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PowerQueue AWD Customer Service Overview

PowerQueue AWD (PQAWD) Customer Service provides customized, call-tracking solutions that
include standard call-center functionality. Using PQAWD Customer Service the user can resolve and log

issues more efficiently because the user will have real-time access to claims system data.

PQAWD Customer Service allows you to categorize callers, who are referred to as "contacts.” The
categories include Member, Provider, Group and Other. Each category allows you to retrieve pertinent
information about the caller from the system, while simultaneously logging detailed information about the

current call.
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How to Log on:
1. Launch the PQAWD Customer Service application

/3 PowerQueue AWD Customer Service Signon - Microsoft Internet Explorer

File Edit Vew Favorites Tools Help

Back - ) - 2 :\. /':'Search = Favorites £ - i W - i
) E=S

Kl

Address Iﬁj htkp:f10,151,32,33:8080/PQContactsignonscreen. htm?9220401 181721231211

PowerQueue AWD® Customer Service

User Hame It‘fishell
Password ||
New Password I

| o

[&] pone

2.
3.
4.

T Seemes

Enter User Name

Enter Password

New Password Keep Blank — Unless you have to change your password then enter information

into the New Password field.
Select Logon

Note: The Password for PQAWD Customer Service is Case sensitive. The Password has to be at least 7
characters, can not have 3 consecutive characters form the user’s user ID and needs to have at least three
of the following criteria:

1.
2.
3.
4.

Upper Case

Lower Case

Number

Character (!; @; #; $; %; &; *; or 70029

If the user does not enter the appropriate password then an error message is received.
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Setting up the Business Area:

This setup is needed required when you first log into PQAWD Customer Service this setting is necessary
for each business area that is in your business area section.  If a user does not at least have update
authority (in AWD Admin) for a business area they will not be able to create issues in that business area
and they will not be able to work issues in their inbox from that business area. All roles have been
created with all business areas as at least update only.

When you initially log into PQAWD Customer Service your screen will look like the following:

Screen shot would look different for other Core system clients (i.e. Core Product Code will be different
for each Core system) so update screen shot accordingly.

2 PowerQueue AWD Customer Service - Microsoft Internet Explorer == x|
J File Edit View Favorites Tools Help | 't.'

J egack - O - u @ ;h |;) Search ‘}J:'\'{‘Favorites @ [/:<' :,\; _J @ @ Q @ ﬁ

JAgdress I@ http:} awdcontact. dstsystems . com/pgawd/test/contactMainScreen. htm?6220401 151721 j Go

J g RobaFarm « ISearch j 5’; Lagins - ;{3 {passcards) | & Setup Farm Filling | Q Save e Generate é

|»

PowerQueue AWD®

Customer Service List of Business Areas
Business Area  Defaut ot oY okowerd  Gode Legin|

Business Area: None Found ™ DEFAULT MHC

I~ mapacs MHC

™ oHIOCS MHC

I~ oHMACS MHC

7 pazics MHC

" pasics MHC

™ pamacs MHC

This setup will only have to happen one time except for the following two situations:
0 A new business area is introduced into the workflow and setup for the user in AWD Admin
0 The users password has been changed then it will need to be updated for each of the business
areas setup on this screen
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MHC Log in ONLY: This section will need to be changed for other Core system clients
When you first log into the PQAWD Customer Service you will have to set your business area(s).
1. Select the Business Areas button
2. Select Edit hyperlink to the right of the Business Area
3. Select Default Business Area: YES for the DEFAULT business Area ONLY (all other business
areas will be set to NO)
4. Enter the User ID for Adjudicator Code (upper case)
5. Enter the Adjudicator Password (upper case)
6. Enter the User ID for System Builder (upper case)

3 PowerQueue Business Area / Login Info -- Wek X|

Buisiness Area: DEFALILT
Default Business Area; € Yes & Mo
Legacy Product Code: MHC

Adjudicator Code: ITFF1
Adjudicatar Passward: I""

Systern Builder Login: |TFE41 akD

Sukbmit | Cancel |

Note: The above example is only for our MHC Core system. Our other Core systems will only have
a Core ID and Core Password to enter.




AWD Customer Service User Guide

Home Screen Options:

The following screen is what the representative will see when you logon to PQAWD Customer Service.
This is considered the Home window, therefore when the Home button is selected the representative will
be directed to this view.

Note: Do not use the Back button on your browser window only use the back arrow PQAWD Customer
Service offers on the left side tool bar (if applicable).

Business Areas button:

The Business Area button takes the user to the list of Business Areas the user is assigned. The Business
Areas are setup in the AWD Administration option. Only the Business Areas set up as a part of the users
privileges will be visible on this screen.

NOTE:
This screen will only need to be set up one time for a user. If the User’s password is change in the Core
system then that password will need to be updated in this screen

List of Business Areas

Business Area  Default ootV B LIV e Legn e
¥ DEFAULT MHC TFF1 TFE<41860 Edit
™ mapacs MHC TFF1 TFE<41860 Edit
I~ oHIOCS MHC TFF1 TFE<41860 Edit
I~ OHMACS MHC TFF1 TFE<41860 Edit
[ pazics MHC TFF1 TF64186D Edlit
[ pasics MHC TFF1 TF64186D Eclit
7 pamacs MHC TFFL TF&41860 Edit

|»
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New Contact button:

The “New Contact” button is used by the User to enter a new issue into the PQAWD Customer Service
Application.

Member Contact

The Member Contact is where the Customer Service Representative will log issues received from a
member.

PowerQueue AWD®
Customer Service

Select Contact Form: IMember 'l

Member Number: I—

Business Area: DEFAULT HembeiastNanss l— (FTEtE l—
Member DOB: I— l:l Alternate 1D: I—
Member SSN: [ HICN Number: [ |
Recipient Humber: I— Casze Number: I—
Subscriber Number: I—
Subscriber Last Name: I— First: I—

1. Select Member from the Select Contact Form drop down list
2. Enter any of the following search information

b. Member Number
c. Member last name
d. Member First name
e. Member DOB
f. Alternate ID
g. Member SSN
h. HICN Number
Recipient Number
j. Case Number
k. Subscriber Number
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. Subscriber Last name
m. Subscriber First name

10
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3. Hit the Search button

If there are multiple members for the search criteria entered the following window will appear. If only
one member is associated with the search criteria screen print under #4 will appear.

List of Members

Member Number Member Name Date Of Birth Group Number Effective Expiration
Address Line City State Zip Code Subscriber Number Subscriber Name
Reqgion HICN Number Rercipient Number Case Number
30000060*01 SMITH, SaM 01/01/1972 O31LC* HHW 01/01/2007

123 MAIN STREET DRYDEN MI 48425 30000060 SaM SMITH
NORTH MRO11007001 R30000060 30000060
20000061 *01 SMITH, SAM 01/01/1972 21*NHSP 01/01/2007

123 MaIM STREET DRYYDEM MI 48423 30000061 SAM SMITH
ADAMS COUNTY MRO11007001

30000081 *01 SMITH, STAMN 01/01/1972 COMM*H 01/01/2007

123 MaIM STREET DRYDEM MI 48428 30000081 STAM SMITH
MNORTH

30000090*01 SMITH, STAM 01/01/1972 COMM*H 01/01/2007

123 MAIM STREET DRYDEM MI 48428 30000090 STAN SMITH
MNORTH

4. On the List of Members screen, click on the member number that corresponds with the member
for whom you are searching. The Member Verification screen will open.

MEMBER Verification

Member Number:  30000126*01 Group Mumber: 0444C*SSI3 HCSW Effective: 01/01/2007
Member Name: LAILA SMITH Date OfBirth:  10/01/2000 Expiration:
434545 GREEMN STREET PLYMOUTH, MI 48170 Region: WESTMORELAND COUNTY
Subscriber Number: 30000126 Subscriber Mame:  LAILA SMITH HoH: BOB KITTEM
Aid New Contact
List of Contacts
Contact Name Relationship Phone Address City, Gtate Zip Authorized
BOB KITTEM (111) 555-5252 15555 CALIFORMIA ST CANTOM, MI 43188 Mo Wiew
LaILA SMITH (555) 555-5555 454545 GREEM STREET PLYMOUTH, MI 48170 es Wie

11
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5. On the Member Verification screen, review the information in the Member Verification and List
of Contacts window to ensure that the contact is authorized to discuss the member.

6. On the List of Contacts window, the names of all previous contacts on behalf of the member will
appear. Either Add New Contact (a) if the contact is not listed or Select the Contact (b).

a. Add new contact
i. Select the Add new Contact button

3 Add New Contact -- Web Page Dialog

Contact Name: | MbrAutoFill | HoHAutoFill | Contact Phone: [ Ewc [
Relationship: I j
Alternate Phone: I Ext- I Fax Number: l—
Email: I
Address Line 1: I
Address Line 2: I
City: I State: j Zip: I
Comments: Authorized: [
=l
=l
Save | Delete | Cancel |

ii. Enter in all the contact information or select the Mbr AutoFill or HoH Autofill
buttons

iii. Check the authorized box — this indicates the contact is authorized to discuss the
member. If the contact is not authorized they will be listed as a contact but there
will be no hyperlink to take this contact to the next step.

iv. Select save — this adds the contact’s information into the system and return to the
List of Contacts window.

Note: Changing the contacts address does not update The Core System with that address change.

12
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b. Contact Already Exists: On the List of Contacts window, click on the View link next to
the contact’s name and demographic information to edit the contact information, if
required. The Add New Contact window will appear with the contact’s previously
supplied information already populated in the fields. Edit as necessary and click the Save
button to save your changes and return to the List of Contacts window.

i. Select the Contact’s name to go to the Member Contact Form screen

MEMBER Verification

Member Mumber:  30000126%01 Group Number: 044AC*SSI3 HCSW Effectiva: 01/01/2007
Member Name: LAILA SMITH Date OfBirth:  10/01/2000 Expiration:

454545 GREEN STREET PLYMOUTH, MI 48170 Region: WESTMORELAND COUNTY
Subscriber Number: 30000126 Subscriber Narne:  LAILA SMITH HoH: BOB KITTEN

Add New Contact
List of Contacts

Contact Name Relationship Phone Address City, State 2Zip Authorized
BOBE KITTEMN {111) 555-5252 15555 CALIFORNIA ST CANTOM, MI 48183 Mo Wign
LAILA SMITH (333) 555-3335 434345 GREEM STREET PLYMOUTH, MI 48170 Yes Wign

13
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Member Contact Form

7. Contact Form Tab - this tab contains three additional sections: Issues form, issues, and contact
history. Changes to the Contacts Form screen can be saved by clicking the *“save” button in the
middle left of the page. Multiple issues can be saved using the “Save” function and when the
entire call is done then the user would select the “complete” button on the index to the left of the
screen. If you do not click on this button, your entries will not be completely saved and sent to the
workflow.

Member Information

Member Number:  20000126%01 Group Mumber:  D44AC*SSI3 HCSW Effective: 01/01/2007
Mermber Name: LAILA SMITH Date Of Birth:  10,/01,/2000 Expiration:

434545 GREEM STREET PLYMOUTH, MI 48170 Region: WESTMORELAND COUMTY

Subscriber Mumber: 30000126 Subscriber Mame:  LAILA SMITH HoH: BCB KITTEM

Contact Name: LAILA SMITH Contact Phane: (955) 595-9555 Edit

IiEEim Eligibility \l Claims \l Accumulators \l Providers \l Authorizations\l Group -

Issue Form

Subject: ISeIedasubjed... j Status: ISeIedastatus... j

Issue Category

Select an Issue Category =]

« Brov Inguiiry “| T auth Or Referral Ing =

. MBR. Inguiry
. WBR_Action ™ CCl ClaimCheck Ing

1
2 r Chai i
3 aim Inquiry
4
5, MER Reguest 7 CMF Inquiry
6
7
8
9
1

- MBR Dental Issue ™ UM Provider 1D Ing
. MBR Redirect Call

. MR fppeals [ TPL Inuiry
. MER Motification I” Eligibility Inquiry

0. R Dept Only =| [ medical Benefit Ing =l H=

Related to

@ Ready to add a new Issue for MEMBER-30000126*01 ( Save ) ( Cancel )

Current Case/Issue(s) {_Add Case )

= Ease for MEMBER-30000126*01
® rssue - Adding ..

" _Contact Histor

Results (showing 10 of 11)  {Mare j _+i-

B & Phone on 09/04/2008 at 08:06:27 - Tocallend iI

® Tesue on 09/04/2002 at 02:06:02 about Member Dental Provider Tnguiry - Tocsmisc
Issue [D:200280904-080602-TIFFANYF Mbr:30000126*01  Prv: 1010616

L Issue on 09/04,/2002 at 05:06:20 about Member Disenroll Request - Tocsmisc
Issue ID:200280904-080620-TIFFAMYF Mbr:30000126*01  Prv: 1010616

B & phone on 09/03/2008 at 14:42:28 - Tocallend
L Issue on 09/03/2002 at 14:42:22 about Mermber PCP Inquw TDcsm|sc Ll

Teesem TR TOCOONAT 4 A AT TTEC AR T Rale AOOANA DS #01 Deen 104 0s 12

14
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Member Information
The Member information section displays the member’s information and will stay at the top of the
screen as you move through the various tabs.

Member Information

Member Number:  20000126%01 Group Mumber:  D44AC*SSI3 HCSW Effective: 01/01/2007
Mermber Mame: LAILA SMITH Date Of Birth: 1040142000 Expiration:

434545 GREEM STREET PLYMOUTH, MI 48170 Region: WESTMORELAND COUMTY
Subscriber Nurber: 30000126 Subscriber Marne:  LAILA SMITH HoH: BOBR KITTEM

Contact Mame: LAILA SMITH Contact Phone: (555) 555-5555 Edit

Issue Form: The issues form tab contains Subject and Status list boxes to let you easily indicate the
nature of the contact and whether it is in a Created or Saved status.

a. Select a Subject — the subjects are configurable

i. Listincludes:
1. Provider
2. Member
b. Select a Status — the status are configurable
i. Listincludes:
1. TOCSCREATE - creates the issue and sends item to workflow
2. TOCSSAVE - saves to worklist as the issue is not ready to be sent to
workflow
Issue Category: A list of configurable categories and sub-categories that give a brief explanation of the
issue that was reported.

c. Select an issue category & sub-category— click on an issue category from the displayed list
of issue categories in the Issue Category box. A list of issue sub-categories check boxes
associated with the selected issue category will appear. See “PQAWD CS MBR-PRV-
GRP-OTH Call Configuration vXX.xIs” that displays the entire list of Subjects, Categories
and Subcategories.

i. Examples include:
1. MBR Dental Issue
a. Dental Question Referral
b. Urgent Dental Request
c. Non Urgent Request Lead
d. Non Urgent Request No Lead
e. General Dental Issue

15
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Note: You many only choose 1 category and 1 subcategory

Standard PQAWD Customer Service allows the user to choose more than one subcategory but choosing
more than one will cause the issue to be routed based on the rule priority level and additional subcategory
can not be reported on. If you were to choose more than 1 subcategory the issues will be routed to the
CSMISC queue for member services to determine what happens to the issue.

Comments:

d. Enter Comments — when you select a category and a subcategory this adds partial
comments into the comments section to get you started. Enter free-form comments in the
Comments field below the displayed information.

e. Select the Save button under the comments box to SAVE your current issue.

Iiﬁaim Eligibility \l Claims \l Accumulators \l Providers \eruthorizatitRs\l]' Group -
' Subject: |Se|e|:1asubje|:t.. j Status: |Se|ectastatus... j '
Issue Category
Select an Issue Category =]
1. Prov Inguiry ~| I auth Or Referral Ing -
2. Prow Action . .
e —— [T Claim Ir.wqwry
4. MER. Achion [T ccl ClaimCheck Ing
S. MER Request ™ CNF Inguiry
8| | 6. MER Dental Issue ™ UM Provider 1D Ing
| -
T 7. MBR Redirect Call I TRL Inquiry
;] 8. MBR Appeals o .
& | 9. MBR Nntification I™" Eligibility Inquiry
10. R Dept Only =| T Medical Benefit Ing - =
@ Ready to add a new Issue for MEMBER-30000126*01 ( Save ) ( Cancel )

16
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Issues:
f. Current Case/lssue(s) — this section shows the case/issues that are open for this particular
Contact.

i. You can also add another case for one contact. Select Add case and it will take you
back to the initial search for member/provider/group/other.

ii. Examples of when to add a new case would be when a Mother is calling about
herself and her child. One case would be for the mother and another case would be
for the child. This section also allows the user to use the select and delete option
before the user has completed the call.

Note: The only way to receive the Issue ID is to save the issue before you complete the issue

" Issues
Current Case/Issue(s) {_Add Case )

2 Case for MEMBER-30000060%01 =
." Issue - Member on 09/04,/2008 11:08:58 TOCSCREATE ID: 20080904-110858-TIFFANYF select delete

"® Issue - Member on 09/04/2008 11:09:11 TOCSCREATE ID: 20080904-110911-TIFFANYF select delete
8 Case for MEMBER-30000061*01

* Issue - Member on 09/04/2008 11:09:35  TOCSCREATE  ID: 20080904-110935- TIFFANYF select delete

L

Contact History: provides an at-a-glance view of all previous exchanges with the contact,

including contact’s identification information, the subject(s) previously discussed and the current
status of the issue(s). Once you select a contact history you are able to add comments to that
issue but you will not be able to reopen issue if it is in the END queue or route an open issue to
another queue..

g. Contact history shows all the various case/issues that were logged for this Contact

Contact Histor
Results (showing 3 of 3) {(CErE”) (TFTET)

= phone on 08/19/2008 at 09:13:41 - Tocallend =

* Issueon 08192008 at 09:13:29 about Member Claims Issue - Tocssave
Mbr:30000126%01  Prv:BOB
Claim: 728500008

E & phone on 08/ 14,2008 at 09:29:38 - Tocallend

*® lesue on 02/14/2002 at 09:25:22 about Member ID Card - Tocssave
Mbr:20000126%01  Pryv: 1010616

Nl e OO ONE (TWOOWO —d 4A W F Tor ol

L

17
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8. Related To - this tab will display the related member, provider, group, claim, and authorization
information. These fields can change depending on which claim or authorization has been chosen
during an issue creation. These fields display in the issue history window and is used for

reporting purposes.

