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2 Login to Provider Portal

2.1 Login Page

 Username and password text boxes

 "Click here to register" link will take 
you to available self-registration options (see 
the Click here to register section (see page 7) of 
this user guide for more information).

 "Forgot login info?" link will take you to 
forgot username and/or password self 
service features (see the Forgot login info 
section (see page 10) of this user guide for more 
information).

 Please Note:

If you have not done so already (or you 
require additional access) follow the process 
within the "Click here to register link (see page 
7)" to create a portal user account request.
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2.1.1 "Click here to register" link

 Select this button to complete the 
provider portal self-registration process.

 "Back to login" link will return you to 
the login page where you will find the 
username and password text boxes.



Please Note:

If you do not already have a user account 
then you can self-register through the 
"Providers click here" button. 

After selecting the button you will be 
directed to the portals terms and conditions.

To continue with the self-registration process 
you will need to agree with the statement 
supplied.
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"Providers click here" button (Provider Self-Registration)

"Provider Information" page 

The fields above will need to be completed 
with your information to locate your provider 
office record in the portal.

Once all required fields (noted with a red *) 
are completed, select the "Next" button to 
continue with the self-registration process. 

 If you need assistance determining your 
"Payer Assigned No" please contact your 
provider relations specialist
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"User Information" page

Once the portal has located your provider office record you will be directed to the page above. Please 
complete all required fields to create a portal user account.

Once all required fields (noted with a red *) are completed select the "Submit" button to complete the 
self-registration process. Your request has now been pended for review and approval. 
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2.1.2 "Forgot login info" link

 "Forgot your user name" button will take you through the process of retrieving your username.

 "Forgot your password" button will take you through the process of retrieving a temporary 
password.

 "Back to login" link will return you to the login page where you will find the username and 
password text boxes.
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Forgot your username

If you forgot or misplaced your username you can submit a request through the "Forgot your user 
name" button (identified on the screenshot on the left).

The portal will send an email with your username to the email address you currently have established 
with your portal account.

After selecting the "Forgot your user name" button you will be directed to the "User Name Request" 
page. 
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"User Name Request" page

The portal will now need to locate your 
portal account by checking on three 
elements.

1. Email associated with your user
account

2. First Name associated with your
user account

3. Last Name associated with your
user account

Once all fields are completed select 
the "Next" button to continue with the forgot 
your username process.

 Please Note:

You will need to ensure all fields match the 
current information associated with your 
portal user account.





Provider Portal User Guide

Login to Provider Portal  –  13

"Security questions to retrieve username" page

After the portal locates your account (by searching the information on the previous page of this user 
guide) you will be required to answer the password question(s) you setup with your portal user 
account.

Once you complete the Password Answer field(s) select the "Next" button. 
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"User Name Request" page

After selecting the "Next" button you will be 
navigated to the User Name Request page. 
To complete your request and have the 
system send your user name via email select 
the "Send Username" button.

 Please Note:

The "Send Username" button will re-direct 
you to the Login page.  You will now want to 
check the email you have setup with this 
portal user account.

This is an example of the email you will 
receive.
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Forgot your password

If you forgot your password you can request a temporary password through the Forgot your password 
button (identified on the screenshot above).

The portal will send an email with a temporary password to the email address you currently have 
established with your portal account.

After selecting the Forgot your password button you will be directed to the "Request Password" page. 
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"Request Password" page

The portal will now need to locate your 
portal account by checking on three 
elements. Once all fields are completed 
select the "Next" button to continue with the 
forgot your password process.

 Please Note:

You will need to know your username in 
order to complete a request for a temporary 
password. You will also need to ensure all 
fields above match the current information 
on your portal user account information. 
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"Security questions to retrieve password" page

After the system locates your account (by searching the information on the previous page of this user 
guide) you will be required to answer the password question(s) you selected when you initially setup 
your user account. Once you complete the Password Answer field(s) select the "Next" button. 
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"Request Password Response" page

After selecting the "Next" button you will be 
navigated to the page below. To complete 
the request and have the website send a 
temporary password select the "Send 
Password" button.

 Please Note:

The "Send Password" button will re-direct 
you to the Log In page. You will now want to 
check the email account you have setup with 
the user name. Please see below for an 
example of the email you will receive.

This is an example of the email you will 
receive.



Provider Portal User Guide



Login to Provider Portal  –  19

"Password Expired" page

Upon your first log in after using the 
temporary password you will be directed to a 
"Password Expired" page. The password you 
received via email has now expired and the 
website is requiring you to setup a new 
password.

Enter your new password in the "Password" 
and "Confirm Password" text boxes and 
select the "Submit" button.

After selecting the "Submit" button you will 
be directed to your home page and have now 
completed the Forgot your password 
process. 

 Please Note:

Password requirements will be identified in 

the   icon to the right of the text box. Click 
or hover your mouse arrow over the icon and 
a text box will appear identifying the 
requirements. 
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3 Getting Around

3.1 Menu Bar

3.1.1 Menu Bar options
Below is a listing of Menu Bar options, as well as descriptions of what is available at each destination page.

Drop-
Down

Feature Description

N/A Home Select this menu bar option to return to your portal Home Page

Claims Claim Status 
List

Go here to search and review the status of claims we have on file 
associated with your security rights

Claims Remittance 
Advice 
Search

Go here to search and review Remittance Advice (Explanation of 
Payments) we have on file associated with your security rights

Patient Online 
Referral 
Submission

Go here to submit an online referral for a member assigned to your 
current panel

Patient Referral List Go here to search and view submitted referrals

Patient Member 
Eligibility 
Search

Go here to search the network for active and ineligible members.

