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EVV - Exceptions, Reasons, and Resolutions

➔ Exceptions
◆ What are they?
◆ What Exceptions are available?
◆ How can I watch for them?
◆ What needs to be done with them?

➔ Reasons
◆ What are they?
◆ Where do you set them up?

➔ Resolutions
◆ What are they?
◆ Where do you set them up?

➔ Summary



Exceptions - What are they?

➔ Exceptions are essentially a way for Generations to tell you something that 
was supposed to happen didn’t, like a missed login/logout or a missing 
CG/Client signature.

➔ Currently, only State Medicaid Payors that are interfacing with Generations 
are requiring the use of Exceptions.

➔ Based on the State Medicaid Interface specifications, Exceptions are 
automatically setup and triggered by Generations so there is nothing to set 
up on your end.

➔ Exceptions must be “cleared” before the Confirmed Shift data will be sent 
on to the EVV Aggregator (Sandata, HHAX, Tellus, etc.). This involves 
selecting a “Reason” to explain what happened to trigger the Exception and 
a “Resolution”, which explains what the Agency is doing about it. The 
Reasons and Resolutions are automatically set up in Generations once you 
have an Interface enabled. 

➔ Each Exception list is specific to the State so Generations will only set up 
the Exceptions that your State Medicaid Payors have established.

➔ Exceptions can be found on the Exceptions tab on the schedule or in EVV 
Schedules. There’s also an “Exceptions Alert” column that can be added to 
EVV Schedules so you can see at a quick glance which shifts need some 
extra attention.



Exceptions - Which ones are available?

➔ For the most part, the Exceptions are pretty consistent between States, but 
not ALL Exceptions apply to all States. Below is a list of all the possible 
Exceptions:
◆ Code 3 - Visits Without In-Calls - This Exception is thrown when a 

visit is recorded without an “In” call that began the visit.
◆ Code 4 - Visits Without Out-Calls - This Exception is thrown when a 

visit is recorded without an “Out” call that ended the visit.
◆ Code 08 - GPS Distance Exception - This Exception is thrown when 

the Caregiver clocks in/out from outside the GPS Distance 
parameter set up in Co. Settings->EVV->General Settings tab.

◆ Code 15 - Unmatched Client ID/Phone - (Telephony only) - This 
Exception is triggered when the visit was recorded from a phone 
number that was not matched to a recipient of care in the EVV 
system. 

◆ Code 28 - Visit Verification Exception - This Exception is triggered 
when the Client indicates that the DURATION of the EVV visit does 
not reflect the amount of time that care was actually provided for. 
This is something that’s asked at the end of the shift when the Client 
is signing for the Time and Service provided.

◆ Code 39 - Client Signature Exception - This Exception is triggered 
when a Client signature (voice or electronic) is required, but not 
completed.

.
◆ Code 40 - Service Verification Exception - 

This Exception is triggered when the Client 
indicates that the SERVICE recorded in 
the EVV Visit does not reflect the actual 
activity performed during that visit. This 
Exception is triggered in conjunction with 
Code 28 when A) the Caregiver fails to 
clock out or B) the Client is not available to 
sign at the end of the visit.  

➔ These are the General Exceptions that just about 
all the State Medicaid Payors want to see. There 
are a couple of additional ones that are specific to 
a certain State, like:
◆ Code 18 - Late IN Call (AZ)
◆ Code 20 - Short Visit (AZ)
◆ Code 41 - Alternate Location (CO)



Exceptions - How can I watch for them?

➔ Exceptions can be monitored in 2 places:
◆ Calendar/Schedules - There’s an Exceptions tab that will turn bold when an 

Exception has been triggered.
◆ RECOMMENDED - EVV Schedules - Use Column Chooser to add the 

“Exception Alert” column. This will make it stand out when there’s an 
Exception that needs to be acknowledged. 

Click on the red triangle under the Exception Alert 
Column to go straight to the Exceptions tab so you can 
see why this shift has Exceptions.

Click on the Exception Alert column header to sort by 
that column, allowing you to group all shifts with an 
Exception Alert together. 



What needs to be done with the Exceptions?

➔ What needs to be done with the Exceptions depends on the Exceptions 
themselves - fix or acknowledge. For example, if the Exception is code 4 - Visits 
without OUT calls, then you need to add a Manual Logout with a Reason that it 
happened along with a Resolution. That would be considered a fix Exception.

➔ Once you see an Exception listed, click on the pencil to the left of that 
Exception and select the right Reason/Resolution Codes in their respective 
drop-downs in order to acknowledge it.