Mernber  |30000126401 Update]  Group [D44a3 Update]  provider [BOB (Undate;
Claim  |728500008 (Undate]  authorization | Update;

Claim DOS: 07/01/2006 to 07/01,2006 Auth DOS: 07/01,/2006 to 07/01,2006

18
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Core System Tabs:

The PowerQueue AWD Customer Service Mapping document will detail how the fields on each of the
tabs below map back to the Core system. Some fields on the tabs below only get populated by certain
Core systems. The Mapping document will define if a field is not being used by the specified Core
system

Eligibility Tab — this tab shows the members eligibility according to what is set up in the core system.
All this information is read only. Once you select this tab, additional tabs will become available. These
include Summary, Additional Information, Provider, COB, Medicaid, and Medicare tabs.

a. Summary tab under the Eligibility tab displays a summary of the members Eligibility.
This tab displays the Benefit enroliment, PCP Information and Privacy Information.

Contact Form IS [110a% CIaims\rAccumulatthProvideh]’Authorizati@]’ Group
Additional info)| Provider Y| COB Medicaid )| Medicare

Last Mame: Park First: John Micdle:
Address: 123 New Hyde Park Status: N
Rel Code: Self
City: Birmingham Gender: Male DCB: 01/01/1962
State: AL Home Phone: 205-437-1000 Fax MNurmber:
Zip Code: 35242 Work Phone: 205-555-1234
ID Card Request: Yes ID Card Counter: 1 COB Ind: Yasg
LOB: PPQ Preferred Provider Organization

Related to

Benefit Enrollment

Effective Expiration Benefit PKG Description Tier Code Description
Account & LOB Description

01/01,/2000 99/95,/9909 AAAA AAAL Benefit Pkg FILY Family Tier Code =
123456 FPO Preferred Prov Org

01/01/2005 12/21/2005 BBEB BBEB Benefit Pkg SMIGL Single Tier Code
WNERCCT ABC ABCDEFGHIIKFPR

01/01,/2004 12/31/2004 CCCC CCCC Benefit Pkg SMIGL Single Tier Code
KYZACCT ABC ABCDEFPPPP =l

PCP Information

Effective Expiration PCP Number MName PCP Org Name

01/01/2000  99/99/9999 2010001 Mancy Beeman ORG1 ABCD Organization i’

01,/01/2005 12/31/2005 2010002 Gerald Fishburne ORG2 HHHH Organization

01/01/2004 1z2/31/2004 2010005 Caleb McCloud ORG3 AAAR Organization =l

Privacy Information

Verified Date: 02/15/2000 Verified By MNancy Smith
Verified? Verified Received by Writng: Y

19
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b. Additional Info tab under the Eligibility tab displays any additional information for the
member’s eligibility. There are personal representative comments, pre-existing
information and Languages.

IﬁContactForm Eligibility jCIaims !]Accumulators\l]Providers \']Authorizations\li Group -
[ summary \\[EELELEILAN (provider [ COB | Medicaid \| Medicare

Creditable Coverage Date: 01/01 /2006

Subscriber Information

Subscriber Effective Date: 01/01/04

Subscriber Address: 123 Main 5t

Subscriber City, State Zip: Birmingham, AL 35242

Subscriber Horme Phone: (205) 555-1234 Subscriber Work Phone: (205) 545-3333

Related to

Personal Representative Comments

This is an example of a personal representative comment =
Another example of a personal representative comment
Another example of a personal representative comment

Another exmaple of a personal representative comment =
Pre-Existing Languages
Diagnosis Range Letter Waive
2502 TG 2509 A ] "
2503 TO 2509 ™ English :I
2503 TO 2509 Y French
German |

20
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Provider tab under the Eligibility tab displays the Secondary PCP, Non-PCP Provider and
Fee Scheduled Override information for the member

Contact Form ) J={:1-1111s"

Related to

Claims ]Accumulators\]Providers \]Authorizations\ Group

Summary ]Additionalinfo\- ] coB \]Medicaid \|| Medicare

Secondary PCP Information

Effective Expiration PCP Number  Name PCP Org Name

01/01/20086 99/99/9939 2010007 Joshua Health AAAA AAAA Organization MNarme =

01/01/2005 12/31,/2005 2010005 Caleb McCloud WYY Y'Y Organization Mame

01/01/2004 12/31/2004 2010001 MNancy Beeman W, XXX Organization Narme

01/01/2003 12/21/2003 2010002 Gerald FishbLime CCeC CCCC Organization Name =
Non-PCP Provider

Benefit Category Description Non-PCP Provider

L ¥YZ Category ABCD =

AAR AAA Category 1111

BBEB BBE Category 2222

CCC CCC Category 3333

CoD DDD Category 4444

KL KYZ Category 5555

FIT FET (Matennra PR LI

Fee Schedule Override

Effective Expiration Fee Code Description

01/01/2006 99/99,/3999 RER. RRR Fee Schedule

06/01,2005 12/31/2005 ABC ABC Fee Schedule

01/01,/2000 06/21/2005 X2 ¥i'Z Fes Schedule

21
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d. COB tab under the Eligibility tab displays the member’s coordination of benefits that have
been added to the core system.

Eligibility Claims JAccumuIators\]Providers \]Authorizations\ Group

Summary ]Additional info\}| Provider Medicaid Medicare

[s Health Plan Primary or Secondary?  Eligible

Insurance Company

Effective Date Expiration Date Priority
I 01/01/2006 99/99/9599 1
| M 01/01/2005 124312005 10
= ™ 01/01/2004 12/31/2004 20
i Policy Holder Member #: 71101
Policy Holder Marme: John Park
Ins Company: 89898989
Description: B Insurance
Address: 101 12th Avenue South
Suite 100
City, State Zip Atlanta, GA 88888-9999
Contact: William Tack Phaone: (405)123-1243
Other Ins Member #: 23322222
Other Ins Code: BCBS Other Ins #: 3434343

e. Medicaid tab under the Eligibility tab displays the members Medicaid information that has
been setup in the core system

| Contact Form ) B=le]1s11[is% ' Accumulators ]Providers \]Authorizations\
‘Summary \| Additional info\| Provider | COB LRIt

Case NMumber: 858585 Effective Date: 01/01,/2007
Casze Worker Name:
Recipient Murmber: 585858

Aid Code: 01 AFDC
Alternate ID:
Date Received:

8|l | Relation:

E| | Head of Household: BOB KITTEN

ﬁ Address: 15555 CALIFORNIA ST
City, State Zip: CANTON, MI 48188
Fhone: 111/555-5252
Language: SPANISH

22
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f. Medicare tab under the Eligibility tab displays the members Medicare information that has
been setup in the core system

Contact Form i =l[{e]l-1111s%

Related to

Claims

]Accumulators \] Providers \]Authorizations\ Group

Ij Summary QJ Additional info\l] Provider \l] coB \l] Medicaid Medicare

Medicare Murnber:
Months of Prior Coverage:
Proposed HCFA Eff Date:
Proposed HCFA Group:

MRO11007001

HCFA State/ County

Part A
01/01,/2007 N
ESRD
01/01,/2007 M
Hospice
01/01/2007 M

— Medicd Add-On —

Effective Date County State
01/01/2007 MACOME M1
Effective Dates and Indicators
Part B Part C Part D

0170172007 A 01/01,/2007 N 01/01,/2007 b
—— Welfare —— Instit /NHC —— MTMP
017012007 A 01/01,/2007 0]
— Working-Aged — —Aged/Disabled — — Pre Disabled —

01/01/2007 I

—— Transplant —
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9. Claims Tab - this tab shows the members claims according to what is in the core system. All this
information is read only.

a. Search section under the claims tab will allow you to search for a specific claim for that
member. Use the search criteria and select the search button.

Contact Form ] Eligibility ™ m ] Accumulators \ ] Providers \ ]Authorizations\ Group
Summary || Claim Line(s) || Comments\| Benefits
Claim Mumber: I

Alternate Claim Number: I

Beginning Date of Service: l— D
Ending D ate of Service: l— l:l
Provider Number: l—

Provider First Name: I Provider Last Name: I

Related to

( Search )

Search Results

Claim Number Provider Number-Name Claim Status Beginning DOS Ending DOS
Alt Claim Number To Pay Amount Total Charges

01-053105-003 2010001 P 01/01/2005 01/01f2005
$200 41000

01-072205-001 2010005 P 06,/25/2005 06/25f2005
$150 $500

01-103106-001 2010002 P 10312006 10/31/2006
$200 $500
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b. Summary tab — to display information on this tab you have to select a claim on the Search
Tab and the claim information will display on this tab

I Contact Form! Eligibility ' '] Accumulators \l] Providers \l]Authorizations\'i Group -

T [ ETYN | Claim Line(s) || Comments\|| Benefits

Claim Mumber: 01-103106-001 Alt Claim Number: 12345
Authorization Mumber: 45556788899 Clairm Status: Closed
Beginning DOS: 10/31 /2006 Ending DOS: 10/31 /2006
Vendar: 01 Clairn Form Type: LT
Received Date: 11/15/2006 Adjudication Date: 12/12/2006
Diagnosis Code 1. 789.2 Diagnosis Code 2: 465
4 Diagnosis Code 3: 56 Diagnosis Code 4: 78
% Provider: 201001 Nancy Beeman Benefit Package: 2222 Benefit Pkg Des
ﬁ Total Claim Amounts
Charged: 500.00 Deductble: 0.00 COB Savings: 0.00
Allowed: 200.00 COlnsurance: 0.00 Patient Paid: 10.00
Discount: 0.00 CoPay: 10,00 To-pay: 200,00
YWithhold: 0.00

Reason Information

Reason

1234 Desc 1234

1555 Desc 1555

1666 Desc 1666

Other Payer — —————— Check Number

D Name Paid Amount

245666 Cormpass 100.00 ﬂ

245667 Compass 100.00

245668 Compass 100.00 |

25



AWD Customer Service User Guide

c. Claim Line(s) tab - this tab shows the detail for each line of the claim that was selected in
the search tab. When you select a service line the information can change in the additional
amount section of this screen.

I Contact Form a Eligibility \l' Accumulators \l Providers \l Authorizations\l Group -

Search

W Comments\y| Benefits

26

Claim Nurmber:  01-103106-001 At Claim Mumber: 12345
Claim Lines
BegDate EndDate Units Charged Allowed
SwvcCod Md Md Md Md CPTCod Covered Non Covered To-Pay
o 10/2172006 1042172006 1 300,00 100,00
99213 99213 1 100.00
10/31/2006 10421720086 1 200,00 100,00
8 99215 99215 1 100.00
E
=
[T}
-4
Reason Information
Reason Status Type EOP
A0 Benefit Reduced Pay W iI
BA Mot Coverad by Plan Pay W
RR At | kit Fyeeeaded Frans W -
Additional Amounts
Mermber Liability: 10.00 CoPay: Deductble: 0.00 Colnsurance:
Quantity Allowed: Ciscount: 0.00 Withhold: 0.00 COB:
Line Status: Paid Paid Date: 12/20/2006
Authorization #: 45556788899 Adjudication Date: 12/15/2006
Provider: 2010001 Nancy Beeman Metwork Status:
Familiy
Provider Capacity: Line Yendor: Practice
Associates
Fee Schedule: HMOP HMO Provider Fee Owverride Code: OR
Place Of Service: 11 In-Office EPSDIT:
Diagnosis: 465 Check MNurnber: 00234
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d. Comments tab — this tab will display any comments that are attached to the claim that was
selected in the search tab.

Contact Form ] Eligibility \M]Accumulators\] Providers \]Authorizations\ Group
Summary | Claim Line(s) N L& ulntCis

Search

Claim MNumber: 01-103106-001 Alt Claim MNumber: 12345

Authorization Number: 45556788899 Claim Status: P

Beginning DOS: 01/01/2005 Ending DOS: 01/01/2005

Vendor: 01 Demo Vendor Name  Claim Form Type: LT
Comments

Ajudicated claim to pay per authorization.

Related to
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Contact Form ] Eligibility \m ] Accumulators\]Providers \]Authorizations\ Group

AWD Customer Service User Guide

Benefits tab — under this tab you can select a claim line number to display the benefit
information for that claim line.

Related to

Search Summary Y| Claim Line(s) \j| Comments\{[EELETIE

Clairn Line MNurnber oo
Clairm Murmnber: 01-1023106-001 Alt Claim MNurmber: 12345
Authorization Mumber: 45556788899 Claim Status: Closed
Beginning DOS: 10/31 /2006 Ending DOS: 10/31 /2006
Vendar: 01 Clairn Form Type: LT
Benefit Information
Benefit Cov Unit Cov § Q0P $ Coins$ Copay $ Deduct § =
Bernelil Benelill Benelill Benelill Benellll Bernelill Berneilill Bernelill
Berne222 Bene222 Berellll Benelill Benellill Berelill Berneiiil Berelll
Bere222 Bene222 Bernel1ll  Benellll Benelill Berelill  Bernelill Berel1l
Bene222 Benez222 Benelill Benelill Benellll Benelill Benelill Bernelll
Berne222 Benez222 Berellll Benelill Beneilll Berelilli Bereiiil Berelil ~|
Major Medical
Benefit Cov Unit Cov § O0P $ Coins$ Copay $ Deduct $
fil111 P11l Ml 111 Ml 111 Ml 111 111 Mr111 il 111
Grouper Benefits
Benefit Cov Unit Cov $ Q0P $ Coins $ Deduct $
Grpilll Grpllil Grpilil Grpilil Grpilil Grpilil Grpilil
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10. Accumulator Tab — this tab shows the members Accumulator information according to what is set
up in the core system. All this information is read only.

a. Search tab — allows you to search for a particular Benefit for that member in the core
system

Ij Contact Form Q] Eligibility \' Claims l lProviders l]Authorizations\'i Group -

Benefit: I
Grouper: I
Accumulator Inquiry D ate: I l:l

( Search )

o

3 Search Results

o

2

i Benefit Description Grouper Description Benefit Type
BASE Medical GRPZ GRP 2 Desc DEF
Exception Medical GRP3 GRP 3 Desc HII
MDY Medical GRP GRP Desc ABC
Urgent Care  Medical GRP4 GRP 4 Desc KLM
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b. Summary tab — for information to display you will have to select a benefit from the search

tab.

Benefit:

BASE Commercial HMO

I Contact Form Q] Eligibility \l Claims l lProviders l]Authorizations\li Group -
Summary

Accurmulator Inquiry Date: 01/01 /2006

30

Benefit Effective Date: 01/01/2006 Benefit Expiration Date:  12/31/2007
Member Effective Date:  01,/01/2006 Mermber Expiration Date: 12/31/2007
Benefit Typea: HMO Errollment Status: Active
Benefit Grouper
Grouper Description Type -
2 GRP GRP ABC GRPT
E GRP1L GRP 1 RFG GRPT1
2 GRP2 GRP2 ELK. GRPTZ2 =l
-4
Single
Max Limits Deductible
Accumed Type Exp DT Limit Claimed « Accumed Type ExpDT Limit «
WA 1 MAXT 1 12/31/07 2000.00 50,00 CEC DEDT  12/31/07 S00.00
MAX2 MAXT 2 12/21/07 2000.00 50,00 DED1 DEDT1 12/31/07 S00.00
MAXZ  MAXT3  12/31/07 2000,00 50,00 DED2 DEDT2 12/31/07 500,00
WIRX4 MAXT4 12/31/07 2000.00 50.00=] DED3 DEDTZ 12/31/07 500,00
Colnsurance —— Out Of Pocket — Copay
Accumed Type ExpDT - Accumed Exp DT Limit Accumed Type ExpDT
Col ColT
Coll COITi Con Limit
o2 COIT2 &1 |LI] -
O[3 COIT3 = Accumed Exp DT Limit
Family
— Qut Of Pocket Deductible
Accumed Exp DT Limit Accumed Limit  Life Accumed Life Limit



AWD Customer Service User Guide

11. Provider Tab — this tab shows the members Provider information according to what is set up in the
core system. All this information is read only.

a. Summary tab — this tab displays the members provider information

Contact Form ]Eligibility \] Claims | Accumulators \\IMLCMEEERN Authorizations Group
ETLEMA contract

Pravider MNurmber 1234 Provider Name:
Work Phone: 205-437-5131 Gender: Male
Contact: Joe Carter Panel: BIM Baptist Internal Medici
Size: 99 Size Limit: Q99
Federal Tax ID: 123467899 DEA MNurmber: 553246678
Medicaid MNumber: 23554 Medicare Mumber: 54678

d NPT Mumber: 349875 UPIMN: F3456

3

4

2l Specidlity Code 1 s Board Certified 1, Y Specialty Type 10 8
Specidlity Code 2: s Board Certified 2: ¥ Specialty Type 2: &
State License MNurmber: 342122 State License Code: 435567

Line-Of-Business

LOBE Description Size Limit Maximum Age Minimum Age 3;;%?329 j
W HMO 23 50 18 ¥
[~ HMO 23 50 13 ks
[~ PrPO 23 50 18 s =l
Associations
Effective Expiration Association Description Fee Schedule i’
12{23f2008 12{5f2006 6789
12{23f2006 12{5/2006 6789
12/23f2006 12{5f2006 6789 LI
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b. Contract tab — this tab displays the providers Line of Business, Region, Vendor
Information and Pricing Information according to the effective/Expiration dates of service
selected.

