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Module Overview 

 

The Provider Search Tool (PST), also known as the Marketplace, component module is 

one of four organizational modules within the LiveCare platform, in addition to the Consumer 

Financial Account Management (CFAM), Transportation, and Homemaker Personal Care (HPC) 

modules. The purpose of the PST module is to provide individuals, county board administrators, 

and organization administrators with a new and improved method of pairing individuals to 

providers via OnSeen’s agentic Artificial Intelligence (AI) engine. All data recorded in the 

LiveCare system is stored securely and can be exported by site or organization for auditing and 

administrator approval. 

 

Service and Support Administrator 

 

 Getting Started 

 

In order for a user to create a Service and Support Administrator (SSA) account, they 

must be invited by an existing organization administrator. See page 13 for information on 

inviting users. The invitation will be sent via email to the new user. Click on the link or copy and 

paste the web address into the browser to be directed to a “Create Account” page. All fields 

marked by a * symbol must be filled out before a user can submit their new account. Fill out all 

applicable information fields and click the purple “Sign Up” button. Once logged in, click on 

“Invitations” on the Navigation menu. Users should see a row with all invitations which have 

been sent to their profile’s email. Click on the dropdown menu icon at the far right of the row to 

either accept or decline the invitation. Accepting will grant the user SSA access to the 

organization which invited them. 

• Password requirements:  

o A minimum length of 8 characters 

o At least one lowercase letter 

o At least one uppercase letter 

o At least one number 

o At least one special character 
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 Navigating the Control Panel 

 

 Upon creating a new account and logging in, new SSA users will see a menu with a 

purple Navigation menu on the left and a display window taking up most of the central screen. 

This display window shows information based on which Navigation menu option is selected. At 

the top right is the user’s name where profile information can be viewed and edited. 

 

  

SSAs will see five navigation menu options:  

 

• Individuals: Displays all individuals with a registered account in the SSA’s organization.  

o To add a new individual account, click on the purple “Create Individual” and fill 

out all applicable fields. All fields marked with a * must be filled in for an 

account to be created. The address must be within the county organization of the 

user creating the account or the individual will not populate. The fields 

labeled ‘Primary Diagnosis’, ‘Concerns’, and ‘Special Interests’ are blank text 

fields for the SSA to fill out with any pertinent information not included in any 

other field. All information in the text field will be included when the LiveCare 

AI engine pairs individuals to providers in response to a referral.  
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o Once created, individual profiles may be updated by clicking on the drop down 

menu on the far right of the profile’s row and selecting “Update Individual.” 

 

o When an SSA logs into their account, LiveCare will automatically display only 

the individuals assigned to that specific SSA. Use the “Select SSA” filter to filter 

by SSA, or click the gray X icon in the filter bar to clear the filter input and 

display all individuals in the county organization. 

 

• Providers: Lists all providers which provide any form of care in a specific organization or 

county. This includes agency and independent providers. Clicking on the provider’s name 

will bring up a window with the provider’s information, point of contact, and services 

including which services are provided in which county. 
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• Services: Each row lists one service offered by a specific provider and includes a link to 

the affiliated compliance report for that specific service.  

 

• Referrals: Lists all Pending, Approved, and Declined referrals in the SSA’s organization.  

 

o There are two ways to submit a new referral – either by clicking the “Add 

Referral” at the top right of the window under the referral list, or by clicking on 

an individual’s name in the “Individuals” option in the Navigation menu and 

selecting “New” in the “Referrals” section. 
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• The referral process consists of three steps: Service Information, Find Provider, and 

Confirmation. 

 

o The first step in creating a new referral is filling out the “Service Information” 

menu with all information detailing requested services. Fill out all applicable 

fields – the more information that is provided, the better the AI engine will be 

able to pair the individual to the best provider. At a minimum, all fields with a * 

must be filled in for a referral to be created.  

 

o The second step is the “Find Providers” menu. Here a complete list of providers 

whose profiles indicate they provide the requested service in the relevant county 

and are accepting new referrals will be generated. This list is generated based on 

all the information input by the user during step one, the needs detailed in the 

individual’s profile, and the services and availability input by providers. This 

will reduce the possibility of an individual being paired with a provider that is 

unable to meet their specific needs, does not service their county, or is not 

accepting new referrals. LiveCare will default to selecting all providers, but the 

user may select or deselect a provider by simply clicking the purple checkbox 

for that provider. 

 

▪ During step two, the user may click on the “Download” link which will 

download a PDF file with the list of all selected providers and their 

company profile information. This can be printed out for an individual or 

emailed to them prior to the final creation of the referral. 

 

o The third step allows the user to review and confirm the provider selections 

made during step two. Here the user may click on each provider to see their 

information. Once finished reviewing, click on the purple “Create Referral” 

button in the bottom left of the window to submit the new referral. 
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o Once created, new referrals will be assigned a “pending” status until the referral 

is either approved, declined, or expires. Referrals will expire 60 days from the 

date they were created if they have not been either approved or declined. 

 

▪ Referral status definitions:  

• Saved: Referral has been created but not submitted for approval. 

Referral may be edited, deleted, or providers added while in a 

saved status. 

• Pending: Referral has been created and submitted for approval. 

Referral may be edited, deleted, or providers added while in a 

pending status. 

• Approved: Referral has been approved by an authorized SSA or 

administrator and released to providers. Referral may no longer be 

edited or deleted, but user may add additional providers. 

• Declined: Referral was declined by an authorized SSA or 

administrator and is not released to providers. The referral cannot 

be edited and a new one must be created. 

