May 1, 2024
Identifying Multiple Workers with the Same Name

Do you have a hard time identifying between multiple workers with the same name? Are
you a user who works for multiple organizations? Ask your manager/supervisor with the
Service Provider Role to assign a title to your Worker Record within iConnect! They can
use the Agency name to help identify the correct record.
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Missing EVV Activities/Provider Documentation Activities

Have you identified missing Provider Documentation Activities? The Service Provider
Role has the necessary permissions to delete existing documentation records. As an
agency owner, if you feel that these permissions are unnecessary for your staff, manage
their user accounts and remove the Service Provider role from their profile.
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Have you identified missing EVV Activities? The Provider EVV Manager Role has the
necessary permissions to delete existing EVV records. As an agency owner, if you feel
that these permissions are unnecessary for your staff, manage their user accounts and
remove the Provider EVV Manager role from their profile.
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Need to Update a Record in Complete Status?

Have you made a mistake when entering a note, form, or provider documentation and
saved it in Complete Status in error? The Service Provider Role has the necessary
permissions to “Unlock Record,” “Reverse Status,” or “Reverse Disposition.” This option
changes the status back to “Draft” or “Pending” so that edits can be made.
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Have you been using iConnect for some time and are having challenges in locating
specific records? Use the Filter Options available within most tabs/pages in iConnect. If
performing a word search, update the criteria to “Contains” and type the word that is
being searched.... Or type the first three letters of what needs to be searched, then click

“Search”.
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Identifying where the Support Plan is from the Waiver Support Coordinator (WSC)

The WSC must send providers the Support Plan using a note in iConnect. In the My
Dashboard chapter, under the Consumers column is a section for Notes for either
Pending or Complete. Open the hyper link in the Notes section to view the Notes. There
should be a note with the Note Type: Support Plan and Note Sub-Type: Provider Copy.
Once you, as the provider, retrieve that Support Plan, leave this Note as unread so that
you may refer back to that attached Support Plan whenever you need it. Leave the Note
in Pending if it was sent in Pending.
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Why Do Alert Notes Appear When a Consumer Record is Opened?



Do you see an Alert Note pop-up every time you open a consumer’s record? Evaluate
the Note to see if it is for a consumer death or change in WSC. If it is not for either of
those cases, then the Note needs to be updated to “Complete” Status. This update be

completed by all roles. If you are unsure if the Note should be updated, contact your
regional trainer.
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June 1, 2024
Need to Know There Is A Provider Selection for Your Organization

Have you contacted the Waiver Support Coordinator and are eagerly waiting for the
provider selection record to be added to the consumer’s record? Once the provider
selection record is created, you will see the record from My Dashboard as a “Provider
Selection” and from the Provider Chapter within the “Enroliments Tab”.
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How Can | Change a Note in iConnect That Is Grayed Out?

If you see a Note in iConnect and you need to respond; however, you are unable to
make any edits, you will want to check the status of that Note. If the Note is in Draft
status, only the creator can make edits. Reach out to the creator of that Note and notify
them that the Note needs to be in Pending status if a response is required. If the Note is
in Complete status, a Help Desk Ticket will need to be created to determine if the status
can be reversed. Depending on the workflow, a new Note may be required to be made.
Not all Notes will be reversed if they are in the Complete status.
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How To Know if Notes Have Been Read



If you want to ensure a Note has been “Read,” navigate to the Notes Tab of the record
you want to verify (Provider Notes will be in the Provider Record and Consumer Notes
will be in the Consumer Record). Open the Note and scroll down until you come to the
Note Recipients. Listed under the Note Recipients you will see a listed of names and
their Status. In the Status, you can verify if the Note was “Read” or still “Unread.” The
grid also informs you of when the Note was marked as “Read” and when it was “Sent.” If
you notice that the Note was marked “Read” and you need that recipient to respond
again, it is very crucial that you add them as a Note Recipient again.