After selecting the Member name you can review the Member's detail 
page where you will be able to review:

• The members current benefit information
• Status Indicators (suspension/disenrollment indicators and/or

lock-in indicator)
• Primary Care Physician assignment (PCP)
• Contacts on file (to include Care Management team and lock-in

locations if applicable)
• Other Coverage / Coordination of Benefits
• Any Pending / Open Requests

The Menu Bar, located at the top of the page, is your main point of navigation throughout the portal.
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Patient Panel Roster Go here to search and review your current panel roster / member 
assignments

Tools & 
Resources

Contact the 
Health Plan

When available, go here to submit a secure message

Tools & 
Resources

Inbox Go here to review all available secure messages

Tools & 
Resources

Document 
List

Go here to search for available documents

Tools & 
Resources

Diagnosis 
List

Go here to search ICD9/ICD10 codes

Tools & 
Resources

Procedure 
List

Go here to search procedure codes

Tools & 
Resources

Provider List Go here to review all provider records associated with your security 
rights

Office 
Administrat
ion

Request List Go here to review any pended portal self-registration requests 
associated with your security rights

Office 
Administrat
ion

User List Go here to administer portal user accounts for your office. Within the User 
List you can:

• Search for current portal user accounts
• Reset a users password
• Unlock a users account
• Delete a users account
• Create a user account

N/A User Profile Go here to update information associated with this portal user 
account

N/A Access other 
offices

Go here to access any other offices available within your rights.

If you need additional NPI(s) associated to your account please contact 
your provider relations representative.
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3.2 Bread Crumbs

3.3 FAQ and Sign Out

In Addition to your Menu Bar you will find a trail of links (or bread crumbs) just below the Menu Bar. 
 This will supply you quick links back to a previous page you visited as you navigate further through the 
portal.



Within all header content you will find quick 
links to view all available Frequently Asked 
Questions (FAQ) and a Sign Out link.

 Please Note:

The "FAQ" link will open all available 
Frequently Asked Questions on the "View 
FAQ" page.

The "Sign Out" link will return you to the 
Login page (see page 0).
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3.4 Home Page

3.4.1 Messages

Above is your home page.  This is the page 
you will first navigate to upon every sign on.  

 Please Note:

If at any time you would like to return to this 
page, simply select the "Home" option from 
your Menu Bar (see page 0).



Any messages/news we would like to relay to 
you will be found in the "Plan Messages" and 
"Plan News" sections (in-between the 
Welcome and My Health Tools / Resources 
sections of your home page).

 Please Note:

These sections will only populate when we 
have active messages/news to relay to you.
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3.4.2 My Health Tools / Resources

The My Health Tools / Resources section will 
include links we feel will be beneficial to the 
administration of your account.  The 
available link will open in a new internet 
browser window (popup window)

 Please Note:

These sections will only populate when we 
have active Tools / Resources to relay.



Provider Portal User Guide



Getting Around  –  25

3.4.3 Contact

The Contact section on your Home page will identify customer service information should you need to 
contact us.
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3.4.4 Message Center

The Message Center is the location in your 
portal where you can find any available 
secure messages.  

 Please Note:

The "Message Center" section on your home 
page will always display your three most 
recent secure messages. Select the "Inbox" 
link from the Message Center header or 
through your Menu Bar to view all secure 
messages.

The "Subject" link will open the "View 
Message" page where you can view 
additional information for that secure 
message.
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3.4.5 Event Calendar feature

"Event Calendar" link

On the right side of the Home page you will find the "Event Calendar" link just below the image of two 
doctors.
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"Event Calendar" page

When you select the "Event Calendar" link 
from your home page you will be directed to 
the "Event Calendar" page.

The box for the day will have the title of the 
event. If you wish to see more detail on the 
event select the date (in the example above it 
is the "15").

 Please Note:

All events we would like to make you aware 
of will appear in this calendar. In this user 
guide we will review the day highlighted 
more closely. 
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"Day Events" page

After selecting the date you will be directed to the "Day Events" page where you will find more specifics 
on the event (location, organizer, start date, end date, and a short description of the event). 
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3.4.6 Related Documents feature

"Related Documents" link

On the right side of the Home page you will find the "Related Documents" link just below the image of 
two doctors.
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"Document List" page

When you select the "Related Documents" 
link from your home page you will be 
directed to the "Document List" page.

 Please Note:

You can also access the "Document List" 
page through your Menu Bar. Click here (see 
page 0) to review the Document List page 
functionality in this user guide.
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4 Claims drop-down

4.1 Claim Status List feature

This feature will allow you to search/view submitted claims associated with your portal user account security 
rights.

Step 1

From the Claims drop-down of the menu bar, select the Claim Status List option
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4.1.1 Claim Status List page

Claims Status List page - Search section

Step 2

Complete a search for claims by:

 Patient Information

 Claim Information

Please Note:

This page does not pre-populate all available 
claims. You will need to input search criteria 
before you will be returned Results.
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"Claim Status List" page - Results section

"Claim Status List" page - Results section - View EOB link

Data from your search request will produce 
at the bottom of the page in the "Results" 
section

 Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.



Step 3

When available, select the "View EOB" link from 
your claims results section to open a copy of the 
Explanation of Benefits associated with that 
claim.

Please Note:

Explanation of Benefits (EOB) are a rendered 
version of the EOB with appropriate content 
displaying on the rendered form. The EOB 
that displays is not a PDF of what was 
mailed.
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"EOB Detail" page

"Claim Status List" page - Results section - Claim # link

After selecting the "View EOB" link you will be 
directed to the "EOB Detail" page. Payer and 
Payee information is located near the top 
with service line details found at the bottom.

 Please Note:

The "Printer Friendly Format" link found 
above the Payer/Payee Information section 
will open a new browser window with the 
content on the page in a printer friendly 
version.



