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Section 1 ï Introduction 
 
The South Carolina Division of Community Long Term Care (CLTC) has developed 
Userôs Manuals to provide instruction and reference for providers who use Care Call.  
These manuals are available from the link labeled Care Call Manuals on the Care Call 
website at https://scc.govconnect.com.  These manuals, coupled with training provided 
by CLTC and careful attention to both the instructions on the Interactive Voice Response 
System (IVRS) and each web screen, enable providers to perform Care Callôs routine 
functions. 
 
If questions remain after review of the Userôs Manual, contact CLTC via email at 
carecall@scdhhs.gov or by phone at 803-898-2590.   

1.1 Background 

 
The Care Call system is an automated system used for service documentation, service 
monitoring, web-based reporting, and billing to MMIS. For documentation of personal 
care and other services provided in a participantôs home, workers call a toll free number 
upon starting and ending services.   In all cases, services documented are compared 
with the prior authorization to determine if the service was provided appropriately.   

For monitoring of service delivery and reporting, real time reports allow providers and 
case managers to monitor participants more closely to ensure receipt of services.  On a 
weekly basis, Care Call generates electronic billing to MMIS for services provided.  Only 
authorized services and the total units provided (up to the maximum authorization) are 
submitted to MMIS for payment.  This billing ensures accuracy of claim processing.  

1.2 How does Care Call Work? 

 

Care Call is based on simple principles.   

1. The worker goes to the home of the client to provide a service that has been prior 
authorized.   

2. The worker uses the clientôs touch-tone phone to call the toll-free Care Call 
number.  

3. Using caller ID technology, Care Call identifies the client and the services 
authorized for that client.  The Interactive Voice Response (IVR) system prompts 
the worker to enter his Worker ID number and verify the service he is there to 
provide. 

4. The system advises the worker that he or she is ñchecked inò.   

5. When the worker completes the service, the worker calls the same toll-free 
number and ñchecks outò.   

6. From that telephone interaction, Care Call generates a claim that is submitted 
electronically to MMIS for processing.  

7. Claims are submitted for processing weekly on Sunday.  Payment is made 
directly to the Provider. 

https://scc.govconnect.com/web/Welcome
mailto:carecall@scdhhs.gov
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8. The provider uses the web to run reports that monitor services being provided, 
claims submission and payment by MMIS. 

1.3 New or Improved Features in 2008 

 

Each of these new or improved features is discussed in detail in this manual. 

Á Provider section for providers to enter address, phone number, fax number, and 
e-mail address.  

Á Claims resolution will be done via the web by the provider entering the required 
information regarding an incorrect/incomplete claim.  CLTC staff will review and 
resolve and the provider will be able to review the outcome of each claim 
resolution. 

Á Missed visit documentation will be done via the web by the providers.   

Á Worker information will be managed via the web.  Using Care Call, providers will 
register (add) a new worker, edit worker services, terminate a worker and view a 
workerôs strikes. 

Á Existing reports for providers have been improved and several new reports 
added to assist in managing claims, authorizations and workers. 
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Section 2 ï Using the Care Call Website 

2.1 Getting Started 

 
To use the Care Call Website, the provider needs  

1. Access to the Internet  
2. For first time users, their Provider ID, password, and FEIN 
3. For repeat users, their Provider ID and password 

 
The Care Call website is https://scc.govconnect.com.   
 
The Welcome screen below is the first Care Call screen.  The first time the provider uses 
the website, you must enter your Provider ID in the Provider Log In section under ñI am a 
new user (I need a password)ò.  Press Create Password. 
 

 
 
 
 
 
 

https://scc.govconnect.com/web/Welcome
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The next screen requires you to enter your CLTC assigned password, Federal Tax ID 
number, and a new password and then click Continue.   
 

 
 
(If you do not know your CLTC assigned password, contact Community Long Term Care 
at 803-898-2590.)   
 
The next screen indicates that you have successfully created a new password and can 
now use the website.  Pressing Continue takes you to the Main Menu. 
 

 
 
Please make a note of your password and save it in a safe place.  If you lose your 
password, you must call FDGS Client Services at 1-800-747-1374; press 2 for Client 
Services. 
 
You will only need to set up your agency as a user one time.  In the future, you will enter 
your ID and password from the Welcome Screen under Provider Log In to access your 
Care Call information.  A provider user can only see information specific to the clients 
assigned to that provider. 
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2.2 Maintaining Your Provider Information 

 

On the lower left side of the Main Menu is your Provider Information.   

 

It is the place to record the contact information for your agency.  The first time you sign 
on to the website after April 22, 2008, it will be prepopulated with the information Care 
Call has in its database for your agency or provider group.  Please check the information 
to assure that it is complete and current.   

