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Communication Release
9/30/2020

NEW SAGE SSO LOGIN PROCESS STARTS TODAY AT APPROXIMATELY 12:00 P.M.

Dear Treatment Providers,

As a reminder, SAPC and Netsmart are finalizing system configurations to enable the new Sage ProviderConnect Single Sign-on (SSO)
Login process. You will be notified when the Sage system is available to access.

For convenience, we have again included the set of instructions for logging into Sage ProviderConnect using the SSO process for the first
time. These instructions are by common browser type and include not only step-by-step screenshots of the login process, but also
provide valuable troubleshooting tips if you experience an error with your initial login. Under routine use of your system, once the error
is resolved at initial login, it should not re-occur.

Please remember:

e |f you get an error when initially logging in, use the information in the troubleshooting section of the attached guides to help
resolve it.

e [f, after trying the recommended resolution process, you continue to have an error, please contact your organization’s support
team or the Sage Help Desk at (855) 346-2392.

e These instructions are for staff who are already using the Sage application and who have recently used the application. If you
have an account but have not logged into ProviderConnect in the last 3 months, you must take other actions to first reactivate
your account before following the new login steps. Contact the Sage Help Desk if you need to access Sage and your account
needs to be reactivated.

While Sage is in this planned downtime, please ensure you continue following your organization’s downtime procedures until you
receive notification that Sage is available for use.

Thank you,
The Sage Team
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

Note: This Instruction is for staff who are already using the Sage application.

Purpose

This document describes the steps needing to be taken to log into the Sage ProviderConnect LIVE
(Production) environment which utilizes a new Single Sign-on (SSO) feature.

e Your access must refresh in order to continue using Sage ProviderConnect. In some cases,
you may need to clear your browser cache to enable this.

e Please utilize the instructions based on the supported browser you are using — Microsoft
Internet Explorer or Google Chrome.

WARNING: If you do not complete the steps below, you may have trouble continuing to access
the Sage system using a Google Chrome browser.
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

Google Chrome Instructions @

Step 1 - Logging into Sage ProviderConnect (LIVE environment)

Step 1A. Close any open browser window or tab.

Step 1B. Open a new Chrome Browser window and COPY and PASTE the link below in order to navigate
to the LIVE (Production) environment: https://sage.healthagency.lacounty.gov/pc

Step 1B. You will be redirected to Microsoft MFA Login. Enter your User Login (ex.
cH### @ph.lacounty.gov) and password to proceed.

B% Microsoft
Sign in

c235235@ph.|acoun‘ry.gov|

Can't access your account?

Sign in with a security key (%)

Next

@ County of Los Angeles

€ pechu@ph.lacounty.gov

Enter password

Forgot my password

By logging on using this interface, | acknowledge
that | have read, understood, and accepted the Los
Angeles County's Agreement for Acceptable Use And
Confidentiality of County IT Resources; | further
understand that | must obtain prior authorization
from my management to perform County business
functions during off-hours.

Page 2|7



Counry OF Los ANGELES
£ Pubiic Healt

Step 1C. Next, enter the security code you will receive on your cell phone.

LA County DPH

Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

@ County of Los Angeles

pechu@ph.lacounty.gov

Enter code

[ We texted your phone +X XXX{XXXX18. Please
enter the code to sign in.

851712

|:| Don't ask again for 7 days
Having trouble? Sign in another way

More information

By logging on using this interface, | acknowledge
that | have read, understood, and accepted the Los
Angeles County's Agreement for Acceptable Use And
Confidentiality of County IT Resources; | further
understand that | must obtain prior authorization
from my management to perform County business
functions during off-hours.

Step 1D. Select Yes or No on whether you would like to reduce the number of times you are asked to

signin.

-

y of Los Angeles

pechu@ph.lacounty.gov
Stay signed in?

Do this to reduce the number of times you are asked
to sign in.

