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Frequently Asked Questions | Provider Portal 

 
Provider Support contact information:  
(Please be sure to include the company you work for, the issue you are having, and a way to 
contact you) 
 

 Email: ProviderSupport@divisionsinc.com    
 

 Accounts Payable: Ashley Cherry: 859-669-1050 
o AccountsPayable@divisionsinc.com  

 

 Provider Relations: Kate Sloane: 859-380-2545 
o Provider.Relations@divisionsinc.com  

 
 

General Questions 

1. I just signed up to be a Provider and would like to know what else you need from 

me. 

Email Provider.Relations@divisionsinc.com to check your approval status. 

 

2. How do I log in? 

You will go to www.mydivisions.com. You will use the email and password you set up 

when you went through the online application process to become a vendor. 
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3. I forgot my password. How do I reset it? 

If you cannot recall your password, you can click the "Forgot Password" link. A new 
password will be emailed to the email address listed as the primary contact for your 
company. If you cannot resolve the password reset on your own, please contact 
Provider Support.  
 
  
  
  
  
  
  
  
  
  
 

4. I want to add more employees to the portal so they receive available job 
notifications. How do I get this set up?  
Please contact Provider Support (providersupport@divisionsinc.com) to have the 
employee added as a contact to your account. They can then send a Portal invite 
directly to that employee. 
 
 

5. I need to update my bank account information for my direct deposit. How do I do 
this? 
Contact Accounts Payable 

 
 

6. The portal is telling me my account is on hold/my insurance or Worker’s Comp 
has expired. How do I updated it? 

 You can upload your documents by going to Account Settings and clicking on 
Insurance Information.  

 You can email your updated documents to ProviderSupport@divisionsinc.com. 
 
 

Available Jobs / Job Board 
 

1) How do I know when a job is available to schedule? 

 When a job is ready to be scheduled, an email will be sent to the user’s email 
explaining the location and scope of the job.  Click on the link provided and it will 
direct you to the job on the portal.  

 If you are using the app for scheduling, you will also receive a pop up notification 
(in addition to an email) when a job is posted to the Job Board.  
 

2) Where do I go to access the Job Board? 
You will log on to your Provider Portal and click on Available Jobs on the Dashboard. 
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3) I received an email that a job was available to schedule. When I clicked on the link 

to view the job, the display page said there were no available jobs to view. What 

does this mean? 

Each available service case will be sent to all trade specific Providers within a 60 mile 

radius. If there is no job listing when you enter the Job Board, it means that another 

Provider has accepted that job.  

4) I am not at my desk to receive these emails and schedule jobs.  

The Provider Portal is mobile friendly. You can access the Portal from your mobile 

devices to schedule jobs, invoice, etc. You can also access the job board through the 

InPOsition app by logging into the app using your portal email and password. 

 

5)  Who can view the available jobs on the Job Board? 

All portal users from your company. All Providers whose service type match the 

available jobs service and are headquartered within 60 miles will receive an email 

notification when a proposal or service case is posted to the Job Board. 

 

EXAMPLE: If a toilet is clogged, an email notification will send to all portal account users 

within 60 miles that have ‘Plumbing’ listed as a service in Divisions’ system. 

 Proposals will be labeled as ‘PRP’ and Cases will be labeled as ‘CAS’ on 

the Job Board. 

 Terms of a Service Case are accepted “as is” whereas a Proposal allows 

you to add your pricing, required labor, etc.  

 Rates are subject to vary case by case. 

 

6) These are not my rates. How do I get this adjusted? 
The rates you see on the Job Board do not necessarily reflect your company rates.  The 
rates you see are based on a number of factors that come together to determine 
different rates, from district rate history to customer rate requirements.  When you accept 
the job on the Job Board, you are accepting the job with the rates as is. If you would like 
to speak to someone on that customer team about rate trends in your area and what you 
can expect in the future, please contact your local Divisions Representative or your 
Divisions Contact listed on your PO letter. 
 

7) I cannot make it to the job site within the time frame it gives me.  
Please contact your Corporate Divisions Representative if you cannot make it to the site 
within 48 hours. 
 
 

8) How do I decline an available service case or proposal? 

If you cannot accept the available service case or submit a proposal for any reason, just 

ignore the available job and it will disappear from the Job Board once accepted by 

another Provider.  

 



Updated 02/07/2018 

4 

 

9) How does my rating work into the Job Board? 

