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T o d a Agerxda

A Housekeeping: asking questions, getting help, etc.
A Thelast 6 months

A Getting your questions answered

A IndividualProviderOneRefresher

A Going Green: electronic timekeeping and payment
A 2 K I onQiehorizon

AQ&A
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Thank You! Bravo!

A More than 92%of providers connected with
IPOnebeforethe system went live on 3/1/16.

A 83%of providers report electronically
A72%0f LIN2 A RSNAR GoSya 3

I Recelve electronipayments and/ompaperless
Earnings Statements

I In SSPS, 40% of providers were paid by EFT

TV L
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Complexity & Commitment

A Modern payment systems like IPOne sy
complex systemg a lot of interconnected
system and rules

A As you shargour experiences we continue
to worktogether to get issuersolved

A DSHS commitment remains high
I Ongoing system and service improvements

TV L




Washington State Department of Social and Health Services

Features of Payment System

A Incorporated Provider & Client eligibility

A Modern Payroll System
I SSPS Could Never have paid OT
I BrMonthly pay cycles in compliance with CBA

A Allows Providers to manage claims and payments
A Integrated with Medicaid Claims data across provider types

I Increased ability to review usage and Medicaid spending
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Since System d@ove on MarchstX

A $54.6M paid per month (average)

I Comparable to average monthly payments
made from SSHS8r equivalent periods

A $300.8M paid asof 8/16/2016

A 72% of payments arelectronic
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Since System @oave on MarchstX

A 96.5% of authorized providers submitted

timesheets
T First time b
A 99.8%0f the

lers

nroviders who have claimed,

received payment

I Majority of those denied were first time billerisad
authorizationissuesmade duplicategimesheet
submissions
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Getting Questions Answered

A www.IPOne.org
I FindTraining Materials and Hin& Tips
AHelps you to successfully submit your timesheet
I Review the Payroll Schedule
I Get information about upcoming changes
I Linkto the IPOne portal
A Submit your Electronic Timesheets

AReview/Edit/Adjust Submitted Timesheets
APrint Forms (e.g., Tax Exemption and W4 forms)

8


http://www.ipone.org/

Washington State Department of Social and Health Services

www.IPOne.org
A Home m Training Call Center Payments

Your new online billing system is LIVE as of March 1, 20161

Individual ProviderOne (1FOne) is an online, efectronic system that will make managing your Medicaid claims easier. IPOme has replaced the Social
Service Payment System (S5P5) starting with the hours you worked March 15t Training is still available fo support you with this change.
*This information is only infended for providers represented by SEIL Healthcare 773NW and non-members who are confracted individual providers.

In order to begin paying overtime, technical changes must be made in the IPOne portal. This
means Individual Providers will not be able to make adjustments to previously paid timesheets
after June 12th 2016. Additional information will be provided regarding this functionality in the o More Information

coming manths.

Please contact the IPOne call center at 844-240-1526 with any questions. Report Your Time Now

& = Hints and Tips
Deadlines for timesheets are: )
= Log onto the IPOne provider porial
s (nline entry and Mailed timesheets are the 3rd and 18th of each month. = Freguentty Asked Queslions

» Faxed timesheets are the 15t and the 16th of each month .
Training

Important: Pay close attention to any Email or Phone messages sent from PPL.
= Training materials available

= VWaich online training materials!

= Afiend an oplional in-person session!

