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New Conflict 
Management Tools
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This session provides a practical overview of Conflict Management in HHAeXchange, focusing on how 

providers should identify, review, and resolve visit conflicts to support billing accuracy and compliance. It 
highlights how scheduling practices, EVV data accuracy, and timely conflict resolution impact claim 

readiness and payer expectations. The training emphasizes consistency, proactive review, and effective 

communication to ensure providers are prepared to manage conflicts as part of their daily workflow.

Who should attend this training?

Coordinators, administrators, supervisors, and staff responsible for scheduling, EVV review, billing 

preparation, and operational oversight.

Overview
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Objectives 

• Understand what conflict management is and why it 

matters now.

• Identify key conflict types that require action.

• Navigate the Conflict Management Dashboard.

• Follow the correct workflow to resolve top 4 conflicts.

• Apply best practices to stay compliant and avoid billing 

issues.
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o Housekeeping

o Conflict Types and Dashboard Overview

o Resolving Conflicts

o Best Practices

o Upcoming Enhancements

o Key Takeaways & Resources

o Questions?



Housekeeping
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6 Elements of a Cures Compliant Visit

The 21st Century 
Cures Act 

requires that the 
EVV system 

verifies this visit 
information.

Who Who What Where When When
Patient Caregiver Type of 

Service
Location 

of Service
Date of 
Service

Time of 
Service
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• Conflict Management is being actively 
enforced by some payers.

• Providers are expected to review and resolve 
conflicts prior to billing.

• This is now part of compliance and payment 
readiness.

Why This Matters Now
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What’s Changed Recently?
• Removed and turned off In-Service conflicts.

• Improved logic for more accurate Time Distance conflict identification.

• Enhancements based on your feedback.
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Understanding Conflicts and What to Focus On

A conflict occurs when a caregiver appears to be scheduled for two visits at the same 
time, when visit confirmations have overlap, or when travel time between visits is unrealistic.

Example: A caregiver is scheduled for two visits at the same time by two different agencies. 

Focus on:

• Identifying the cause of the Conflict

• Catching the Conflict at the earliest stage of Visit life cycle - scheduling

• Correcting Conflicts before Billing 
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Comparison Chart
Conflict ManagementConflict ReportFeatures

Conflict Status 

Advanced Filter Options 
(statuses, types)

Snapshot of Issues

Drillable Views

Details Conflict Results

Mapped Time Distance

Communication Options

Conflicts from EDI-only 
providers

Note: Use the Export option for an in-between option.



Conflict Types & 
Dashboard Overview
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1. Navigate to Admin > User 
Management > Edit Roles. 

2. Select Action in the Section field, 
Role name, and click View.

3. Select checkbox next to Conflict 
Management Dashboard, click 
Save.

How to Enable Conflict Management Dashboard
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Conflict Types

Overlapping Visits

• Schedule Overlap
• Exact Overlaps
• Visit Overlap
• Schedule and Visit Overlap

Time-Distance

• Traveling from one visit to the 
next in an unreasonable time.
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Conflict Report
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Conflict Management Dashboard
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Conflict Management 



Resolving Conflicts
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Time Overlap: Schedule Overlap

Scenario: On Friday, your coordinator reviews Conflict Management for the following week and notices that a 

caregiver has a schedule overlap for one of their shifts.

When?

When is the 
schedule 
overlap? 

Who?

Who is the 
conflicting 

agency?

What?

What data do 
you have?



© 2026 HHAeXchange 23

Time Overlap: Schedule Overlap Facts



© 2026 HHAeXchange 24

Time Overlap: Schedule Overlap Resolution
Compare both schedule records and confirm which schedule needs to be corrected.

What you identified:

• Your agency: 8:00 AM – 8:00 PM. 
• Conflicting agency: 10:00 AM – 7:00 

PM
• Overlap: 10:00 AM – 7:00 PM

What to do next:

Confirm
• Contact the caregiver to verify the 

overlap is accurate.
Correct
• If the schedule is incorrect, the 

appropriate agency should revise it.
Resolve
• Determine whether one or both 

schedules need to be edited.
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Conflict Details
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Time Overlap: Visit Overlap

Scenario: A caregiver appears to have been in two places at once. One visit was confirmed through EVV, and 

the other was entered manually using a timesheet.

How much?

What is the overlap 
amount? 

Who?

Who is the 
conflicting 

agency?

What?

What data do 
you have?
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Time Overlap: Visit Overlap
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Time Overlap: Visit Overlap Resolution
Review the visit records and determine whether the overlap reflects accurate visit activity or a record that needs correction.

What you identified:

• Your agency schedule: 1:00 PM – 4:00 
PM. 

