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Confidentiality Statement 

All information contained in this document is provided in confidence and shall not be 
published or disclosed wholly or in part to any other party without prior permission in writing 
and shall be held in safe custody. These obligations shall not apply to information, which is 
published or becomes known legitimately from some source other than Lancashire County 
Council. Once printed this document has uncontrolled version control. 

Security 
As a provider of care for LCC you must and you are required to maintain the confidentiality 
of confidential information obtained and adhere to The Confidentiality Policy documented 
here http://intranet.ad.lancscc.net/how-do-i/information-governance/ which sets out your 
statutory obligations under The Data Protection Act 2018 .  

Information of a confidential nature must never be given over the telephone unless the staff 
member has identified that the information needs to be shared and verifies the identity of 
the person calling. If a staff member doubts the identity of the caller, they must ask for the 
caller’s telephone number to check and call back. Where there is any doubt regarding 
information disclosure, the person receiving the call should ask the caller to submit a written 
request for the information and/ or seek guidance.  

At the beginning of any period of contact including assessment or service, where possible 
and practicable staff should obtain the service user’s consent to share information. Staff 
must explain the nature and likelihood of the information sharing to the service user and 
any other person giving information.  
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Submit a Manual Actual 
 
Ste
p 

Action 

1. Login to the Adults Provider Portal 
 

2. Click the Actuals link. 
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3. Select the week and service to be submitted against using the options 
on the left of the screen. 
 

 
 
NB: This list can be filtered further by: Service Level, Client and Type of 
Actual 
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4. Once the client to be updated has been located, click the [Add/Edit] 
button on the right of the Actual line.  
 

 
 

5. On the 'Edit Actuals for…' screen, input the service delivered, 
confirming the reason for any Frustrated, Missed/Cancelled and Extra 
services (Visits do not need to be amended)  
 

 
 
 
 
 



 
 
Training Guide 
Adults Provider Portal 

8 

 

 
 

6. To commit the changes made, click the [Save] button. 
 

 
 

7. Click [Back] to return to the list of Actuals. 
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Submit Actuals via Bulk Import 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Actuals link. 

 

 
 

3. Select Actuals Bulk Export from the left side of the screen. 
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4. Input the date range to be exported and click [Export] 
 

 
 

5. Open the exported file, and remove any lines not to be submitted 
i.e. those already confirmed or not ready for submission. 
 

6. Update each line to be submitted to show any Actual, Frustrated, 
Missed and Extra values in the same way as applied to a Manual 
Submission 
 

7. On the Actuals home screen, click Actuals Bulk Import 
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8. Click [Choose File] and select the file to be imported. 
 

9. Click [Import] 
 

10. On the Confirm Import screen, check for any errors. If any are 
highlighted click [Cancel] and correct the import file. 
 

11. When file is ready to be imported, click [Update System] 
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Add Unplanned Actuals 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Actuals link. 
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3. Select the week and service to be submitted against using the 
options on the left of the screen. 
 

 
 
NB: This list can be filtered further by: Service Level, Client and 
Type of Actual 
 

4. Once the required Actual/Week has been located click the 
[Add/Edit] button on the right side of the line.  
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5. On the 'Edit Actuals for…' screen, at the bottom of the entries 
will be an 'Add Actual: Unplanned' option with a drop-down box 
which will default to [No Selection] 
 
Click the drop-down box and select the type of Unplanned 
Actual being claimed 
  
 

 
NB: The Planned and Unplanned options may currently appear misaligned 
on screen. For clarification, the Unplanned Actual options will show Risk 
Assessment, Emergency Hours and/or Notice. 
 
Once the CPLI is selected click the [Add] button on the right 
side of the line 
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6. With the line added, input the quantity of hours/nights being 
claimed and add any appropriate comments as required. 
 
 
 

7. To commit the changes made, click the [Save] button. 
 

 
 

8. Click [Back] to return to the list of Actuals. 
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Add Rolling Respite Actuals 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Actuals link. 
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3. Select the week and service to be submitted against using the 
options on the left of the screen. 
 