Step 3

Select the "Claim #" link from your claims results section to open additional detail for that claim.
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"Claim Status Detail" page

After selecting the "Claim #" link you will be directed to the "Claims Status Detail" page. On this page 
you will find additional detail regarding

• Patient Information
• Servicing Provider Information
• Claim Information
• Payment Information
• Service Line Information
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"Claim Status Detail" page - Patient Information section

"Claim Status Detail" page - Servicing Provider Information section

The Patient Information section will supply 
high level content for the member this claim 
was submitted for. You will find the members 
Name, Health Plan / Medicaid ID#, DOB, and 
Gender.

 Please Note:

The "Printer Friendly Format" link will open a 
new browser window with the content on the 
page in a printer friendly version.

When available, the "View EOB" link will open 
the EOB Detail page for this claim.

When available, the "Reconsider Claim" link 
will allow you to submit a request a claim 
appeal for this claim.



The Servicing Provider Information section will supply high level content for the servicing provider this 
claim was submitted with. You will find the providers Name, Provider # (payer assigned #), Provider 
TIN, and Provider NPI.
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"Claim Status Detail" page - Claim Information section

"Claim Status Detail" page - Payment Information section

The Claim Information section will supply additional detail for this claim.

The Payment Information section will supply 
a process trail for the payment(s) and 
recoupment(s) that occurred on this claim. A 
recoupment dollar amount will show as a 
negative "Claim Payment Amount" on a 
separate line from the initial payment. Each 
time the claim was included in a system 
check run you will find a new line in the 
Payment Information section.

 Please Note:

The "View Payments" link will navigate you 
to the "Remittance Advice Search (see page 0)" 
page with this claim # already filled into the 
"Payer Claim Control No" search field. Your 
results on that page will return only "Check 
or EFT Trace No" that this claim was included 
on.
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"Claim Status Detail" page - Service Line Information section

The Service Line Information section will 
return additional details of each service line 
submitted with this claim.

 Please Note:

You can hover over the Claim Status Code to 
see the Claim Status Code description or you 
can also find the descriptions in the Claim 
Status Code Legend.

You can also hover over the Procedure and 
Diagnosis code(s) to display the code 
description.
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4.2 Remittance Advice Search feature

This feature will allow you to search/view Explanation of Payments (EOPs) associated with your portal user 
account security rights.

Step 1

From the Claims drop-down of the menu bar, select the Remittance Advice Search option.
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4.2.1 "Remittance Advice Search" page

"Remittance Advice Search" page - Search section

Step 2

Search for the Explanation of Payment you need 
to review.

Please Note:

The results section will pre-populate with all 
available data, complete appropriate search 
criteria to narrow your results.
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"Remittance Advice Search" page - Results section

Data from your search request will produce 
at the bottom of the page in the "Results" 
section.

 Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.
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"Remittance Advice Search" page - Results section - Check or EFT Trace No link

"Remittance Advice Detail" page

Step 3

Select the "Check or EFT Trace #" link from your 
results section to open additional detail for that 
Explanation of Payment.

Please Note:

Explanation of Payments (EOP) are a 
rendered version of the EOP with appropriate 
content displaying on the rendered form. The 
EOP that displays is not a PDF of what was 
mailed.



After selecting the "Check or EFT Trace #" link you will be directed to the "Remittance Advice Detail" 
page. On this page you will find additional detail regarding:

• Payment Information
• Provider Information
• Contractual Adjustments
• Claim Information
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"Remittance Advice Detail" page - Payment Information

"Remittance Advice Detail" page - Search section

In the Payment Information section you will 
find payer and payee content as well as 
check #, check date, and total payment 
amount. The layout will look similar to that 
of a check.

 Please Note:

The "Printer Friendly Format" link will open a 
new browser window with the content on the 
page in a printer friendly version.

The "Expand All" link will expand all 
collapsed Provider and Claim information 
sections.

The "Collapse All" link will collapse all 
expanded Provider and Claim information 
sections.



Use the search section on this page to narrow the return of Providers and/or claims that are returning 
on this particular Explanation of Payment.
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"Remittance Advice Detail" page - Provider Information section

"Remittance Advice Detail" page - Contractual Adjustments section

The Provider Information / Provider 
Summary section will return a high level 
overview of the claims included on this 
Explanation of Payment for this particular 
provider.

 Please Note:

The "Expand/Collapse" link will expand or 
collapse all Claim Information on this EOP 
associated with this provider.



The Contractual Adjustments section will show appropriate adjustments that were made for this 
provider via this Explanation of Payment (for example, Interest Owed or IRS withhold).
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"Remittance Advice Detail" page - Claim Information section

In the Claim Information section you will find 
additional detail for the Patient at the top 
and each line with paid amount identified at 
the bottom.

 Please Note:

The "Expand/Collapse" link will expand or 
collapse this specific Claim Information 
section on this EOP associated with this 
provider.

The "Payer Claim Control No" will take you to 
the "Claim Status Detail (see page 0)" page
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5 Patient drop-down

5.1 Online Referral Submission feature

Follow the steps below to complete an online referral submission.  Once you submit your request you will 
receive a referral number.  

Please Note:

Reference the Referral List (see page 0) page to search for referrals previously submitted.