\:‘ Don't show this again

No Yes

By logging on using this interface, | acknowledge
that | have read, understood, and accepted the Los
Angeles County's Agreement for Acceptable Use And
Confidentiality of County IT Resources; | further
understand that | must obtain prior authorization
from my management to perform County business
functions during off-hours.
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

Step 1E. You will now see SAGE ProviderConnect’s Terms of Security notification page. Click Continue to
log into ProviderConnect.

Note: some users who have permissions to multiple Provider organizations may need to first choose an
organization

Terms of Security: These computer systems including all related equipment, networks, and network devices are the property of the County of Los Angeles. These

‘computer systems are provided for authorized use only and may be monitored for all lawful purposes. All information placed on or sent over these computer
systems may be examined, recorded, copied, and used for other authorized purposes during monitering. Use of these computer systems, authorized or
unauthorized, constitutes consent to monitoring. Evidence of unauthorized use may be used for administrative, criminal, or other adverse action. Unauthorized
users may be subject to criminal i i Disclaimer; ization is nota guarantee for payment. Provider must have sufficient funds in its
MCA in order to be reimbursed for services rendered under this authorization. Payment is subject to all claim submission requirements, and contingent upon the
client being eligible at the time the service is rendered and having benefits available when the claim is processed.

By selecting "continue”, you agree, under penalty of perjury, that you are an authorized agent to use this information system.

B

Step 2 - Process to Log-Out
There is a 2-step process to Log-Out of ProviderConnect.

’ WARNING! Itis VERY important to always perform BOTH STEPS.

Step 2A. When you are done with your session, please remember to always click on “Log Out” to exit
ProviderConnect.

Click out of ProviderConnect

ProviderConnect - News Recovery, Inc. QM&2020 33538 PM  Lockwo Coont | MasinMers Log cu'
\_/
+ T | TI42018 It you ane submitting an authorization that spans (...)
+ |12 |e20zng The Gheck/EFT Number report is now avallable In 5a (...}
+ (13 | 6152018 Baginaing June 18, Functionaity Update: In the P {...)
+ |1#. |ens208 Sage Outage heonday, 618 from 2:00 AM - 5:00.AM PO [...)
+ |15 iﬁ"‘5'2°‘5 NEW - Standardized Naming Conventions for Document (...}
+ |16 6152018 URGENT - | wedPending Engitiity Vesifica (..}

Step 2B. Ensure to always click on the “X” to log out of the browser
Click out of the browser too!
]

& LA County Department of Public. X 4 = {a ] | X
€ C @ Notsecure | publichealth.lacounty.gov/sapc/ o (@ Poused b
£ Apps WP Goodsearch - Searc.. B SAPC Salesforce Ca Sage UAT 4 myMTSTcom @ Sage-Home < New NTSTINTERN.
25 Translate AT Index ABCDEFGHIJKLMNOPGRSTUYWXYZ AL Font Size |2 A A
St Substance Abuse
{( = Prevention and Control

Comment Contact

mﬂ

Page 4|7



q: Public Health LA County DPH

Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

Troubleshooting Chrome Browser Errors

’ IMPORTANT! If you receive any error when trying to access Sage, the first troubleshooting
step is to clear your browser cache. Typically, an error received means the URL link is not
being captured or “understood” correctly. Clearing the cache should remove ‘old” URL links
and allow the correct URL to be utilized.

There are common errors that Chrome users may get when trying to log into Sage ProviderConnect
when using Chrome:

1. Blank White Screen
Error Description: a browser window appears that contains no content

2. AADSTS[#####] Error
Error Example:

AADSTS50011: The reply URL specified in the request does not match the reply
URLs configured for the application: "1d5d9eag-cdd1-4f64-8126-7hodbfab3a2s'.

3. Request to Login to Sage ProviderConnect
Error Example:

_ ProviderConnect

A Confinuum of inferactive Gommunify Hoalficaro
Secure Login

Please entar your username and password balow,

Username:

Password: |
When entering your password, please ensure that your Caps Lock key Is not depressed.