*It is important that users mark Notes as “Read” when they have read/completed the
needed task associated with the Note. This way the users can add them as a Note
Recipient again if needed. If you mark a Support Plan or Support Plan Provider
Copy Note as “Read,” you will no longer have access to that Note.
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How To Get Rid of Ticklers On Your Dashboard

To remove a tickler from the Dashboard, click on the tickler pane to open the list view
grid, on the right, hover the mouse cursor over the carat to open the menu of options,
select Cancel or Complete and the Tickler will be removed from the my Dashboard
count.
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Need A Transcript of TRAIN Course Modules in Writing



If you want to review the “Script”, aka Transcript of the TRAIN Florida Course Module,
you can navigate to the Resources and locate the document with “Script” in the Title.
Download, open and/or that pdf to follow along with the training course.
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July 1, 2024
Attaching Documents From Outside of iConnect

Do you have additional information that you need to include in the Consumer or
Provider record? Use the Note tab in either record to add a new note. Complete the
required fields in accordance to the workflow you are following. Use the Add Attachment
link to open the File Upload Form window. Click “Choose File” and locate the document
from your device. Attachments can only be added within Notes.
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Viewing History in iConnect

Is there a way to review the history of a page within iConnect? Use the “History” option
under File on most screens within iConnect to see how changes were made. The
example below shows the history of a planned service. There are two records within the
history screen. Toggle through the pages to see what changes were made to the
planned service.

It is important to note that you will only see the toggle to view different pages in the
history if the item has been saved more than once.
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Unable to See Workers in iConnect
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When reviewing the list of workers within my Provider Record, I'm not able to see an
employee. The employee reports as having signed into iConnect. What is going on?
It is likely that your employee has multiple employments and may be signing into an
account created by another organization. You will need to use the ID Proofing Admin




Security to grant this employee access through your organization.
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Time-Out Feature in iConnect

Have you been timed out of iConnect while you have several windows open, causing
you to complete the authentication steps again? iConnect system will time-out if no
activity has been detected after 90 minutes. When working in iConnect, close those
windows that are not in use and download to your device those documents that need to
be reviewed.
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August 1, 2024
Division Tab — Locating WSC’s Contact Information for Client

A new enhancement has been implemented in iConnect that now allows the Service
Provider and Service Provider Worker roles to access the Division tab of the clients that
they have authorizations for in iConnect. This will allow the Service Provider and the
Service Provider Worker to find details of the WSC for that client. The Division tab is
maintained by APD staff. The WSC’s information in iConnect is maintained by the
Service Providers of the Qualified Organization that employs the WSC. To locate the



details for the client's WSC, navigate to the client’s record in iConnect. Then click the
Divisions tab. The list view grid will display the “APD Eligible — Waiver” hyperlink. Once
the hyperlink is clicked, a pop-up will display with the Primary Worker. Click “Details”

next to the Primary Worker's name. A pop-up will display the business phone number,
and the email address of the WSC.
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Characters Available on Form Text Fields in iConnect

Is there a way to see the character limits within iConnect?

When working within a form, there is usually an indicator of how many characters are
available within a text field. This is not available within the Notes but IS available with
provider documentation. As you type into the boxes, these characters remaining will

countdown to zero.
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How do | access the Service Desk Ticket that my staff has submitted?

When your employee signs into the Service Desk to add a new Ticket, they can include
you as the cc: and then you will receive a copy of the ticket and subsequent updates



through your e-mail.

Can | generate a tickler?

WSCs and APD Staff have the opportunity to generate reminder ticklers of their own to
manage their work. To do so, open the consumer’s record, select the Ticklers menu
option to open the list view grid. Use File to Add Ticklers Detail and complete the fields,
then save to trigger the tickler for the Due Date selected.

O Mol L ATR— - i

L™ Fds famin Bapoer Q.‘t—.:) Bardl Marge
i b

0 o e 1 Trimbery Detasl




How do | sort through my Ticklers?

Have you allowed your tickler list view to grow and now are having a challenge in
prioritization? Use the sort feature and the filters to locate and prioritize your list of
ticklers. You can sort the list by clicking on one of the headings (Consumer Name,
iConnect ID, Tickler Name, Date Created, Due Date, Date Completed, Status, Assigned

to).
The caret («) indicates that the list is in alphabetical order/oldest to newest/largest to
smallest.

The caret (* ) opposite of alphabetical/newest to oldest/smallest to largest.
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In addition, use filters to sort the data made available on the list view grid.
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September 1, 2024
Deleting Provider Documentation

Is there a way to delete provider documentation?