Step 1

From the Patient drop-down of the menu bar, select the Online Referral Submission option
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5.1.1 "Member Selection for Referral" page

"Member Selection for Referral" page - Search section

Step 2

Search for the member you need to submit a referral for

 By provider assignment information and/or

 Narrowing your return of information by the specific member
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"Member Selection for Referral" page - Results section

After entering appropriate search criteria your results will return at the bottom of the "Member Selection for 
Referral" page 

Step 3

Select the appropriate member record from the results section by clicking the "Select" link to the left of the 
Members name
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"Referral" page - online form

"Referral" page - Member Eligibility section

Step 4

 After selecting the members record you will be navigated to the "Referral" page

The Member Eligibility section will give you an opportunity to ensure the member selected is accurate

If you need to select a different member click the "Change" button
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"Referral" Page - Referring Provider Information section

Step 5

Select the appropriate Referring provider from the Provider Last Name drop-down in the Referring Provider 
Information section
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"Referral" Page - Referring Provider Information section

After selecting a provider record from the Provider Last Name drop-down the Location Name drop-down will 
populate with locations associated with that provider.

Step 6

Select the appropriate location for the provider
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"Referral" page - Refer To Provider Information section

Step 7

Search for the provider or group you want to refer the member to

You can search by:

 Business/Group name

 Provider Last name

 Provider First name

 Provider #

 Provider Specialty and/or

 Location name

Complete as many or few search elements as you would like
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"Referral" page - Refer To Provider Information section

After completing a search request you will be sent to a 
page with the search fields at the top of the page 
(should you want to narrow your results) and the 
provider records returned at the bottom of the page

Step 8

Once the appropriate 'Refer To' provider record is 
located click the Select link to the left of their 
name

After Selecting a Refer To provider you will be 
directed back to the Referral page with that 
providers information populated into the Refer To 
Provider Information fields

Please Note:

The appropriate record will likely be some 
combination of Business / Group Name, 
Provider Name, and Location
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"Referral" page - Diagnosis Information section - EPSDT

Step 9

If the referral is due to an EPSDT visit select the EPSDT check mark box just above the Diagnosis Code 
field(s)
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"Referral" page - Diagnosis Information section - Diagnosis code

"Referral" page - Procedure Information section

Step 10

Enter diagnosis codes (if applicable)

Select the "Magnifying Glass" icon (located to the 
right of the diagnosis code text box) to open a 
Diagnosis List modal/popup window where you 
can search and select a diagnosis code

Please Note:

Initially the online form will have 4 diagnosis 
code fields. If you need additional diagnosis 
code fields select the "Add" button after the 
current 4 fields are completed. A new row of 
4 diagnosis code fields will appear



Step 11

Enter procedure codes (if applicable)

Select the "Magnifying Glass" icon (located to the 
right of the procedure code text box) to open a 
Procedure List modal/popup window where you 
can search and select a procedure code

Please Note:

Initially the online form will have 4 procedure 
code fields. If you need additional procedure 
code fields select the "Add" button after the 
current 4 fields are completed. A new row of 
4 procedure code fields will appear
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"Referral" page - Review button

Step 12

Select the Review button

Please Note:

If any required elements are missing a 
message will appear at the top of the page 
with what you will still need to complete (see 
example below)
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Referral - Review Page - Submit button

You will now be directed to a page where you can review all information submitted for this online referral. 
 Ensure all content is correct before proceeding

Step 13

Select the Submit button
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"Referral Submission Success" page

5.2 Referral List feature

Follow the steps below to search and view referrals already submitted.  

Step 14

Select the "Submit Another" button to start the 
process over (OnlineReferralSubmission (see page 
47))

or

Select the "Done" button to be returned to your 
Home Page (see page 0)

Please Note:

Your referral has now been submitted and 
you will be directed to a Referral Submission 
Success page



Step 1

From the Patient drop-down of the menu bar, select the Referral List option
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5.2.1 "Referral List" page

You will now find yourself on the Referral List 
page  

The top of the page will have available search 
fields you can use to narrow the return of 
results  

The results are found at the bottom section 
of the page

 Please Note:

The results section will pre-populate with all 
available data, complete appropriate search 
criteria to narrow your results
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"Referral List" page - Results section

"Referral Detail" page

Step 2

After locating the appropriate record(s), you can 
review more detail by clicking the select link 
found to the left of the members name

Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.



After clicking the select link from the Referral List page you will be directed to the Referral Detail page 
where you can review additional content for that submitted referral
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5.3 Member Eligibility Search feature

Follow the steps (and review the information) below to search and view member eligibility and other 
information. 

Step 1

From the Patient drop-down of the menu bar, select the Member Eligibility Search option
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5.3.1 "Member Eligibility Search" page

Step 2

Search for the member. After entering 
appropriate required fields select the "Search" 
button

Please Note:

Required fields are DOB and Last Name OR
Health Plan ID#. You can search for multiple 
members at one time. Initially you will find 5 
rows available (to search for 5 members)

If you need to search for more than 5 
members select the "Add Member" link (to a 
max of 30 rows)
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"Member Eligibility List" page

After completing a valid search you will be 
directed to the Member Eligibility List page

On this page the members information will 
be routed into one of three sections/queues

Active (identified in GREEN in the image 
above) - Member currently has an active 
eligibility segment

Ineligible (identified in YELLOW in the image 
above) - Member has an eligibility segment, 
but that eligibility is currently terminated

Not Found (identified in RED in the image 
above) - Member was not found from the 
data entered on the Member Eligibility 
Search screen

 Please Note:

Not Found section will only display when a 
member that was searched was not found in the 
system.
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"Member Eligibility List" page - Active section

Each member in the "Active" section of the 
"Member Eligibility List" page will have a few 
links available

The Member name link will navigate you to 
the Member Detail page where you can find 
additional information regarding that 
member

The Policy Benefit Name link will navigate 
you to the Summary of Benefits page. On this 
page you can review any benefit plan specific 
documentation

The Benefit/Usage link will navigate you to 
the members Benefit Accumulators page

 Please Note:

The "Download File" link found above the 
Active section will export the content listed 
to an excel spreadsheet.

