific and detailed.

• If we do not have enough information to start our investigation or understand 

what you need, we will be asking for more detail, resulting in a longer 

duration to get to resolution.

• This information is helpful to us to get a quicker resolution:

• Member Identifier (if relevant)

• Steps to reproduce if reporting a system issue

• Screenshots of error messages

• Transaction ID (if needing help with Alt EVV rejections)

• The payer who the issue is associated with
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Methods for Submitting Tickets

Three ways to submit tickets with HHAeXchange

• Salesforce Support Portal: https://hhaexchange.my.site.com/s/login/

• This method is preferred due to completeness of information to assist provider

• E-mail: ILSupport@hhaexchange.com

• Phone: (833) 961-7429

https://hhaexchange.my.site.com/s/login/
mailto:ILSupport@hhaexchange.com
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Client Support Portal Features

Support Portal allows for simple ticket tracking and better collaboration.

• Key Features:

• Ticket Tracking

• Add State Operating Agencies as Collaborators

• Add New Tickets

• Knowledge Base Access

• Announcements from HHAeXchange

• Instructions for use are found here

• Last section includes instructions for adding collaborators

https://knowledge.hhaexchange.com/enterprise/Content/Support/Client-Support-Portal.htm
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Operating Agency E-mails for Collaborating

45

• HFS: HFS.EVV@illinois.gov 

• DDD: dhs.dddevv@illinois.gov

• DSCC: O365-dscc-evv@uic365.onmicrosoft.com

• DOA: Aging.EVV.Support@illinois.gov

• DRS: dhs.evv@illinois.gov
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Case Follow-up

• How HHAeXchange communicates:

• Agents leave comments within the cases

• Case comments are viewable within the Salesforce UI, as well as e-mailed to 

the reporter and any other users that are associated to the case

• Auto-closing Cases:

• HHAeXchange sends three auto-reminders (one each subsequent business 

day) when we have not heard back from you on a case. 

• On the fifth business day of no response, the case is auto-closed

• If you realize you still need assistance, please open a new case and reference 

the previous case number



Provider Resources

6
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Key Links

• IL DOA/DRS Info Hub: https://www.hhaexchange.com/info-hub/illinois-doa-drs

• IL HFS/DSCC/DDD Info Hub: https://www.hhaexchange.com/info-hub/illinois

• HHAeXchange University (LMS): https://www.University.hhaexchange.com

• HHAeXchange Knowledge Base: HHAeXchange Knowledge Base

• HHAeXchange API Knowledge Base: 

https://knowledge.hhaexchange.com/edi/Content/Documentation/EDI/API.htm

• Client Support Portal: https://hhaexchange.my.site.com/s/login/

https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois-doa-drs
https://www.hhaexchange.com/info-hub/illinois
https://www.hhaexchange.com/info-hub/illinois
https://www.hhaexchange.com/info-hub/illinois
https://www.university.hhaexchange.com/
https://www.university.hhaexchange.com/
https://knowledge.hhaexchange.com/enterprise/Content/Search.htm?q=new%20user
https://knowledge.hhaexchange.com/edi/Content/Documentation/EDI/API.htm
https://hhaexchange.my.site.com/s/login/
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Operating Agency EVV Contacts

• HFS: HFS.EVV@illinois.gov 

• DDD: dhs.dddevv@illinois.gov

• DSCC: O365-dscc-evv@uic365.onmicrosoft.com

• DOA: Aging.EVV.Support@illinois.gov

• DRS: dhs.evv@illinois.gov

• MCO Contacts: 

https://hfs.illinois.gov/content/dam/soi/en/web/hfs/medicalproviders/evv/mcoevva

uthorizationcontacts.pdf
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Thank you!
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