LOGIN Now!
Call Center

BetterOnline™ web portal
= Call 344-240-1526 or click direct phone

- . number in other languages
BetterOnline Login
= Meonday — Friday, 7:00 AM to 7:00 PM and

Saturday 3:00 AM to 1:00 PM Pacific Time.
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Call Center Changes Since Go

A Weekly coordination meetings wit
A Updates to Agent training materia

A Issue resolution process with SEIU

A Improved queue timesg 12-15 sec
A Voicemail call backswithin 2.5hrs

10
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Getting the Most Out of Your Call
tothe IPOne Cal | Cent e

A Have your IPOne

A Listento the IVR recording

I Hearthe status of

lieady

S

youtimesheet

I Other important information

A Agents speak mu

tiple languages

A Getpersonal, ste

oy-step help usingPOneportal

A Call center agents are a great resougagive uUs a

calll

844-240-1526

11
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Call Center Top Call Reasons
(August 2018

wlimesheet Questions (84%)
oProvider Enroliment (5%)
wAuthorization (4%)

wlaxes & Other
Issues/Requests (7%)
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Call Volumes & Wait Time Trend, Mar-July

160000 0:02:01
340000 0:01:44
120000
0:01:26
100000
0:01:09
80000
0:00:52
60000
0:00:35
40000
20000 0:00:20 — 0:00:17
0:00:15
0 0:00:00
Mar-16 Apr-16 May-16 Jun-16 Jul-16

weCalls == Avg Queue Time
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Call Volumes & Wait Time Trend, May -July

50000 0:00:30
45000
0:00:26
40000
35000 0:00:22
30000
0:00:17
25000
0:00:15
0:00:13
20000
15000 0:00:09
10000
0:00:04
5000
0 0:00:00
May-16 Jun-16 Jul-16

s Calls  ~=Avg Queue Time
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Call Volume Peak Times 0 Payday Week
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$Payday$
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Call Volume Peak Times
Non Payday Week

9am 3pm 6pm |8am 12pm 6pm |7am 11am 3pm 7pm|8am 12pm 6pm|7am 11am 3pm 7pm|8am Noon 4pm | 9am 1pm Spm
IVR IVR
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Submitting a Timesheet Online

Authorization Summa Iy

Create Timesheet

If you provide
services for more
than one client,

Direct Deposit Setup ~ PTO Hours ~ Provider Profile  Invoil2 ~ Timesheets  ()ntact Us

arch Timesheet Faxed Timesheets Timesheet Templates

Create Timesheet

a” Of tho_se Client Client City Client Last-4 55N Cregte Timachee
clients will be

. ACCOUNTCODE?, CONSUMER BENTON 9900 ‘ Create Timesheet
listed here

*Good to Serve status is based on today's date 07/07/2015. Please note: The good to serve status may be different for the actual date of senice.
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Select the Date

Authorization Summary Direct Deposit Setup PTO Hours Provider Profile Invoice Timesheets Contact Us

Create Timesheet Search Timesheet Faxed Timesheets Timesheet Templates

Create Timesheet

Provider AccountCode1 Timesheet for Consumer AccountCode1
ProviderOne Provider ID: 897560001 ProviderOne Client ID - 8975600
Client Phone No: 6174330000

Time Period: Please click on the calendar,
pay period that corresponds to that date.

ect the first date for which you wish to submit time. The system will automatically show the entire

Time Period: Please click® and "L you wish to submit time. The system will automatically show

the entire pay period that corresponds 1g Ty September, 2016

Su Mo Tu We Th

Today: September 13, 2015
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Select a Service

Create Timesheet

Provider AccountCode1 Timesheet for Consumer AccountCode1
ProviderOne Provider ID: 897560001 ProviderOne Client ID : 8975600

Phone No: 6174

elect a common service

. If you use service
Select a common service .
Set all time periods shown below to service T1005 - Respite care service dl‘OdeWI’] Optlon

Set all time periods shown below to service T1019 - Personal care service at the top of the
Time Period: Begin: Wednesday 07/01/2015. Click on the calendar to select differeiiygiates. page, the service
you choose will
Date Service appear through
07/01/2015 Wednesday Hours Worked  |additional Service Miles the entire

Tasts | [0 [=][oo[=] || =] [ [(addasenice | [ copy | [ Paste | [ ciear | timesheet.