The Printer Friendly Format link found above 
the Active section will open a new browser 
window with the content on the page in a 
printer friendly version.



Provider Portal User Guide



Patient drop-down  –  66

"Member Eligibility List" page - Active section - Member name link

Step 3

Select the Member name link
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"Member Detail" page

After selecting the Member Name link from the "Member Eligibility List" page you will be directed to that 
members detail page where you can find additional information regarding that member

The Member Detail page may include some (or all) of the sections below

Family section - In this section you will see all members currently active on the benefit plan during the 
"Eligible as of Date" you have selected (or identified at the top of the Member Detail page)

Member Information section - In this section you will find the member information for the current 
member you have selected (click here (see page 69) to see more information regarding selecting a 
member in the family section)

Eligibility Information section - In this section is the current eligibility information based on the 
"Eligible as of Date" that you selected (you will find this date identified at the top of the Member Detail 
page)

Member Status Indicators section - In this section you will find any status indicators assigned to the 
members record (for example Lock-In and/or suspension/disenrollment indicators)

Primary Care Physician section - In this section you will find the members current PCP assignment. 
This record will return real time from the eligibility system, so you can be sure the PCP listed is the 
members most current PCP assignment

Member Contacts section - In this section you will find any contacts assigned to the members record 
(for example care coordinator, pharmacy location lock-in, controlled substance provider lock-in, 
emergency room location lock-in)

Other Coverage section - In this section we will store any other health/dental/vision coverage or 
Coordination of Benefits (COB) information

Pending/Open Request section - In this section we will store any requests for the member that are 
currently pending review/approval
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Please Note:

The "Eligible as of Date", found at the top of the Member Detail page, will change the data being 
reflected on the member detail page. If you are trying to view information that is in the past or future 
please be sure to change the "Eligible as of Date" to a date in that time frame.
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"Member Detail" page - Family Section

As mentioned previously, in the "Family" 
section you will see all members currently 
active on the benefit plan during the "Eligible 
as of Date (see page 68)" you have selected (or 
identified at the top of the Member Detail 
page)

Selecting the Member Name link will update 
the content in the Member Information 
Section with the member selected (click here
(see page 0) to read more on the Member 
Information Section)

 Please Note:

For policies with more than one member, the 
member you are currently viewing will be 
identified with a highlighted bar and an 
arrow to the left of their name.
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"Member Detail" page - Member Information section

As mentioned previously, in the "Member Information" section you will find the member information 
for the current member you have selected (click here (see page 69) to see more information regarding 
selecting a member in the family section)

The selected members name will appear in the section title
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"Member Detail" page - Member Information section links

You will find a few links just above the 
members information section on the 
"Member Detail" page

View Accumulators - this link will take you to 
the members Benefit Accumulators page. 
When applicable, a real time return of the 
members accumulators (for example in/out 
of network deductible or out of pocket) will 
be available

View Claims - this link will take you to the 
members Claim Status List page. On this 
page you will have access to any claim(s) this 
member currently has that are associated 
with your security rights

View Provider Directory - this link will take 
you to the Provider Directory Search tool 
where you can search for in-network 
providers

 The "View Claims" page which was opened 
from the Member Detail page will only 
reference claims for the currently selected 
member, if you would like to search for all 
claims associated with your security rights 
select the Claims Status List option from the 
menu bar (you can read more about that 
feature here (see page 0)). You can also read 
more about the View EOB link here (see page 0)
and the claim no link here (see page 0).
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"Member Detail" page - Eligibility Information section

As mentioned previously, in the "Eligibility 
Information" section you will find the current 
eligibility information based on the "Eligible 
as of Date (see page 0)" that you selected (you 
will find this date identified at the top of the 
Member Detail page)

The Policy Benefit Name will identify the 
members benefit plan. The name is also a 
link that will take you to the Summary of 
Benefits page where you can review any 
benefit plan specific documentation that is 
available

Once at the Summary of Benefits page 
selecting any available document link(s) will 
open a PDF in a new internet browser 
window

The Cancel button (or bread crumb trail) will 
navigate you back to the Member Detail 
page 

 Please Note:

The "View Eligibility History" link found 
above the Eligibility Information section will 
take you to the "Member Eligibility History" 
page. Here you can review all historical 
eligibility segments

The "View Detail" link in the Eligibility History 
section will allow you to quickly navigate to a 
previous or future eligibility segment
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"Member Detail" page - Member Status Indicators section

"Member Detail" page - Primary Care Physician section

As mentioned previously, in the "Member 
Status Indicators" section you will find any 
status indicators assigned to the members 
record (for example Lock-In and/or 
suspension/disenrollment indicators)

 Please Note:

The "View History" link found above the 
Member Status Indicators section will take 
you to the "Historical Member Status 
Indicators" page

Here you can review all historical Member 
Status Indicators that were once active on 
the members record but are now in a 
terminated status



As mentioned previously, in the "Primary Care Physician" section you will find the members current 
PCP assignment. This record will return real time from the eligibility system, so you can be sure the PCP 
listed is the members most current PCP assignment

The "Provider" name link will open the Provider Detail page where you can review additional detailed 
information for the members PCP

The last two columns of this section will identify the effective and termination date of the members 
PCP assignment
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"Member Detail" page - Member Contacts section

"Member Detail" page - Other Coverage section

"Member Detail" page - Pending/Open Request section

As mentioned previously, in the "Member 
Contacts" section you will find any contacts 
assigned to the members record (for example 
care coordinator, pharmacy location lock-in, 
controlled substance provider lock-in, 
emergency room location lock-in)

 Please Note:

The "View Historical Contacts" link found 
above the Member Contacts section will take 
you to the "Historical Member Contacts" 
page

Here you can review all historical Member 
Contacts that were once active on the 
members record but are now in a terminated 
status



As mentioned previously, in the "Other Coverage" section you will find any other health/dental/vision 
coverage or Coordination of Benefits (COB) information



As mentioned previously, in the "Pending/Open Request" section you will find any requests for the 
member that are currently pending review/approval
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"Member Eligibility List" page - Ineligible section

Each member in the "Ineligible" section of 
the "Member Eligibility List" page will have 
one link available

The Member name link will navigate you to 
the Member Detail page

 Please Note:

The "Download File" link found above the 
Ineligible section will export the content 
listed to an excel spreadsheet.
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5.4 Panel Roster feature

Follow the steps below to search and view your current Panel Roster/report. 

