
Member calls 
Sandata’s 24 hour 
support hotline to 

report a critical gap 
in services

Sandata agent asks 
the member if the 

service(s) missed are 
life threatening

Sandata agent 
instructs member to 
call 9-1-1 and ends 

call

Sandata agent 
documents member 
information on the 
log and creates a 

ticket

Sandata agent 
confirms with 
member their 
preference for 

missed service(s)

Sandata agent 
instructs Member to 
contact the Provider 
Agency and closes 

ticket

Is the 
missed service life 

threatening? 

Contingency Plan 
indicates 2 hours or 

within 24 hours

Sandata agent 
locates provider 
agency phone 

number and places 
call

Does
 the provider agency 

answer
 the call?

Sandata agent 
transfers member call 

to provider agency, 
documents in the log 

and closes ticket

Sandata agent leaves a 
message at the 

provider agency, 
documents in the log 

and leaves ticket open

Does 
the health plan 

answer the 
call?

Agent warm 
transfers the 

member, 
documents in the 

log and closes ticket

Agent leaves 
message with 

health plan

YES

NO

NO

YES

YES

NO

Arizona Member Calls to Sandata Support

Sandata agent 
locates health plan 
phone number(s) 

and places call

Does the provider
agency return the call 
to Sandata within 15 

minutes?

YES

NO

Sandata agent 
provides status to the 

provider agency, 
documents in the log 
and closes the ticket

YES

Yes

Sandata agent calls 
member back and 

informs them that they 
will contact the health 

plan.  Please hold.

Agent follows up 
with the member 
the following day

YES

Does the member 
belong to a health 

plan?
No

No - FFS/Tribal Health
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