Contact Form ]Eligibility \] Claims | Accumulators NI CiCIEN | Authorizations Group

EMEEEIN contract \

Provider Mumber: 123456 Provider Name: Harsh Mittal
Line-Of-Business — Region
LOB Description Region Description
W HMO HMO V1 Montgomery
2 Clanton 2 Clanton
s Prattvile
2
T URC Percentile: 25 250
-]
g
Effective Expiration Active Status
¥ 0ijoif2006 90/a9/9990 Active
[T oijoifz005 fel=fl=laFlallala] Active
[T oijoifzo04 el=fi=laFlalalala] Active

Capitation Wendor: MM

Vendor Information

Vendor Mame Par/Non-Par OverRide Capacity Description

23 Southeast Family Practice Y 1]

Pricing Information

. el N-Cap Base OVRD Disc
Caparity Speciality Cap List Tahle Tahle Tahle WTHD% %

M =1 M M HMO1 23 43 23
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12. Authorization Tab — this tab shows the members authorizations according to what is in the core
system. All this information is read only.

a. Search tab — this tab allows you to search for the members authorizations using specific

search criteria.

I Contact Form !J Eligibility \'J Claims \l] Accumulators \l] Providers Authorizations “

Summary ]Detail Line(s) || InPatient

Authorization Number:
Authorization Type:
Authorization Status:
Referring Provider:

Receiving Provider:

Related to

Last Mame: I

]

Last Mame: I

First: I

First: I

( Search )

Search Results

33

Authorization Number Referring Provider Receiving Provider

Auth Type Auth Status Effective Date Expiration Date
0103150200101 2610001 Michelle Farnil Practice 2610003

Medical OPEN 09/01/2006 10312006
0103150200102 2610001 Michelle Family Practice 2610003

Medical Closed 10102001 032/01/2006
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b. Summary tab — this tab will not display information unless you select an authorization
from the search tab.

I Contact Form !] Eligibility \'J Claims \l] Accumulators \l] Providers Authorizations “

WG E | Detail Line{s) \|| InPatient

Authaorization: 0103150200101 Authorization Status: Open
Feferring Provider: 2610001 Michelle Family Authorization Type: ME
Alternate Provider: Community Hosptial 1234 Precert Status: Approved
Effective Date: 09/01 /2006 Actual Days: 7
Expiration Date: 10/31/2006 Approved Days: 10
Line Of Business: HMO HMO Total Certified Days: 7

4 Clairm Type: MM Medically Necessary

% Place of Service: 21

ﬁ Liabiity :

Service Providers

2010001 Mancy Beeman
2010002 Gerald FishbLrme
2010005 Caleb MeCloud

L e

Diagnosis Information Claims
Principal Code: Claim Number
Code 1: 250.3 Disbetes with other coma
Code 2: 250.4 Disbetes with renal manifestations 100280100101 =
Code 3: 10020100117
Code 4: 10020100102
Code 5: 10020100103
Code 6: 10020100109
Code 7: 10020100110
10020100111 =|
Comments

Auth comment 1
Auth comment 2
Auth comment 3

L bl
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Detail Line(s) tab — shows the detail for each line of the claim selected in the search tab.

select a different line number to show a different line of the claim

Related to

d.

I Contact Form Q] Eligibility \l] Claims \l] Accumulators \l] Providers Authorizations “

[[seren™oummn,\ (RN e

Authorization Line MNurmber: IE, Authorization MNurmber: 0103150200101

Service Class: First First Class

Service Code: 12444 Srv Code Description

Beginning Date Of Service: 10/10/2001

Ending Date Of Service: 01/01/2002

Autharized Days: 6

Authorized Quantity: 68

Duration: 5

Bed Type: Bed Type Bed Type Desc

Procedure Estimated Amount: $100

MNegotiated AmoLnt: $99

Place of Service —M Approved Actual

21 Inpatient Hospital Days 29 5
22 Qutpatient Hospital Uit 86 66
23 EMERGENCY ROOM HOSPITAL Armount

24 AMBULATORY SIURGICAL CENTER
26 MILITARY TREATMENT FACILITY

Inpatient tab — shows the Inpatient information for the claim that was requested in the

search tab

Related to

|j Contact Form !J Eligibility \'J Claims \l] Accumulators \l] Providers Authorizations “

Search JSummary N[ Detail Line(s) \{lilaE1l0s

InPatient

Authorization Number: 0103150200101
Actual Admission Date: 08/25/06 Actual Discharge Date: 08/27/06
Actual Admission Type: INP Inpatient

Actual Discharge Type:

Admitting Diagnosis: 427.5 Cardiac arrest

Discharged Diagnosis:

Estimated Admission Date: 8/25/06 Estimated Discharge Date:  8/27/06
Covered Days: 2 Mor-Covered Days:

Acute Days: MNon-Acute Days:

Pre-Operative Days Denied:

Bed Type: HB Hold Bed
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13. Group Tab - this tab shows the members eligibility according to what is set up in the core system.
All this information is read only.

a. Summary Tab — shows the summary information for the members group

I Contact Form !] Eligibility \l] Claims \l] Accumulators \l] Providers \liAuthorizations!ﬁ_
[ nccour g convect T

Fed Tax 1D: 123456789
Ext Group MNumber: ED987654321
HCFA Plan 1D: 444444444
Group Type: G Group
LOB: PPO Preferred Provider Orgainization
Market Segrment: Large Group Parent Group: 654321 Big Group Parent
d Market Representative: Jim Smith Age Cutoffs Stud/Dep/Ret: 21
% Standard Industry Code: V1234 Biling Types: Monthly
% Total # of Employees: 10,000 Cormparty: 01
&l HIPAA Cerfificate Flag: Yasg EPSDT: Yesg
Status: Active
Contact Information
Group Contact: Phil Jackson Emai: biggroupi@mail.com
Phone MNumber: (205)437-5200 Fax: (205)437-5201 800 Number:  (800)437-5200
Claim Information
Payer ID: 087654
Pricing Group: 345678 Big Group Pricing Group Print ECB: Yes
Group to Group |Utlization: 2222702 Big Group Utilization Group

Pre-Existing Condition - 1st Period: 3 months

Group Comments

This is a great emplyer group. This healthplan needs to pay special attention to this group and offer them a great
renawal package, Keep this group's business,
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b. Account Tab — shows the account information for the group the member is assigned

AWD Customer Service User Guide

I Contact Form !J Eligibility \'J Claims \l] Accumulators \l] Providers \'1Authorizations§ﬁ_

Related to

Account

Billing

Contract

Accounts
Sel Account® Account Name Status Effective Expiration
Address City State Zip
V 123458 ABC Crthodics Corporation Active 01,/01,/2008 99/99/9999 -
123 Main Strest Birrmingham Alabama 35242
[ 854321 Smith's Hardware Inc. Active 01/01/2006 99/99/9999
123 Main Street Deirut Michigan 43434
[T 123458 ABC Crthodics Corporation Active 01/01,/20086 99/99/9999
123 Main Street Birmingham Alabama 35242
[T 854321 Smith's Hardware Inc, Active 01/01/2006 29/99/9999 |
Contact Information
Contact 1/Phone:  John Smith (205)437-5200 Address: 123 Main Street
Contact 2/Phone:  Jack Walker (205)437-5200 Suite 19
City, ST Zip: Birmingham Alabama 12345
Contract Information
Effective Date: 01/01/2006 Benefit Eff Date: 01/01/2006 Benefit Exp Date: 99,/99/9999

Expiration Date:
Credit Barking Withdrawal: Yes

99/99/9999 Credit Banking Eff Date:

Coinsurance:  Yes
Copary: Yes

01/01/2006 Credit Banking Exp Date:  99,/99,/9999

Carryovers

Eff Date: 01/01 /2006
Deductble: Yes
Units: Yes

37

Out-Of-Pocket:
Coverage:
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c. Billing Tab — shows the billing information for the member in regards to the members
group

Ij Contact Form !] Eligibility \'] Claims \l] Accumulators \l] Providers \'1Authorizations!ﬁ_

Summary \|| Account Billing

Billing
-Group Premium- -Member Premium-
Charge free amount up to day: 15 15
Charge full armount up to day: 15 20
Charge half amount up to day: 20 10
Credit free armount up to day: 20 1
8[| Credit full armount up to day: 15 1
% Credit half amount up to day: 15 1
a
1 Premium Biling begining day: 10 Start Premium Biling month: 10
Premium Biling begining morth: 6 Start Prermium Biling vyear: 2006
Prermium Biling mode: Mh Premium Biling Biled-thru Date: 06/01 /2006
Premium Charge Retroactive Days: 30 Biling Cycle: 3
Premium Credit Refroactive Days: 30 Age Calculation Method: 10
Stop Prermium Biling code/ Description:
Billing Flags
Individual Biling: Y
Member Biling: Y
Secondary Biling: Y
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d. Contract Tab — shows the members contract information corresponding with the members
group

I Contact Form !] Eligibility \l] Claims \l] Accumulators \l] Providers \liAuthorizations!E_
Summary J Account Y| Billing

Effective Date Expiration Date
W (01012006 991999999 i’
[~ 010172011 99/99/9999
[~ 01/01/2011 99/99/9999 =
d Benefit Plan/Description: HMO HMO Plan
§ Contract Mumber/Description: 123456 Big Group Contract
% Hold Codef Description: 01 Group is suspended
=

Group to Group Utlization:

Benefit Eff Date: 01/01/2006 Benefit Exp Date: 99,/99/9999 Default Prev Org: PPO
OOP by Salary Flag: Y Deduct by Salary: Y Fee Sch: HMO1
Probationary Days: 20 Prem Biling Age Flag: ¥

Contract Carryovers

Eff Date: 01/01/2006

Colnsurance: Y Deductble: ¥ Out-Of-Pocket; ¥ Coverage: y Copay: Y Units: Y
Tier Code
Tier Code Description
¥ SMGL Single Cowverage
7 FMLY WLl Coverage

Detailed Tier Information

Dependent Minirmurm: 1 Dependent Masximurm: 21 Dependent Age Limit: 21
Other Dependent Minimum: 1 Other Dependent Maximum: 21 Other Dependeant Age Limit: 21
Student Age Minirmum: 19 Other Dependent Orly Flag: Y Spouse Coverage Flags: Y
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14. Update Member — you are able to update member information by using the buttons on the left
hand side of the member contract screen. These update options include Demographics, PCP

information and ID Card.

3 PowerQueue AWD Customer Service - Windows Internet Explorer provided by DST Systems, Inc. =& |5|
File Edit “iew Favorites Toaols Help | a’
a L a [ . B = =%
Qv -0 %) @ b e s @ - LB D D@0 B
Adress [ ] http:jjchbhwlmgcs3ahjpqadtesticontsctMainScresn. lim73220401 LB1721231 211 EaN= = |L|nks »
RoboFarm - ISear(h j ;-‘:,;’ Logins - ;-‘{3 (passcards) ‘ &Setup Farm Filing | ;"ﬁ Save G Generate é
=] ® b f i El
owerQueue AWD Member Information
- Member Number:  30000126*01 Group Number: D44AC*SSI3 HCSWW Effective: 01/01/2007
CUStomer Ser\“ce Member Marme: LAILA SMITH Date Of Birth:  10/01/2000 Expiration:
454345 GREEM STREET PLYMOUTH, M1 48170 Region: WESTMORELAND COUNTY
TEST Subscriber Number: 30000126 Subscrber Name: LAILA SMITH HoH: BOB KITTEM
Busi Area: DEFAULT
Usiness area Cantact Name: LALLA SMITH Cantact Phore: (555) 5555555 Edit
Home IiEEim Eligibility Q Claims \' Accumulators \'J Providers \' Authorizations\' Group -
Y
New Contact { .
Subject: Status: ISE\BE:t a status j
User Issue Lkup Tssue Category
Select an Issue Category -
Complete B
+ Brov Inguiry 2| T auth Or Referral Ing =
Issue Looku - Broy Action I Claim 1
4 P . MBR Inquiry I
" MER dction [ CCI ClaimCheck Ing
Help ., MER Request I~ CNF Inquiry |
- MBR Dental Issue ™ um Provider 1D Ing
Signoff . MBR Redirect Call
\ gnott  VER fppeals ] L Ly
— - ™ Eligibility Inquiry
R Dept Onl x| T Medical Benefit Ing = =l
Update Member:
% t ' Ready to add a new Issue for MEMBER-30000126%01 ( Save ) ( Cancel )
(/) Demographics -
u) PCP Info 'Cuient Case/Issue(s) {"Add Case )
—
? ) 1D Card ] Iase for MEMBER-30000126*01
y - e —
I ,_,_,_,_,_ g Lacal intranet
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Last Mame:

Status;
Gender:

Address:

City:
State:

Work Phone:

AWD Customer Service User Guide

a. Demographics - allows the user to update the members demographic information from
PQAWD to the Core system. The fields included in the update are as follows:

i. Last Name
ii. First Name

iii. Middle Name
iv. Status
v. Rel Code

vi. Gender

vii. Address

viii. City, State & Zip Code
ix. Home, Work and Fax Numbers

x|

[SMITH First: fLAILA

Midde: |
I_;, Rel Code: IEI
= DOB: [1o/01/2000
[454545 GREEN STREET
!
[PLYMOUTH
Ml x Zip Code: W Horne Phone: I—

| | Fax Mumber: |

Submit Cancel |
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b. PCP Info - allows the user to change the members PCP from PQAWD Customer Service
to the Core system. The information displayed in the PCP Info window is the members

current PCP.
3 Update Member - PCP Info -- Web Page Dialog x|
Effective Date: 01/01/2007 Expiration Date:
PCP Nurnber: [To10eTe] it Narme: DOC MARTEN
PCP Organization Mumber: | Mame:
Address: Accepting Patients: Y

Phone Murmber

Specialty Code: FF FAMILY PRACTICE Provider Type:

Submit Cancel

i. Use the search button next to the PCP Number to search the Core system
for new PCP. A list of search criteria will display:
Provider Number
Provider Last Name
Provider First Name
NPI Number
Tax ID Number
Speciality
7. Zip Code
ii. After entering the search criteria select Search
iii. A list of providers will display select one of the provider to be the Members new
PCP
iv. The new PCP information will be displayed in the PCP Info window
v. Hit Submit to finalize the changes.

I A
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c. ID card - allows the user to request an ID card for the member from the Core system.
Select the “Request ID Card” for the request to be processed in the Core System.

/3 Update Member - ID Card - Web Page Dialog

ID Card Request:  Yes

ID Card Counter: 1

Fequest D Card Cancel
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15. Saving each individual issue — make sure to save the issue before you complete the issue to
receive your issue ID number

a. Select SAVE - the issue will display under the Issues window. See screen shot below. At
this point you are still able to Select the issue to modify and delete the issue.

| Current Case/Issue(s) {_AddCase )

E case for MEMBER-22679088%01
1'— Issue - Provider on 09/23/2008 10:26:22 TOCSCREATE ID: 20080923-102622-TIFFANYF select delete
® [gsue - Adding ...

16. Completing the Contact — once all the issues have been created for the call (contact) you will use
the “Complete” button to end the entire call and send the issues through the work flow or save it to
the user’s inbox. Once the “Complete” button has been used the issues are not able to be modified
or deleted.

a. Select the Complete button

PowerQueue AWD®
Customer Service

Business Area: PQADEMO

) Home

\J New Contact
=
| !) Complete

@) Help
® Signoff

b. Once you save an issue the system automatically starts to create a new issue. Therefore,
when you are ready to complete the call you will receive a message “Do you want to save
current issue” :

i. Select No — if you have saved all your issues to the Issue window
ii. Select Yes — if you have not saved your current issue to the Issue window
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c. The following screen will display to select the Media type (examples: Phone, Fax &
Email)

d. Slide the Face from right to left to determine the contacts mood.

) Contact Survey -- Web Page Dialog

What Media was used for this Contact? Fhane j

Customer Satisfaction: Meutral

What was the overal mood of the contact?

( Finish ) ( Cancel )

e. Select the Finish button — you will then be in the work list page
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Provider Contact

The Provider Contact is where the Customer Service Representative will log issues received from a
provider representative.

PowerQueue AWD® I
Customer Service Select Contact Form:
Provider Humber: I
Business Area: DEFAULT RioviderllosiNans: I
Provider First Name: I
NPl Number: I
Tax ID Number: I
Specialty: I
Zip Code: I

] | _>|-

[&] pore [ | | | [N3iocalintranet

1. Select Provider from the Select Contact Form drop down list
2. Enter any of the following search information

a. Provider Number
b. Provider Last Name
c. Provider First Name
d. NPI Number
e. Tax ID Number
f. Specialty
g. Zip Code
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3. Hit the Search button

If there are multiple providers for the search criteria entered the following window will appear. If
only one provider is associated with the search criteria screen print under #4 will appear.