If you experience any of these errors above, you will need to clear your browser cache.

4. Invalid Login Attempt
Error Example:

ProviderConnect

A Contrnim of Infaracive Commundy Healthcans
Secure Login
Ploas enter your username and password balow.

Your login attempt was imvalid. This sccount can only sign in via single sign-on.

Username:

Password:

When entering your password, ploase ensure that your Caps Lock key is not depressed.

If you receive this error, please call the Sage Help Desk at Phone: 855-346-2392. The Sage Help Desk
representative will validate your Sage Account configuration.
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

Step 3 - Clearing Google Chrome Browser Cache
Step 3A. Close any open browser window or tab.

Step 3B. Open a new browser window.

Step 3C. In the upper right menu, click on the “3 dots,” on the top right corner of the browser and click
on “Settings”.

§ LA County Department of Public X + - a
™
New tab el

Mew window Ctrl+N

EQRSTUVWXYZAL New incognito window  Ctrl+Shift+N
000 s - :

Prevention :  Downloads Ctrl+)

Bookmarks »

- 100%  + ra

Ctrl+P

Ctrl+F
More tools »
Cut Copy Paste
!e P »

Step 3D. Scroll down to “Privacy and Security” section and click on “Clear browsing data.”

C @ chrome | chrome://settings <4

T E

Import bookmarks and settings
You and Google

Autofill
Autofill

Safety check
Or Passwords

Appearance B Payment methods

Search engine Q  Addresses and more v

Default browser

2
L
@ Privacy and security
®
Q
[=i]
& Safety check

On startup

Advanced - @  chrome can help keep you safe from data breaches, bad extensions, and mare m

Extensions (]
Privacy and security

§ Clear browsing data
Clear histery, cookies, cache, and more

About Chrome
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Chrome Browser

Step 3E. Change the “Time Range” to All Time. Make sure Browsing history, Cookies and other site
data, and Cached images and files are all checked. Click “Clear Data” to clear the cache.

Step 3F. Exit out (close) the browser window.

Step 3G. Repeat the actions in Step 1 - Logging into ProviderConnect

Step 3H. If you get an error at this point, please phone the Sage Help Desk team

Need Sage Help?

Portal Link: www.netsmart.service-now.com/plexussupport

Phone: 855-346-2392
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Microsoft Internet Explorer <

Note: This Instruction is for staff who are already using the Sage application.

Purpose

This document describes the steps needing to be taken to log into the Sage ProviderConnect LIVE
(Production) environment which utilizes a new Single Sign-on (SSO) feature.
e Your access must refresh in order to continue using ProviderConnect. In some cases, you
may need to clear your browser cache to enable this.

e Please utilize the instructions based on the supported browser you are using — Microsoft
Internet Explorer or Google Chrome.

WARNING: If you do not complete the steps below, you may have trouble continuing to access
the Sage system using a Microsoft Internet Explorer browser.

PUIPOSE ...ttt ettt ettt ettt ettt ettt ettt ettt ettt sttt et et e 5t 5t 54455t 5 5545ttt 5 e 58ttt £kt ke 5ttt ket e et st s e benebennnennnnnns
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StEP L - Pre-LOgin St U St s
Step 2 - Logging intO ProviderCONNECT ....c.uuiiii ittt e e st e s s bae e e s sabae e e s saaaeee s
STEP 3 - ProCess tO LOG-OUL ... .. e e
Troubleshooting MS INterNet EXPIOTEr EFTOIS...........cooiieiiiirieiieeeeiieiiiieeeeee e e eeietirrereeeeeeeeesssreeeeeeesssesnsraneees
STEP 4 — Blank Wit SCIEEN EFTOr ..cciiiiiiiiiiieieiee ettt e e e e e e e e e e e eetabbaeeeeeeeseesssbsraeeeesesssennnsrenenes
STEP 5 — AADSTS[HHHEE] EITOI ..uvvvieeiieiiiiieiiieeeee e eeeetree et e e e e e eesebbrre et e eeesesetatbareeesesseesassssraresesesssensssrenenes
Step 6 - Request to Login to Sage ProViderCONNECT ... ... e
Step 7 - INValid LOGIN AtEEMPTE....uiiiiiiiiee ittt et e e et e e s s aba e e e s sbte e e e ssabaeeeessraeeenn 10

