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Attendant Utilization
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▪ Attendants do not have access to the AuthentiCare web portal

▪ EORs or Support Brokers must add Attendant device information 
to AuthentiCare

Interactive 
Voice 
Response 
(IVR)

AuthentiCare Mobile 

Attendant Overview

Attendants provide services to Members, and use one of two 
approved methods to check in when service delivery begins, and 
check out when service delivery ends
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Adding Attendant Information for Mobile and IVR

48

1. Search for Attendant from 
Entities section on Homepage

2. From the Entity Search 
Results page select the 
Attendant whose profile 
you will edit by clicking the 
ID

Before an Attendant can use AuthentiCare to check-in and check-out, their EOR or 
Support Broker must update the Attendant’s profile with their mobile device ID 
using the web portal. They will also need to ensure the correct language is set for 
IVR use.
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Adding Attendant Information for Mobile and IVR

49

Verify that the language is correct; this determines 
the language the Attendant will hear in the IVR
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Adding Attendant Information for Mobile and IVR

50

• Mobile settings default to the selections that 
allow the attendant to utilize the application. Do 
not change these.

• Enter a temporary password
• Check the Worker Must Change Password box
• Enter the Attendant’s mobile phone number
• Copy/paste the Device ID the Attendant provided
• Click Save

• After saving, the 
Attendant’s profile 
updates immediately

• You may now send 
the Attendant the 
mobile setup code, 
worker ID and 
password
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Verifying Member Setup

• For the mobile application to confirm location, the correct address must be listed on 
the Client Entity Settings page. 

• For the IVR system to confirm that the Attendant is calling from the correct landline, 
the Client Entity Settings page must have the home phone number listed. 

Complete a search for the Member from the 
AuthentiCare NMCC homepage. 
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Mobile Application Demonstration
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Checking In
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Checking Out
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Key Items to Remember for Mobile

For the SB/EOR

• The Device ID entered in the 
AuthentiCare portal must 
match the phone

• Must retrieve Attendant’s 
Device ID from the Attendant 
and add it to Attendant profile

• GPS is only active at check-in 
and check-out

For the Attendant

• Device ID is located within 
AuthentiCare mobile app 
settings

• One check-in/out per service

• Ability to reset their passwords

• When looking up Members, 
always select the one that shows 
the Member’s address

• Only SDCB services will show for 
SDCB Attendants

• Remember to enter activity 
codes for applicable services

• Check-in/out methods are 
interchangeable

• Step-by-step handout available
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Interactive Voice Response (IVR)

1. Dial the 800 number and enter the Attendant ID 
after the greeting

2. Press 1 for check-in
3. Enter the Member ID
4. Verify the Member’s name by pressing 1 if what 

the IVR stated is correct, or 2 if it is not
5. Listen for the service that needs to be provided 

and press the prompt associated with that 
service

6. The IVR will recite the details which were 
selected. Listen and verify that if it is correct by 
selecting the appropriate prompts

7. The IVR will state the time of the successful 
check-in

Overview of How an 
Attendant Checks In
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Interactive Voice Response (IVR)

1. Dial the 800 number and enter the Attendant ID 
after the greeting

2. Press 2 for check-out
3. Enter the Member ID
4. Verify the Member’s name by pressing 1 if what 

the IVR stated is correct, or 2 if it is not
5. The IVR will recite the details which were 

selected during check-in and this check-out.
6. Listen and verify that if it is correct by selecting 

the appropriate prompts
7. The IVR will state the time of the successful 

check-out

Overview of How an 
Attendant Checks Out
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Key Items to Remember for IVR

For the SB/EOR

• The matching of phone 
numbers is based on the 
landline number on the 
Client Entity Settings page

• If Attendant calls from an 
unauthorized phone number, 
the check-in cannot be 
completed

For the Attendants

• One check-in/out per service

• IVR can be used as the check-
in/out method only from a phone 
number on the member’s profile

• Only SDCB services will play for 
SDCB Attendants

• Remember to enter activity 
codes for applicable services

• The check-in/out methods are 
interchangeable

• Step-by-step handout available
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Recap of Methods to Generate Timesheets
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Method Equipment User

IVR Member’s home phone landline or cell 
phone

Caregiver

Mobile App Caregiver’s cell phone or tablet Caregiver

Manual Web Claim Computer EOR