List of Providers

Provider Number Provider Name Tax ID Number NPT Specialty Provider Type
Address Line City State 2ip Code Phone Number Accepting Patients
1123001 Barns Jack ENT Specialist
1600 St, Wincent Dr Birmninghar Alabarna 35401 (205)555-3333 YESs
2010001 Bermnan Mancy OB/GYM PCP
3400 Medical Drive Birrningharn Alabarna 35233 (205)555-4555 YEs
2010002 Fishburne Gerald Internal Medicine Specialist
1600 Mtn Brook YWay Birmninghar Alabarna 35242 (205)555-1234 YESs
807580 Hosptial Community Hospital Hospital
234 Hosptial Dr Birrningharn Alabarna 35242 (205)555-2334 YEs
1123089 Ingram Rick Pulrmonary Specialist
670 N 16th 5t Birmninghar Alabarna 35242 (205)555-4583 YESs
1123988 Jarnes Jim Farnily Pracitce PCP

344 Circle St Birrningharn Alabarna 35242 (205)555-3455 YEs
2010002 Johnson Crystal Peditrician pp
1500 Healthy wWay Birmninghar Alabarna 35205 (205)555-2345 YESs
2010006 Juarez Nicole Othorpedic PP

444 Middle St. Birrningharn Alabarna 35233 (205)555-5677 YEs
260001 Latent Michele Famnily Practice pp

123 Oak Street Birmninghar Alabarna 35242 (209)437-4343 YESs
2010005 McCloud Caleb GYMN PCP
2300 Medical Drive Birrningharn Alabarna 35233 (205)555-3477 YEs
1123444 Srrith Hal Pediatrician pCP
4560 12th Street Birmninghar Alabarna 35422 (205)555-4566 YESs
112389 Spain Mike Internal Medicine PP
9664 36 S5t M Birrningharn Alabarna 35242 (205)555-4456 YEs
1724272 Ydrinht Samn Farnike Drartica Do

4. On the List of Providers screen, click on the provider number that corresponds with the provider

for whom you are searching. The Provider Verification screen will open.

PROVIDER Verification

Prowider Number: 1123001 Provider Marne: Jack Barns NPT
Phone Mumber: (2053355-3333 Far Number: (205)555-9888 Accepting Patients: Yes
1600 St Yincent Dr, Suite 202 Birmingham, Alabama 35401

Add New Contact
List of Contacts
Contact Name Relationship Phone Address City, State 2Zip Authorized
Jack Barnis Attorney (248) 9458-3000 Yes Wi
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On the Provider Verification screen, review the information in the Provider Verification and List
of Contacts windows to ensure that the caller is authorized to discuss the provider.

On the List of Contacts window, the names of all previous contacts on behalf of the provider will
appear. Either Add New Contact (a) if the contact is not listed or Select the Contact (b).

a. Add new contact
i. Select the Add new Contact button

#Z} Add New Contact -- Web Page Dialog

Contact Name: || Contact Phone: I Ext: I

Relationzhip: I - l

Alternate Phone: I Ext: I Fax Number: I

Email: I

Address Line 1: I

Address Line 2: I

City: I State: j Zip: I

Comments: Authorized: [~
Save | Delete Cancel

ii. Enter in all the contact information

iii. Check the Authorized box — this indicates the contact is authorized to discuss the
provider. If the contact is not authorized they will be listed as a contact but there
will be no hyperlink to take this contact to the next step.

iv. Select save — this adds the contact’s information into the system and return to the
List of Contacts window.

Note: Changing the contacts address does not update The Core System with that address change.
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b. Contact Already Exists: On the List of Contacts window, click on the View link next to
the contact’s name and demographic information to edit the contact information, if
required. The Add New Contact window will appear with the contact’s previously
supplied information already populated in the fields. Edit as necessary and click the Save
button to save your changes and return to the List of Contacts window.

ii. Select the Contact’s name to go to the Provider Contact Form screen

PROVIDER Verification

Prowider Number: 1123001 Provider Marne: Jack Barns NPT
Phone Mumber: (2053355-3333 Far Number: (205)555-9888 Accepting Patients: Yes
1600 St Yincent Dr, Suite 202 Birmingham, &labama 35401

List of Contacts

Contact Name Relationship Phone Address City, State Zip Authorized
Jack Barns Attorney (243) 943-2000

es

=
ful
=
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Provider Contact Form

7. Contact Form Tab - this tab contains three additional tabs: Issues form, issues, and contact
history. Changes to the Contacts Form screen can be saved by clicking the “complete” button on
the index to the left of the screen. If you do not click on this button, your entries will not be saved.

Provider Information
The Provider information section displays the provider’s information and will stay at the top of the
screen as you move through the various tabs.

Provider Information

Pravider Number: PCP1 Provider Mame: CASEY NFI: 1001001001
Phone Number : Far Murmber Accepting Patients: Y
FRIMARY BUSINESS ADD SOUTHFIELD, MI 428034
Contact Mame: Lisa Madszen Contact Phone: (7E5) B35-5995 Edit
Iiﬁgim Providers ! Eligibility \l Claims \l Accumulators \l Authorizations\l Group -
Subject: |Se|e|:tasubject... j Status: |Se|e|:tastatus... j
Issue Category
Select an Issue Category =]
1. Providers " Referral Form to PRy
eV EDEN ™ Demographic Chg Inquiry

3. Prov Communication
4. Prov Claims ™ NP1 Issue

3. Sp Investigations ™ NPI Inquiry

2 7 PRY Inquiry Credentialing
T
5
&
]
@ Ready to add a new Issue for PROYIDER-PCP1 ( Save ) ( Cancel )
P issues Y
Current Case/Issue(s) {_Add Case )
B Ease., for PROVIDER-PCP1
* Issue - Adding ...
I Contact Histor
Results {(showing 5 of 5) (wre |} {7
' Phone on 08/15/2008 at 11:26:57 - Tocallend -
El &% Phone on 08/ 13/2008 at 15:25:06 - Tocallend
% Tssue on 08/13/2008 at 15:25:03 about Providers Demmographic Chg Inguiry - Tocssave
Prv:PCP1
& phone on 08/ 13/2008 at 08:00:58 - Tocallend
* Issue on 08/13f2008 at 08:00:58 about Providers MPI Issue - Tocssave
Pr:PCP1 Ll
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Issue Form: The issues form tab contains Subject and Status list boxes to let you easily indicate the
nature of the contact and whether it is a Resolved, Open or Saved status.
a. Select a Subject — the subjects are configurable for each client
iii. Examples include:
3. Providers
b. Select a Status — the status are configurable for each client
iv. Examples include:
4. TOCSCREATE - sends the issue into the workflow
5. TOCSSAVE - Saves the issue to your work list to be completed at another
time (this issue is not in the workflow)

Issue Category: A list of configurable categories and sub-categories that give a brief explanation of the
issue that was reported.

h. Select an issue category and sub-category — click on an issue category from the displayed
list of issue categories in the Issue Category box. A list of issue sub-category check boxes
associated with the selected issue category will appear. See “PQAWD CS MBR-PRV-
GRP-OTH Call Configuration vXX.xIs” that displays the entire list of Subjects, Categories
and Subcategories.

Note:
You many only choose 1 category and 1 subcategory

Standard PQAWD Customer Service allows the user to choose more than one subcategory but
choosing more than one will cause the issue to be routed based on the rule priority level and
additional subcategory can not be reported on. If you were to choose more than 1 subcategory
the issues will be routed to the CSMISC queue for member services to determine what
happens to the issue.
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i. Examples include:
1. Providers
a. Referral Form to PRV
b. Demographic Chg Inquiry
c. NPI Issue
d. NPI Inquiry
e. PRV Inquiry Credentialing
2. Prov Claims
a. Provider Reviews
Comments:

c. Enter Comments — when you select a category and a subcategory this adds partial
comments into the comments section to get you started. Enter free-form comments in the
Comments field below the displayed information

d. Select the Save button under the comments box to SAVE your current issue.

Iiﬁgim Providers!\ Eligibility \' Claims \l Accumulators \' Authorizations\' Group -

Issue Form

Subject: |Se|edasubject... j Status: |Se|ectastatus... j

Issue Category

Select an Issue Category _.J
Providers - Demographic Chg Inguiry

1. Providers ™ Referral Form to PRY
2 Brov PDOM P ¥ Demographic Chg Inquiry
3. Prov Communication
4, Prov Claims I NPl Issue
5. Sp Investigations I™ NPT Inquiry

™ PRY Inquiry Credentialing

Related to

@ Ready to add a new Issue for PROVIDER-N10D0 ( Save ) ( Cancel )
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Issues:

e. Current Case/lssue(s) — this section shows the case/issues that are open for this particular
contact. You can also add another case for one contact, just select Add case and it will
take you back to the initial search for member/provider/group/other.  This section also
allows the user to select or delete issues they have started but have not completed.

Note: The only way to receive the Issue ID is to save the issue before you complete the issue

Current Case/Issue(s) {_Add Case

Case for PROYIDER-PCP1
Issue - Providers on 09/04/2008 11:39:22 TOCSCREATE ID: 20080904-113922-TIFFANYF
Issue - Providers on 09/04/2008 11:39:29 TOCSSAVE ID: 20080904-113929-TIFFANYF
Issue - Adding ...

select delete
select delete

Contact History: provides an at-a-glance view of all previous exchanges with the contact,
including contact’s identification information, the subject(s) previously discussed and the current
status of the issues discussed. Once you select a contact history you are able to add comments to
that issue but you will not be able to reopen issue if it is in the END queue or route an open issue
to another queue..

f. Contact history shows all the various case/issues that were logged for this Contact

Contact Histor:
Results (showing 5 of 5) (are™) ()

& Phone on 08/ 15/2008 at 11:26:57 - Tocallend
Bl & phone on 08/ 13/2008 at 15:25:06 - Tocallend
] Issue on 02/13f2002 at 15:25:03 about Providers Demographic Chg Inguiry - Tocssave
Pry.PCP1
B & Phone o 08/ 13/ 2008 at 08:00:58 - Tocallend

*® Iscue on 02/13f2002 at 02:00:52 about Providers NPT Issue - Tocssave

Prv:PCP1
_ =
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8. Related To - this tab will display the related member, provider, group, claim, and authorization

information. Depending on which claim or authorization has been chosen during a contact

creation this information can change.

| o

Merriber | (Update]  Group | (Update]  Provider [PCP1 (Update]
Claim | Update]  puthorization | Update;

Clairn DOS: Auth DOS:

= 7= A & e ¥ i
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Provider Tab - this tab shows the Provider information according to what is set up in the core
system. All this information is read only.

a. Summary tab — this tab displays the provider information

Contact Form N NEeri L Eligibilim'r Claims\'rAccumulat&'rAuthorizatiﬁ'r Group_
ETLEA| contract

Provider Mumber: 1234 Provider Mame:
Work Phone: 205-437-5131 Gender: Male
Contact: Joe Carter Parel: BIM Baptist Internal Medici
Size: 99 Size Limit: 99
Federal Tax ID: 123467899 DEA Murmber: 553246678
Medicaid Nurnber 23554 Medicare Number: 54678

o MFI Murnber: 349875 UPIN: F3456

3

<

#l Speciglity Code 1: s Board Certified 1. Y Speciaty Type 10 8
Speciglity Code 2: s Board Certified 2. Y Specidlty Type 21 8
State License Number: 342122 State License Code: 435567

Line-Of-Business

LOB Description Size Limit Maximum Age Minimum Age Sgiﬁa%ttigg j
¥ HMO 23 50 18 ¥
[~ HMO 23 50 18 ¥
[~ PPO 23 50 18 ¥ |

Associations

Effective Expiration Association Description Fee Schedule i’
12/23/2006 12/5/2006 6729
12/23{2006 12/5{2006 6739
12/23/2006 12/5/2006 5739 LI
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b. Contract tab — this tab displays the providers Line of Business, Region, Vendor
Information and Pricing Information according to the effective/Expiration dates of service
selected.

IﬁContactForm Providers jEIigibiIity !] Claims \l] Accumulators\l]Authorizations\li Group -
'\' Contract '\

Provider Murmber: 123456 Provider Marme: Harsh Mittal
Line-Of-Business — Region
LOB Description Region Description
¥ HMo HMO M1 Montgomery
Nz Clanton 2 Clanton
s Prattyile
2
3 URLC Percentile: 25 250
Effective Expiration Active Status
¥ 01jo1f/2006 99/99/9999 Active
[ 01f01/2005 99/99/9993 Artive
[~ 01012004 99/99/9999 Artive

Capitation Vendar: MM

Vendor Information

Yendor MName Par/Non-Par OverRide Caparcity Description

23 Southeast Family Practice Y M

Pricing Information

. Al N-Ca Base OVRD Disc
Capacity Speciality Cap List n Tahle Tahle Tahle WTHD%%
M S M M HMO1 23 435 23
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10. Eligibility Tab - this tab shows members eligibility according to what is set up in the core
system. All this information is read only. Once you select this tab, additional tabs will become
available. These include Member Search, Summary, Additional Information, Provider, COB,
Medicaid, and Medicare tabs.

a. Member Search tab under the Eligibility tab allows you to search for a member to display
their eligibility information.

I Contact Form ! Providers \lm 'CLalmsl Accumulators \l Authorizations\l Group -
IEH Summary! Additional info\l Provider \,l coB \' Medicaid \l Medicare _

Member Humber:

|
Member Last Name: I First: I
Member DOB: I D Alternate 1D: I
Subszcriber Number: I
Subscriber Last Name: | First: |

| Search )

Related to

Once you enter member search information and hit the search button a list of members will
display at the bottom of the above screen according to the search criteria entered.

-4
J Search Results
Member Number Member Name Date Of Birth Group Number Effective Expiration =
Address Line City State Zip Code Subscriber Number Subscriber Name
10014 Green, Wiliam 01/01/1971 100 01/01,/2000 09/99/9999
20 Barclay Utica ML 48317 10014 wiliarn Green
01101 Jones, Frank 01/01/1967 MADDL 01/01,/2000 99/99/2999
123 Elm Street Phioenix AZ 02365 01101 Frank Jones
01104 Jones, Janice 03/06/1970 MADD1 01/01,/2000 09/99/9999
123 Elm Street Phioenix AZ 02365 01104 Janice Jones
01103 Jones, Jay 01/01/1999 MADDL 01/01,/2000 99/99/2999
123 Elrn Street Phioehix AT 02365 01103 Jay Jones
01102 Jones, Unbiorn 99/99/9999 MADD1 99/99,9999 09/99/9999
123 Elm Street Phioenix AZ 02365 01102 Unbarn Jones o
711018 Park, John 01/01/1962 FHPOO1 01/01,/2001 99/99/2999
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b. Summary tab under the Eligibility tab displays a summary of the searched members
Eligibility. This tab displays the Benefit enrollment, PCP Information and Privacy
Information.

IﬁContactForm Eligibility Claims\erccumuIat&errovideheruthorizati@'r Group -
Additional info ]Prouider N| CoB JMedicaid \|| Medicare

Last Mame: Park First: John Mliddle:
Address: 123 New Hyde Park Status: N
Rel Code: Self
City: Birmingham Gender: Male DCB: 01/01/1962
State: AL Home Phone: 205-437-1000 Fax Murnber
Zip Code: 35242 Work Phone: 205-555-1234
ID Card Request: Yes ID Card Counter: 1 COB Ind: Yasg
E LOB: PPQ Preferred Provider Organization
s
Z Benefit Enrollment
Effective Expiration Benefit PKG Description Tier Code Description
Account & LOB Description
01/01,/2000 99/95,/9909 AAAA AAAL Benefit Pkg FILY Family Tier Code =
123456 FPO Preferred Prov Org
01/01/2005 12/21/2005 BBEB BBEB Benefit Pkg SMIGL Single Tier Code
WNERCCT ABC ABCDEFGHIIKFPR
01/01,/2004 12/31/2004 CCCC CCCC Benefit Pkg SMIGL Single Tier Code
KYZACCT ABC ABCDEFPPPP =l

PCP Information

Effective Expiration PCP Number MName PCP Org Name

01/01/2000  99/99/9999 2010001 Mancy Beeman ORG1 ABCD Organization i’
01,/01/2005 12/31/2005 2010002 Gerald Fishburne ORG2 HHHH Organization

01/01/2004 1z2/31/2004 2010005 Caleb McCloud ORG3 AAAR Organization =l

Privacy Information

Verified Date: 02/15/2000 Verified By MNancy Smith
Verified? Verified Received by Writng: Y
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c. Additional Info tab under the Eligibility tab displays any additional information for the
selected member’s eligibility. There are personal representative comments, pre-existing
information and Languages.

IﬁContactForm Eligibility jCIaims !]Accumulators\l]Providers \']Authorizations\li Group -
[ summary \\[EELELEILAN (provider [ COB | Medicaid \| Medicare

Creditable Coverage Date: 01/01 /2006

Subscriber Information

Subscriber Effective Date: 01/01/04

Subscriber Address: 123 Main 5t

Subscriber City, State Zip: Birmingham, AL 35242

Subscriber Horme Phone: (205) 555-1234 Subscriber Work Phone: (205) 545-3333

Related to

Personal Representative Comments

This is an example of a personal representative comment =
Another example of a personal representative comment
Another example of a personal representative comment

Another exmaple of a personal representative comment =
Pre-Existing Languages
Diagnosis Range Letter Waive
2502 TG 2509 A ] "
2503 TO 2509 ™ English :I
2503 TO 2509 Y French
German |
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d. Provider tab under the Eligibility tab displays the Secondary PCP, Non-PCP Provider and
Fee Scheduled Override information for the searched member.