Yes, if the record is in pending status, you are able to use the File menu to Delete
Provider Documentation when you are using the Service Provider Role.
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October 1, 2024
Can | save Provider documentation while I’'m in the middle of working on it?

Yes, when working within iConnect, as long as the required fields are completed, the
provider documentation record can be saved in case the user needs to step away to
answer a phone call or attend to another matter.

Once the user is ready to finish the notes, return to the record and continue typing into
the Note Field.
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November 1, 2024
How do | clear out Notes that are listed on my Dashboard Screen?

Open the Notes list view grid from my Dashboard. Select the notes by using the check
boxes on the right side of the list view grid. Use the Tool menu dropdown to mark the
note as read

IMPORTANT: Service Providers that “Mark as Read” the Note containing the
Support Plan will no longer have access to that Support Plan Note. They will need



to reach out to the WSC to retrieve that Support Plan Note.
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December 1, 2024
Opening Multiple Attachments That Are Within the Notes Tab
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When there is a need to review all the attachments within one Note, are users required

to open each attachment then close that attachment to then open another?

No, when the user clicks on one attachment, the file will download onto their device, so
the user can open multiple files at one time by downloading all the files and opening
them from the device. This allows for multiple documents to remain open at the same



time until the user closes them.
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Where do we find Alert Notes?

Alert Notes are important Notes to inform the providers of a significant change regarding
their client. Based upon user feedback, the Alert Note pane within the Consumer
column is now below the Note pane, so all Note types are in close proximity to each
other in order to save users time and prevent confusion when reviewing for unread

Notes.
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February 1, 2025
Where do | find reports in iConnect?

Reports are found in different screens within iConnect depending on their usage and
workflow. Locate the Reports menu dropdown on the screen to see what reports are
available for you to use. Remember to refer to the job aids available for detailed



instructions on using reports.
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How do | create a service desk ticket through CyberArk?

1. Sign into the user portal (aka CyberArk) and click on the “APD Service Desk”
icon.

a. Click on the icon to open the application.

-

APD Service Desk

2. Click the “New Ticket” button located on the upper right side of the screen to
open the new ticket window and fill out the required fields in order to open a new

helpdesk ticket.
E
New Ticket 6 L 4

How do | access a service desk ticket already created?

1. Sign into the user portal (aka CyberArk) and click on the “APD Service Desk”
icon.

a. Click on the icon to open the application.



L]

APD Service Desk

2. Click the ticket icon on the left side of the screen.

a. If you hover over the ticket icon it will display “My Tickets.

O0ss

3. Alist of all tickets associated with the account will display. The list can be filtered,
using the dropdown menu, to show tickets that were requested by the user or
tickets where the user was copied or mentioned.

My Tickets
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4. Use the search engine at the top of the screen to locate a specific ticket. Search
by ticket number or key words to locate a specific ticket. Click the magnifying
glass to execute the search.

O Cun A O New Ticket

My Tickets

| + Add Fiiter |

March 1, 2025

How long does it take for the preauthorization (PA) Number to show on service
authorizations?

A Waiver Support Coordinator (WSC) initiates the approval process for a service
authorization when the WSC creates or updates an existing service authorization in
iConnect. This creates a PA number, so that services rendered may be billed.

This process involves the iConnect interface with the Florida Medicaid Management
Information System (FMMIS). When the WSC creates a new service authorization or
updates an existing service authorization, the interface with FMMIS runs as follows:

¢ Service authorization information is sent outbound to FMMIS at 01:00 a.m.
« Additional information is then returned to iConnect at 05:00 a.m.

Once the inbound information is received, the PA number is assigned to the
authorization in iConnect.
Example of an authorization in “Ready to Send” status:
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Example from iConnect of an authorization in “Approved” status from the Auth tab,
within the list view grid, after opening the authorization, and opening the AuthService

tab:
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April 1, 2025
How are the list view grids used in iConnect?

All tabs within the Consumer or Provider Records within iConnect will contain a list view
grid to show all the items saved within the tab. Clicking on the heading of a column
sorts the list in ascending or descending order. The text box at the bottom of the screen
allows users to adjust the number of records displayed in the list view grid that they
would like to have populated.