Step 1

From the Patient drop-down of the menu bar, select the Panel Roster option
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5.4.1 "Panel Roster" page

"Panel Roster" page - Search section

Step 2

Search for member assignments

 By provider assignment information and/or

 Narrowing your return of information by the specific member
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"Panel Roster" page - Results section

After entering appropriate search criteria your results 
will return at the bottom of the "Panel Roster" page 

The Member name link will take you to that 
members "Member Detail (see page 0)" page 
where you can find additional information 
regarding that member

The Policy Benefit Name link will take you to 
that members "Summary of Benefits (see page 
0)" page where you can find any benefit plan 
specific documentation



Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.

The "Printer Friendly Format" link found 
above the Results section will open a new 
browser window with the content on the 
page in a printer friendly version.

The Results page will show 10 results per 
page, to review other pages from your results 
(if applicable) select the page number link 
found below the results section.
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6 Tools & Resources drop-down

6.1 Contact the Health Plan feature

The "Contact the Health Plan" feature will allow you to submit a secure message to customer service. 
 Follow the steps below to complete this process.

Step 1

From the Tools & Resources drop-down of the menu bar, select the Contact the Health Plan option
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"Contact The Health Plan" page - Message Type

Step 2

Select the most appropriate Message Type, this will help ensure your message will be routed to the 
appropriate team to help with resolution

Provider Portal User Guide



Tools & Resources drop-down  –  81

"Contact The Health Plan" page - Attachment section

Step 3

If you need to include attachments, select the 
Upload/Edit link

If no attachments are necessary skip to step 7

Please Note:

If you need to add multiple attachments 
select the "Add Another Attachment" button 
to add additional Attachment section(s) to 
Upload additional attachments
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"Upload Attachment" page - Choose File button

Step 4

Select the Choose File button to search for the appropriate attachment on your computer
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"Upload Attachment" page - Windows Explorer popup

A windows browser window will pop-up on your desktop

Step 5

Search for the appropriate attachment and select the "Open" button
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"Upload Attachment" page - Submit button

The selected document should now appear to the 
right of the "Choose File" button

Step 6

Select the "Submit" button

Please Note:

You will now be returned to the Contact the 
Health Plan secure message form and should 
see the attachment name included in the 
Attachment section

If additional attachments are necessary 
select the "Add Another Attachment" button 
and repeat steps 3-6 from the new 
Attachment field added
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"Contact The Health Plan" page - Additional Content section

Step 7

Add additional content like Claim #, Member ID#, 
and/or Provider ID# if applicable

Transmission Claim # magnifying glass icon will 
open the "Claims Status List"

Member ID# magnifying glass icon will open the 
"Member Eligibility Search" page

Provider ID# magnifying glass icon will open the 
"Provider List" page

Please Note:

After selecting one of the magnifying glass 
Icons you will be navigated to a "List" or 
"Search" page to find the appropriate record 
to link to this secure message.

Once you have searched for the appropriate 
record choose the "Select" link to associate 
the record to your secure message. After 
selecting the appropriate record you will be 
navigated back to the Contact the Health 
Plan page where you can complete any other 
required fields before submitting your secure 
message.



Provider Portal User Guide



Tools & Resources drop-down  –  86

"Contact The Health Plan" page - Description section

Step 8

Enter appropriate description for your question/issue in the "Description" text box, please be as detailed as 
possible
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"Contact The Health Plan" page - Submit button

Step 9

Select the "Submit" button
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6.2 Inbox feature

The Inbox feature will allow you to see all available secure messages.  You will find all active/deleted and sent 
messages associated with your user account.

Step 1

From the Tools & Resources drop-down of the menu bar, select the Inbox option
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6.2.1 "Inbox" page

"Inbox" page - Search section

"Inbox" page - Search section links

You will now find yourself on the Inbox page  

The top of the page will have available search 
fields you can use to narrow the return of 
results  

 Please Note:

When initially navigating to the "Inbox" page 
your results will show all current/active 
messages (read or unread), use the quick 
links below to review deleted or sent secure 
messages.



"Sent Items" link will navigate you to the "Sent" page where you can search/view all sent secure 
messages

"Deleted Items" link will navigate you to the "Deleted" page where you can search/view all deleted 
secure messages
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"Inbox" page - Results section

"View Message" page

Subject link

Select the message "Subject" link to open 
the "View Message" page and review 
additional detail for this secure message

Select the "Delete" link to delete the secure 
message from your inbox view, the message 
will now only be available from the "Deleted 
Items" view

 Please Note:

If you ever want to return a "Deleted" item to 
your inbox view you can complete that 
through the "Deleted Items" page. On the 
"Deleted" page you will find a Back To Inbox 
link.

Deleting a secure message that is on the 
"Deleted" page will permanently delete the 
message and you will no longer be able to 
retrieve this secure message.