Contact Form ) J={:1-1111s"

Related to

Claims ]Accumulators\]Providers \]Authorizations\ Group

Summary ]Additionalinfo\- ] coB \]Medicaid \|| Medicare

Secondary PCP Information

Effective Expiration PCP Number  Name PCP Org Name

01/01/20086 99/99/9939 2010007 Joshua Health AAAA AAAA Organization MNarme =

01/01/2005 12/31,/2005 2010005 Caleb McCloud WYY Y'Y Organization Mame

01/01/2004 12/31/2004 2010001 MNancy Beeman W, XXX Organization Narme

01/01/2003 12/21/2003 2010002 Gerald FishbLime CCeC CCCC Organization Name =
Non-PCP Provider

Benefit Category Description Non-PCP Provider

L ¥YZ Category ABCD =

AAR AAA Category 1111

BBEB BBE Category 2222

CCC CCC Category 3333

CoD DDD Category 4444

KL KYZ Category 5555

FIT FET (Matennra PR LI

Fee Schedule Override

Effective Expiration Fee Code Description

01/01/2006 99/99,/3999 RER. RRR Fee Schedule

06/01,2005 12/31/2005 ABC ABC Fee Schedule

01/01,/2000 06/21/2005 X2 ¥i'Z Fes Schedule
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e. COB tab under the Eligibility tab displays the searched members coordination of benefits
that have been added to the core system.

Eligibility Claims JAccumuIators\]Providers \]Authorizations\ Group

Summary ]Additional info\}| Provider Medicaid Medicare

[s Health Plan Primary or Secondary?  Eligible

Insurance Company

Effective Date Expiration Date Priority
I 01/01/2006 99/99/9599 1
| M 01/01/2005 124312005 10
= ™ 01/01/2004 12/31/2004 20
i Policy Holder Member #: 71101
Policy Holder Marme: John Park
Ins Company: 89898989
Description: B Insurance
Address: 101 12th Avenue South
Suite 100
City, State Zip Atlanta, GA 88888-9999
Contact: William Tack Phaone: (405)123-1243
Other Ins Member #: 23322222
Other Ins Code: BCBS Other Ins #: 3434343

f. Medicaid tab under the Eligibility tab displays the searched members Medicaid
information that has been setup in the core system

Contact Form || Providers Claims JAccumulators\JAuthorizations\ Group
[ summary | Additional info\ Provider \| COB  \ilClt

Case MNumber: 858585 Effective Date: 01,/01 /2007
Case Worker Name:
Recipient Mumber: 585858

Search

Aid Code: 01 AFDC
Alternate I0:
Date Received:

8| Relation:

E| Head of Household: BOB KITTEN

i Address: 15555 CALTIFORNIA ST
City, State Zip: CANTON, MI 48188
Phone: 111/555-5252
Language: SPANISH
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g. Medicare tab under the Eligibility tab displays the searched members Medicare

information that has been setup in the core system

Related to

Contact Form || Providers Claims JAccumulators\JAuthorizations\ Group

Months of Prior Coverage:
Proposed HCFA Eff Date:
Proposed HCFA Group:

I Search !\] Summary \l]AdditionaIinfo\l]Provider \l] coB \l] Medicaid Medicare

Medicare Mumber:

Part A
01/01,/2007 A
ESRD
01/01/2007 M
Hospice
01/01,/2007 M

— Medicd Add-On —

MRO11007001 HCFA State/ County
Effective Date County State
01/01,/2007 MACOME I
Effective Dates and Indicators
Part B Part C Part D

01012007 A 01/01,/2007 A 01/01/2007 Y
— Welfare —— Instit /NHC —— MTMP
01/01,/2007 A 01/01/2007 o]
— Working-Aged — —Aged/Disabled — — Pre Disabled —

01/01/2007 M

—— Transplant —
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11. Claims Tab - this tab shows the searched members claims according to what is in the core
system. If you have not done the member search in the Eligibility tab then there will no claims
displayed in the Claims tab. All this information is read only.

a. Search section under the claims tab will allow you to search for a specific claim for that
member. Use the search criteria and select the search button.

I Contact Form ! Eligibility \" Accumulators \' Providers \' Authorizations\' Group -
Summary || Claim Line(s) || Comments\| Benefits

Claim Number: l—
Alternate Claim Number: I

Beginning Date of Service: l— D
Ending D ate of Service: l— l:l
Provider Number: l—

Provider First Name: I Provider Last Name: I

Related to

( Search )

Search Results

Claim Number Provider Number-Name Claim Status Beginning DOS Ending DOS
Alt Claim Number To Pay Amount Total Charges

01-053105-003 2010001 P 01/01/2005 01/01f2005
$200 41000

01-072205-001 2010005 P 06,/25/2005 06/25f2005
$150 $500

01-103106-001 2010002 P 10312006 10/31/2006
$200 $500

63



AWD Customer Service User Guide

b. Summary tab — to display information on this tab you have to select a claim on the Search
Tab and the claim information will display on this tab

I Contact Form! Eligibility ' '] Accumulators \l] Providers \l]Authorizations\'i Group -

T [ ETYN | Claim Line(s) || Comments\|| Benefits

Claim Mumber: 01-103106-001 Alt Claim Number: 12345
Authorization Mumber: 45556788899 Clairm Status: Closed
Beginning DOS: 10/31 /2006 Ending DOS: 10/31 /2006
Vendar: 01 Clairn Form Type: LT
Received Date: 11/15/2006 Adjudication Date: 12/12/2006
Diagnosis Code 1. 789.2 Diagnosis Code 2: 465
4 Diagnosis Code 3: 56 Diagnosis Code 4: 78
% Provider: 201001 Nancy Beeman Benefit Package: 2222 Benefit Pkg Des
ﬁ Total Claim Amounts
Charged: 500.00 Deductble: 0.00 COB Savings: 0.00
Allowed: 200.00 COlnsurance: 0.00 Patient Paid: 10.00
Discount: 0.00 CoPay: 10,00 To-pay: 200,00
YWithhold: 0.00

Reason Information

Reason

1234 Desc 1234

1555 Desc 1555

1666 Desc 1666

Other Payer — —————— Check Number

D Name Paid Amount

245666 Cormpass 100.00 ﬂ

245667 Compass 100.00

245668 Compass 100.00 |
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c. Claim Line(s) tab - this tab shows the detail for each line of the claim that was selected in
the search tab. When you select a service line the information can change in the additional
amount section of this screen.

I Contact Form a Eligibility \l' Accumulators \l Providers \l Authorizations\l Group -

Search

W Comments\y| Benefits

65

Claim Nurmber:  01-103106-001 At Claim Mumber: 12345
Claim Lines
BegDate EndDate Units Charged Allowed
SwvcCod Md Md Md Md CPTCod Covered Non Covered To-Pay
o 10/2172006 1042172006 1 300,00 100,00
99213 99213 1 100.00
10/31/2006 10421720086 1 200,00 100,00
8 99215 99215 1 100.00
E
=
[T}
-4
Reason Information
Reason Status Type EOP
A0 Benefit Reduced Pay W iI
BA Mot Coverad by Plan Pay W
RR At | kit Fyeeeaded Frans W -
Additional Amounts
Mermber Liability: 10.00 CoPay: Deductble: 0.00 Colnsurance:
Quantity Allowed: Ciscount: 0.00 Withhold: 0.00 COB:
Line Status: Paid Paid Date: 12/20/2006
Authorization #: 45556788899 Adjudication Date: 12/15/2006
Provider: 2010001 Nancy Beeman Metwork Status:
Familiy
Provider Capacity: Line Yendor: Practice
Associates
Fee Schedule: HMOP HMO Provider Fee Owverride Code: OR
Place Of Service: 11 In-Office EPSDIT:
Diagnosis: 465 Check MNurnber: 00234
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d. Comments tab — this tab will display any comments that are attached to the claim that was
selected in the search tab.

Contact Form ] Eligibility \M]Accumulators\] Providers \]Authorizations\ Group
Summary | Claim Line(s) N L& ulntCis

Search

Claim MNumber: 01-103106-001 Alt Claim MNumber: 12345

Authorization Number: 45556788899 Claim Status: P

Beginning DOS: 01/01/2005 Ending DOS: 01/01/2005

Vendor: 01 Demo Vendor Name  Claim Form Type: LT
Comments

Ajudicated claim to pay per authorization.

Related to
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Benefits tab — under this tab you can select a claim line number to display the benefit
information for that claim line.

Related to

Search Summary Y| Claim Line(s) \j| Comments\{[EELETIE

Clairn Line MNurnber oo
Clairm Murmnber: 01-1023106-001 Alt Claim MNurmber: 12345
Authorization Mumber: 45556788899 Claim Status: Closed
Beginning DOS: 10/31 /2006 Ending DOS: 10/31 /2006
Vendar: 01 Clairn Form Type: LT
Benefit Information
Benefit Cov Unit Cov § Q0P $ Coins$ Copay $ Deduct § =
Bernelil Benelill Benelill Benelill Benellll Bernelill Berneilill Bernelill
Berne222 Bene222 Berellll Benelill Benellill Berelill Berneiiil Berelll
Bere222 Bene222 Bernel1ll  Benellll Benelill Berelill  Bernelill Berel1l
Bene222 Benez222 Benelill Benelill Benellll Benelill Benelill Bernelll
Berne222 Benez222 Berellll Benelill Beneilll Berelilli Bereiiil Berelil ~|
Major Medical
Benefit Cov Unit Cov § O0P $ Coins$ Copay $ Deduct $
fil111 P11l Ml 111 Ml 111 Ml 111 111 Mr111 il 111
Grouper Benefits
Benefit Cov Unit Cov $ Q0P $ Coins $ Deduct $
Grpilll Grpllil Grpilil Grpilil Grpilil Grpilil Grpilil
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12. Accumulator Tab - this tab shows the searched member’s (from the Eligibility tab) Accumulator
information according to what is set up in the core system. If you do not do a member search in
the Eligibility tab then no information will display in this tab. All this information is read only.

a. Search tab — allows you to search for a particular Benefit for that searched member in the
core system

Contact Form ]Eligibility\ Claims Providers ]Authorizations\ Group

Benefit: I
Grouper: I
Accumulator Inquiry D ate: I l:l

( Search )

o

3 Search Results

o

2

i Benefit Description Grouper Description Benefit Type
BASE Medical GRPZ GRP 2 Desc DEF
Exception Medical GRP3 GRP 3 Desc HII
MDY Medical GRP GRP Desc ABC
Urgent Care  Medical GRP4 GRP 4 Desc KLM
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b. Summary tab — for information to display you will have to select a benefit from the search

tab.

Benefit:

BASE Commercial HMO

I Contact Form Q] Eligibility \l Claims l lProviders l]Authorizations\li Group -
Summary

Accurmulator Inquiry Date: 01/01 /2006

69

Benefit Effective Date: 01/01/2006 Benefit Expiration Date:  12/31/2007
Member Effective Date:  01,/01/2006 Mermber Expiration Date: 12/31/2007
Benefit Typea: HMO Errollment Status: Active
Benefit Grouper
Grouper Description Type -
2 GRP GRP ABC GRPT
E GRP1L GRP 1 RFG GRPT1
2 GRP2 GRP2 ELK. GRPTZ2 =l
-4
Single
Max Limits Deductible
Accumed Type Exp DT Limit Claimed « Accumed Type ExpDT Limit «
WA 1 MAXT 1 12/31/07 2000.00 50,00 CEC DEDT  12/31/07 S00.00
MAX2 MAXT 2 12/21/07 2000.00 50,00 DED1 DEDT1 12/31/07 S00.00
MAXZ  MAXT3  12/31/07 2000,00 50,00 DED2 DEDT2 12/31/07 500,00
WIRX4 MAXT4 12/31/07 2000.00 50.00=] DED3 DEDTZ 12/31/07 500,00
Colnsurance —— Out Of Pocket — Copay
Accumed Type ExpDT - Accumed Exp DT Limit Accumed Type ExpDT
Col ColT
Coll COITi Con Limit
o2 COIT2 &1 |LI] -
O[3 COIT3 = Accumed Exp DT Limit
Family
— Qut Of Pocket Deductible
Accumed Exp DT Limit Accumed Limit  Life Accumed Life Limit
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13. Authorization Tab - this tab shows the searched member’s (from the Eligibility tab)
authorizations according to what is in the core system. If you have no searched for a member in
the Eligibility tab then no information will display in this tab. All this information is read only.

a. Search tab — this tab allows you to search for the members authorizations using specific
search criteria.

I Contact Form !J Eligibility \'J Claims \l] Accumulators \l] Providers Authorizations “
Summary ]Detail Line(s) || InPatient

Authorization Number:

Authorization Type:

Authorization Status:

Referring Provider: Last Name: I First: I

Receiving Provider:

]

Last Mame: I First: I

( Search )

Related to

Search Results

Authorization Number Referring Provider Receiving Provider

Auth Type Auth Status Effective Date Expiration Date
0103150200101 2610001 Michelle Farnil Practice 2610003

Medical OPEN 09/01/2006 10312006
0103150200102 2610001 Michelle Family Practice 2610003

Medical Closed 10102001 032/01/2006
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b. Summary tab — this tab will not display information unless you select an authorization
from the search tab.

I Contact Form !] Eligibility \'J Claims \l] Accumulators \l] Providers Authorizations “

WG E | Detail Line{s) \|| InPatient

Authaorization: 0103150200101 Authorization Status: Open
Feferring Provider: 2610001 Michelle Family Authorization Type: ME
Alternate Provider: Community Hosptial 1234 Precert Status: Approved
Effective Date: 09/01 /2006 Actual Days: 7
Expiration Date: 10/31/2006 Approved Days: 10
Line Of Business: HMO HMO Total Certified Days: 7

4 Clairm Type: MM Medically Necessary

% Place of Service: 21

ﬁ Liabiity :

Service Providers

2010001 Mancy Beeman
2010002 Gerald FishbLrme
2010005 Caleb MeCloud

L e

Diagnosis Information Claims
Principal Code: Claim Number
Code 1: 250.3 Disbetes with other coma
Code 2: 250.4 Disbetes with renal manifestations 100280100101 =
Code 3: 10020100117
Code 4: 10020100102
Code 5: 10020100103
Code 6: 10020100109
Code 7: 10020100110
10020100111 =|
Comments

Auth comment 1
Auth comment 2
Auth comment 3

L bl
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Detail Line(s) tab — shows the detail for each line of the claim selected in the search tab.

select a different line number to show a different line of the claim

Related to

d.

I Contact Form Q] Eligibility \l] Claims \l] Accumulators \l] Providers Authorizations “

[[seren™oummn,\ (RN e

Authorization Line MNurmber: IE, Authorization MNurmber: 0103150200101

Service Class: First First Class

Service Code: 12444 Srv Code Description

Beginning Date Of Service: 10/10/2001

Ending Date Of Service: 01/01/2002

Autharized Days: 6

Authorized Quantity: 68

Duration: 5

Bed Type: Bed Type Bed Type Desc

Procedure Estimated Amount: $100

MNegotiated AmoLnt: $99

Place of Service —M Approved Actual

21 Inpatient Hospital Days 29 5
22 Qutpatient Hospital Uit 86 66
23 EMERGENCY ROOM HOSPITAL Armount

24 AMBULATORY SIURGICAL CENTER
26 MILITARY TREATMENT FACILITY

Inpatient tab — shows the Inpatient information for the claim that was requested in the

search tab

Related to

|j Contact Form !J Eligibility \'J Claims \l] Accumulators \l] Providers Authorizations “

Search JSummary N[ Detail Line(s) \{lilaE1l0s

InPatient

Authorization Number: 0103150200101
Actual Admission Date: 08/25/06 Actual Discharge Date: 08/27/06
Actual Admission Type: INP Inpatient

Actual Discharge Type:

Admitting Diagnosis: 427.5 Cardiac arrest

Discharged Diagnosis:

Estimated Admission Date: 8/25/06 Estimated Discharge Date:  8/27/06
Covered Days: 2 Mor-Covered Days:

Acute Days: MNon-Acute Days:

Pre-Operative Days Denied:

Bed Type: HB Hold Bed
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14. Group Tab - this tab shows the searched member’s (from the Eligibility tab) eligibility according
to what is set up in the core system. If a member was searched for in the Eligibility tab then no
information will be displayed on this screen. All this information is read only.

a. Summary Tab — shows the summary information for the searched members group

I Contact Form ! Eligibility \l Claims \l Accumulators \l Providers \l Authorizations!ﬁ_

Related to

[ o Voiing corvee N T

Fed Tax 1D: 123456789
Ext Group MNumber: ED987654321
HCFA Plan 1D: 444444444
Group Type: G Group
LOB: PPO Preferred Provider Orgainization
Market Segrment: Large Group Parent Group: 654321 Big Group Parent
Market Representative: Jim Smith Age Cutoffs Stud/Dep/Ret: 21
Standard Industry Code: V1234 Biling Types: Monthly
Total # of Employees: 10,000 Cormparty: 01
HIPAA Certificate Flag: Yasg EPSDT: Yesg
Status: Active
Contact Information
Group Contact: Phil Jackson Emai: biggroupi@mail.com
Phone MNumber: (205)437-5200 Fax: (205)437-5201 800 Number:  (800)437-5200
Claim Information
Payer ID: 087654
Pricing Group: 345678 Big Group Pricing Group Print ECB: Yes
Group to Group |Utlization: 2222702 Big Group Utilization Group
Pre-Existing Condition - 1st Period: 3 months