File
Quick Search
o p— 7] [imtres ol - PRI
O Participating
MY DASHBOARD CONSUMERS

10 Consumers Quick Search Result record(s) returned - now viewing 1 through 10

iConnect ID C.ast NamD First Name Status Region
215544 AprilSC_1 Jeanine Active SUNCOAST -
215556 AprilSC_10 Joan Active SUNCOAST -
215547 AprilSC_2 Laura Active SUNCOAST -
215548 AprilSC_3 Nadene Active SUNCOAST -
215549 AprilSC_4 Daniela Active SUNCOAST -
215550 AprilSC_5 Rehana Active SUNCOAST -
215552 AprilSC_6 Stephanie Active SUNCOAST -
215553 AprilSC_7 Gloria Active SUNCOAST -
215554 AprilSC_8 Taushia Active SUNCOAST -
215555 AprilSC_9 Shannon Active SUNCOAST -

First  Previous Records perpage 15 Next Last

Can iConnect users print the list view grids?

Yes, printing is available using the Menu File > Print option, only after clicking on a
heading.
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May 1, 2025
Verifying the dates of a service authorization

One of the fields that the worker completes when documenting services in the Provider
Documentation tab of the Consumer’s record or through the EVV Mobile site is the
authorization associated with the service being rendered along with the time frame for in
which that service was rendered.

Prior to selecting the authorization, the worker should verify the dates associated with
that authorization.

EVV Mobile Site

On the EVV Mobile site, the date that the authorization is valid for is under the name of
the service. It is important to select the correct authorization, since this field cannot be
edited once the EVV Activity is started.

Approved Services

= 3 pports (55130:UC)
07/01/2024 - 06/30/2025
Total Units: 624

Unit Type: 15 mins

iConnect

On the Provider Documentation tab of the Consumer’s record in iConnect, the worker
must click the ellipses to view the authorizations. As shown below, all the authorizations
are visible for that provider. The last option is in not always the correct authorization.
The worker will need to verify the Start Date and End Date of the authorization.

In this example below, the worker is documenting services for the 2024-2025 fiscal
year. The authorizations listed show the next fiscal year authorizations. The worker will
need to review the dates to select the correct authorization.
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Clicking the plus sign next to the authorization will give additional information on that
authorization. In the example below, the 2023-2024 fiscal year authorization had
Personal Supports only valid through 04/30/2024. That was verified by clicking the plus
sign to see each specific service’s Start Date and End Date.

¥ o W1 ! ! ! ! !
I = ) 586123 |0?f01;1022 | | g7/01/2022 |ﬂﬁ,-'30,"2023 |
Auth Service . Max | Auth Service EDI Max
|| SemiteID | Code senvice StartDate | EndDate | i Status Amount
§5130:UC | {4140) Personal Supports o7fo1/2022 | 063072023 3482 | Approved $18,101.24
ss135:uc | (#0B0) Life Skills Development - Level 1 § | o 0005 | ng/a0/2023 fa76a | Approved $24153.48
{Community Inclusion)
| a? 07/01/2023 . 7/01/2023 06/30/2024
Auth Service . EDI Max
Service ID Code Service Start Date End Date J—
§5130:UC | {4140) Personal Supports 07 f01/2023 | Da/30/2024 Approved 515,945 05
gs135:uc | [#0B0) Life Skills Development - Level 1 4 | oo 152 | g6/a0/2024 [5222 | Approved $26,475.54
{Community Inclusion)




June 1, 2025
Sorting the List View Grid in iConnect

Users may find it beneficial to sort the list view grid when looking for a particular client,
form, provider documentation, note, etc. within iConnect

Utilizing the Quick Search on the My Dashboard, you can then generate a list view grid
with related information to the variable you searched for. The following is an example, of
searching by the variable: Consumer’s Last Name containing an S.