This information will be used by CLTC to quickly communicate with you and give you 
information of importance to your agency.  Examples include problems with the Care 
Call IVR System, changes in payment dates and other programmatic information.  
Please be sure that you keep your contact information updated so you can receive this 
information quickly. 

To add or change any of the information, click on the Edit button.  Care Call will allow 
you to edit each field except the Name field.  When you have finished, click on Save and 
your provider information will be updated on the Menu Screen. 

2.3 Adding Other Users from Your Agency 

 
Many people within an agency can use the website.  You can create other users at any 
time from the Main Menu by selecting Add/Edit/Delete Users. 
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You will see the following screen: 
 

 
 
This screen lists each person at your agency who is able to use Care Call via the web 
and a blank line for you to add another by entering his name and password. 
 
Considerations with this screen: 

 Checking Admin allows the worker to create other users, do claims 
resolution, missed visit documentation, manage workers and run reports.  It is 
important to remember that when you give a worker administrative rights, that 
worker can update the information for all other workers in your agency.  Only 
give these rights to workers in your agency who need them. 



Revised April 21, 2008  9 

 If the worker only needs to run reports, do not check Admin. 

 When a worker no longer needs access to Care Call, use this screen to 
terminate their password and Care Call access.  If the user leaves your 
agency, they will still have access to your information unless you terminate 
their password. 

 
Click Continue to view the changes you have made to web users.  Then, on this screen, 
click Accept to save your changes. 
 

 
 
When training your agencyôs users, please assure that they understand what functions 
they are authorized to perform on the web and that their status (admin or not) 
determines the screens that are displayed when they log in to Care Call. 
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 Section 3 ï Managing Workers 
 
Providers must use the web to edit services for existing workers, add new workers and 
terminate existing workers.  They may also view a workerôs strikes. 
 
To use the Care Call Website, the provider needs  

1. Access to the Internet,  
2. Their Provider ID and password 
3. Information on their worker(s) 

 
The Care Call website is https://scc.govconnect.com.   
 
On the Welcome page, complete your provider log in: 
 

 
 
 
When you log in, you are automatically taken to the Main Menu, click on Worker 
Registration/Termination. 
 

https://scc.govconnect.com/web/Welcome
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3.1 Existing Workers 

 
From the Main Menu, the user will first access the Provider Worker Edit screen seen 
below: 
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When first viewed, all the providerôs workers will be sorted by Worker ID.  You can use 
the arrows by the workerôs last name to change this so that workers are listed 
alphabetically rather than by Worker ID. 
 
Highlighting a worker line displays that workerôs information on the bottom of the screen 
for editing.  The provider can edit the workerôs services, termination date and 
check/uncheck the Nurse Supervisor box.  To save your changes, select another worker 
to edit or click Continue. You will be given an opportunity to verify and confirm your 
changes before completion. 
 
Note:  If the worker changes his/her name, the provider must contact the CLTC office to 
have that change made in Care Call. 

3.2 Rehiring a Worker 

 
Highlight the worker line that will cause the workerôs information to be displayed on the 
bottom of the screen.  Delete the workerôs termination date and save your changes.  You 
will see that the worker is now active again. 
 
Rehired workers will not have the 30-day grace period for strikes given to new workers.  
Any existing strikes that are still current will still apply.   
 
The workerôs gap in service will not be recorded in Care Call.  This must be documented 
in your agencyôs records.  

3.3 Adding a Worker 

 
If you want to add a new worker, click on the Add Worker button at the bottom of the 
Provider Worker Edit screen above and the Add a New Worker screen below appears: 
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If the Provider ID logged in is not a Group Provider ID, the Worker ID field will pre-
populate with the first four digits of the Worker ID. Complete at least the fields with an 
asterisk for any new worker.  Clicking on Continue saves the worker information added.  
By clicking on Add, you can add as many workers as you wish before clicking on 
Continue to save them all.  You will be given an opportunity to verify and confirm your 
additions before completion.  
 
All new workers have a 30-day grace period for strikes.  That grace period begins the 
day the worker is registered and Care Call registration is effective immediately.  
Therefore, it is best that you not register the worker in Care Call until he/she has a client 
and is ready to perform services. 

3.4 Verify and Save Worker Information Changes 

 
As noted above, clicking the Continue button after adding or editing worker information 
brings you to the Verification page.  The page shows worker additions and highlights 
information changes in red for you to review.  If there is an issue with the changes, click 
Cancel to go to the previous screen and continue editing.  If you are done, click Submit 
to save the information into Care Call. 
 