Group Comments

This is a great emplyer group. This healthplan needs to pay special attention to this group and offer them a great

renawal package, Keep this group's business,
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Account Tab — shows the account information for the group the searched member is
assigned

Related to

LT Biling \| Contract
Accounts
Sel Account® Account Name Status Effective Expiration
Address City State Zip
V 123458 ABC Crthodics Corporation Active 01,/01,/2008 99/99/9999 -
123 Main Strest Birrmingham Alabama 35242
[ 854321 Smith's Hardware Inc. Active 01/01/2006 99/99/9999
123 Main Street Deirut Michigan 43434
[T 123458 ABC Crthodics Corporation Active 01/01,/20086 99/99/9999
123 Main Street Birmingham Alabama 35242
[T 854321 Smith's Hardware Inc, Active 01/01/2006 29/99/9999 |

Contact Information

(205)437-5200
(205)437-5200

John Smith
Jack Walker

Contact 1/Phone: Address:

Contact 2/Phone:

123 Main Street
Suite 19

City, ST Zip: Birmingham Alabama 12345
Contract Information

Effective Date: 01/01/2006 Benefit Eff Date: 01/01/2006 Benefit Exp Date: 99,/99/9999
Expiration Date: 99/99/9999 Credit Barking Eff Date:  01/01/2006 Credit Banking Exp Date:  99,/99,/9999
Credit Barking Withdrawal: Yes

Carryovers
Eff Date: 01/01/2006
Coinsurance:  Yes Deductble: Yes Out-Of-Pocket: Yes
Copary: Yes Units: Yes Coverage: Yes
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c. Billing Tab — shows the billing information for the searched member in regards to the
members group

Ij Contact Form !] Eligibility \'] Claims \l] Accumulators \l] Providers \'1Authorizations!ﬁ_

Summary \|| Account Billing

Billing
-Group Premium- -Member Premium-
Charge free amount up to day: 15 15
Charge full armount up to day: 15 20
Charge half amount up to day: 20 10
Credit free armount up to day: 20 1
8[| Credit full armount up to day: 15 1
% Credit half amount up to day: 15 1
a
1 Premium Biling begining day: 10 Start Premium Biling month: 10
Premium Biling begining morth: 6 Start Prermium Biling vyear: 2006
Prermium Biling mode: Mh Premium Biling Biled-thru Date: 06/01 /2006
Premium Charge Retroactive Days: 30 Biling Cycle: 3
Premium Credit Refroactive Days: 30 Age Calculation Method: 10
Stop Prermium Biling code/ Description:
Billing Flags
Individual Biling: Y
Member Biling: Y
Secondary Biling: Y
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d. Contract Tab — shows the searched members contract information corresponding with the
members group

I Contact Form !] Eligibility \l] Claims \l] Accumulators \l] Providers \liAuthorizations!E_
Summary J Account Y| Billing

Effective Date Expiration Date
W (01012006 991999999 i’
[~ 010172011 99/99/9999
[~ 01/01/2011 99/99/9999 =
d Benefit Plan/Description: HMO HMO Plan
§ Contract Mumber/Description: 123456 Big Group Contract
% Hold Codef Description: 01 Group is suspended
=

Group to Group Utlization:

Benefit Eff Date: 01/01/2006 Benefit Exp Date: 99,/99/9999 Default Prev Org: PPO
OOP by Salary Flag: Y Deduct by Salary: Y Fee Sch: HMO1
Probationary Days: 20 Prem Biling Age Flag: ¥

Contract Carryovers

Eff Date: 01/01/2006

Colnsurance: Y Deductble: ¥ Out-Of-Pocket; ¥ Coverage: y Copay: Y Units: Y
Tier Code
Tier Code Description
¥ SMGL Single Cowverage
7 FMLY WLl Coverage

Detailed Tier Information

Dependent Minirmurm: 1 Dependent Masximurm: 21 Dependent Age Limit: 21
Other Dependent Minimum: 1 Other Dependent Maximum: 21 Other Dependeant Age Limit: 21
Student Age Minirmum: 19 Other Dependent Orly Flag: Y Spouse Coverage Flags: Y
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13. Saving each individual issue — make sure to save the issue before you complete the issue to

receive your issue ID number
a. Select SAVE

] Current Case/Issue(s) {_Add Case )

B Cas% for PROYIDER-1518050
,— Issue - Providers on 09/23/2008 10:32:18 TOCSCREATE ID: 20080923-103218-TIFFANYF
* Issue - Adding ...

select delete

14. Completing the Contact — make sure all the information necessary has been completed and the
contact is ready to end communication.
d. Select the Complete button

PowerQueue AWD®
Customer Service

Business Area: PQADEMO

) Home

'\J New Contact

>
| (ﬂ ) Complete

@) Help
® Signoff

e. Since you have already saved your issue and a new issue is being created when you receive
the following message “Do you want to save current issue” you will say no (but if you
have not saved your current issue you will want to say Yes to this question). The
following screen will display to select the Media type (examples: Phone, Fax & Email)
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f. Slide the Face from right to left to determine the contacts mood.

) Contact Survey -- Web Page Dialog

What Media was used for this Contact? Fhane j

Customer Satisfaction: Meutral

What was the overal mood of the contact?

( Finish ) ( Cancel )

g. Select the Finish button — you will then be in the work list page
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Group Contact

The Group Contact is where the Customer Service Representative will log issues received from a Group
representative.

& PowerQueue AWD Customer Service - Windows Internet Explorer provided by DST Systems, Inc. =18 x|

Ele Edt “iew Favorites Tools Help | a.
S PR~ =Y

@Eack - o - D @ \’_h pSearch MFavor\tes @‘ B' =] T |_J @ Q @ ﬁ -:ﬁ

address IE hitp: ffdhbhwimacs3ahypaawd/testicontactiainGeresn, lm?9220401 181721231211 RaN= |Links ®

j ﬁ Logins - @ (passcards) ‘ &Setup Farm Filing | ﬁ Save G Generate é

PowerQueue AWD® ]
Customer SEI’ViCE Select Contact Form: I_ﬂ'DLI:\ e

TEST Group Number:
Business Area: DEFAULT Group Name: l—

RoboFarm - Isearch

=

il

[&]Done [T R tecalintranet

1. Select Group from the Select Contact Form drop down list
2. Enter any of the following search information

a. Group Number
b. Group Name
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3. Hit the Search button

If there are multiple groups for the search criteria entered the following window will appear. If only
one group is associated with the search criteria screen print under #4 will appear.

List of Groups

Group Number Group Mame Effective Expiration
Address Line City State 2ip Code Phone

0Z1LC*HHW HZLC 01/01/2006 12f31/2007
G600 GRANT STREET PITTSBURGH Pa 15219

044AC*SSIa HZSny 01/01/2006 12312006
222 WHATEWER. WHITMORE LAKE MI 45189

4. On the List of Groups screen, click on the group number that corresponds with the group for
whom you are searching. The Group Verification screen will open.

GROUP Verification

e

Group Number: 044AC*SSI3 Group Marme: HCSW
Address: 222 WHATEVER  WHITMORE LAKE , MI 48189
Enrollment: 01/01/2006 Expiration: 12312006

List of Contacts

Contact Name Relationship Phone Address City, State Zip Authorized

CONTACT (555) 555-5555 fes

=
o
=
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On the Group Verification screen, review the information in the Group Verification and List of
Contacts windows to ensure that the caller is authorized to discuss the Group.

On the List of Contacts window, the names of all previous contacts on behalf of the group will
appear. Either Add New Contact (a) if the contact is not listed or Select the Contact (b).

a. Add new contact
i. Select the Add new Contact button

#Z} Add New Contact -- Web Page Dialog

Contact Name: || Contact Phone: I Ext: I

Relationzhip: I - l

Alternate Phone: I Ext: I Fax Number: I

Email: I

Address Line 1: I

Address Line 2: I

City: I State: j Zip: I

Comments: Authorized: [~
Save | Delete Cancel

ii. Enter in all the contact information

iii. Check the Authorized box — this indicates the contact is authorized to discuss the
group. If the contact is not authorized they will be listed as a contact but there will
be no hyperlink to take this contact to the next step.

iv. Select save — this adds the contact’s information into the system and return to the
List of Contacts window.

Note: Changing the contacts address does not update The Core System with that address change.
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b. Contact Already Exists: On the List of Contacts window, click on the View link next to
the contact’s name and demographic information to edit the contact information, if
required. The Add New Contact window will appear with the contact’s previously
supplied information already populated in the fields. Edit as necessary and click the Save
button to save your changes and return to the List of Contacts window.

i. Select the Contact’s name to go to the Group Contact Form screen

— 1 sl B - S - . - e

GROUP Verification

Group Mumber: 044AC* 5513 Group Mame: HIZShW
Address: 222 WHATEVER  WHITMORE LAKE , MI 48129
Errollment: 01/01/2006 Expiration: 12/31,/2006

Add New Contact
List of Contacts

Contact Name Relationship Phone Address City, State 2ip Authorized
COMTACT (555) 555-9555 es

=
T
=
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Group Contact Form

7. Contact Form Tab - this tab contains three additional tabs: Issues form, issues, and contact
history. Changes to the Contacts Form screen can be saved by clicking the “complete” button on
the index to the left of the screen. If you do not click on this button, your entries will not be saved.

Group Information
The Group information section displays the group’s information and will stay at the top of the screen
as you move through the various tabs.

—_— , e R R . — — _
Group Information
Group Nurnber: 044AC*S513 Group Narne: HCSW
Address: 222 WHATEVER  WHITMORE LAKE , MI 48180
Entallment: 01/01 /2006 Expiration: 12/21/2006
Contact Mame: CONTACT Contact Phone: ({555) 555-5555 Edit.
| Contact Form \l\
I Subject: IGFDUP j Status: ISeIedastatus... j
Issue Gategory
Select an Issue Category =]
1. Group 7 Group Issue
7 Group Action
™ Group Inquiry
7 Group Changes
2
-
o
5
a
-]
]
@ Ready to add a new Issue for GROUP-044AC*S5I3 ( Save ) ( Cancel )
| Current Case/Issue(s) {_Add Case )
| B Casg for GROUP-044AC*SSI3
% Issue - Adding ...
I _Contact Histor
| Results (showing 1 of 1) OwareT) (TR
B & If-l'hune on 01/06/2009 at 13:17:42 - Tocallend
! Issue on 01/06/2009 at 13:17:27 about Group Group Issue - Tocscreate
Issue ID:20090106-131727-TIFFANYF
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Issue Form: The issues form tab contains Subject and Status list boxes to let you easily indicate the
nature of the contact and whether it is a Resolved, Open or Saved status.
a. Select a Subject — the subjects are configurable for each client
i. Examples include:
1. Group
b. Select an initial Status — the status are configurable for each client
i. Examples include:
1. TOCSCREATE - sends the issue into the workflow
2. TOCSSAVE - Saves the issue to your work list to be completed at another
time (this issue is not in the workflow)

Issue Category: A list of configurable categories and sub-categories that give a brief explanation of the
issue that was reported.

a. Select an issue category and sub-category — click on an issue category from the displayed
list of issue categories in the Issue Category box. A list of issue sub-category check boxes
associated with the selected issue category will appear. See “PQAWD CS MBR-PRV-
GRP-OTH Call Configuration vXX.xIs” that displays the entire list of Subjects, Categories
and Subcategories.

Note:
You many only choose 1 category and 1 subcategory

Standard PQAWD Customer Service allows the user to choose more than one subcategory but choosing
more than one will cause the issue to be routed based on the rule priority level and additional subcategory
can not be reported on. If you were to choose more than 1 subcategory the issues will be routed to the
CSMISC queue for member services to determine what happens to the issue.

i. Example includes:
1. Group
a. Group Issue
b. Group Action
c. Group Inquiry
d. Group Changes

84



AWD Customer Service User Guide

Comments:

c. Enter Comments — when you select a category and a subcategory this adds partial
comments into the comments section to get you started. Enter free-form comments in the
Comments field below the displayed information

d. Select the Save button under the comments box to SAVE your current issue.

— , e — e I A . I — -
Group Information
Group Mumber: 0444 * S50 Group Mame: HCS
Address: 222 WHATEVER.  WHITMORE LAKE , MI 45189
Enrollment: 01/01/2006 Expiration: 12/31/2006
Contact Marme: COMTACT Contact Phone: (955 555-5555 Edit
Contact Form Group
Subject: |Group | Status: | Selecta status... |
Issue Category
Select an Issue Category =]
1. Group 7 Group Issue
7 Group Action
7 Group Inquiry
™ Group Changes
=
=
2
=
[T}
i =
@ Ready to add a new Issue for GROUP-D44AC*SSI3 ( Save ) ( Cancel )
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Issues:
e. Current Case/lssue(s) — this section shows the case/issues that are open for this particular

contact. You can also add another case for one contact, just select Add case and it will
take you back to the initial search for member/provider/group/other.  This section also
allows the user to select or delete issues they have started but have not completed.

Note: The only way to receive the Issue ID is to save the issue before you complete the issue

Current Case/Issue(s) (_Add Case )

= Easgl for GROUP-D44AC*S513
. Issue - Group on 01/06/2009 11:29:16 TOCSCREATE 1D: 20090106-112916-TIFFANYF
. Issue - Group on 01/06/2009 11:29:23 TOCSSAVE ID: 20090106-112923-TIFFANYF
* Issue - Adding ...

select delete
select delete

Contact History: provides an at-a-glance view of all previous exchanges with the contact,
including contact’s identification information, the subject(s) previously discussed and the current
status of the issues discussed. Once you select a contact history you are able to add comments to
that issue but you will not be able to reopen issue if it is in the END queue or route an open issue
to another queue..

f. Contact history shows all the various case/issues that were logged for this Contact

Contact Histor
Results (showing 1 of 1) (Tware ) (TF-)

B & Phone on 01/06/2009 at 13:17:42 - Tocallend

*® Issue on 01f06/2009 at 13:17:27 about Group Group Issue - Tocscreate
Issue 1D 20090106-131727-TIFFAMYF
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8. Related To - this tab will display the related member, provider, group, claim, and authorization

information. Depending on which claim or authorization has been chosen during a contact

creation this information can change.

| o

Merriber | (Update]  Group | (Update]  Provider [PCP1 (Update]
Claim | Update]  puthorization | Update;

Clairn DOS: Auth DOS:

= 7= A & e ¥ i
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9. Group Tab - this tab shows the Group information according to what is set up in the core system.
All this information is read only.

a. Summary tab — this tab displays the Group information

— 1 — - - C - . - e — —

Contact Form Group
Accouhr Billing\rContract

Fed Tax ID;

Ext Group Murmber:

HCFA Plan ID:

Group Type: CD Medicaid

LOB: 31 GATEWAY PA 31

Market Segrment: Parent Group:
d Market Representative: Age Cutoffs Stud/Dep/Ret:  99/99/99
;ﬁ Standard Industry Code:  GOVT Biling Type: P
:z Total # of Employees: 100 Comparty: 11 GATEWAY PA
&l HIPAA Certificate Flag: EFSDT: Y

Status:

Contact Information
Group Contact: Email:
Fhone MNumber: Fa: 800 Nurnber:
Claim Information
Payer 10
Pricing Group: Print EQB: N

Group to Group Utization:
Fre-Existing Condition - 1st Period:

Group Comments
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b. Account Tab — shows the account information for the group

Related to

Billing Contract

Accounts
Sel Account# Account Name Status Effective Expiration
Address City State Zip
M AGS AGE/SEX COMSOLIDATED GROURP

Contact Information

Contact 1/Phone: Address:
Contact 2/Phone:
City, ST Zip:
Contract Information

Effective Date: 01/01/2006 Benefit Eff Date: 01/01/2006 Benefit Exp Date:
Expiration Date: 12/31/2006 Credit Banking Eff Date: Credit Barking Exp Date:
Credit Barking Withdrawal:

Carryovers

Eff Diate:
CoinsLrance: Deductible: Out-Of-Pocket:
Copay: nits: Coverage:
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Billing Tab — shows the billing information for the group

Related to

Summary Account

Charge free amount up to day:
Charge ful amount up to day:
Charge half amaount up to day:
Credit free amount up to day:
Credit full amount up to day:
Credit half amount up to day:

Billing

-Group Premium- -Member Premium-

Premium Biling begining dary:
Premium Biling begining month:
Premiurm Biling mode:

Prermiurm Charge Retroactive Days:
Premium Credit Retroactive Days:

Stop Premiurm Biling code Description:

[uy

Individual Biling:
Mermber Biling:
Secondary Biling:

90

Start Premium Biling maonth: 2
Start Premium Biling year: 2009
Premiurmn Biling Biled-thru Date:

Billing Cycle: M
Age Calculation Method:

Billing Flags
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c. Contract Tab — shows the Contract information for the Group

Contact Form Group

Summary ]Account N| Billing

Effective Date Expiration Date

I 01/01/2006

Benefit Plan/Description: BASIC BASIC PLAN

g Contract Nurnber /Description:

% Hold Code/ Description:

s Group to Group Utlization:
Benefit Eff Date: 01/01/2006 Benefit Exp Date: Defallt Prey Org:
QOF by Salary Flag: Deduct by Salary: Fee Sch:
Probationary Days: Prem Biling Age Flag:

Contract Carryovers

Eff Date:
Colnsurance: Ceductble: Out-Of-Pocket: Coverage: Copay: Units:
Tier Code
Tier Code Description
¥ AT 1 TIER
Detailed Tier Information
Dependent Minimurm: 0 Dependent Maximum: 0 Dependent Age Limit:
Other Dependent Minirmurm: 0 Other Dependent Maximurm: 0 Other Dependent Age Limit:
Student Age Limit: One Dependent Only Flag: N Spouse Coverage Flag: N
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15. Saving each individual issue — make sure to save the issue before you complete the issue to
receive your issue ID number
a. Select SAVE

[ s
Current Case/Issue(s) {_AddCase )
=} Case_b for GROUP-D44AC*SS513

» Issue - Group on 01/06/2009 13:41:34 TOCSCREATE ID: 20090106-134134-TIFFANYF
® [ssue - Adding ...

select delete

16. Completing the Contact — make sure all the information necessary has been completed and the
contact is ready to end communication.

a. Select the Complete button

PowerQueue AWD®
Customer Service

Business Area: PQDEMO

| (i) Complete

® Signoff

b. Since you have already saved your issue and a new issue is being created when you receive
the following message “Do you want to save current issue” you will say no (but if you
have not saved your current issue you will want to say Yes to this question). The
following screen will display to select the Media type (examples: Phone, Fax & Email)
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h. Slide the Face from right to left to determine the contacts mood.

