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H13-012– Information
March 5, 2013 
	TO: 
	Home and Community Services (HCS) Division Regional Administrators
Area Agencies on Aging (AAA) Directors

Developmental Disabilities Administration (DDA) Regional Administrators

	FROM:
	Bea Rector, Interim Director, Home and Community Services Division

Kathy Leitch, Assistant Secretary, Developmental Disabilities Administration

	SUBJECT: 
	Changes to SSPS Invoice Express

	Purpose:
	To provide information about the new vendor for SSPS’s Invoice Express system

	Background:
	DSHS uses a contracted vendor to operate the interactive voice response (IVR) system for SSPS.  The IVR system, Invoice Express, allows providers to claim time worked and services provided through the telephone.  The contract with the current vendor was expiring which required DSHS to place the contract out for bid through a procurement process.

	What’s new, changed, or

Clarified

 
	DSHS has procured a new vendor, Symago, to operate the SSPS Invoice Express system.  The new system will be implemented on Tuesday, March 12, 2013.  Overall the system will work just like the old system.  However, there may be some slight changes that will generate phone calls.  These changes include:
· New English and Spanish-speaking voice talent; 

· Slight grammar updates;
· Updated introduction: “Welcome to Invoice Express. Callers please note that the cut off time for calling in your invoice for processing is 4:30 p.m.”;
· A new customer service prompt: “Please hold while we transfer you to our next available customer service specialist.”;
· Some script prompts have changed to a claim-focus versus a payment-focus. As an example, the system will now prompt with “This page has been claimed.” instead of “This page has been paid.”;
· Deletion of the script prompt regarding vacation for individual providers as it was confusing (“Enter the number of hours you wish to claim for vacation.  Enter zero if no vacation hours have been used.  The unused vacation hours will be added to the next regular invoice when you provide a union-covered service.”).


	ACTION:
	Staff should be aware of the system change on Tuesday, March 12 and be prepared to answer questions or provide directions if contacted by providers.  
Informational alerts from SSPS can be found at the following link:
 http://dshsapoly8817pd/sspsmenu/ListServAlerts.aspx


	Related 
REFERENCES:
	

	ATTACHMENT(S):   
	

	CONTACT(S):
	Dustin Quinn Campbell, HCS Program Manager
(360) 725-2535

quinndw@dshs.wa.gov
Linda Lunsford, DDD Program Manager

(360) 725-3440

lunsfll@dshs.wa.gov
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