
Physiotherapy Clinic Calls Helpline to Confirm Client Eligibility 
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Start
Client attends 

appointment at 
clinic

End

Advises client that his/her 
eligibility could not be 

established and to 
contact caseworker to 

obtain proof of eligibility

Client receives 
therapy

Within the same month of client’s 
appointment, clinic calls the Social 
Assistance Verification Helpline to 
confirm client’s social assistance 

eligibility for that month

Asks if 
client has a valid 

Ontario health card 
or paper drug

 card

Client Has 
Paper Drug Card or

Alternative Proof of Eligibility
for Month in 

Question

Client Has
ON Health Card

 Physiotherapy 
clinic provides 

therapy

Receives call and requests the following 
information:
§ First and last name of caller
§ First and last name of physiotherapist
§ Telephone number of  physiotherapy clinic
§ Physiotherapy clinic’s MOHLTC IVR PIN

Agent 
authenticates  
physiotherapy

clinic

Obtains the following 
client information:
§ Member ID 
    (if provided by client)
§ First and last name
§ Birth date
§ Address

 Physiotherapy
Clinic

Authenticated

Informs caller that  clinic could not be 
authenticated and advises caller to re-
verify PIN # and call back the HelpLine

Could not Authenticate
Physiotherapy Clinic

Searches 
for client in 

SAMS

§ Informs caller that client is 
eligible for social 
assistance for period in 
question
§ Confirms client’s social 

assistance program
§ Provides confirmation 

number of call

Client
Eligible

§ Informs  clinic that client is not eligible for social 
assistance for the period in question
§ Provides a confirmation number of call

Client Ineligible

Physiotherapy Clinic 
must re-verify PIN # 

and call back the 
Helpline

Clinic confirms 
client is on SA

Physiotherapy Clinic
records SAV Helpline
confirmation number

Alternatively, other forms of proof of 
eligibility, e.g. Statement of Assistance 
(SOA), can be used to confirm eligibility for 
the month of the appointment.
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