• Completed: Provider and individual have agreed to provide and 

receive services. Referrals in a completed status have been 

accepted by a particular provider and all other providers will 

receive a notification that they have not been selected and the 

referral is completed. 

 

o After creating a new referral, an SSA or approved administrator must review and 

either approve or decline the referral. Note that an individual or guardian, as well 

as SSAs, may create a referral, but only SSAs and authorized administrators may 

approve or decline the referral.  

 

o A pending referral can be updated in the “Referrals” Navigation menu until it is 

either approved or declined. To update a referral, click on the dropdown menu 

icon at the end of the row for the desired referral and select “Update,” make all 
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desired changes, and click “Create Referral” on the confirmation menu. This will 

update the referral and send a notification to new providers if any new providers 

were added. 

 

o To approve or decline a referral, click on the dropdown menu icon at the end of 

the row for the desired referral and select “Approve” or “Decline.”  

 

o Once approved, the providers will indicate whether they are “Interested” or “Not 

Interested.” Once a provider has been selected to fulfill the referral for service, go 

to the “Referral View” for that referral, click “View” on the desired provider, and 

select “Approve” at the bottom of the window. This will change the referral’s 

status to “Approved” and all other providers will now view that referral’s status as 

“Closed.” 
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• Dashboard: Displays graphs, charts, and reports for reporting, review, and auditing 

purposes.  

 

Organization Administrator 

 

 Getting Started 

 

In order for a user to create an Organization Administrator, hereafter just “administrator,” 

account, they must be invited by an existing administrator. See page 13 for information on 

inviting users. The invitation will be sent via email to the new user. Click on the link or copy and 

paste the web address into the browser to be directed to a “Create Account” page. All fields 
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marked by a * symbol must be filled out before a user can submit their new account. Fill out all 

applicable information fields and click the purple “Sign Up” button. Once logged in, click on 

“Invitations” on the Navigation menu. Users should see a row with all invitations which have 

been sent to their profile’s email. Click on the dropdown menu icon at the far right of the row to 

either accept or decline the invitation. Accepting will grant the user administrator access to the 

organization which invited them. 

 

Navigating the Control Panel 

 

Upon creating a new account and logging in, new administrator users will see a menu 

with a purple Navigation menu on the left and a display window taking up most of the central 

screen. This display window shows information based on which Navigation menu option is 

selected. At the top right is the user’s name where profile information can be viewed and edited. 

 

 

 

Administrators will see five navigation menu options:  

 

• Individuals: Displays all individuals with a registered account in the user’s organization. 

Only individuals currently receiving care, indicated by a green “ACTIVE” status, and 

individuals who are no longer receiving care, indicated by a red “INACTIVE” status, will 

be displayed. Individuals who have requested care or have an outstanding referral with 

the organization but have not yet been accepted will appear under “Referrals” in the 

Navigation menu. 
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• Referrals: Displays all active referrals submitted to the organization for review.  

 

o To view the details of a referral, click on the hyperlink under “Type”. Note that an 

individual’s name cannot be viewed by an organization; instead, the individual’s 

name only appears as dashes, and will continue to do so until the provider and 

individual agree to provide services and the county board approves the referral. 

 

 

o To respond to a referral, click on the dropdown menu at the far right of the row 

for that referral and select either “Interested” or “Not Interested.” If selecting 
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“Not Interested,” a reason must be provided in the text field in order to change the 

referral status to “Not Interested.” 

o Referrals which have not been marked as either “Interested” or “Not Interested” 

will be assigned a “Pending” status until the administrator either assigns it a status 

or the referral times out. 

 

o Once a provider has been selected, their status will populate as “Accepted” on the 

dashboard. All other providers will receive a notification that they have not been 

selected, and their status will populate as “Closed.” 

 

• Company Profile: Consists of the following two panels: “Information” and “Services.” 

 

o Information: Shows the organization’s general information including website, 

contact information, description, address, and payment options. To edit the 

company information, click the purple “Edit” button and fill in all applicable 

fields. All fields marked with a * must be filled in for the company information 

to be updated. 
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o Services: Shows which services the provider offers, whether they are accepting 

new clients, and in which counties the services are provided. This information is 

updated daily to reflect the state PSM file and will only display services which the 

state holds as current. 
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▪ To edit a service, including adding or removing counties and indicating 

whether new clients are being accepted, click on the purple “Edit” button 

and edit all applicable fields, then click “Update” in the bottom right.  

 

It is imperative that providers ensure the “Services” section is as up to date as possible 

because the AI engine will use this information to pair individuals with providers when a new 

referral is created. Inaccurate information in “Services” will impair LiveCare’s ability to 

accurately pair individuals to providers, and thus requires active management by provider 

administrators. 

 

• Dashboard: Displays graphs, charts, and reports for reporting, review, and auditing 

purposes.  

 

• User: Lists all LiveCare users with access to the organization and their assigned role. 

Changes to user profiles may be made by clicking the dropdown at the far right of the 

user’s row and selecting the desired option: “Change Role,” “Change Regions,” “Update 

Locations,” “Change Employee #,” “Skills,” “Photo,” and “Availability.” Administrators 

may also deactivate a user’s profile by selecting “Deactivate.” 

 

o To invite a new user, click “Invited List” above the search bar then click the 

purple “Invite User” button. Enter the desired email address and ensure the 

correct role is selected. All fields marked with a * must be filled in before a user 

can be invited. Once submitted, the user invited user will receive an email with 

instructions on how to create and log into their account. 

 

Users with access to multiple organizations may toggle between them using the organization 

scroll bar at the bottom of the Navigation menu. 

 

 