30 Consumers Quick Search Result record(s) returned - now viewing 1 through 15
iConnect ID Last Name First Name Status Region
225915 Santiago Jorge Active SOUTHEAST -
210034 Schlabach Tonya Active SUNCOAST -
208843 Schumann Ting Active SUNCOAST b
209707 Schweizer Cassidy Active CENTRAL -
209814 Shedd Ricardo Active SUMCOAST -
209933 Sheikh Eduardo Active SOUTHERN -
209540 Sherwin Danielle Active CENTRAL -
209646 Sherwin Julie Active CENTRAL -
209720 Shim Brandi Active CENTRAL -
209956 Shivers Ji Active MNORTHEAST -
208952 Shivers Jdillian Active CENTRAL -~
209645 Shumate Delaney Active CENTRAL -
209865 Sigala Alexis Active SOQUTHEAST -
215485 Simulation Barbie Active SUNCOAST -
225956 Simulation Paul Active SOUTHERN -

Each column within the list view grid contains a header (i.e. iConnect ID, Last Name,
First Name, and so on, depending on the specific list view grid). These Headers are

clickable and can be used to sort data.

30 Consumers Quick Search Result record(s) returned - now viewing 1 through 15
L — e ——
c__._ic_annectln Last Name First Name Status Region _____)
225915 o) large, cti THERST -
210034 Schlabach Tonya Active SUNCOAST -
209943 Schumann Tina Active SUNCOAST -
209707 Schweizer Cassidy Active CENTRAL -
209814 Shedd Ricardo Active SUMCOAST -
209938 Sheikh Eduardo Active SOUTHERN -
209640 Sherwin Danielle Active CENTRAL -
209646 Sherwin Julie Active CENTRAL -
209720 Shim Brandi Active CENTRAL -
209956 Shivers Jil Active NORTHEAST -
209952 Shivers Jillian Active CENTRAL -
209645 Shumate Delaney Active CENTRAL -
209865 Sigala Alexis Active SOUTHEAST -
215485 Simulation Barbie Active SUNCOAST -
225956 Simulation Paul Active SOUTHERN -




To sort data, click inside the header of the variable you are choosing to sort by. Clicking
on the header will put the information in ascending order (A-Z; oldest to newest; 1-10) or
in descending order (Z-A; Newest to Oldest; 10-1) depending on where you click.

Am= e o

32 Consumers Quick Search Result record(s) returned - now viewing 1 through 15

iConnect ID First Name Status Region

(+]

225815 Santiago Jorge Active SOUTHEAST -
210034 Schlabach Tonya Active SUNCOAST -
209943 Schumann Tina Active SUNCOAST -
209707 Schweizer Cassidy Active CENTRAL -
209814 Shedd Ricardo Active SUNCOAST -
209938 Sheikh Eduardo Active SOUTHERN -
215514 Shell Sea Active CENTRAL -
209640 Sherwin Danielle Active CENTRAL -
209646 Sherwin Julie Active CENTRAL -
209720 Shim Brandi Active CENTRAL -
209852 Shivers Jillian Active CENTRAL -
209956 Shivers Jin Active NORTHEAST -
209645 Shumate Delaney Active CENTRAL -
209865 Sigala Alexis Active SOUTHEAST -
215485 Simulation Barbie Active SUNCOAST -

32 Consumers Quick Search Resuli record(s) returned - now viewing 1 through 15

[+]
iConnect ID First Name Status Region

209942 Swiger Katrina Active SOUTHERN
210021 Sweatt Karen Active NORTHWEST
209961 Sturdivant Pedro Aclive SUNCOAST
215837 Studwell Rip Aclive CENTRAL
209805 Strachan Christy Active SUNCOAST
215902 Storm Brain Active SOUTHERN
209869 Stiltner Micheal Aclive SOUTHEAST
209991 Spindler Krystal Active SUNCOAST
209995 Spindler Derrick Active NORTHWEST
209999 Spindler Micheal Active NORTHEAST
209632 Spiers Raymond Active CENTRAL
200727 Soileau Kristen Active CENTRAL
225914 Smith Clare Active SOUTHEAST
215891 Slide Brock Active SOUTHEAST
215846 Sitter Toolie Active CENTRAL

List view grids are also found within the Notes and Forms tabs of both the Consumers
and Provider Records in iConnect. You can utilize the same sort function in those areas.
With this list view grid in the Notes section, you can sort information by Note Date, Note
By, Note Type, Description, Status, Date Completed, and Attachments. To sort the
information click within the header of the variable you want to sort by:



Diagnosis | Medications =~ Provider Documentation Contacts
Demographics | Divisions = Notes Forms = Appointments
Filters
Note Date ~ +
Search Reset
2 Consumers Notes record(s) returned - now viewing 1 through 2
Note Date » Note By Note Type Note Sub-Type Description Status Date Completed Attachment --
10/29/2024 worker_ 3 N T 4 ineg Yes
10/28/2024 worker_19496, Training Support Plan Documentation client IP documentations Pending Yes
First  Previous Records perpage| 15 | Next Last

With the list grid view in the Forms tab, you can sort forms by Form (name), Form ID,
Review, Review Date, Worker, Division, and Status. To sort the information, click within

the header of the variable you want to sort by.

