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Frequently Asked Questions  
About Payroll and Employment

When do I begin to be paid?
• Only after all requirements are complete can a worker be paid using their Participant’s Medicaid 

funds. 
• Public Partnerships is responsible for notifying (in writing) common law employers (CLEs) of the 

Good-to-Go start dates of their workers. 
• Workers can verify Good-to-Go start dates by checking the PPL BetterOnlineTM Web Portal 

(https://fms.publicpartnerships.com/PPLPortal/Login.aspx) or by calling PPL Customer Service 
at 1-877-908-1750.

How do I submit my timesheet electronically?
• Submitting timesheets electronically is the best way to avoid payment delays. 
• There are two ways to submit electronically: 

• PPL’s BetterOnlineTM web portal 
• PPL’s Time4CareTM mobile device application. 

Am I required to have a bank account to receive direct deposit?
No; however, PPL does need account and routing numbers to directly deposit funds. These 
account and routing numbers can be attained for bank accounts, as well as for pre-paid card 
accounts. Pre-paid cards can be purchased at major retailers, such as Walmart and Target.

When will I be paid?
Public Partnerships will provide each CLE with a printed Payroll Schedule as part of the notification 
that a worker is Good-to Go (eligible to receive payment under the program). This written schedule 
will follow either Schedule A or Schedule B and should be used to determine when a worker 
needs to submit timesheets and when a worker will be issued payments. 

Why didn’t I receive my paycheck?
• If a worker does not receive his or her paycheck as expected based on the CLE’s payroll 

schedule, the PPL BetterOnlineTM Web Portal should be consulted immediately. The Portal will 
provide real-time details on the status of all payments. PPL Customer Service would also be 
helpful in answering questions about missing payments. 

• If a mailed check is not received within 10 business days of mailing, PPL Customer Service will 
submit a request to reissue the payment at the direction of a caller.

• If timesheets are submitted by Fax or mail, best practice is to check their receipt through use of 
PPL’s automated phone system or the BetterOnlineTM web portal, 72 hours after submission.

https://fms.publicpartnerships.com/PPLPortal/Login.aspx
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Will I be paid if my payday falls on a holiday?
PPL makes a significant effort to avoid payment delays caused by bank holidays. Payments, for 
timesheets received on time (according the to the assigned payroll schedule), will be issued in 
advance of any bank holidays that fall on paydays.

How will I know if there is an issue with my timesheet?
Sending timesheets electronically will significantly decrease timesheet issues. If paper timesheets 
are used, it will be important for workers to follow the progress of these timesheets through the 
payroll process via Portal monitoring or calls to customer service. PPL will also make automated 
outbound calls to inform individuals of many timesheet issues, but self-monitoring is the best 
practice. 

I submitted the correct time, but it was denied. Why?
There could be several reasons, including but not limited to:
• Overlapping times with another Direct Care Worker’s timesheet. For example, if a worker ends 

his/her shift at 3 pm and another worker begins at 3 pm, both workers cannot put 3 pm, as it is 
the same time. In that instance, the first worker should either enter 2:59 pm or the other worker 
should enter 3:01 pm to resolve the overlap.

• The timesheet includes hours in the future. If hours are approved for days not yet passed when 
PPL receives the timesheet, the entire timesheet will be denied and a new timesheet will have to 
be submitted.

PPL received an approved timesheet; why was it not paid?
• PPL can only pay using valid payment authorizations for Medicaid eligible Participants. 

Authorizations and eligibility statuses are provided to PPL by the Department of Human 
Services. Even if a timesheet has been approved by a CLE, if the appropriate authorizations and 
eligibility status is not received by PPL, PPL cannot make a payment.

• PPL works to provide accurate information related to non-payment; however, in many cases, it 
is not possible for PPL to resolve the issue. In these cases, CLEs are directed to contact their 
service coordinator or county assistance office.

How do I resolve any disputes with pay? 
An unpaid or incorrectly paid worker should turn first to the CLE for assistance with payment 
disputes, as other than in the case of PPL or worker error, PPL can provide only limited 
information—to DCWs—about payment issues related to CLE authorizations and Medicaid 
eligibility:
• If the DCW has not been paid or has been paid incorrectly, s/he should alert the CLE or 

authorized representative.
• If the issue is not resolved by the CLE or authorized representative the DCW should ask the  

CLE or authorized representative to contact the fiscal intermediary.
• If the issue is not resolved, the DCW should contact the fiscal intermediary themselves.
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How can I be paid?
Paper check and direct deposit are the only methods of payment currently available. It is highly 
advised that all workers use the direct deposit option. This option greatly reduces the incidence of 
delayed or lost paychecks.

Can I get more work hours?
• The hours worked for a CLE under the program can only be increased by or at the request of 

the CLE. 
• Workers will not be paid (under the program) for more hours than are allocated/authorized under 

the service plan put in place by the Participant’s service coordinator.