After selecting the "Subject" link from the 
Inbox/Sent/Deleted pages you will be 
navigated to the "View Message" page. 
Review additional detail from the secure 

 Please Note:

You can select the "Delete" button to delete 
the secure message or select the Inbox/Sent/
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message (and retrieve any attachments) 
from this page.

Deleted link in the bread crumbs to return to 
the previous page
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6.3 Document List feature

Step 1

From the Tools & Resources drop-down of the menu bar, select the Document List option
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6.4 Diagnosis List feature

The Diagnosis List feature will allow you to search/view diagnosis codes.

Step 1

From the Tools & Resources drop-down of the menu bar, select the Diagnosis List option
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6.4.1 "Diagnosis List" page

"Diagnosis List" page - Search section

Step 2

Search for a diagnosis code by the code description or the code

Select the "Search" button or enter key on your keyboard
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"Diagnosis List" page - Results section

Data from your search request will produce 
at the bottom of the page in the "Results" 
section

 Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.
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6.5 Procedure List feature

The Procedure List feature will allow you to search/view procedure codes.

Step 1

From the Tools & Resources drop-down of the menu bar, select the Procedure List option
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6.5.1 "Procedure List" page

"Procedure List" page - Search section

Step 2

Search for a procedure code by the available search fields

Select the "Search" button or enter key on your keyboard
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"Procedure List" page - Results section

Data from your search request will produce 
at the bottom of the page in the "Results" 
section

 Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.
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6.6 Provider List feature

The Provider List feature will allow you to search/view individual providers, hospitals/facilities, and groups 
associated with your security rights

Step 1

From the Tools & Resources drop-down of the menu bar, select the Provider List option
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6.6.1 "Provider List" page

"Provider List" page - Search section

Step 2

Search for a provider (individual, hospital/facility, 
or group) by the available search fields

Select the "Search" button or enter key on your 
keyboard

Please Note:

The results section will pre-populate with all 
available data, complete appropriate search 
criteria to narrow your results

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet

The "Printer Friendly Format" link found 
above the Results section will open a new 
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browser window with the content on the 
page in a printer friendly version
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"Provider List" page - Results section

Data from your search request will produce at the bottom of the page in the "Results" section
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"Provider List" page - Results section - Provider name link

"Provider Detail" page

Step 3

Select the Provider name link to view more detail information for that record

On the Provider Detail page you can review 
additional information for that provider. This 
may include additional general information, 
other identifiers (TIN/NPI), other languages 
spoken, available taxonomies and 
certifications, accreditation(s), locations, 
network affiliations, affiliations, and patient 
restrictions.

 Please Note:

What data is available to display may differ 
by provider.
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7 Office Administration drop-down

7.1 Request List feature

The Request List feature will allow you to review (and approve/deny) portal self-registration requests.  When 
available, self-registration requests will queue into this location based on your security rights.

Please Note:

This feature is only available for Provider Administrator users



Step 1

From the Office Administration drop-down of the menu bar, select the Request List option
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7.1.1 "Request List" page

"Request List" page - Search section

Step 2

If necessary search for a specific request by the 
available search fields

Select the "Search" button or enter key on your 
keyboard

Please Note:

The results section will pre-populate with all 
available data, since there are some pre-
filters set for Request Status of "Pending - 
New" and Current Reviewer "Provider"
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"Request List" page - Results section

"Request List" page - Results section - Request ID link

Data from your search request will produce at the bottom of the page in the "Results" section

Step 3

Select the "Request ID" link
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"Provider Registration Review" page

Step 4

You will now be directed to the Provider Registration Review page. Select the appropriate button at the 
bottom of the page.

"Modify" button - go through the process of modifying access (if necessary) and approving the request

"Reject" button - go through the process of rejecting the request

"Done" button - proceed with no action and return to the Request List page
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IF

"Provider Registration Review" page - Modify button 

"Provider Registration Modify" page

Step 5

Select the "Approve" button

Please Note:

if you need to adjust the security rights the 
user requested select the "magnifying glass" 
icon next to the Provider Search field. You 
will be routed to the "Provider List (see page 0)" 
page to identify a different provider record to 
associate to this users security.

Only applicable for users with access at a 
TIN.
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"Approve Provider Registration Request" page

Step 6

Select the most appropriate values from the drop-down options on the "Approve Provider Registration 
Request" page and select the "Submit" button.

Please Note:

Available Roles:

• Provider - Clerical User - access to eligibility
• Provider - Claims User - access to claims/EOPs/eligibility
• Provider - Administrator - access to claims/EOPs/eligibility plus office administrator

rights
• Provider - Self Registration User - default role, access is identical to the Provider -

Claims User role

The Request Status drop-down will need to be set as "Approved"

The Self-Registration request for this user has now been approved, email communication has been 
sent to the email the user created the self-registration request with.
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IF

"Provider Registration Review" page - Reject button

"Reject Provider Registration Request" page

Step 5

Select the most appropriate values from the drop-
down options on the "Reject Provider 
Registration Request" page and select the 
"Submit" button.

Please Note:

The Request Status drop-down will need to 
be set as "Denied"

The Self-Registration request for this user has 
now been rejected, email communication 
has been sent to the email the user created 
the self-registration request with.
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7.2 User List feature

The User List feature will allow you to maintain the user accounts for associates at your office.  Within the User 
List functionality you can:

1. Add a user
2. Edit existing user accounts
3. Delete existing user accounts
4. Send a user a temporary password
5. Unlock a user account

Please Note:

This feature is only available for Provider Administrator users



Step 1

From the Office Administration drop-down of the menu bar, select the User List option
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7.2.1 "User List" page

"User List" page - Search section

Step 2

Search for the user account

Please Note:

If you are unable to find a user account one of a few things could happening

1. The user may not have access at this time, go here to follow the steps for creating a
new user account

2. The user may have locked their user account, to see all locked user accounts change
the "Locked" drop-down from No to Yes
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3. The user may have a deleted user account, to see all deleted user account change the
"Deleted" drop-down from No to Yes

4. The user account is not associated with this particular security rights you are currently
viewing, go here to review the process of logging in to linked accounts (you will see the
current security association for this user account just above the menu bar)
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User List page - Results section

Add a user account

Data from your search request will produce 
at the bottom of the page in the "Results" 
section

 Please Note:

The "Download File" link found above the 
Results section will export the content listed 
to an excel spreadsheet.



