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Rhode Island EOHHS Electronic Visit Verification 
(EVV) Program Provider Training – Phase I 
 EVV Telephony Call Process 
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EVV System 

Visit Verification Options 
Caregivers call-in and call-out for each individual visit. 
• From the client’s home landline telephone. 
• Verify identity by entering a unique Santrax ID and speaking their voiceprint. 

Caregivers may also start and end each visit using an app 
downloaded onto their smartphone or tablet. 

An alternative to the landline and app visit verification 
process when recipients don’t have phones is an FVV device. 

Instruction and Reference materials to be provided. 
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Call Reference Guide 

Each agency is assigned a unique 
account number and given an 
agency specific Call Reference 
Guide (CRG).  

Sandata provides your agency 
with two toll-free English 
numbers and two Spanish 
numbers to ensure continuous 
service.  

Call Reference Guide and related 
account materials will be sent via 
email as part of the Welcome Kit 
upon completion of training.   
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Call Reference Guide 
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Call Process – In Call 

1. Upon arriving at the recipient’s home, the caregiver 
calls the Santrax toll-free phone number 

2. The caregiver enters their Santrax ID using the 
phone’s keypad 

3. The caregiver speaks their recorded voiceprint 
phrase: “At Santrax, my voice is my password.” 

4. Santrax will confirm the call time and prompt to 
press the * key for a Fixed Verification Visit or press 
# to continue 

5. The caregiver will press # and hang up 

http://santrax.com/speakerverification.cfm

40.176308
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Call Process – Out Call 
1. Before leaving the recipient’s home, the caregiver calls the 

Santrax toll-free phone number. 
2. The caregiver enters their Santrax ID using the phone’s keypad. 
3. The caregiver speaks their recorded voiceprint phrase: “At 

Santrax, my voice is my password.” 
4. Santrax will confirm the call time and prompt to press the * key 

for a Fixed Verification Visit or press # to continue. 
5. The caregiver will press # and continue. 
6. Santrax will prompt the caregiver to enter the total number of 

tasks performed. 
7. The caregiver will then enter the total number of tasks and 

each Task ID. 
8. Santrax will repeat the Task description. 
9. Each Task ID will be entered until complete. 

http://santrax.com/speakerverification.cfm
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Task List 
Task ID Description 

10 Medications-infusion 
11 Injection 
12 Catheter care 
13 Empty colostomy bag 
14 Skin Care/Protocol 
15 Monitor skin Condition 
16 Apply hot application 
17 Therapeutic Support 
18 Tracheostomy care 
19 Wound care 
20 Assist tube feeding 
21 Assist with Ambulation/Mobility/Transfer 
22 Assist clean/dressing change 
23 Passive and Active Range Of Motion Exercises 
24 Apply cold application 
25 Urine Test 
26 Diet Monitoring 



Confidential | www.sandata.com Confidential | www.sandata.com 9 

Task List 
Task ID Description 

27 Oral Care 
28 Bathing 
31 Grooming 
32 Toileting 
34 Turning & Positioning 
35 Feeding 
36 Housekeeping 
37 Meal Preparation 
38 Nail Care 
39 Specimen Collection 
40 Mental Health 
79 Make Bed 
81 Grocery Shop Errands 
82 Laundry Ironing 
83 Accompany to MD Clinic 
84 Accompany to other Location 
85 Skin Care or Protocol with necrotic tissue 
86 Skin Care or Protocol infected and draining 
99 FVVD Installation 

125 Patient Refused 
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Pulse or Rotary Phone? 
(Not touch-tone phone)  

Busy Signal?  
Use the other toll free number. 

No answer? ID not recognized? 
 Make sure you dialed the right number.  

Call again.  

          If there are still problems, the caregiver should 
call their agency.  

Call Process - Helpful Hints 

Speak the Santrax ID and tasks 
(English toll-free numbers only).  
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Consecutive Services 

Example: 08:00 − 11:00 Personal Care 
  11:00 − 13:00 Homemaker 

Caregiver calls at 08:00 to begin the shift. 

Caregiver calls at 11:00.  This ends the first service and begins 
the second. 

Caregiver calls at 13:00 to end the shift. 

The EVV system requires one call at the changeover of 
services.  This serves as both the IN and OUT call.  
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What is MVV? 