Step 8 — Possible (rare) Issue: Frequent Need to Clear Cache to Access ProviderConnect ................... 11
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Sage ProviderConnect SSO Login Procedure

LIVE (Production) Environment — Microsoft Internet Explorer e

. : Aa
Microsoft Internet Explorer Instructions &

Step 1 - Pre-Login Set up Step

The following steps are important to complete to ensure your browser is aligned to access the

configuration that was changed.

Step 1A. Exit out of (close) all browser windows/tabs.

/=
Step 1B. Open your Internet Explorer browser.

& LA County Department of Pu.. * |
File Edit View Favorites Tools Help

BECOME A SUBSTANCE USE COUNSELOR OR CLINICIAN %

o § nttp/publichealth lacounty.gov/sap: - G LASAPC p-

~

Pt v B v 2 W v Pagew Safety™ Tookv @ 7
"‘.,,,-"'Translate A-ZIndex ABCDREEGHIJKLMNOPRPQRSTIUYWXYZALL Font Size |+ A A
oo iy uces Substance Abuse
Fibic Heattn — 00006 ;
(( = Prevention and Control

Step 1C. Press F12 key on your keyboard.
Result: Another screen should appear, similar to the one below:

style="display: Block;™ data bind="defineslobals: Serverbata, bodyCssclass™s
S javaseript s/ <) [cOATA] |Function]}{var e-.</scripts
avascript®s//<| [COATAL (function ()} { var.s/scripts

-
©F LA County Department of Py, %
« | Home [ |
8} Translate A-Z Index ABCREESHIJKLMHEHSERESTIUYWXRZY
e
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Microsoft Internet Explorer e

Step 1D. Click on the “Emulation” tab

Cun L uiis YU U
- DOM Explorer Console Debugger Network Performance Memory Emulation '
o . SN—

B s
<!_- Copvricsht (C) Microsoft Cornoration. All rishts reserved, -—->

Step 1E. Align your Emulation settings as shown below and then press F12 on your keyboard to close the
emulation window.

DOM Explorer Console Debugger MNetwork ( Performance Memory Emulation —

Mode Display Geolocation

Document mode | 11 (Default) e Orientation Landscape | Simulate GPS  @Off (QOn (O On but no signal
Via X-UA-compatible meta tag Resolutior Default 1[ Latitude
ongitude
Browser profile Desktop v Longituc

User agent string | Internet Explorer 11 tl)cﬂ

Step 1F. Exit out of (close) your browser.

# \fo e

size |4 AA

ise
ontrol

Step 1G. Validate that the emulation settings saved.
1. Open your Internet Explorer browser. e
2. Press F12 key on your keyboard.
3. Review your Emulation settings to ensure they match those above.

4. Press F12 on your keyboard to close the emulation window.

5. Exit out of (close) all browser windows/tabs.

Page 3|11
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Microsoft Internet Explorer e

Step 2 - Logging into ProviderConnect

Step 2A. Open a new Internet Explorer Browser and COPY and PASTE the link below to navigate to the
LIVE (Production) environment: https://sage.healthagency.lacounty.gov/pc

Step 2B. You will be redirected to Microsoft MFA Login. Enter your User Login (ex.
cit###@ph.lacounty.gov) and password to proceed.

BY Microsoft
Sign in

c235235@ph.|acoun‘ry.gov|

Can't access your account?

Sign in with a security key (%)

Next

ﬁ County of Los Angeles

< pechu@ph.lacounty.gov

Enter password

Forgot my password

By logging on using this interface, | acknowledge
that | have read, understood, and accepted the Los
Angeles County's Agreement for Acceptable Use And
Confidentiality of County IT Resources; | further
understand that | must obtain prior authorization
from my management to perform County business
functions during off-hours.