Each completed case is rated on a scale of 1-5 stars (which is visible at the top right 

hand corner of your Provider Portal Dashboard). The Job Board will operate on a “first 

come first served” basis if you have a star rating of 3.5 stars or higher, you’re located 

within 60 miles of the available job and your trade services match with the job’s service. 

If you have below a 3.5 star rating, a National Account Team member will have to 

manually assign that job for which you have applied. 

 

10) How can I improve my ratings? 

Please refer to the Ratings Guide in your Resources tab to understand how the ratings 

system works and what you need to do to improve your rating. In most cases, following 

all the steps on your PO letter will help you achieve a higher rating.  

 

11) I am a new provider and I do not have a rating yet. How will I be able to schedule 

available jobs? 

All new Providers start with a 5 star rating so they will have equal opportunity to auto-

schedule. Upon completion, your visibility to future available jobs is contingent upon your 

rating for that first job and all jobs following.  

 

12) How can I add additional services to my account to ensure I see all the available 

jobs that fall under my trade? 

You can now update your trade services through your Provider Portal.  Please go to your 

Account Settings in the Main Menu. 

 

 

 
 
 
 
 
 
Click on Service Capabilities. Here you can add or remove services. You can also edit your 
service radius at the bottom. The system will default your radius to 60 miles. But if you service a 
smaller or greater service area, you can change it to up to 120 miles.  Then click on Save 
Service Capabilities to complete.   
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13) I service multiple areas. How do I make sure I get job requests for those areas?  
There are a few different options.  

 Provide us with additional physical addresses that we can add to your account so 
you can receive available job notifications for those areas. 

 Go to your Account Settings in the Main Menu and click on Service Capabilities. 
At the bottom of the page you can change your service radius from 60 miles to 
anything below 60 miles or up to 120 miles.  

 We can make you statewide Provider. This can sometimes be a disadvantage. 
So please consider the top two choices.  

 
 
Expired PO Questions 
 

1. What if I can’t find my service request or contract? 
If you do not see your service request or contract in upcoming services, please contact 
Provider Support (providersupport@divisionsinc.com). 
 

2. Why are POs listed as expired/cancelled?  
If you miss an ETA, that PO will be cancelled and reposted to the Job Board for a new 
Provider. You will not be able to service that PO. You will be notified one hour before the 
ETA is expired if you have not already checked into the job. And If the PO is cancelled, 
we will email your company to let you know. Please do not service that job if the PO was 
cancelled.  

 
 

Submitting Invoices Questions 
 

1. Where do I send site worksheets, completion forms, and photos? 
For any service call invoices (sometimes called non-routine) you will find an “attach file” 
button at the bottom of the invoice detail page. You cannot attached photos as PDFs to 
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the invoice. It must be saved under a different kind of file. 
 
 

2. What if I submitted the invoice and forgot to attach the site worksheet, completion 
form, and/or photos?  
If a site worksheet, completion form, and/or photos are required, our finance team will 
mark your invoice as “Revision Requested”. You will receive an email notification and 
your invoice will be pushed back into the “Invoices to Submit” tab so you can resubmit 
with the proper documents attached. 
 

3. Can I transfer invoice data from Divisions’ Portal to my company’s accounting 
software?  
On each page of the "Invoices" section, located at the top right of each data table, you 
will find a blue hyperlink for "Print | Excel". Clicking on the Excel option will export the 
data to an .xls file, which your accounting software may be able to use to import the 
information to your own records. 
  
 

4. I don’t see my invoice available to submit. What do I do?  

 Please make sure the work is complete and you IVR’d in and out properly.  

 Double check your PO that you should have received from Divisions to verify the 
information and PO number. 

 We cannot process more than one invoice for a PO, so if you have already 
submitted an invoice, then you will not be able to submit another one against that 
same PO. Please wait until the job is completed to invoice us against that PO.  

 If you are one of multiple providers on a job, the invoice will not be available for 
you to submit until the job is completed in its entirety. If you are experiencing 
issues or need assistance, please contact Provider Support. 
 
 

5. What information do I need in order to submit my service call invoice?  
Customers require a unique invoice number, description of the work performed, line 
items for labor, materials, and trip charges, and any attachments including: site 
worksheets, completion forms, and photos. 
  

6. Can I just attach my own invoice instead of breaking out the time and material 
information on service call invoices?  
No, if the invoices are not entered with the full breakdown of time and materials when 
required, even if the breakdown is attached, it will be marked “Revision Requested” and 
returned to the “invoices to submit” tab for you to revise.  
 