 
 
NB: This list can be filtered further by: Service Level, Client and 
Type of Actual 
 

4. Once the required Actual/Week has been located click the 
[Add/Edit] button on the right side of the line.  
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5. On the 'Edit Actuals for…' screen, at the bottom of the entries 
will be an 'Add Actual: Planned' option with a drop-down box 
which will default to [No Selection] 
 
Click the drop-down box and select the Rolling Respite CPLI 
that matches the date(s) being claimed 
  

 
 
Once the CPLI is selected click the [Add] button on the right 
side of the line 
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6. With the line added, input the quantity of hours/nights being 
claimed and add any appropriate comments as required. 
 

 
 

7. To commit the changes made, click the [Save] button. 
 

 
 

8. Click [Back] to return to the list of Actuals. 
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View Invoices and Credit Memos 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Invoices/Credit Notes link. 

 

 
 

3. Select the Financial Year to be queried. 
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4. To search for a specific invoice/credit memo, press CTRL + f to 

bring up the web-browser 'Find' option. 
 

 
 

5. Type the Invoice Number in the 'Find' box to highlight the invoice 
in the list. 
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6. Click on the Invoice Number to view the Top-Level detail of the 

invoice. 
 

 
 

 



 
 
Training Guide 
Adults Provider Portal 

23 

Create An Invoice 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Invoices/Credit Notes link. 

 
3. Click [New Invoice] 
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4. Select which contract the invoice is to be generated against 

 
NB: It is advised to create invoices only at the Contract level, and to 
disregard the options for Provider and Service. The only exception will be 
for invoices generated for a specific client to clear any backdated debt. 

 
Click [Continue] 

5. Once the invoice has been calculated, input a Reference, and 
select/deselect the lines to be included on the invoice. 

 
Once all appropriate items have been added, click [Create] 
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6. Check the balances added are correct and match the expected 
payment for each client/period. 

7. To review Actuals for a specific line, click on the commitment 
Hyperlink, which will take you to the Manual Actuals screen to 
review/update the Actuals. 

 
8. If any changes are made, click [Update] to recalculate the 

invoice. 
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9. Any items which have been created/updated may need to be manually re-

added, to be included on the invoice. 
To do this, click [Suggest] and then select from the list, the items which 
need to be added. 

 

 
 

NB: After adding new items, there may be some lines appear with a value 
of £0.00. These will need to be removed before submission. 
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10. The Total value of the invoice will be calculated from the sum of 
the items attached. This cannot be overridden. 

 
11. When the invoice is ready to be submitted for processing, click 

[Submit Invoice] 
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12. Once the invoice has been submitted it will change to a Pending 
state. 

 
13. If the invoice is approved, it will move to Authorised and the 

Finalised status. Finalised status means the payment details 
have been passed to the Payment system. 
NB: Submitted invoices will only ever be processed as the submitted cost. 
Lancashire County Council will not amend this cost. Should there be an 
error, the invoice will be returned for correction. It is also assumed at the 
point of submission that you have checked the balance being submitted is 
true and accurate. 
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Submit an Action to Request a Change 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Care Package Line Items link. 

 

 
 

3. Apply the required filter(s) and click [View] 
 

 
 



 
 
Training Guide 
Adults Provider Portal 

30 

 

4. Locate the CPLI to be corrected and click [Submit Action] 
 

 
 

5. Select Type of Action, Entity, Due Date (See Appendix B for 
recommended due dates) 
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6. Enter a suitable Title and add details of the amendment required. 
NB: Where text is pre-populated, please do not remove this. 
 

 
 

7. Attached any supporting documentation by clicking [Choose File] 
 

8. Click [Create Action] 
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Submit a Manual Action 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Actions and Change Requests link. 

 

 
 

3. Click [New Action] 
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4. Select Type of Action, Entity, Due Date (See Appendix B for 

recommended due dates) 
 

 
 

5. Enter a suitable Title, add details of the enquiry, and attach any 
supporting documentation. 
 

 
 

6. Click [Create Action] 
 

 



 
 
Training Guide 
Adults Provider Portal 

34 

View Open Actions 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Actions and Change Requests link. 

 

 
 

3. The screen will default to currently open Actions; providing details 
of where each Action is currently assigned (Provider or LA) 
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Respond to an Action 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Actions and Change Requests link. 

 

 
 

3. The screen will default to currently open Actions. 
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4. Select 'Provider' from the 'Assigned To:' drop-down list and click 

[View Actions] to view all open Actions assigned to you. 
 