• EVV confirmed time: 1:18 PM – 4:30 PM
• Conflicting agency entry: Manual visit 

created from a timesheet
• Conflicting visit time: 9:30 AM -1:20 PM
• Overlap: 1:18 PM – 1:20 PM (2 minutes)

What to do next:

Confirm
• Contact the caregiver to verify the visit 

information is accurate.
Correct
• If either record is incorrect, the 

appropriate agency should revise it.
Resolve
• Based on the confirmed data, the 

conflicting agency should adjust the 
visit by 5 minutes to 9:15 AM – 1:15 
PM.
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Time Overlap: Billed Visits

Scenario: A biller reviews the Conflict Management Dashboard and finds a visit billed by your agency as well 

as a visit billed by a conflicting agency.

How?

How were the visits 
confirmed? EVV or 

manual?

Who?

Who is the 
conflicting 

agency?

What?

What data do 
you have?
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Time Overlap: Billed Visits
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Time Overlap: Billed Visits
Because both visits were billed, determine which records need correction before any edits can be made.

What you identified:

• Your agency schedule: 9:00 AM – 5:00 
PM. 

• EVV confirmed time: 9:01 AM – 5:00 PM
• Conflicting agency schedule: 8:00 AM –

9:00 PM
• Conflicting confirmed time: 8:00 AM -

9:00 PM
• Overlap: 9:01 AM – 5:00 PM

What to do next:

Confirm
• Contact the caregiver to verify the visit 

information is accurate.
Correct
• If either record is incorrect, the 

appropriate agency should revise it.
Resolve
• Determine whether one or both 

schedules need to be edited or deleted. 
• Because the visits were billed, they 

must first be unbilled before changes 
can be made.
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Time Overlap: Time-Distance

Scenario: A coordinator reviews the Conflict Management Dashboard and finds that a caregiver did not have 

enough time to travel between your agency’s visit and the conflicting agency’s visit based on the confirmed times.

How?

How were the visits 
confirmed? EVV or 

manual?

Who?

Who is the 
conflicting 

agency?

What?

What data do 
you have?



© 2026 HHAeXchange 33

Time Overlap: Time-Distance



© 2026 HHAeXchange 34

Time Overlap: Schedule Overlap Resolution
Compare the confirmed visit times against the calculated travel time before determining whether the conflict can be resolved.

What you identified:

• Your agency schedule: 11:00 PM – 9:00 
AM. 

• Your agency confirmation: 11:00 PM –
9:00 AM, with no EVV

• Conflicting agency schedule: 10:00 AM –
10:00 PM

• Conflicting agency EVV confirmation: 
10:04 AM in call, with no out-call

• Calculated travel time: 74 minutes
• Actual time between visits: 64 minutes

What to do next:

Confirm
• Contact the caregiver to verify the visit 

information is accurate.
Correct
• If either record is incorrect, the 

appropriate agency should revise it.
Resolve
• Ask the caregiver to use the mobile app 

when possible. 
• If both visits had valid in/out calls, you 

may confirm that caregiver completed 
travel in less than calculated time.

• Add a note and mark conflict as No 
Resolution, if appropriate.
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Mobile App Demo 



© 2026 HHAeXchange 36

When to Use No Resolution 
Use No Resolution when the conflict has been reviewed, documented, and does not require a record correction.

When to Use No Resolution:

• Unresponsive conflicting organization
• False-positive conflict
• Conflicting agency disengaged from 

the process
• No data to support an edit or deletion
• Conflict reviewed with no correction 

needed

Before selecting No Resolution:

• Review available data
• Attempt follow-up when 

appropriate
• Document the outcome clearly



Best Practices
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Best Practices

• Check the Conflict Management screen daily, or at minimum weekly. Do not let conflicts 
accumulate — they delay billing and become harder to resolve.

• Approach conflicts by type (overlap, time-distance) to stay organized and work through 
them efficiently.

• Get coordinators involved early. Scheduling decisions made upfront prevent conflicts from 
appearing in the first place.

• Use the mobile app and export feature. The mobile app supports caregivers in accurate EVV 
capture. Export bridges data from the conflict report into your workflow.



Upcoming Product 
Enhancements
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Conflict Management from here
Simplify the user experience > Expand role-based permissions > Enhanced Features 



Key Takeaways & 
Resources
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Key Takeaways

• Apply Filters on the Conflict Management Screen.

• Review conflict details to see the full picture.

• Contact the caregiver or conflicting agency to verify which visit data is 
accurate.

• Make corrections and update status.

• Mark as 'No Resolution' if needed.
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Resources

Knowledge Base: Conflict Management Dashboard

Upcoming Training Opportunities: Customer Training Events: Elevate Your Skills | 
HHAeXchange

Conflict Management Made Easy Webinars:

5/14 @ 2 PM ET 6/3 @ 2 PM ET
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Questions?
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Thank you!