➔ If you’re using an Interface from Generations to the State Medicaid EVV Data 
Aggregator (Sandata, HHAX, Tellus, etc.) and an Exception is triggered, you 
MUST fix/acknowledge that Exception with a valid Reason and Resolution in 
order for the final Confirmed Shift data to be sent.

➔ Some States (like Ohio) require additional Exceptions be triggered once the 
original Exception has been acknowledged. Again we’ll use code 4 (no logout) 
as our example and in Ohio, that would trigger 3 additional Exceptions. In 
addition to the missing logout, it would also trigger code 28 (Visit Verification 
Exception), code 39 (Client Signature Exception), and code 40 (Service 
Verification Exception). Since the Caregiver didn’t clock out, they were not able 
to have the Client confirm the time the shift occurred (code 28), confirm the 
Service that was provided (code 40), or sign for the shift (code 39).



Reasons - what are 
they?
➔ Reasons answer the question, “Why did this 

Exception happen?” 
➔ Some States have a very specific list of acceptable 

Reasons. If you’re using an Interface from 
Generations to an EVV Data Aggregator (HHAX, 
Sandata, Tellus, etc.), we will populate your list of 
Reasons with the ones your State wants.

➔ You can add your own Reasons to the Master List by 
looking under the EVV drop down (blue bar across 
the top) for the “EVV Reasons” option. When you get 
to that Master List, you might notice that some 
Reasons are grayed out. If you have Reasons that 
are grayed out, those are the ones that are specific to 
the State EVV Interface you have enabled on your 
database. Those Reasons CANNOT be changed as 
they are required by the State.



Reasons - Where do you set them up?

➔ If you’re using a State EVV Interface to Sandata, HHAX, 
Tellus, etc., Generations will set up all the required 
Reasons for you. 

➔ If you want to add some additional Reasons for any other 
Payors for things like missed logins/logouts, you can set 
those up in the EVV Reasons Master List, which is found 
under EVV->EVV Reasons.

➔ Any Reasons that are grayed out are ones that are 
specific to the State and CANNOT be edited.

➔ To add new Reasons to the Master List, click on the green 
and white “+New” button. Enter whatever Reason Code 
you want (Code # can be used to put them in order in the 
Master List), add a description, decide whether or not you 
want a note to accompany the Reason/Resolution, and 
click Save.



Resolutions - what are they?

➔ Resolutions answer the question, “What did you do to resolve the 
Reason/Exception?”

➔ Just like with the Reasons, most States have a specific list of acceptable 
Resolutions. Most of the acceptable Resolutions lists only consist of a couple of 
items. “Written Documentation Maintained” is the main Resolution that every State 
accepts. In some States (Ohio for example), “Written Documentation Maintained” is 
the ONLY acceptable Resolution.
  



Resolutions - Where do you set them up?

➔ If you’re using a State EVV Interface to Sandata, HHAX, 
Tellus, etc., Generations will set up all the required 
Resolutions for you.

➔ If you want to add some additional Resolutions for any 
other Payors for things like missed logins/logouts, you 
can set those up in the EVV Resolutions Master List, 
which is found under EVV->EVV Resolutions.

➔ Some other Payors might also want to know what you did 
to resolve the Reason/Exception and they may want 
something more than, “Written Documentation 
Maintained” so you can manually add any Resolutions 
you want to the EVV Resolutions Master List.

➔ To add new Resolutions to the Master List, click on the 
green and white “+New” button. Enter whatever 
Resolution Code you want (Code # can be used to put 
them in order in the Master List), add a description, and 
click Save.



Summary ➔ Exceptions are set up and trigger automatically so there’s no Master List to build or maintain.
➔ Use the Column Chooser button in EVV Schedules to add the “Exception Alert” column to 

keep a close eye on those Exceptions that will inevitably come up.
➔ If you’re using the Generations Interface for your State’s EVV Data Aggregator, your required 

Reasons and Resolutions will be added to your database automatically once we enable the 
Interface for you.

➔ In the Master List, Reasons that are grayed out are specified by the State (required) and you 
cannot edit them.

➔ “Written Documentation Maintained” seems to be a universally accepted Resolution, but 
make sure you do have that written documentation maintained!



Need assistance?

Contact support using Live Chat (M-F 9-5 EST)

● Available from the Help area in Generations, or from

● www.idb-sys.com OR www.homecaresoftware.com

● Email:  support@idb-sys.com

● Phone:  989-546-4512

For emergency after-hours support - reach our on-call staff at 989-546-4512 x1

http://www.idb-sys.com
http://www.homecaresoftware.com
mailto:support@idb-sys.com
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