Page 4|11
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Sage ProviderConnect SSO Login Procedure

LA County DPH

LIVE (Production) Environment — Microsoft Internet Explorer &

Step 2C. Next, enter the security code you will receive on your phone.

@ County of Los Angeles

pechu@ph.lacounty.gov

Enter code

[ We texted your phone +X XXXXXXXX19. Please
enter the code to sign in.

851712

D Don't ask again for 7 days
Having trouble? Sign in another way

Mare information

By logging on using this interface, | acknowledge
that | have read, understood, and accepted the Los
Angeles County's Agreement for Acceptable Use And
Confidentiality of County IT Resources; | further
understand that | must obtain prior authorization
from my management to perform County business
functions during off-hours.

Step 2D. Select Yes or No on whether you would like to reduce the number of times you are asked to

signin.

@ County of Los Angeles

pechu@ph.lacounty.gov
Stay signed in?

Do this to reduce the number of times you are asked
to sign in.

\:‘ Don't show this again

No Yes

By logging on using this interface, | acknowledge
that | have read, understood, and accepted the Los
Angeles County's Agreement for Acceptable Use And
Confidentiality of County IT Resources; | further
understand that | must obtain prior authorization
from my management to perform County business
functions during off-hours.

Page 5|11
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Sage ProviderConnect SSO Login Procedure
LIVE (Production) Environment — Microsoft Internet Explorer e

Step 2E. You will now see SAGE ProviderConnect’s Terms of Security notification page. Click Continue to
log into ProviderConnect.

Note: some users who have permissions to multiple Provider organizations may need to first choose
an organization

ATTENTION:
Terms of Security: These computer systems including all related equipment, networks, and network devices are the property of the County of Los Angeles. These

computer systems are provided for authorized use only and may be monitored for all lawful purposes. All information placed on or sent over these computer
systems may be examined, recorded, copied, and used for other authorized purposes during monitoring. Use of these computer systems, authorized or
i itutes consent to monitoring. Evidence of use may be used for administrative, criminal, or other adverse action. Unauthorized
users may be subject to criminal i Disclaimer: ization is not a guarantee for payment. Provider must have sufficient funds in its
MCA in order to be reimbursed for services rendered under this authorization. Payment is subject to all claim submission requirements, and contingent upon the
client being eligible at the time the service is rendered and having benefits available when the claim is processed.

By selecting "continue™, you agree, under penalty of perjury, that you are an authorized agent to use this information system.

Eat

Step 3 - Process to Log-Out
There is a 2-step process to Log-Out of ProviderConnect.

’ WARNING! It is VERY important to always perform BOTH STEPS.

Step 3A. When you are done with your session, please remember to always click on “Log Out” to exit
ProviderConnect.

Click out of ProviderConnect

ProviderConnect - News Recovery, Inc. 91872020 3:35:38 PM  Lockup Chant | MeinMena Log Enl'
./
+ [N |7-""2°‘3 1t you are submisting an authorization that spans (...}
+ |12 (6202018 The Check/EF T Number report is now avallatle In 5a (...}
+ |13 | 61152018 Baginning June 18, Functionality Update: In the P (...}
+ |1 |8nsz0t8 Sage Outage Manday, 618 from 2:00 AM - 500 AM PO (...)
+ 15 i 6152018 NEW - Standardized Naming Gonventions for Document ...}
+ |16 6152018 URGENT - L edPending Efaibility Vesificat [}

Step 3B. Ensure to always click on the “X” to log out of the browser

Click out of the browser too!
.