Sandata Mobile Visit Verification (MVV) is an application 
installed on a smart phone or tablet device, allowing a 
caregiver to start and end a recipient visit without requiring 
the use of the recipient’s home telephone. 
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MVV Login Screen 

1. Enter the Registration ID. (begins 
with the number 3, followed by a dash, 
then your assigned unique agency ID.  E.g. 
3-1234) 

2. Enter the Username. 
(unique - assigned to the caregiver by the 
Provider agency.  The caregiver would be 
added as a User in the Agency 
Management system2) 

3. Enter the Password. 
(unique - assigned by the Provider agency. 
The password would be added in the Staff 
Security screen in the Agency Management 
system) 

4. Tap on LOG IN. 
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MVV Home Screen 

Next Visit Details 

Start Current 
Visit 

Directions to 
Recipient’s Home 

List of current day’s  visits  
with Client & Times 

List of future scheduled visits 

Client search 
to begin 
unscheduled 
Visits  

Help Guide 
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MVV – Starting a Visit 

Upon arriving at the recipient’s home, the caregiver logs 
into MVV and taps the Start Visit button for their visit. 
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MVV – Ending a Visit – Task Selection 

At the end of the visit, 
the caregiver selects the 
tasks performed for the 
recipient. 
The caregiver will also 
indicate if the task was 
Completed or Refused 
by the patient. 

Tap the Select Task 
button to add additional 
tasks performed. 
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MVV – Ending a Visit – Worker Notes 

Tap on the Worker Note 
section then tap on the 
Pencil [       ] icon to 
provide any free text 
comment notes related 
to the visit. 
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FVV 

Fixed Visit Verification is a way of capturing a caregiver’s start 
and end times for a visit when the recipient does not have a 
home landline phone or does not allow the caregiver to use 
their phone. 
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FVV 

The FVV Device provides a 6 digit value when pressed. 

The value represents the date and time when it was pressed. 

The caregiver presses the FVV upon arrival and before leaving 
the recipient’s home. 

The two values represent the call-in and call-out times. 

The caregiver may call Santrax 15 minutes after the visit, from 
any phone to enter the two 6 digit values or wait until the end 
of the day to call in the values. 

The caregiver must have the client ID when making FVV calls. 

The values will appear as start and end times for the visit. 
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Start of Visit 
• Press and release either button on FVV 

• Write down the six digit value. This 
represents the call in time 

End of Visit 
• Press and release either button on FVV 

• Write down the six digit value. This 
represents the call out time. 

* Note: If they need to see the number 
again, they may press and release any 
button again to display the reading. 

FVV - Obtaining Values 
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FVV - Call Process Introduction 

Wait 15 minutes after obtaining the second FVV value before 
making the Santrax call. 
Before calling, the caregiver should have the following 
information: 

• His or her Santrax ID. 

• The Client ID. 

• First six-digit visit verification number, date and time of arrival 
(obtained at the beginning of the visit). 

• Second six-digit visit verification number, date and time of 
departure (obtained at the end of the visit). 
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1. Call the toll free number 

2. Enter your Santrax ID 

3. Speak the voiceprint phrase 

4. Press the star (*) key 

5. Enter the Client ID of the customer 
receiving services 

6. Enter the 1st FVV value 

7. Press the pound (#) key to continue 

8. Enter the 2nd FVV value 

9. Press the pound (#) key to continue 

10. Enter tasks performed 

FVV – Call Process 


107.25717
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FVV – Call Reference Guide 
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FVV - Troubleshooting: Invalid Client ID  

If the caregiver incorrectly enters a Client ID, Santrax will say: 
“No FVV registered, please re-enter the Client ID or press the 
pound key to continue.”  
• Re-enter the correct Client ID. 
• Continue with the FVV call. 

If the caregiver still has trouble with the Client ID they should: 
• Hang up and try the call again. 
• Contact your agency for the correct Client ID, then try the call again. 
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FVV - Troubleshooting: Incorrect FVV Value  

If the caregiver incorrectly enters the FVV value: 
• Santrax says “Invalid visit verification number, please try again.” 

The caregiver should:  
• Press 1 to re-enter the correct FVV number and then will be prompted 

to continue the FVV call. 
• Call your agency office if they continue to receive an error message. 
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FVV - Troubleshooting: No FVV Numbers Entered 

Santrax says: “You have not entered any visit verification 
numbers, press one to return or press the pound key to 
continue” 
• If the (*) key was accidentally pressed and the call is not a FVV call, the 

caregiver should hang up. 

• If the FVV value is known, the caregiver should re-enter the correct 
number. 

• If FVV numbers are unknown, the caregiver should hang up and call the 
office to report the problem so the visit can be manually corrected.    
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Requesting an FVV Device 

The Home Health Service Provider initiates a request for an 
FVV device only when: 
• The recipient does not have a telephone, −OR− 
• The recipient lives in an area that does not have service available. 

Sandata will deliver registered FVV devices to the Provider 
agency for installation. 
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What You Have Learned 

Understanding the types of Electronic Visit Verification: 
• Landline telephone 
• Mobile Visit Verification (MVV) 
• Fixed Visit Verification (FVV) 

Instruction for the call process for consecutive services 
Using Mobile Visit Verification (MVV) 
Using and requesting Fixed Visit Verification (FVV) devices 
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