If you use the drop down service
menu within the timesheet, each

line can be a different type of
service.
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Select Tasks

Time Period: Begin: Wednesday 07/01/2015. Click on the calendar to select different dates. 2

Date Service

07/01/2015 Wednesday Hours Worked | Additional Service Miles
@lﬂ VI_[AddasemceHCopy”PasteHCiearl

REMINDER
care, you must select the
L walk/Loco| ! Bed Ma/Pos| ¥ Toileting tasks performed.
#*| Eating I#*| Hygiene L HouseKeep
. Lotion I Bandage
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Select Hours and Add a Service

Time Period: Begin: Tuesday 09/01/2015. Click on the calendar to select different dates. G

Date Service

09/01/2015 Tuesday

Hours Warked

| T1005 - Respite careservice V|| Tal | (2 Y15 7

. o e ]

Time Period: Begin: Tuesday 09/01/2015. Click on the calendar to select different dates. &

Date Service

09/01/2015 Tuesday Hours Worked | Additional Service Miles

2 '||15'||| r | |Rerrmm'ﬁmeHCnpyHPaste‘

1005 - Respite care senvice

2 Lines

0 v]lw ]| I [Addasenice | | Copy | Paste | Clar |

s2nvice

DOIN2NA E A e m=a : ‘ |l arm VALl L v o
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Add Mileage

Oiate Service

09/01/2015 Tuesday Haurs ‘Warkedd?”| Additional Service

| T1019 - Personal care service ¥ | | Tasks | (2 ¥ [[15 \§/ |[ 50215 - Nonemerg transp mikage ¥ | |20
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Date
11/01/2014 Saturday

110272014 Sunday

11/03/2014 Monday

Copy and Paste

Service

Hours Worked | Additional Service

Miles

Y[ | [ addasene | | Copy || Paste || i |

| T1005- Respite careservice V|| Tasks | (4 Y[[15 V] |

Hours Worked | Additional Service

Miles

| '| Tasks |f|' '||Dﬂ'||| ‘|'|| |Addasente||(:ow|| Paste||Cbar|
Hours Worked | Additional Service Miles
| '| Tasks |f|' '||Dﬂ'||| ‘|'|| |Addasente||(:ow|| Paste||Cbar|
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Submit Your Timesheet

014300201 4 Thur sty Service Hours Wiarked | adeitional Service Units

I ;I Achiviby ||D ;IIIIID;I I ;I I Add a service I Copy | Paste |
14317201 4 Fricky Service Hours Wiorked | additional Service Uit

I ;I Activity ||U ;IIEID;I | ;I I Add a service I Copy | Pathe |

At this time, IPOne will tell you if there are any
errors on your timesheet. This allows you to Create Timesheet

immediately correct and resubmit your Error on 09/01/2015 Tuesday with service T1019 : A task must be selected.
timesheet, and avoid delays in getting

paid!

Date Service

08/01/2015 Tuesday Hours Worked | Additional Service Miles Atask must be selected for service T1019

|T1019-Permna|caresen.fice "| Tasks |5 v ||15 "| |50215—Nor'ernergtrampmileage "’| | Add a service | | Copy || Paste || Clear |
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Electronically Sign Your Timesheet

\q this timesheet, | am cendtying that

+ | provided the authorized service during all of the hours | entered on this timesheet as per my contract and the clent' s service plan

» | understand | am not authorized 1o be paid for personal care tasks which are not assigned 1o me as the paid provider on the client's service plan
* | have checked the personal care tasks assigned to me in the chent’s senice plan as the paid peovider

« Al the services | have cho\lmd wera provided during this time period

AR of the nformasie . vidad on this timeshaeet is true and accuralo

Once you clicubmitand your etimesheet has been successfully submitted, you will see
IPOne confirmation of the receipt of youttienesheet.