) Contact Survey -- Web Page Dialog

What Media was used for this Contact? Fhane j

Customer Satisfaction: Meutral

What was the overal mood of the contact?

( Finish ) ( Cancel )

i. Select the Finish button — you will then be in the work list page
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Other Contact

PowerQueue AWD® _
Customer SEI‘ViCE Select Contact Form:

Contact Mame: I

Business Area: PQDEMO ghonelNUmbes I

1. Select Other from the Select Contact Form drop down list
2. Enter any of the following search information

a. Contact name

b. Phone Number
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3. Hit the Search button

If a match has been found the following screen will appear

List of Contacts

Contact Name Relationship Phone Address City, State Zip

Add New Contact

Authorized

Jirn Jones Representative (243} 555-5555

If a match as not been found the following screen will appear

=
]
=

Yes

List of Contacts

Contact Name Relationship Phone Address City, State 2Zip

Add New Contact

Authorized

Mo Results Found
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On the List of Contacts window, the names of all previous contacts will appear. Either Select the
Contact given or Add New Contact if the contact is not listed
a. Add new contact
i. Select the Add new Contact button

#Z} Add New Contact -- Web Page Dialog

Contact Name: || Contact Phone: I Ext: I

Relationzhip: I - l

Alternate Phone: I Ext: I Fax Number: I

Email: I

Address Line 1: I

Address Line 2: I

City: I State: j Zip: I

Comments: Authorized: [~
Save | Delete Cancel

ii. Enter in all the contact information

iii. Check the Authorized box — this indicates the contact is authorized to discuss the
information

iv. Select save — this adds the contact’s information into the system and return to the
List of contacts window.

Note: Changing the contacts address does not update The Core System with that address change.

b. On the List of Contacts window, click on the View link next to the contact’s name and
demographic information to edit the contact information, if required. The Add New
Contact window will appear with the contact’s previously supplied information already
populated in the fields. Edit as necessary and click the Save button to save your changes
and return to the List of Contacts window.

c. Selecta Contact

i. Select the name of the contact
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Contact Form

5. Contact Form Tab - this tab contains three additional tabs: Issues form, issues, and contact
history. Changes to the Contacts Form screen can be saved by clicking the “complete” button on
the index to the left of the screen. If you do not click on this button, your entries will not be saved.

I R T ] L] N A £ RS gy o g s

Contact Information

Contact Mame: jenny stnith
Contact Phone: {555) 955-5555

m
=

| Contact Form '\

Subject: |Se|edasubject... j Status: |Se|ectastatus... j

Issue Category
Select an Issue Category =]
1. Prospect [ MBR Prospect Medicare

[~ mBR Prospect Medicaid
[ PrRY Prospect PAMA-MAPA
[T PRY Prospect OHMA

2
=
o
5
a
=4
=
@ Ready to add a new Issue for OTHER-OTHER ( Save ) ( Cancel )
| Current Case/Issue(s) {_AddCase )

' case for OTHER-DTHER
® 155ue - Adding ...

' Contact History

| Results {showing 3 of 3) (TwEreT) (T

B & F:hnne on 08/19/2008 at 11:40:23 - Tocallend
® e an 05/19f2008 at 11:40:14 about Prospect MER Prospect Medicaid - Tocssave

. Phone on 08/ 15/2008 at 11:36:03 - Tocallend

B & Ehune on 08/ 12/2008 at 16:26:30 - Tocallend

® Lcue an 08/12/2002 at 16:26:27 about Prospect MER Prospect Medicare - Tocssave
Prv:pcpl
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Contact Information
The Contact information section displays the Contact’s information and will stay at the top of the
screen as you move through the various tabs.

Issue Form: The issues form tab contains Subject and Status list boxes to let you easily indicate the
nature of the contact and whether it is a resolved, Open or Saved status.
a. Select a Subject — the subjects are configurable for each client
i. Example(s) include:
1. Prospect
b. Select a Status — the status are configurable for each client
i. Example(s) include:
1. TOCSCREATE (creates issue and sends to workflow)
2. TOCSSAVE (saves issue to worklist to complete later)

Issue Category: A list of configurable categories and sub-categories that give a brief explanation of the
issue that was reported.

a. Select an issue category & sub-category — click on an issue category from the displayed list
of issue categories in the Issue Category box. A list of issue sub-category check boxes
associated with the selected issue category will appear. See “PQAWD CS MBR-PRV-
GRP-OTH Call Configuration vXXxIs” that displays the entire list of Subjects, Categories
and Subcategories.

Note:
You many only choose 1 category and 1 subcategory

Standard PQAWD Customer Service allows the user to choose more than one subcategory but choosing
more than one will cause the issue to be routed based on the rule priority level and additional subcategory
can not be reported on. If you were to choose more than 1 subcategory the issues will be routed to the
CSMISC queue for member services to determine what happens to the issue.
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v. Example(s) include
6. Prospect

a. MBR Prospect Medicare

b. MBR Prospect Medicaid

c. PRV Prospect PAMA-MAPA

d. PRV Prospect OHMA

comments:

c. Enter Comments — when you select a category and a subcategory this adds partial
comments into the comments section to get you started. Enter free-form comments in the
Comments field below the displayed information.

d. Select the Save button under the comments box to SAVE your current issue.

| Contact Form \

Subject: | Prospect

Select an Issue Category

1. Prospect

Related to

" MBR Prospect Medicare
¥ BR Prospect Medicaid

7 PRY Prospact PAMA-MAPA
"' PRY Prospect OHMA

@ Ready to add a new Issue for OTHER-OTHER

= Status: ISEIedastatus__ =l
=
Frospect - MBR Prospect Medicaid
=
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Issues:

e. Current Case/lssue(s) — this section shows the case/issues that are open for this particular
contact. You can also add another case for one contact. Just select Add case and it will
take you back to the initial search for member/provider/group/other. This section also
allows the user to select or delete issues they have added before they select the complete
button.

Note: The only way to receive the Issue ID is to save the issue before you complete the issue

I’ Issues
Current Case/Issue(s) {_Add Case )

El case for OTHER-OTHER
* Issue - Prospect on 09/04/2008 11:50:37  TOCSCREATE  ID: 20080904-115037-TIFFANYF
® Issue - Adding ...

select delete

Contact History: provides an at-a-glance view of all previous exchanges with the Other contacts,
including contacts identification information, the subjects previously discussed and the current
status of the issues discussed. Once you select a contact history you are able to add comments to
that issue but you will not be able to reopen issue if it is in the END queue or route an open issue
to another queue..

Contact history shows all the various case/issues that were logged for the Other Type call

Contact Histor
Results (showing 3 of 3) {(CMErE”) (T

& & phone on 08/19/2008 at 11:40:23 - Tocallend
*® Issueon 08/19/2008 at 11:40:14 about Prospect MER Prospect Medicaid - Tocssave

. Phone on 08/ 15/2008 at 11:36:03 - Tocallend

El & Phone on 08/ 12/2008 at 16:26:30 - Tocallend

® Iccue on 02/12/2002 at 16:26:27 about Prospect MBR Prospect Medicare - Tocssave
Prv:pcpl
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Saving the Issue — Make sure to save the issue before completing the issue to receive the issue ID
number for each issue
1. Select the Save button and issue will be saved in the issues section of the screen

.
| Current Case/Issue(s) {_Add Case
= case for OTHER-DTHER

:_"—I Issue - Prospect on 09/23/2008 10:37:56 TOCSCREATE ID: 20080923-103756-TIFFANYF
*® Issue - Adding ...

select delete

Completing the Contact — make sure all the information necessary has been completed and the
contact is ready to end communication.

1. Select the Complete button

PowerQueue AWD®
Customer Service

Business Area: PQADEMO

) Home

l’?’ \J New Contact
—
| @rl) Complete

@) Help
® Signoff

2. Since you have already saved your issue and a new issue is being created when you receive
the following message “Do you want to save current issue” you will say no (but if you
have not saved your issue you will want to say Yes to this question)The following screen
will display to select the Media type (examples: Phone, Fax & Email)

3. Slide the Face from right to left to determine the contacts mood.
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) Contact Survey -- Web Page Dialog

What Media was used for this Contact? Fhane j

Customer Satisfaction: Meutral

What was the overal mood of the contact?

( Finish ) ( Cancel )

4. Select the Finish button — you will then be in the work list page

102



Home button:

AWD Customer Service User Guide

The Home window displays your Work List; these are all the assignments that are waiting for the

representative to be worked.

PowerQueue AWD®

Worklist

( New Assii |

Customer Service

Priority

Issue ID

Subject

Issue Category

Issue Sub Category

Member Provide

300
300
300
300
300
300

Business Area: DEFAULT

4

200808238-102955-TIFFANYF  Mermber
20080828-105207-TIFFANYF  Merber

Provider
20080902-161942-TIFFANYF  Member
200808258-111800-TIFFANYF  Member
20080828-161320-TIFFANYF  Member

MBR. Action
MER. Action
Prov Action
MER Contact
MER Action
MER Action

PCP Transfer

MBR. Address Change
Eligikility Issue
Welcome Packet
MER. Address Change
MBER. Phone Murmber

30000126%01 BOB
30000126%01 101051¢

30000081*01 PCP1
30000126*01 101051¢
30000126*01 101051%
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USER ISSUE LOOKUP:

This option is a look up options for managers and supervisors to be able to release or assign issues from a
user’s inbox. This option is handled in the security group assigned to the user. If a user is assigned the
security group of <list security group name> they will have this option on their home page. If the user is
not in the security groups they will not have this option on their home page.

1. Select USER ISSUE LKUP option
2. Once the window appears select User Issue Lookup in the look up by box

/3 User Issue Lookup -- Web Page Dialog x|

Issue Lookup by: User lssue Lookup

Assigned To User I

From: [6/5/2008 L] 1o [3/4r2008 )

Search | Close

Search Results

Release | Assign |

3. Enter the Assigned to User Id (this is ID of the user who’s inbox you would like to look at)
4. Hit Search

Note: Do not use the Release button for issues that are in a TOCSSAVE status. These issues will be sent
to the CSSAVE queue and not be able to be selected. If this happens you will need to contact your AWD
Administrator to get them out of the queue. You are able to assign them to yourself to be able to change
to the status to TOCSCREATE to send them into the workflow.
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5. The following screen displays the results

3 User Issue Lookup -- Web Page Dialog

Issue Lookup by:

Userlssue Lookup

Uszer lszue Lookup

Aszsigned To User

From: IB,’E,’EDDB El To: |9,.’4,.’EDDB

Itiﬁanyf

Close
Search Results
Select Priority Issue ID Subject Issue Category Issue Sub Category Member Provider Busine
r 200 20080823-102955-TIFFANYF  Mermber MER. Action PCP Transfer 30000126%01 BOEB PA31CS
Il 300 20080828- 105207-TIFFANYF  Member MBR Action MER. Address Change 30000125*01 1010616 PA31CS
r 300 200808238-111800-TIFFANYF  Mermber MER. Action MER. Address Change 30000125%01 1010616 PA31CS
r 3200 20080828-161320-TIFFANYF  Mernber MER. Action MER. Phone Murnber 30000126*01 1010616 PA31CS
r 300 20080902-161342-TIFFANYF - Mermber MBR Contact Welcome Packet 30000081*01 PCP1 MAPACS
4 | 2l
Release | Assigh |

6. Select an individual issue or multiple issues
7. Select the Release option to release the issues back into the workflow
a. Select the Finish button on the PowerQueue Complete Issue Release window
8. Select the Assign option to assign the issues to an individual user 1D
a. Select a User ID from the PowerQueue User List/Assign Issue window
b. Select Finish
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ISSUE LOOKUP:

This option can be used by all users to look up Customer Service issues that are in the workflow. If a
user does not have at least Update ability for all business areas they will not be able to lookup and move
issues to their inbox. The user is able to look up an issue by the following criteria:

(0]

O O O O O

Issue ID

Issue Category
Member Number
Group Number
Provider Number
Date Range

Error messages received when user does not, at least, have privileges to update a business area work item.

(0]

If a user had privileges to a Business Area/worktype combination and pulled an issue into their
inbox. Then they no longer have privileges to that Business Area/Worktype combination and the
user tried to select that issue from their work list they will receive the following error:

User is not setup for Business Area <business area name> in AWD

If a user does not have privileges to the business area/worktype combination and they try to move
an issue to their inbox they will receive the following error:

a PQ Issue Inquiry Assign Object -- Web Page Dialog El

Q

FQlssuelnguirg.htm Task name:{ AWDIFReqguest ) Description:{
atskOo011 60016 'Unable to assign object. User ID does not have update
authority " ) Return Walue: 14

oK
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Issue ID:

o0 Select Home page

0 Select Issue Lookup option
0 Select Issue ID

o Enter Issue ID

0 Select Search

/3 Lookup -- Web Page Dialog

Issue Lookup by: Issue ID Lookup

3\
S

lssue Category Issue ID: 2008091 7-103612-CSDWA,
rMember Number
Group Mumber
Prowider Number
Date Fiange
'8 Y
Search Cancel
= 7 N
Search Results
Priority Issue ID Subiject Issue Category Issue Sub Category Member Group Provider Business .
400 20020917-103612-CS0Wwe  Mernber MER. Action U PCP Issue 22149233*%01 0225W*T 1014412 PAMACS
4| | i

0 Results will display in the search results window
0 Right click on an issue
0 Move issue to Inbox
= Search results window will show that it is loading
= Once complete issue will still be listed in the search results window
= Close the lookup window
= Refresh inbox and issue will be assigned to your inbox
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Note: When you Move an issue to your inbox that was in another users inbox that issue will still be in
that others users inbox. Once that user tries to select the issue that was moved, they will receive an error

message:
+} Issue Selection Error - Web Page Dialog x|

N

lssue - 20080209-121124-TIFFANYF 15 no longer available for
selection.

oK

Once the user selects OK their inbox is refreshed and the issue will no longer be in their inbox.

Note: Issues that are in the END queue with a status of TOEND can not be moved to your inbox.

If an issue is in a TOCSSAVE status and in another’s inbox will not be allowed to be moved to your
inbox. If a TOCSSAVE issue has been accidently released you will then be able to move it to your inbox
through the lookup function.

Note: Issues that are locked to another individual (lock icon displays next to the users name in Assigned
To Column) can not be moved to the requestors inbox.

Note: Issues that have a status of TOCSCREATE can not be moved to the user’s inbox. When an issue
is in this status it means the issue has not gone through the rules to be assigned the appropriate worktype
and status combination.

0 View Details

= Once you select the view details button the history window for that issue will
display

= You will be able to view the history of the issue

= History comments will display oldest to newest

= You will be able to add a comment to the issue, even issues that are in the END
queue. But this will not move the issue from where it is currently at in the
workflow.

= After you have entered your comments select OK to close the window

= |f you do not enter any comments select Cancel to close the window
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=3 PowerQueue Contact History Details -- Web Page Dialog
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Issue Category:

o0 Select Home page

Select Issue Lookup option

Select Issue Category look up

Select Issue Category from the drop down
Select Issue Sub-Category

Enter From and to Dates

O O O O O

Note: Date range can only be with in a 60 day period. You are able to search any time period but
only in 60 day ranges.

o Select Search

a Lookup - Web Page Dialog ﬂ

Issue Lookup by:

lzzue Category Lookup

|ssye Cateqony Issue Category I j
tember Numhber
Group Mumber
Prowider Mumber
Date Range From: |08/05/2008 I:I To: |08/04/2008 I:I
Search | Close

Search Results
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o0 Results will display in the search results window
0 Right click on an issue
0 Move issue to Inbox
= Search results window will show that it is loading
= Once complete issue will still be listed in the search results window
= Close the lookup window
= Refresh inbox and issue will be assigned to your inbox

Note: When you Move an issue to your inbox that was in another users inbox that issue will still be in
that others users inbox. Once that user tries to select the issue that was moved, they will receive an error

message:
+} Issue Selection Error - Web Page Dialog x|

N

lssue - 20080209-121124-TIFFANYF 15 no longer available for
selection.

oK

Once the user selects OK their inbox is refreshed and the issue will no longer be in their inbox.