 
 
Once the information is successfully saved to Care Call, you will see the Confirmation 
screen: 
 

 
 
This screen can be printed to keep a record of all changes and new additions.  
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3.5 View Worker Strikes 

 
If you want to view the strikes for a worker, highlight the line with the workerôs name and 
click on the Strikes Against Worker button on the Provider Worker Edit screen: 
 

 
 
You will then see a screen that reflects the strikes for the worker selected. 
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Section 4 ï Entering Claims Using the IVRS  
 

CLTC has available to providers an IVRS training phone line and a DVD or video 
cassette to be used with it when training new workers.  Workers must use a touch-tone 
phone when training. 

4.1 Care Call IVRS Training Line 

 

  The telephone number is 866-388-2371 

  For all scenarios listed below, the first four digits of the worker ID is the last four 
digits of the Medicaid provider ID 

  The last four digits of the worker ID determine the scenario that will be played 
back by the IVR.   

  For every scenario the aideôs name will be Jane Ready 

  Worker ID scenarios are listed below ï Enter the last four digits of the Medicaid 
provider ID and the scenario number listed below for the specific scenario.  For example:  
If your Medicaid provider ID is EX0965, to get the first scenario listed below enter the 
worker ID as 09651111.  

   1111 One client (Mary Brown) in the home with Personal Care 2 service 

   2222 Two clients (Joe Brown and Mary Brown) in the home with Personal Care 
2 services 

  3333 One client (John Smith) in the home with Attendant and Companion 
services ï This scenario will be used by the CLTC office staff.  

  4444 Two clients in the home (Mary Brown and Joe Brown) with two services 
each Personal Care 1 and Personal Care 2  

  5555 More than 3 clients in the home -   The seven digit CLTC number must be 
entered.  The CLTC number is the last four digits of the provider ID and the number next 
to each client below.  For example:  If your Medicaid provider ID is EX0965, enter the 
worker ID as 09655555.  When asked to enter the CLTC number, enter 0965123 to get 
the first client listed below. 

 

Number Client Service(s) 

123 Mary Brown Personal Care 2 

223 Joe Brown Personal Care 2 
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323 Mary Brown Personal Care 2 

423 John Smith Attendant & Companion 

523 Mary Brown Personal Care 1 & 2 

623 Joe Brown Personal Care 1 & 2 

723 Sally Murphy Personal Care 2 

823 Sally Murphy Personal Care 2 

 

  6666 Terminated worker ID - Because the worker ID is terminated, the message 
will be to call your supervisor or local CLTC office.   

  7777 Unrecognized telephone number -   Because the telephone number is 
unrecognized, the CLTC number will have to be entered.  The CLTC number is the last 
four digits of the Medicaid provider ID and the number next to each client below.  For 
example:  If your Medicaid provider ID is EX0965, enter the worker ID as 09657777.  
When asked to enter the CLTC number, enter 0965123 to get the first client listed below. 

 

Number Client Service(s) 

123 Mary Brown Personal Care 2 

223 Joe Brown Personal Care 2 

323 Mary Brown Personal Care 2 

423 John Smith Attendant & Companion 

523 Mary Brown Personal Care 1 & 2 

623 Joe Brown Personal Care 1 & 2 

723 Sally Murphy Personal Care 2 

823 Sally Murphy Personal Care 2 

   1234 Unrecognized worker ID ï Because the worker ID is unrecognized, only the 
provider name will be played.  The IVR will not call out a worker name.  The client will be 
Susan Jones with Personal Care 1 and Personal Care 2 services 

4.2 IVRS Training Materials 

 

A training DVD or videocassette, key chains and wallet cards can be obtained by 
contacting  the CLTC Regional Office   

4.3 Worker Instructions 

 

The last three pages of this manual are IVRS instructions for workers (including a 
sample script) that can be copied and given to new workers for use until familiar with the 
Care Call system. 
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Section 5 ï Claims Resolution 
 
Providers must use the web to resolve issues with pending claims or to add claims as 
allowed by CLTC policy.  The claims resolution process is only for claims being 
submitted to MMIS for payment.  A provider can only submit a resolution to edit a 
specific existing claim to CLTC for review ONE time.  Providers should check the claim 
information carefully before submitting resolutions to complete any changes or edits to 
each claim since the resolution for any claim can only be submitted one time. 
 
Claims resolution can be done for dates of service back one calendar year.  However, to 
be timely, the claim must be for a date of service ten days or less from the date the claim 
appeared or should have appeared on the Preliminary Invoice Report. 
 
To use the Care Call Website, the provider needs  

1. Access to the Internet,  
2. Their Provider ID and password 
3. Information on pending/missing claims 

 
The Care Call website is https://scc.govconnect.com. 
 
On the Welcome page, complete your provider log in: 
 

 
 

https://scc.govconnect.com/web/Welcome
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When you log in, you are automatically taken to the Main Menu, click on Submit 
Resolutions and Old Claims. 
 

 
 

6.1 Resolving an Existing Claim 

 
From the Main Menu, the user will first access the Resolution Search screen seen 
below: 
 

 
 
 




