Your timesheet has been submitted.
|—Hours Summary
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Create and Use Electronic
Timesheet Templates

Create Timesheet

Provider AccountCode1 Timesheet for Consumer AccountCode1
ProviderOne Provider ID: ProviderOne Client ID :

Client Phone No:
Service:

Select a common servi

ice
Load Template: Select a template « Manage Templates

Search Timesheet

Create Timesheest

Faxed Timesheets Timeshest Templates

Timesheet Templates

You do not currently have any timesheet templates.

oD

v
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Create a Timesheet Template

Client Search
Advanced Search ‘
P ——
Client Client City Client Last-4 SSN /ﬁate Timesheet Templﬁ
ACCOUNTCODE1, CONSUMER BENTON 9900 Create Timesheet Template >

v
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Submit Timesheet Template

Authorization Summary

Sunday

Maonday

Tuesday

Wednesday

Thursday

Friday

Saturday

Create Timesheet

Submit Timesheet Template

Christina Aguilera
ProviderOne Provider 1D:

Search Timesheet

Direct Deposit Setup

PTO Hours Provider Profile Invoice

Faxed Timesheets

Timesheet Templates

Timesheet template
ProviderOne Client ID
Client Phone No:

Timesheets Contact Us

Service: [ select a common service

Service
Hours Worked Additional Service Miles
v | Tasks | [o__*][oo ¥ ] || '|| | Add a service | | Copy || Paste || Clear |
Hours Worked Additional Service Miles
[T1015 - Personalcare service ¥ | | Tasks | [5 * [[30 ¥ | || v | [ Add a service | [ copy |[_Paste |[ Clear |
Hours Waorked Additional Service Miles
[T1019 - Personalcare service ¥ | [ Tasks | [5 ¥ [[30 v | || v | | | | Add a service | | Copy || Paste || Clear |
Hours Waorked Additional Service Miles
[T1015 - Personalcare service ¥ | [ Tasks | [2 ¥ [[00 ¥ | |[ 50215 - Nonemerg transp mileage ¥ | [25 | [ Add a service | | Copy || Paste |[ Clear |
Hours Worked | Additional Service Miles
[T1012 - Personalcare service ¥ | | Tasks | [5 ¥ |[30 ¥ | || v | | [ Add a service | [ copy || Paste |[ clear |
Hours Worked Additional Service Miles
[T1015 - Personalcare service ¥ | [ Tasks | [5 ¥ [[30 ¥ | |[S0215 - Monemerg transp mileage ¥ | [10 | [ Add a senice | | Copy || Paste |[ clear |
Hours Waorked Additional Service Miles
[T1019 - Personalcare service ¥ | [ Tasks | [2 ¥ [[00 v | || v | | | | Add a service | | Copy || Paste || Clear |

~——

L —
< Template Name|Spnng 2016 Schedule§| | Mext |
— —
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Confirm Timesheet Template

Create Timesheet Search Timesheet Faxed Timesheets Timesheet Templates

Confirm Timesheet Template

—Hours Summary

Christina Aguilera Timesheet template for
ProviderOne Provider ID: ProviderOne Client ID
Client Phone No:

Day Service Hours Additional Service Miles | Tasks Total Hours Total Miles

Sunday 0:00 0
Iaonday T1019 - Personal care service 5:30 hours Walk/Loco, Toileting, Eating, Hygiene, Lotion 530 0
Tuesday T1019 - Personal care service 5:30 hours Walk/Loco, Toileting, Eating, Hygiene, Lotion 530 0
Wednesday T1019 - Personal care service 2:00 hours 50215 - Nonemerq transp mileage 2 Walk/Loco, Toileting, Eating 200 25
Thursday T1019 - Personal care service £:30 hours Walk/Loco, Toileting, Eating, Hygiene, Lotion 530 0
Friday T1019 - Personal care service 5:30 hours 50215 - Nonemerq transp mileage 10 Walk/Loco, Toileting, Eating, Hygiene, Lotion 530 10
Saturday T1019 - Personal care service 2:00 hours Walk/Loco, Toileting, Eating 200 0
Total 2600 B

Template Name: Spring 2016 Schedule
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Load Template