Step 3

Select the "Add User" link found just above the "Results" section
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"User Type" page

"Provider Employee List" page

Step 4

Select the "Next" button

Please Note:

You should only have the "User Type" of 
Provider and the option should already be 
selected.



Step 5

Search for the employee by their Last Name

Step 6

If you are unable to find an existing employee 
record select the "Add Employee" link

Please Note:

If you are able to find an employee record 
validate again that a user account does not 
already exist. If a user account does not exist 
click the "select" link to the left of the 
employee Name field and review next steps 
here.
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"Add Provider Employee" page

Step 7

Enter Required records and select the "Submit" 
button

Please Note:

Required elements are marked with a red *
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"Provider Employee List" page - select link

You will now be returned to the "Provider Employee List" page

Step 8

Search for the employee record you added and click the select link to the left of the employee "Name"
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"Add User" page

Step 9

Enter Required records and select the "Submit" 
button

Step 10

User account has now been created but the portal 
does not currently send any automated emails 
with sign on credentials. You will now need to 
send the user the portal URL, their username, and 
a temporary password (click here to see the 
process of sending temporary passwords).

Please Note:

Required elements are marked with a red *


Also Note:

User Roles:

Provider - Clerical User - access to eligibility

Provider - Claims User - access to claims/
EOPs/eligibility

Provider - Administrator - access to claims/
EOPs/eligibility plus office administrator 
rights

Provider - Self Registration User - default 
role, access is identical to the Provider - 
Claims User role
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Editing an existing user account

User Detail page

Step 3

Select the "Name" link

Step 4

Select the "Edit User" link

Provider Portal User Guide



Office Administration drop-down  –  120

Edit User page

Step 5

Make appropriate adjustments to the "User Information", "Phone", or "Preferences" section and click the 
"Submit" button at the bottom of the page
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Deleting an existing user account

Step 3

Select the "Delete" link
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"Delete User" page

Step 4

Select the "Delete" button found near the bottom 
of the page

Please Note:

The user account is now logically deleted. To 
review this deleted user account ensure the 
"Deleted" drop-down box on the User List 
page is set to Yes.
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Send a user a temporary password

"User Detail" page

Step 3

Select the "Name" link

Step 4

Select the "Reset Password" link
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"Reset User Password" page - Reset Password button

Step 5

Select the "Reset Password" button

Please Note:

You should now see a system generated 
temporary password generate next to the 
"New Password" field
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"Reset User Password" page - Submit button

Unlocking an existing user account

Step 6

Select the "Submit" button

Please Note:

A system generated password has now been 
sent to the email associated with the users 
account.



Step 3

Select the "Name" link

Please Note:

To locate a locked user account please make 
sure the search field "Locked" is set to Yes.
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User Detail page

Step 4

Select the "Unlock" link

Please Note:

The users account is now unlocked.

If the user has also forgot their password you 
can quickly submit a temporary password by 
selecting the "Reset Password" link after 
unlocking the users account. Click here (see 
page 123) to read more.
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8 User Profile feature
The User Profile feature holds information pertaining to your portal user account.  The data elements updated 
on this page will only update the information stored for your portal user account.  

Please Note:

From this page you can update the below information associated with your portal user account:

• First / Middle / Last Name
• Password
• Email Address
• Security Question(s)
• Phone Number (Mobile Carrier and Mobile Phone Number are used for text message

notifications)
• Preferences (for example email and text message notification)



Step 1

From your menu bar, select the User Profile 
option
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8.1 "User Profile" page

"User Profile" page - Submit button

Step 2

Update appropriate text boxes with new content

Step 3

Select the "Submit" button

Please Note:

Values for your portal user account have now 
been updated in the database. For some 
fields (like First Name and Last Name) you 
will need to log out and back in before you 
see updates throughout the portal (for 
example the name currently displaying in the 
page header).
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9 Access other office feature
When available, use this feature to access other security rights linked to your portal user account.

Please Note:

The portal only allows one account/username per access point (whether that is TIN / Group NPI / Individual 
NPI). If you currently have multiple user accounts/usernames, and need these accounts/usernames merged 
to one master account/username, please contact provider relations. In the email to your provider relations 
representative please supply the account/username you would like to be the master account/username and 
all other accounts/usernames you need linked to that account. This will allow you to have one set of 
credentials to the portal for multiple points of access (for example across different TIN / Group NPI / 
Individual NPI).

Step 1

From your menu bar, select the Access other offices option
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9.1 "Central Provider Admin User List" page

9.1.1 Central Provider Admin User List page - Search section

Step 2

Search for the linked account by "Office" name
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9.1.2 Central Provider Admin User List page - Results section

Step 3

Select the "Login" link found under the Ghost 
Login column

Please Note:

You will now be navigated to a new Home 
page and will have access to this other office 
security rights.



Step 4

Select the "Ghost Sign Out" link to return to the 
"Central Provider Admin User List" page

Please Note:

Once you return to the "Central Provider 
Admin User List" page you can:

1. Access a different linked office (if
necessary)

2. Perform searches against your
master user account access by
navigating to other features within
your menu bar

3. Sign out of the portal
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