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Site Certifiers and Provider staff with Site Certifier privileges may submit a request to backdate a 
Client’s start date up to 90 days. The request to override a Client’s start date is then sent to a Super 
Admin to be approved or denied. This Job Aid is intended for Family Planning, Access, Care, and 
Treatment (Family PACT) and illustrates the steps to submit, update, and review override requests. 

Search for a Client  

1. Log into the Access Management Dashboard page. 

2. Click the Client 
Management button in the 
Global header. The Client 
Management page 
displays. 

3. Select a Search By option 
to locate the Client. 

4. Click the Search button 

5. Click the ellipsis icon in 
the Search Results section 
and select the Client 
details option. The Client 
Details page displays. 
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Override Eligibility Start Date Request  

1. Click the Override Eligibility Request link. The Create Override Eligibility Request page displays.  

Note: Clicking the Override Eligibility Request link when there is an in-flight application 
displays the Current In-flight Application popup informing the user that a Report a Change 
(RAC) or a Recertification is in progress. 

• Clicking the Continue with override 
button displays the Create Override 
Eligibility Request page to submit the 
request 

• Clicking the Cancel button closes the 
popup 
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2. Enter a date in the Start 
date field or click the 
calendar icon to select a 
date.  

• Hint text displays a 
date range to select 
a date  

3. Click the Reason for 
change dropdown, select 
a reason for the coverage 
start date override:  

• Eligibility 
determination affected 
by technical issue 

• Provider staff did not 
enter client 
information at 
eligibility 
determination  

• Inaccurate 
determination of client 
ineligibility 

• Other – Displays a field for manual entry up to 400 characters 

4. Click the Send Request button. The Send Override Eligibility Request popup displays. 

• Clicking the Cancel button cancels the override request and navigates the user to the Client 
Details page 
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The Send Override Eligibility Request popup displays with the original coverage dates and the 
requested updated coverage dates. 

5. Click the Send Request button. The override 
request is sent to the Super Admin and an 
Override eligibility request sent message displays. 

• Clicking the Back button closes the popup 

The Client Details page displays a This client has a pending override eligibility request. message with 
an Update Request link after completing the override request. 
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Update an Override Eligibility Request 

The Client Details page displays a This client has a pending override eligibility request. message with 
an Update Request link when a Client has a pending override eligibility request. To update a pending 
override eligiblity request: 

1. Click the Update Request link. 
The Update Override Eligibility 
Request page displays.  

Note: Multiple overrides may 
be requested up to 90 days 
prior to the Clients original start 
date.  

2. Enter a new date in the Start 
date field or click the Calendar 
icon to select a date. 

3. Select a new reason for 
change by clicking the Reason 
for change dropdown. 

4. Click the Update Request 
button. The Update Override 
Eligibility Request popup 
displays.  

• Clicking the Cancel update 
button closes the popup 
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The Update Override Eligibility Request popup 
displays with the original coverage dates and the 
updated coverage dates.  

5. Click the Update Request button. The Client 
Details page displays an Override eligibility 
request updated. message. 

• Clicking the Back button closes the popup 

Cancel an Override Eligibility Request 

Site Certifiers and Privileged 
Provider Staff may cancel an 
override request on the Update 
Override Eligibility Request page.  

1. Click the Cancel Override 
Request link. The Cancel your 
request? popup displays. 

2. Click the Cancel Request 
button. All request information is 
deleted. Override eligibility 
request canceled messaging 
briefly displays. 

• Clicking the Back button 
closes the popup 
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Review Request  

A notification is sent to the user when cancelling a request or when the Super Admin has approved or 
denied the override eligibility date request.  

1. Log into the Access Management Dashboard page. 

2. Click the Notifications button. The Notifications page displays. 

Note: a dot displays on the bell icon when there are unread messages. 

The following notification(s) display on the Notifications page with the Clients name, HAP ID, and 
date and time of the notification:  

• Override Eligibility Request: Approved – The Super Admin has approved the override eligibility 
date request 

• Override Eligibility Request: Denied – The Super Admin has denied the override eligibility date 
request 

• Override Eligibility Request: Canceled – The user who submitted the request has cancelled 
the override eligibility request 
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The Clients Details page displays the current status of the request with dynamic messaging based on 
the request status. 

• Override Eligibility request: 
Approved  

• Override Eligibility request: 
Denied 

• Start date overridden to 
maximum 90 days 

• Clicking the Review Request 
link displays the Override 
Eligibility Request page in read 
only  
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