Create Timesheet ~ Search Timesheet  Faxed Timesheets  Timesheet Templates

Create Timesheet

Christina Aguilera Timesheet for

ProviderOne Provider ID: ProviderOne Client ID
Client Phone No:
Service: | Select a common senvice
Load Template: Selectatemplste v|  Manage Templates

Time Period: Begin: Sunday 06/16/2015. Click on the calendar to select diﬁe =
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Paper Time Sheet

WA PCSS Program Timesheet FAX: PPL @ 1-844-459-7416

Use black ink, print one character per box, and try not to touch the lines.
. ; Jones. Fred Smith, John PTO Hours Only Step 5: Enter PTO
St e p 1 - E n ter TI m e Client (Last Name, First Name) Provider (Last Name, First Name) s ot glamed ot p

H o 4 e oo T e e e, o O R R A ] o | “":‘:""153045 (PaldTImeOff)
Period | |1|2|3|4|5|617|8|9|10|11l |P1r;‘iée::,,£,5,e,7,s,9, lmDDD 2

Timesheet For Service Code Task Legend

E: —r—T1 T 1 Walk/Loco 7 Dressing
- l2'0'1'5' Lol L.l ;Bedh; P 9‘»‘1.‘;“. el

t 5 Pass ROM
Month  Year . o/Pog G : 4 h

5 Bathi 11 Houseke 17 TransMed
6 tating 125

|:| Timesheet Replacement? (Be sure to enter the entire hours for period. Prior submitted timesheet will be replaced).

Day ‘I;askza @r:ark:ut:orl;ed:ask: pell(')forlTedlz R R Hourl:MI::ta;oMark mini Step 4: Enter Mlleage
BENE - (4] oo ' 0,05 H(If a ”Cﬁbl@)

(Lo m O ooo === PP

Ol 00D WY
O:ooo (L1
ol oo [1T]
oLl oeo

9 /WS
W\ EEEe === Step 3: Enter Hours &
) T ,—,j;.H 1/4 hours

Ol ooo i
Ol ooo T
O ooo HEN
O ooo
OLL: ooo
O :ooo SR

1
TotalHours| 0 0 1 : . 15 TolalMIIes

By signing this timesheet, I am certifying that: I provided personal care or DDA respite services during all of the hours
that I entered on this timesheet; I understand that I am not authorized to be paid for personal care tasks that are not
assigned to me on the client’s service plan; The personal care tasks that I checked on this timesheet were assigned to
me and I provided them in accordance with my IP contract and the client’s service plan; and All of the information I have

[JDays 01-15 [x|Days 16-31

O
g

Step 2: Select 0o
Tasks o

i

O
go0o0o0oooooogooo

ooogouooooon
000000P0000

provided on this timeshe
Provider Signature You Sign Here I
Submit your timesheet online for fast, secure, real-ti lidation. http://fms.publicp hips.com
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Go Green'!

I Submit your time worked

I Get paid, secure and convenient
I View your Earnings Statement
|
|

@Y

%@

Go Green

I Make changes to contact info
I On your Schedule

All electronically!
No paper clutter!
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Benefits of Electronic Timesheets

Multiple servicess multiple  Singletimesheet forall services
timesheets

Keeptrack of multiple pieces No paper to keerack of
of paper
Easy to make mistakes System edits minimize mistake:

Call tolPOne call center Make changes and corrections
required to make change or anytimec no call needed
corrections

Send in by maor fax Send in with a click of a button
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Benefits of Direct Deposit

A 2dzONBE Ay O2YyUNRf O
I No watching for the malill
I No standing in line to cash your check
I No papercheckgetting lost

A Your money is ther&shen & whereyou
expect It.
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Get Paid by Debit Card

No bank? No problem!

I Choose the debit card payment
method

I Pay Is deposited on the card

I Rapid access to your money

| Save on check cashing or bankiegs
|

|

I Free replacement of lost debit cards

I No ATM fee when using in network
ATM

I Paper checks are also provided
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What 0s on t he Hor i1 z

36