What rights and responsibilities do I have as a worker?
• A Workers’ Compensation policy is put in place for workers by each CLE, and workers have the 

right to file claims against this policy in the event of an applicable incident. 
• Most Direct Care Workers in the program have the right to apply for unemployment benefits 

upon the termination of employment.
• Workers are responsible for providing up-to-date information to Public Partnerships. It is very 

important that PPL has correct addresses, tax withholding documents, and exemption/exclusion 
statuses on file.

What is requalification?
• Every two years, Direct Care Workers are required to be requalified by his or her employer: the 

program Participant(s). 
• The requalification process includes the completion of a new Direct Care Worker agreement and 

Direct Care Worker qualification forms. In addition, if the worker requires additional background 
checks not previously run, these must be completed in order to re-qualify.

• PPL will send requalification notices and forms—to the CLEs with workers who have provided 
services to Participants within the last 6 months—3 months before a worker’s qualification end 
date.

• Workers whose requalification forms indicate that additional background checks are needed 
should expect a call from PPL to collect the information needed to run the checks. 

What background checks will I need to complete as required under the 
program?
• All prospective workers will need to undergo a Pennsylvania State Police criminal record check 

(CRC).
• If the Participant to whom the worker provides services has a child under the age of 18 living in 

the home, then the worker will have to complete a Child Abuse Clearance (CAC) in addition to 
the CRC.

• If the prospective worker has not lived in Pennsylvania for the last two years, then the worker will 
have to complete the FBI background check in addition to the CRC.
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• Workers should pay close attention to the information provided and requested on FBI and CAC 
forms:

• For the FBI background check, workers are required to take the registration document 
mailed to them by PPL to an official Cogent processing center in Pennsylvania OR mail— 
to the California address listed in the instruction letter—fingerprints taken at a local police 
station. Workers will then receive the results of their background checks from the FBI via 
postal mail and must mail PPL a copy of these results.

• For the CAC, workers who were under the age of 18 in 1975 must include a parent or 
guardian in the Household Members section of the Pennsylvania Child Abuse History 
Clearance form in order for the form to be processed.

• Background checks are provided at no cost to the DCW.
• Background checks are only run one time for work with a single Participant, but if a worker 

works with more than one Participant, relevant checks must be run under each Participant. 
Additionally, if a worker is terminated by a Participant for more than 30 days, the worker must  
re-complete the enrollment process, including the background check portion.

• All required background checks and, if necessary, approval by the Participant, must be complete 
before a worker can receive a good to go start date.

Will I be dis-enrolled from the program if I stop providing services for a while?
Workers must provide services at least once a year to remain enrolled in the program. Workers 
that go more than a year without providing services to the Participant will need to re-complete the 
full enrollment process before resuming work. 

Can I provide services to more than one program participant?
• Direct Care Workers are permitted to provide services to more than one program Participant 

as long as service hours do not overlap (i.e. workers cannot provide services to more than one 
Participant during the exact same time).

• A full enrollment process, including new background checks, must be run under every 
Participant to whom a worker provides services.

• To build a job profile or see the job posting of Participants looking for new workers, visit  
www.mychoice4care.com.

Where can I find additional information on the program?
PPL’s PA OLTL Program website is the best place to find additional information on the program: 
http://www.publicpartnerships.com/programs/pennsylvania/PADPWOLTL/index.html 

http://www.mychoice4care.com
http://www.publicpartnerships.com/programs/pennsylvania/PADPWOLTL/index.html
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Important Phone Numbers and Links

AGENCY PHONE 
NUMBER/LINK OTHER INFORMATION

PPL Customer Service 1-877-908-1750 Monday–Friday: 8am–8pm 
Saturday: 9am–1pm
Email: cs-oltl@pcgus.com
TTY: 800-360-5899

PPL Administrative Fax
(For submitting program 
forms)

1-855-858-8158 Public Partnerships LLC
PO Box 1108 
Wilkes-Barre, PA 18773-1108

PPL mychoice4care.com To sign up to be considered for employment 
by an additional consumer employer. To 
build a job profile or see the job posting of 
Participants looking for new workers

PA Department of 
Human Services 
(DHS) Medicaid and 
Medicare—Fraud 
Reporting

1-800-447-8477
1-800-447-TIPS

DHS Protective 
Services Hotline—
Abuse Reporting 

1-800-490-8505 If the report relates to abuse to an adult over 
the age of 60, reporters must also call the 
Pennsylvania Department of Aging (PDA) 
717-265-7887, and select option #2. 

MyCompass PA www.compass.state.pa.us

Benefit Bank www.thebenefitbank.org

PPL website www.publicpartnerships.com/programs/
pennsylvania/PADPWOLTL/index.html

PPL BetterOnlineTM  
Web Portal 

https://fms.publicpartnerships.com/
PPLPortal/login.aspx

To file a claim for 
unemployment

1-888-313-7284 www.uc.pa.gov/unemployment-benefits/5

Unique ID Link www.humanservices.state.pa.us/dcw 
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