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Overview 
Patient Profiles are created exclusively by Payers and sent to Providers via the Patient Placement 

process. Once accepted by the Provider, the system generates a Patient Profile where Providers can 

view and manage Patient details to include demographic information, Authorizations, scheduled Visits, 

and anything related to the Patient.  

 

This guide covers the Patient Placement process via the HHAeXchange (HHAX) application as well as the 

management of the Patient record in the system. Patient Management varies from case to case 

depending on the authorizing Payer. System functionality may vary based on the permissions allowed by 

a Payer. 

 

Please direct any questions, thoughts, or concerns regarding the content herein to HHAX Client Support. 

HHAX System Key Terms and Definitions 
The following provides basic definition of HHAX System key terms applicable throughout the document. 

Term Definition 

Patient 
Refers to the Member, Consumer, or Recipient. The Patient is the person receiving 

services. 

Caregiver 
Refers to the Aide, Homecare Aide, Homecare Worker, or Worker. The Caregiver is the 

person providing services. 

Provider Refers to the Agency or organization coordinating services. 

Payer 
Refers to the Managed Care Organization (MCO), Contract, or HHS. The Payer is the 

organization placing Patients with Providers.  

HHAX Acronym for HHAeXchange 

 

  

https://hhaexchange.com/supportrequest
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Patient Placement 
An individual who receives service, regardless of the type of service received (Skilled or Non-Skilled) is 

defined as a “Patient” in the HHAX system. Payers create a Patient Profile in their system and 

subsequently submit Patient cases to Providers via the HHAeXchange (HHAX) system.  

 

The following diagram illustrates the Patient Placement workflow once a Payer issues a Placement to a 

Provider. 
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New Placements 
New Patient cases are presented by Payers as Placements in HHAX. There are two types of Patient 

Placements, as follows: 

• Confirmed Placements is issued directly from a Payer to a specific Provider (without the 

Provider having to accept).  

• With Pending Placements, Providers are free to review the Placement information (such as the 

Patient’s service and scheduling requirements) before ultimately deciding whether to accept or 

deny it. When a Placement is accepted. The system generates a new profile in the Provider 

system based on the information created by the Payer.  

 

Placement Notifications 
Placements issued by a Payer appear under the Pending Placements section on the Provider’s Home 

module (as seen in the following image). Users with access to the Pending Placements section on the 

Home module may review and accept the Placement. 

 
Home – Link Communication: Pending Placement 

Alternatively, an automated email notification for new Placements may be set up with Administrative 

permissions. The Placement email is for notification purposes only as a new Placement can only be 

accepted by a user who is logged into the system. Refer to the Automated Placement Notification 

section for setup instructions. 
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Accepting New Placements 
A new Placement contains essential information (such as General Patient Info, Special Requests, and 

Authorizations) for Providers to review a Patient’s case and scheduling requirements before deciding to 

accept or deny it. 

 

Complete the following steps to review and accept or deny a new Pending Placement. 

Step Action 

1 

Navigate to the Pending Placement section on the Home Module. 

 
2 Click on the Admission ID (link) of the Placement. 

3 

The Placement window opens displaying the Patient Info page providing detailed information such 

as Demographics, Scheduling Preferences and Authorizations. Review the case and scroll to the 

bottom to proceed. 

 
Placement Window 

Note: Some information is “view only” and some fields are masked until after the Patient is accepted. 

4 Assign the Placement to a Coordinator.  

5 

The following buttons perform specific actions. Click the desired action to proceed. 

• Accept – Accept the Placement and generate a Patient Profile. 

• Request More Time – Request more time from the Payer to review the case before 

proceeding. 



The Provider Portal 
 

 

Patient Placement and Management Process Guide Page | 5 Provider User Guide 
New Placements  Proprietary & Confidential 

Step Action 
• Deny – To deny the Placement. 

 
Accept, Request More Time, or Deny Placement 

6 

Once a Placement has been accepted or denied, it is cleared from the Pending Placement section. 

 

7 

When a Placement is accepted, a new Active Patient Profile is generated. 

 
 

Note: Every Placement has a Cut Off Time (deadline) when the system removes the case from the Provider’s 

system. When a case is approaching the Cut Off Time, the Request Sent At column (in the Pending Placements 

section of the Home module) displays the value in red. Cut Off Times may vary from Payer to Payer. 