 

7. I entered my invoice incorrectly/prematurely. How can I submit a revision? 
Please contact Provider Support immediately. If the invoice has NOT been “Approved,” 
we will send it back to “invoices to submit” for revision.  If the invoice HAS been 
“Approved”, you will be instructed to contact your local Divisions Representative.  
 

8. The information on my contract invoice is incorrect. How do I get it adjusted? 
Contact your local Divisions Representative. You can find their contact information by 
navigating to the "Account Settings" page and selecting the last tab (labeled "Divisions 
information").  
 



Updated 02/07/2018 

7 

 

 
9. When are contract invoices available to submit? 

They are available to submit on the 25th of each month.  
 
 

10. I submitted my invoice via the Portal, when do my payment terms start?  
Payment terms begin when a fully correct invoice is submitted on the Portal. Typically 
this will be the day you hit the “submit” button for your invoice. However, if your invoice is 
marked for revision and made available to you for correction, your re-submittal date 
becomes the invoice date and subsequently, the start of your payment terms. The 
invoice date of contract invoices is the date of submission or the last day of the month 
the services were performed in, whichever is sooner. 
 
 

 
In Process Invoices Questions 
 

1. I have some invoices listed as “Revision Requested.” What should I do? 
You will receive an email when an invoice is marked “Revision Requested.” This email 
will provide the appropriate revisions to the invoice.  You can also hover your mouse 
over the blue question mark on your invoices to submit page. By doing that, an index 
box will appear providing the reason for the Do Not Pay. 
 

2. Where do I go to correct my “Revision Requested” invoice? 
Once you receive the email, the invoice will relocate to “Invoices to Submit” and you can 
then edit your invoice. If you are unable to do so, please email Provider Support: 
ProviderSupport@divisionsinc.com 

 
 

Approved Invoices Questions 

1. I have invoices in the “Approved Invoices” tab, when will I be paid on these? 

 Our payment terms are 45 days. 

 We do a weekly check run for any invoices due within that next week. Payment is 
issued on Mondays or the first business day of the week. If you are set up on 
direct deposit, you should receive the money in your account within 1 – 3 
business days. If you receive paper checks, the checks will be mailed on 
Tuesday.  

 If you want payment sooner than your payment terms, you can elect to take Early 
Payment with a discount.  

 
 
 
 
 
 
Early Payment Questions 
 

1. I submitted my invoices for Early Pay. How long will it be before we receive 
payment?  
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 Invoices submitted before 2:00 pm EST on business days will be processed in 
the same day, meaning that Divisions authorizes our financial institution to 
transfer funds to your financial institution within 48 hours. Divisions is not 
responsible for any delays on the part of either party's financial institution.  

 Please note: if there is a bank holiday, payment will be delayed until the next 
week day.  
 

2. Why can’t I select any of my invoices for Early Pay? 

 Your insurance information may be expired. Please confirm with your Divisions 
Contact. To upload updated documents, go to the “Account Settings” page then 
click the “Insurance Information” tab. Here you can upload your insurance 
information. Please give us one business day to process your updated insurance 
and remove hold status. 

 You can only select for Early Pay if the job was rated three stars or higher. If the 
job was rated below three stars, then you will not be able to select that invoice for 
Early Pay.   

 You must be enrolled in ACH (direct deposit) to select for Early Pay.  Please go 
to your Account Settings in the Main Menu and click on Payment Info.   

 Early Pay can only be submitted once per business day. If you cannot submit, 
please wait 24 hours from the time of your first submission to try to submit again. 
 
  

3. My Early Payment submission was more than the direct deposit I received in my 
bank account. What happened? 

 There are times that invoices are selected for early payment, but they are 
included in the weekly check run because they are due. These should be 
included in a separate deposit without the discount taken.  

 Any Early Pay amount over $10,000 requires extra approval before payment and 
may cause a change in total. 
 

 

Paid Invoices Questions 

1. I did not receive my remittance information in an email. How do I pull this 
information from the Portal? 
Go to the “Paid Invoices” section and export the detail to excel. You can then sort or filter 
on the date paid. The date paid on the Portal is the day it was processed in our system. 
The funds would not have been deposited into your account until 1 – 2 business days.  
 

2. What is your invoicing term? 
NET 45 days (if you enroll in direct deposit you could see payment sooner).  