 
 

5. Click the Title of an Action to open it. 
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6. Click [Reply] to respond. 

 

 
 
NB: If responding to confirm the Action can be closed, click 
[Request Closure] instead of [Reply] 
 

7. Complete your response (attaching any supporting documents) 
and click [Submit] 
 

 
 
NB: Interactions can continue via Portal Actions until the Action is closed. 
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Respond to a Dispute 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Disputes link. 

 

 
 

3. To open a Dispute, click [Edit] 
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4. Review the Details provided by Lancashire. Should the Actuals 
require correction to match the detail provided, click [Add/Edit] 
and update the Actuals as per the Submit a Manual Actual 
guidance. 
 

5. To request a Dispute to be closed, add a Response, and then 
click [Request Resolution] 
 

 
 
Should you disagree with the Details provided, you will detail this 
in the Response and again click [Request Resolution] 
 
Where a Dispute is not resolved, further contact may be made via 
Actions. 
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View a Scheduled Payment 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Scheduled Payment link. 

 

 
 

3. Select Financial Year and Contract, then click the Payment 
Period Schedule to be view. 
 

 
 



 
 
Training Guide 
Adults Provider Portal 

41 

 

4. Details of the payment will be displayed. 
 

 
 

 

View/Download Previous Payment Report 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Reports link. 
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3. Select Remittance Advice Provider Payments 
 

 
 

4. Select Contract, Payment Method (Choose method applicable 
to period being queried), and Period. 
 

 
 
Click [View] or [Download Data] 
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View Pending Scheduled Payments 
 

Step Action 
1. Login to the Adults Provider Portal 

 
2. Click the Reports link. 

 

 
 

3. Select Remittance Advice Provider Payments 
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4. Leave all options as default and click [View] or [Download Data] 
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Appendix A - Glossary of Terms 
 
Actual: Can refer to both the hours delivered, and the overall submission. 

As a rule, "Actuals" refers to the line, whereas "Actual" refers to the 
service delivered. 

 
Frustrated: A Frustrated visit relates to a service which could not be delivered (i.e. 

due to a no-entry), or has been cancelled with insufficient notice 
(usually less than 24hrs) 

 
Missed: A Missed visit relates to a service which was not delivered either due 

to the service being cancelled with notice, or where the provider was 
unable to provide the service 

 
Emergency Hours:  Defined as "The provision of unscheduled and unanticipated care that 

would otherwise result in the service user experiencing significant 
emotional or physical harm." 

 Limited to 4hrs per instance, or must be commissioned by Adult Social 
Care 

 
Action: An interaction between Lancashire and Provider linked to either a 

client, contract, invoice, or service. 
 
Dispute: A requestion for amendment/response from provider following either 

receipt information contradicting information from another source, or 
where the submission needs to be queried. 
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Appendix B - Actions & Recommended Due Dates 
 
The below gives advice on the recommended Minimum Due Dates to be applied to specific 
Action Types 
 
Action Type Minimum Due Date 
CPLI Amendment (All variants) 2 Working Days 
CPLI Outstanding 2 Working Days 
Actuals Query 5 Working Days 
Aged Actuals Submission 5 Working Days 
APL Supported Living - Void Claim 15 Working Days 
Disputes Pending 5 Working Days 
Payment Query 5 Working Days 
Rolling Respite Claim 5 Working Days 
Third Party Amendment Request 10 Working Days 
 
Please also be aware that Actions can only be raised on appropriately linked Entities. 
The list below confirms which Entities each Action Type can be issued against. 
 
Action Type Valid Entities 
CPLI Amendment (All variants) Client 
CPLI Outstanding Client 
Actuals Query Client 
Aged Actuals Submission Contract 
APL Supported Living - Void Claim Service 
Disputes Pending Organisation 
Payment Query Contract, Invoice, Credit Note 
Rolling Respite Claim Contract 
Third Party Amendment Request Contract 
 
More details on when each Action Type should be used/not used are given in the Process 
Support Document 
 
 
 
The following Action Types should be initiated by Lancashire County Council only and will 
all be issued with a 5 working day due date. 
 
Action Type 
Debit Balance [LCC Use Only] 
Notification [LCC Use Only] 
O/S Actuals [LCC Use Only] 
Returned Invoice/Credit Note [LCC Use Only] 
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