 

 
Case Nearing Cut Off Time 
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The Pending Placement Queue 
The Pending Placement Queue (Action > Pending Placement Queue) page serves as a dashboard where 

placement activity is tracked. The queue is comprised of four placement categories/sections based on 

the action taken by the Provider, as described in the following table. 

Placement Queue 

Section 
Indicates Placements that… 

Pending are currently in the Pending Placement section of the Home module. 

Staffed with Temp 

Caregiver 
have been accepted and scheduled with a Temp Caregiver. 

Staffed have been accepted and staffed with a named Caregiver. 

Accepted with No 

Masterweek 

have been accepted. Patients who are assigned by Payer as a “Confirmed” 

Placement appear here; easily identified as Confirmed Placements in the 

system. 

 

 
Patient Placement Queue 

  



The Provider Portal 
 

 

Patient Placement and Management Process Guide Page | 7 Provider User Guide 
New Placements  Proprietary & Confidential 

Automated Placement Notification 
Complete the following steps to enable automated notifications. 

Note: Must have Admin permissions to enable notifications. 

Step Action 
1 Navigate to Admin > Office Setup > Search Office to locate the applicable Office. 

2 

On the Edit Office page, scroll to the Automatic Email section (at the bottom of the page). Locate 

the Request for New Placement email notification and click the Edit link.  

 
Automatic Email set up – New Placement Notification 

3 

The Request for New Placement window opens (as seen in the image below). Complete as 

follows: 

1. Enter the intended recipients’ email addresses (separating each by comma and space). The 

Email checkbox is selected by default. 

2. Select the Patient Coordinator and/or Roles checkbox if the notification also applies to the 

Patient’s Coordinator and/or all users in a specific Role.  

3. The Active checkbox is selected by default. 

4. Click the Save button. 

 
Request for New Placement – Automatic Email 

4 
The system automatically generates a Placement Notification email (pictured to the right) each 

time a new Placement is sent. 



The Provider Portal 
 

 

Patient Placement and Management Process Guide Page | 8 Provider User Guide 
New Placements  Proprietary & Confidential 

Step Action 

 
Automated Placement Email 
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The Patient Profile 
A new, Active, Patient Profile is generated for each accepted or confirmed Placement. The Patient 

Profile is used to manage Patient information and scheduling.  

 

This section provides a high-level review of the pages in the Patient Profile, accessible using the Index 

(left navigation, pictured on the right). Note that the extent to which users may review and edit 

information on the Patient Profile depends on the authorizing Payer. 

 

The General Page 
The General page contains basic information concerning the Patient’s homecare service requirements as 

well as the Patient’s Notes (as pictured in the image). The Notes functionality is located at the bottom of 

this page. Refer to the Communications Process Guide for further information and instructions. 

 
Patient General Page 

https://hhaxsupport.s3.amazonaws.com/SupportDocs/PROE+Docs/Process+Guides/Provider+Process+Guide+-+Communications.pdf
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Payer Admission ID becomes Alt Patient ID 

The Admission ID (the Payer’s original at the time of placement) becomes the Alt Patient ID upon 

Patient Placement. In turn, the system creates a new Admission ID (specific to the Provider) and the Alt 

Patient ID is stored for tracking purposes. 

The Contracts Page 
The Contracts page contains contract information to include the Contract Status History per contract (as 

pictured in the image).  

 
Patient Contracts Page 

 

The Profile Page 
The Profile page contains the Patient’s Demographics, Address, Phone Number Information, Emergency 

Contact Information, Emergency Preparedness, and Physician information. To edit information on this 

page, click the Edit button at the bottom of the page.  

 
Patient Profile Page 
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In Edit mode, most fields are editable and Providers can add multiple Patient addresses. Click the Save 

button to ensure any updates are registered by the system. Any changes/updates are NOT synced back 

to the Payer platform (self-contained within the Provider Portal platform). 

 

Patients placed with multiple Providers have their own profile per Provider; no information (including 

addresses) is shared between Providers. 

 
Edit Patient Profile 

Note: It is recommended that the Primary (Billing) address coming from the Payer not be changed to prevent 

billing/claims issues. Providers can add and track multiple alternative addresses for EVV and operational purposes. 

To add or edit a Patient Address, refer to the Managing Member Addresses Job Aid. 