Diagnosis =~ Medications = Provider Documentation Contacts
Demographics Divisions Notes = Forms  Appoinimenis
Filters
Form A +
Search Reset
2 Consumers Forms record(s) returned - now viewing 1 through 2
C Form Review Review Date v Worker Division E
Implementation Plan " - ing U Complete
Employment Stability Plan (ESP) As Needed 10/29/2024 worker_19496, Training APD Draft
First  Previous Recordsperpage 15 @ Next Last




July 1, 2025

FMMIS Provider Interface Updates in iConnect

The Florida Medicaid Management Information System (FMMIS) Provider Interface
exchanges provider-related data with iConnect so that both systems have up-to-date
and synchronized records for service delivery and billing. Some of the data elements
that are updated every night by the FMMIS Provider Interface are as follows:

Provider Name
Medicaid ID
Contact Address
Email

Mailing Address

Providers need to edit their information in EMMIS, since the FMMIS Provider Interface
will update the Provider’s information every night in iConnect. If edits are made directly
into iConnect, the FMMIS Provider Interface will override those edits nightly.

FMMIS Provider Interface Data Elements’ Location:

Provider Name, Medicaid ID, Contact Address, Email and Mailing Address are located
on the Providers tab of the Providers record.

MY DASHEOARD CONSUMERS PROVIDERS -"/

Provider - 19452 (19452)

Basic Information

Workers | Services | Provider ID Numbers = Beds  Linked Providers | Service Area

_-_"b Providers CAP = EVV Activities EVV Scheduling | Forms | Contracis Enroliments = Authorizations | Notes | Appointments Credentials

Provider Name Provider - 19452 Residential Monitor worker_19452, Training
DBA (if applicable)/Facility Name Licensing Specialist worker_19452, Training
Licensed Home licensed for capacity Area Behavior Analyst

Active Yes Licensed Home/ADT # of workers.

External Yes Licensed Facility

Exclude from Selection No Medicaid Provider ID 5678919452

QA Workstream Worker worker_19452, Training Provider EIN 12-3456789

Contact Information

Contact Name Agency Owner County Leaon

Street 123 Provider St. Phone (850)259-7788

Street 2 Extension

City TALLAHASSEE Fax Number

State FL email@email.com

Zip Code 32301 Website

Region NORTHWEST Cell Phone (753)222-3456

Mailing Street 123 Provider St. Mailing State FL

Mailing Street 2 Mailing Zip Code 32301

Mailing City TALLAHASSEE Mailing Phone (850)259-7788


https://sso.flmmis.com/adfs/ls/?wa=wsignin1.0&wtrealm=https%3A%2F%2Fhome.flmmis.com%2Fhome%2F&wctx=rm%3D0%26id%3Dpassive%26ru%3D%252Fhome%252F&wct=2025-05-20T12%3A37%3A10Z&whr=https%3A%2F%2Fsso.flmmis.com%2Fadfs%2Fls%2Fid

Medicaid ID can also be located on the Provider ID Numbers tab of the Providers
record. This is the data element that the interface matches on and is restricted to APD
staff to update.

MY DASHBOARD | CONSUMERS |  PROVIDERS ‘4—/

Provider - 19452 (19452) \

Workers | Services | ProviderIDNumbers  Beds | Linked Providers | Service Area

Providers | CAP | EVVAciivilies | EVV Scheduling | Forms = Confracls | Enrolimenis |~ Authorizations = Notes |~ Appoinimenis |~ Credentials

Filters-
Identifier v | +
Search  Resat

2 Providers Provider ID Numbers record(s) returned - now viewing 1 through 2

Division Identifier. Type Category Start Date End Date Active

APD 5678919452 MedicadlD__> 002019 Yes

APD 13452_Provi SenderlD 0110112019 Yes
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