€ LACounty Department of Public X = 4 = 9=
& C @ Notsecure | publichealth lacounty gov/sapc/ Yo (@ poed b
1 Apps
':E'i'Translate A-Z Index ABCDEFGHIJKLMNOPGRSTUVYWXYZAL Font Size |AAA
o o s 3 Substance Abuse
Pubiiieat @000 -
C( e Prevention and Control

Program Home Comment Contact

Y e
aa .
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Troubleshooting MS Internet Explorer Errors

b IMPORTANT! If you receive any error when trying to access Sage, the first troubleshooting
step is to clear your browser cache. Typically, an error received means the URL link is not
being captured or “understood” correctly. Clearing the cache should remove ‘old” URL links
and allow the correct URL to be utilized.

Step 4 — Blank White Screen Error

Error Description: a browser window appears that contains no content
If you run into a blank white screen, you will need to clear your browser cache.

Step 4A. Close any open browser window or tab.
Step 4B. Open a new browser window.
Step 4C. In the upper right menu, click on “Tools” and then Internet Options.

- & | LASARC O~ @

» »
sarch, coup... o Bl ~=m~ Page ¥ Safetf ¥ Tools = (7]
&x Fix connection problems...
s X Z LL - B ~
L

R TUV W Y
S T Reopen last browsing session
Subs | Pop-up Blocker >
'o Preventi View downloads Ctrl+)

% Manage add-ons

Compatibility View settings

4 Full screen F11
Toolbars ¥
Explorer bars H

k' F12 Developer Tools
Suggested Sites
OneMote Linked Motes

RCLINICIAN %

v J 72
EE."V o'ooicuo":’:
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Step 4D. Click on “Delete”.

Internet Options ? X

Generd Sequrity Privacy Content Connections Programs Advanced

Home page
_/R To geate home page tabs, type each address on its own line.
.
= http://go.microsoft.com/fwiin! 1kld=255141

Use current Use default Use new tab

Startup
() Start with tabs from the last session
(®) Start with home page

Tabs -
Change how webpages are displayed in tabs. Tabs
Browsing history
Delete temparary fles, history, cookies, saved passwords, and web
form information,

[[] Delete browsing history on exit

-
Appearance

Colors _lmuges__Fonts_Amssﬁty

o 10 e | [l

Step 4E. Mark all the boxes with a checkmark as shown below and click delete:

Delete Browsing History X

[] Preserve Favorites website data
Keep cookies and temporary Internet files that enable your favorite
websites to retain preferences and display faster.

[“] Temporary Internet files and website files
Copies of webpages, images, and media that are saved for faster
viewing.

[ Cookies and website data
Files or databases stored on your computer by websites to save
preferences or improve website performance.

Blﬁlory
List of websites you have visited.

[ Download History
List of files you have downloaded.

[ Form data
Saved information that you have typed into forms,

[ Passwards
Saved passwords that are automatically filed in when you signin
to & website you've previously visited.

[ Tracking Protection, ActiveX Filtering and Do Not Track
A list of websites exduded from filtering, data used by Tracking
Protection to detect where sites might automaticaly be sharing detais
about your visit, and exceptions to Do Not Track requests.

About deleting browsing histo, Cancel

Step 4F. Click OK to exit out of the Internet Options window.

Step 4G. Exit out (close) the browser window.
Page 8|11
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Sage ProviderConnect SSO Login Procedure
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Step 4H. Repeat the actions in Step 2 - Logging into ProviderConnect

Step 4l. If you get an error at this point, please phone the Sage Help Desk team

Need Sage Help?

Portal Link: www.netsmart.service-now.com/plexussupport

Phone: 855-346-2392

Step 5 — AADSTS[#####] Error
Error Example:

AADSTS50011: The reply URL specified in the request does not match the reply
URLs configured for the application: *1d5d9ea6-cdd1-4f64-8126-The4bfab3828",

If you receive an error similar to the above:

Step 5A. Validate Emulation settings as shown in the image in Step 1.F above.
Step 5B. Clear Cache per series of steps in Step 4 above.

Step 5C. Close all browser windows / tabs.

Step 5D. Open browser and repeat the actions in Step 2 - Logging into ProviderConnect.