The Authorization Page 
The Authorization page maintains a record of all active and inactive Authorizations for the Patient. 

Further information concerning Authorizations is found in the Scheduling Visits Process Guide and the 

Authorizations Job Aid.  

 
Patient Authorization Page 

  

https://hhaxsupport.s3.amazonaws.com/SupportDocs/PROE+Docs/Job+Aids/Provider+Job+Aid+-+Managing+Member+Addresses.pdf
https://hhaxsupport.s3.amazonaws.com/SupportDocs/ENTF/Process+Guides/ENTF+Process+Guide+-+Scheduling+Visits.pdf
https://hhaxsupport.s3.amazonaws.com/SupportDocs/Enterprise/Job+Aids/Enterprise+Job+Aid+-+Authorizations.pdf
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The Special Requests Page 
The Special Requests page is optional and indicates Patient preferences used for scheduling such as 

Preferred (Caregiver) Gender, the Patient’s Primary Language, and custom values setup by the Payer. 

Providers may review these preferences when scheduling a Caregiver. 

 
The Special Requests Page 

The Master Week Page 
A Master Week is a reoccurring weekly schedule. This page allows Providers to create a reoccurring 

schedule for the Patient. Refer to the Scheduling Visits Process Guide for further information on this 

functionality. 

 
The Master Week Page 

  

https://hhaxsupport.s3.amazonaws.com/SupportDocs/ENTF/Process+Guides/ENTF+Process+Guide+-+Scheduling+Visits.pdf
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The Calendar Page 
A Patient’s schedule is managed in the Calendar page. This page also displays the Patient’s last 3 

Authorizations. Refer to the Scheduling Visits Process Guide for further information on the Calendar 

page. 

 
Patient Calendar Page 

The Visits Page 
The Visits page is used to review a Patient’s scheduled and confirmed Visits. Providers can search for 

visits based on a specified date range, or by billing status. Visits can also be deleted from this page. For 

further information on the Visits page refer to the Scheduling Visits Process Guide. 

 
Patient Visits Page 

The POC Page 
A Patient’s Plan of Care (POC) is created and managed on the POC page. Multiple POCs can be entered, 

as required. Refer to the Scheduling Visits Process Guide for further information. 

https://hhaxsupport.s3.amazonaws.com/SupportDocs/ENTF/Process+Guides/ENTF+Process+Guide+-+Scheduling+Visits.pdf
https://hhaxsupport.s3.amazonaws.com/SupportDocs/ENTF/Process+Guides/ENTF+Process+Guide+-+Scheduling+Visits.pdf
https://hhaxsupport.s3.amazonaws.com/SupportDocs/ENTF/Process+Guides/ENTF+Process+Guide+-+Scheduling+Visits.pdf
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Patient POC Page 

The Others Page 
This page is used for Custom Fields, if/as necessary. 
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Patient Status 
The Patient Status specifies the state of a Patient’s case from the moment a Patient Profile is created to 

the moment when the Patient is discharged. Patient Status is governed by the Payer to immediately 

restrict or reinstate a Provider’s ability to schedule and bill services for a specific Patient. 

 

This section covers each status and how status is designated accordingly. The Patient Status is shown on 

the Patient Info section in Green (as indicated in the images and descriptions below). 

 
Patient Info Section 

The following table provides the Patient Status and a description of each status.  
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Status Description 

Active 

The Active Status signifies that a Patient is ready to receive service. Providers may 

actively schedule and bill for Patient with an Active Status. 

 

Hold 

When a Patient is placed on Hold, the system restricts the account, and the Provider 

cannot schedule visits from that moment forward. Additionally, any scheduled services 

that fall beyond the date in which the Patient is placed on Hold is deleted. If the Patient 

has an active Master Week, then the system stops it from rolling over. A Hold status may 

be updated to Active once Patient services resume.  

 

Hospitalized 

The Hospitalized Status means that the Patient is in the hospital. Updating a Patient’s 

Status to Hospitalized automatically discharges them from the Provider; therefore, the 

Provider may no longer service them. 

Discharged 

The Discharged Status indicates that the Patient will no longer be receiving service from 

the Provider. Once discharged, the Patient’s Profile is not deleted but instead is kept on 

record. In turn, the Payer may send the Patient as a new Placement elsewhere. In this 

case, the system reactivates the existing Profile instead of creating a new one. 
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