Step 5E. If you get an error at this point, please phone the Sage Help Desk team.

Need Sage Help?

Portal Link: www.netsmart.service-now.com/plexussupport

Phone: 855-346-2392

Step 6 - Request to Login to Sage ProviderConnect
With the use of the Sage SSO Login, you should never be asked to log into the Sage ProviderConnect
application.

Error Example:

Page 9|11
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Sage ProviderConnect SSO Login Procedure

LA County DPH

LIVE (Production) Environment — Microsoft Internet Explorer &

A Continuum of I

Secure Login

Username:

Password:

When entering your password, please ensure that your Caps Lock key Is not depressed.

Step 6A. Clear Cache per series of steps in Step 4 above.

Step 6B. Close all browser windows / tabs.

Step 6C. Open browser and repeat the actions in Step 2 - Logging into ProviderConnect.

Step 6D. If you get an error at this point, please phone the Sage Help Desk team.

Need Sage Help?

Portal Link: www.netsmart.service-now.com/plexussupport

Phone: 855-346-2392

Step 7 - Invalid Login Attempt
Error Example:

iderConnect

f Inderacive Communily Healthcare
Secure Login

Ploase enter your usermame and password balow.

Username:

Password:

Your login attempt was imvalid. This sccount can only sign in via single sign-on.

When entering your password, ploase ensure that your Caps Lock key is not depressed.

Step 7A. If you receive this error, please call the Sage Help Desk who will validate your Sage Account

configuration.

Need Sage Help?

Portal Link: www.netsmart.service-now.com/plexussupport

Phone: 855-346-2392

Page 10|11
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Step 8 — Possible (rare) Issue: Frequent Need to Clear Cache to Access ProviderConnect

For a few users, you may find that you are rather frequently getting an error when trying to access the
link for ProviderConnect with the result that you need to clear your browser cache often Your browser
may be processing in a way that it misses a key “re-direct” code during the login process even though
the URL appears to be correct on your screen. There is an alternate workaround to store your book that

the Sage Help Desk can provide.
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SAPC BULLETIN NO. 17-11-START

- November 22, 2017

L0 Los Angeles County Substance Use Disorder
Contracted Treatment Providers

FROM: Wesley L. Ford, M.A., M.P.H., Division Director \Iba«
Substance Abuse Prevention and Control

SUBJECT: SAGE OUTAGE PROCEDURE

It is the policy of Substance Abuse Prevention and Control (SAPC) that all contracted Substance Use
Disorder (SUD) treatment providers develop procedures to ensure treatment and other services are not
interrupted by planned or unplanned outage events that limit or restrict access to Sage, Los Angeles
County’s SUD Electronic Health Record system. This bulletin serves to provide guidance and direction
in the event of an outage and how to reconcile patient documents post-outage.

Though every effort will be made to conduct maintenance procedures during low activity periods,
unforeseen circumstances may require the system to be unavailable. Effective communication, planning
and training for these events through written processes and staff preparations can mitigate the impact to
the organization, staff, patients, and their ability to provide or receive treatment.

In the event of a planned outage, providers will receive a notice from SAPC’s Contract Services
Division.

To prepare for such events, SUD treatment providers must maintain the following documents in hard
copies or other formats that would not be impacted by their inability to access Sage:

e Current Patient Roster
e American Society of Addiction Medicine Assessment Tool
e Service Request Form Template
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e Treatment Plan Template

e Progress Note Template

e Miscellaneous Note Template

e Discharge and Transfer Form Template (for all levels of care)

e Recovery Bridge Housing Authorization Request Form

e Recovery Bridge Housing Discharge Form

e Billing related documents

e All required consents

e Admission/Discharge Forms

e Any other documents required by the County or the organization

Additionally, providers should develop and implement a policy to prepare for planned and unplanned
outages. This policy should cover activities to complete prior to outage and activities to reconcile client
records once Sage becomes available.

If you have any questions or need additional information, please contact your Contract Program Auditor.

WLF:dd
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