Note: Issues that are in the END queue with a status of TOEND can not be moved to your inbox. If an
issue is in a TOCSSAVE status and in another’s inbox will not be allowed to be moved to your inbox. If
a TOCSSAVE issue has been accidently release you will then be able to move it to your inbox through
the lookup function.

Note: Issues that are locked to another individual (lock icon displays next to the users name in Assigned
To Column) can not be moved to the requestors inbox.

Note: Issues that have a status of TOCSCREATE should not be moved to the user’s inbox. When an
issue is in this status it means the issue has not gone through the rules to be assigned the appropriate
worktype and status combination.
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0 View Details

= Once you select the view details button the history window for that issue will
display

= You will be able to view the history of the issue

= History comments will display oldest to newest

= You will be able to add a comment to the issue, even issues that are in the END
queue. But this will not move the issue from where it is currently at in the
workflow.

= After you have entered your comments select OK to close the window

= |f you do not enter any comments select Cancel to close the window

'3 PowerQueue Contact History Details -- Web Page Dialog x|
Issue Detail for 2008-09-29-09,55,30.602760T01 Issue I 20080929-095420-TIFFANYFE

AW D Business Area:
A0 Objeck Twpe:
A0 Objeck Skatus:

PAMACS
MCHGPHOM
Toend

PowerQueus AWD Customer Service Line of Business Fislds

Begin Tirne of Issue - 2008-09-29 09:54:05
End Time of Issue - 2008-09-23 09:54:20
Iszue Category - MBR Action

Iszue Sub-Category 1 - MBR Phane Murber
Iszus Sub-Cateqoby 2 -

Issue Sub-Categony 3 -

Iszue Sub-Category 4 -

Iszus Sub-Cateqory S -

Subject - Prowider

Related to Memnber Murnber - 21017883%01
Related to Group Murnber - 02ZHINTT
Related to Prowider Mumber - 1039340
Feelated ta Claimn Mumber -

Felated ta Claimn Beginning D05 -

Felated ta Claim Ending DS -

Feelated to Authorization Mumber -

Related ta Auth Beginning DOS -

Felated to Auth Ending oS -

Contact Mame - TABATHA MILLER
Contact Address - 1623 BUFFALO RD
Contact City - ERIE

Contact State - PA o
Contact Zip - 16510-1002

Contact Phone - (814) 403-9234

Contact Email - ;I
AWD History
[rate Time User ID Skatus Cueue Priority
Comments

|»

MER Action - MER. Phone Murber
2008-09-29 09:56:05 WERCSZ2 Tocsenrall CSEMRCILL 300
MCHGEPHCM Rule Applied - Priority 63
20058-09-29 19:12:31 TIFFAMNYF Object unassigned
20058-09-30 15:36:22 TIFFAMNYF Object unassigned LI

2008-09-29 09:55:31 TIFFANYF Tacscreate CSVEBR. 999 j

Update Comments:

~
ancel ‘)

o
=]
=

b

g

I
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(0}
(0}
(0}
(0}
(0}
(0}

Select Home page
Select Issue Lookup option

Enter Member Number
Enter From and to Dates
Select Search

Select Member Number lookup

AWD Customer Service User Guide

3 Lookup - Web Page Dialog

lzzue Lookup by:

Member Lookup

Member Number: |221 4923301

hember Mumber

Group Number

Frovider Mumber

Date Range From: 072522008 | | 71e:[09/232008 | |

[ Search } :. Cancel J
Search Results

Priority Issue ID Subject Issue Category Issue Sub Category Member Group Provider Business .
300 20050911-102656-CSMAD Mermber MBER. Contact LM Correspondence 22149233%01 O225W*T 1014412 PAMACS
300 20020911-105134-CSDWE - Mermber MER. Alert Alert 22149233%01 0225W*T 1014412 PAMACS
400 20080917-103612-C50W A Mermber MER. Action UM PCP Issue 22149233*01 0225W*T 1014412 PAMACS
1| | i

0 Results will display in the search results window
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0 Right click on an issue
0 Move issue to Inbox
= Search results window will show that it is loading
= Once complete issue will still be listed in the search results window
= Close the lookup window
= Refresh inbox and issue will be assigned to your inbox

Note: When you Move an issue to your inbox that was in another users inbox that issue will still be in
that others users inbox. Once that user tries to select the issue that was moved, they will receive an error

message:
+} Issue Selection Error - Web Page Dialog x|

N

lssue - 20080209-121124-TIFFANYF 15 no longer available for
selection.

oK

Once the user selects OK their inbox is refreshed and the issue will no longer be in their inbox.

Note: Issues that are in the END queue with a status of TOEND can not be moved to your inbox. If an
issue is in a TOCSSAVE status and in another’s inbox will not be allowed to be moved to your inbox. If
a TOCSSAVE issue has been accidently release you will then be able to move it to your inbox through
the lookup function.

Note: Issues that are locked to another individual (lock icon displays next to the users name in Assigned
To Column) can not be moved to the requestors inbox.

Note: Issues that have a status of TOCSCREATE should not be moved to the user’s inbox. When an
issue is in this status it means the issue has not gone through the rules to be assigned the appropriate
worktype and status combination.
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0 View Details
= Once you select the view details button the history window for that issue will

display

= You will be able to view the history of the issue
= History comments will display oldest to newest

= You will be able to add a comment to the issue, even issues that are in the END
queue. But this will not move the issue from where it is currently at in the

workflow.

= After you have entered your comments select OK to close the window
= |f you do not enter any comments select Cancel to close the window

’; PowerQueue Contact History Details -- Web Page Dialog

Issue Detail for 2005-09-29-09,55,30,602760T0L

AWD Business Area:
A0 Object Type:
AD Objeck Skatus:

Issue ID: 20080929-095420-TIFFARYF

PAMACS
MCHGPHCM
Toend

PowerQueus AWD Customer Service Line of Business Fields

Begin Time of Issue - 2008-09-29 09:54:05
End Time of Issue - 2008-09-29 09:54:20
Issue Cateqory - MBER Action

Issue Sub-Category 1- MER Phone Mumnber
Iszue Sub-Cateqory 2 -

Iszue Sub-Cateqory 3 -

Iszue Sub-Cateqory 4 -

Iszue Sub-Cateqory 5 -

Subject - Provider

Related to Member Mumber - 21017283%01
Related to Group Mumber - 02ZMAFT
Related to Provider Humber - 1039340
Related to Claim Murnber -

Related ta Claim Beginning DOS -

Related ta Claim Ending DS -

Related ta Authaorization Murnber -

Related ta Auth Beginning DS -

Related ta Auth Ending DOS -

Contack Mame - TABATHA MILER
Contact Address - 1623 BUFFALD RD
Contack City - ERIE

Contack State - P&

Contack Zip - 16510-1002

Contact Phone - (214] 402-9234

Contact Email -

| »

AW History
Date Time

User ID

Status Queue Pricrity
Comments

2008-09-29 09:55:31

2003-09-29 09:50:08

2008-09-29 19:12:51
2008-09-30 15:36:22

TIFFANYF

VBRCSZ

TIFFANYF
TIFFANYF

Tocscreake CSVER 999
MER &ction - MER Phone Mumnber

Tocsenroll CSEMROLL 300
MCZHGPHOM Rule Applied - Priority 63
Ohbject unassigned
Ohbject unassigned

Update Comments:

ancel

_—
[=}
X

b

"

I
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Group Number:

o0 Select Home page

Select Issue Lookup option
Select Group Number lookup
Enter Group Number

Enter From and to Dates

O O O O

Note: Date range can only be with in a 60 day period. You are able to search any time period but
only in 60 day ranges.

o Select Search

ﬁ Lookup - Web Page Dialog ﬂ

Issue Lookup by: Group Lookup

lszue 1D

lsgue Categary Group Number: |022SW’“‘T
tdember Mumber

Prowider Mumber

Date Range From: [07/25/2008 ||| 1o [0323/2008 [ ]

(_ Search ] C Cancel J
Search Results

Priority Issue ID Subject Issue Category Issue Sub Category Member Group Provider Busine, ~ |
250 20080911-095148-CSDWA - Member Seamiless Enral Mot Enrall Opt St 00529915*01 OZ25W*T 1017765 PAMACE
300 20080911-102656-CSMAD Mermber MER. Contact LIM Correspondence 22149233*01 D225W*T 1014412 PAMAC
200 20080911-102919-CSMAD Member IMBER. Contact MC Irvoluntary Disenroll 22043247*01 0225W*T 10356538 PamMaCt
300 20080911-103314-C5MAD Mermber MER. Contact WA ar COB Survey 22043247*01 0225W*T 1035638 PAMACE
300 20050911-103524-CSC0A  Provider Prow Action Provider Letters 22043247*01 O225W*T 10356535 PaMAC
200 20080911-104240-C5C0A  Mermber MER. Inauiry Eligitiility Werification 00529915*01 OZ25W*T 1017765 PAMACE
300 20050911-105134-CSOWE  Mermber MER. Alert Alert 22149233%01 O=25W*T 1014412 PAMACT
300 20080911-105628-CSDWE  Member MEBR. Alert Mem Serv Other 00529915*01 0225W*T 1017766 PaMAC
300 20080911-122607-CSMAD Mermber MBR. Clairns Recovery 22149247*01 0225W*T 1503119 PAMAC
300 20050911-130253-CSEPH  Provider Prow Incuiry Other Inguiry 00529915*01 O225W*T 1017765 PAMAC
300 20080911-130619-C5BPH  Provider Pray Ingquiry Term MBR From PCP Ing  22149247%01 0225W*T 1503119 PAMAC
300 20050911-131425-CSEPH  Provider Prow Action Clairn Issue BSC 22043247*01 O225W*T 10356535 PAMAC
200 20080912-0894150-CSKEE  Member MER. Action Specalist as PCP 22043247*01 0225W*T 1039538 PAMACE
??El 20050912-085204-CSKEE  Member MER. Action MER Releaied From PCP 22149247*01 0225W*T 1503119 PAM:EiLI

o0 Results will display in the search results window
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0 Right click on an issue
0 Move issue to Inbox
= Search results window will show that it is loading
= Once complete issue will still be listed in the search results window
= Close the lookup window
= Refresh inbox and issue will be assigned to your inbox

Note: When you Move an issue to your inbox that was in another users inbox that issue will still be in
that others users inbox. Once that user tries to select that issue, that was moved, they will receive an error

message:
+} Issue Selection Error - Web Page Dialog x|

N

lssue - 20080209-121124-TIFFANYF 15 no longer available for
selection.

oK

Once the user selects OK their inbox is refreshed and the issue will no longer be in their inbox.

Note: Issues that are in the END queue with a status of TOEND can not be moved to your inbox. If an
issue is in a TOCSSAVE status and in another’s inbox will not be allowed to be moved to your inbox. If
a TOCSSAVE issue has been accidently release you will then be able to move it to your inbox through
the lookup function.

Note: Issues that are locked to another individual (lock icon displays next to the users name in Assigned
To Column) can not be moved to the requestors inbox.

Note: Issues that have a status of TOCSCREATE should not be moved to the user’s inbox. When an
issue is in this status it means the issue has not gone through the rules to be assigned the appropriate
worktype and status combination.
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0 View Details

= Once you select the view details button the history window for that issue will
display

= You will be able to view the history of the issue

= History comments will display oldest to newest

= You will be able to add a comment to the issue, even issues that are in the END
queue. But this will not move the issue from where it is currently at in the
workflow.

= After you have entered your comments select OK to close the window

= |f you do not enter any comments select Cancel to close the window

; PowerQueue Contact History Details -- Web Page Dialog il
Issue Detail For 2005-09-29-09,55,30,602760T01 Issue ID: 20080929-095420-TIFFANYF
AWD Business Area: PAMACS
AWD Object Type: MCHGPHOMN
AWD Object Status: Toend

PowerCueus AWD Customer Service Line of Business Fields

Begin Time of Issue - 2003-09-29 09:54:05 -
End Tire of Issue - 2008-09-29 09:54:20
Iszue Category - MER Action

Issue Sub-Category 1 - MBR Phone Murnber
Issue Sub-Category 2 -

Izzue Sub-Category 3 -

Issue Sub-Category 4 -

Issue Sub-Category 5 -

Subject - Provider

Related bo Mernber Mumnber - 21017889%01
Related to Group Murnber - 022HWFT
Related to Provider Mumber - 1029240
Related ta Clairm Mumber -

Related to Claim Beginning DOS -

Related to Clairm Ending DOS -

Related o Authotization Humber -

Related to Auth Beginning DiOS -

Related to Auth Ending DS -

Contact Mame - TABATHA MILLER
Contact Address - 1623 BUFFALO RD

Contact City - ERIE

Contact State - P&

Contact fip - 16510-1003
Contact Phone - (314) 403-9234

Cantact Email - j
AWD History
Date Time: User ID atatus Quele Priotity.
Comrments
2008-09-29 09:55:31 TIFFAMNYF Tocscreate CSVER Q99 -~
MER Action - MBR. Phone Mumber
2008-09-29 09:56:08 VERCS2 Tocsenrol CSEMROLL 300
MCHGPHCM Rule Applied - Priority 63
2008-09-29 1o012:31 TIFFANYF Object unassigned
2008-09-30 15:36:22 TIFFANYF Object unassigned ﬂ

Update Cormments:

ancel

=
[=]
>
S
s
I
.
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Provider Number:

o0 Select Home page

0 Select Issue Lookup option

0 Select Provider Number lookup
o Enter Provider Number

o Enter From and to Dates

Note: Date range can only be with in a 60 day period. You are able to search any time period but

only in 60 day ranges.

o Select Search

<3 Lookup -- Web Page Dialog

Issue Lookup by:

lszue 1D
lsgue Categary
tdember Mumber
Group Mumber
Provider Mumber

Provider Lookup

Provider Number:

[1503118

Date Range From: IW D To: IW D
(_ Search ] C Cancel
Search Results
Priority Issue ID Subject Issue Category Issue Sub Category Member Group Provider Busine, ~ |
200 20080911-122607-CSMAD Member MBR. Claims Recovery 22149247%01 0225W*T 1503119 PAMACE
300 20080911-130619-CSBPH  Provider Prav Inguiry Term MBR From PCP Ing  22149247*01 0225W*T 1503119 PAMAC
200 20080912-085204-CSKEE  Member IMER. Action MER Released From PCP 22149247*01 0225wW*T 1503119 PamMaCt
300 20080912-124827-C5TCO Member MER. Request HIPAL Accounting Form  22149247*01 0225W*T 1503119 PAMACE
300 20050915-104009-CSEPH - Mermber IMER. Inguiry Merital Hith Detox Inquiry  22149247*01 0225W*T 1503119 PaMAC
200 20080915-111627-CS0WA  Mammber Reparting Orly Request Interpreter 22149247*01 0225W*T 1503119 PAMACE
550 20050915-140002-CSOWE  Mermber MER. Alert Mern Serv Escalated Call  22149247%01 O225W*T 1503119 PAMAC
300 20020918-132335-P014 Member IMER. Inguiry PCP Inguiry 22043365%01 0225w *T 1503119 PAMAC
300 20020922-200547-P100 Mernber Appeals Dept Only Attorney Record Reguest 22573518*01 21*MHSP 1503119 MAPAC
300 20020922-200548-P100 Mernber IMBER. Contact Survey 22573518%01 Z1*WHSP 1503119 MAPAC
300 20080922-201821-P215 Mernber MBR. Clairns Adrniristrative Review 22573518%01 Z1*MWHSP 1503119 MAPACE
300 20080922-201822-P215 Mernber IMBR. Request ECE RX Request 22573918*01 Z1*WHSF 1503119 MAPACE
200 20080922-202821-P319 Pravider System Admin Cither 22573661%01 Z1*WHSP 1503119 MAPACE
20080922-202822-P319 Mernber MEFR. Cther 22573661%01 Z1*WHSP 1503119

Returned r\-I'1ED ECE

MAPACi_I'
»

o0 Results will display in the search results window

0 Right click on an issue
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0 Move issue to Inbox
= Search results window will show that it is loading
= Once complete issue will still be listed in the search results window
= Close the lookup window
= Refresh inbox and issue will be assigned to your inbox

Note: When you Move an issue to your inbox that was in another users inbox that issue will still be in
that others users inbox. Once that user tries to select that issue, that was moved, they will receive an error

message:
+} Issue Selection Error - Web Page Dialog x|

N

lssue - 20080209-121124-TIFFANYF 15 no longer available for
selection.

oK

Once the user selects OK their inbox is refreshed and the issue will no longer be in their inbox.

Note: Issues that are in the END queue with a status of TOEND can not be moved to your inbox. If an
issue is in a TOCSSAVE status and in another’s inbox will not be allowed to be moved to your inbox. If
a TOCSSAVE issue has been accidently release you will then be able to move it to your inbox through
the lookup function.

Note: Issues that are locked to another individual (lock icon displays next to the users name in Assigned
To Column) can not be moved to the requestors inbox.

Note: Issues that have a status of TOCSCREATE should not be moved to the user’s inbox. When an
issue is in this status it means the issue has not gone through the rules to be assigned the appropriate
worktype and status combination.
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o View Details

Once you select the view details button the history window for that issue will
display

You will be able to view the history of the issue

History comments will display oldest to newest

You will be able to add a comment to the issue, even issues that are in the END
queue. But this will not move the issue from where it is currently at in the
workflow.

After you have entered your comments select OK to close the window

If you do not enter any comments select Cancel to close the window

; PowerQueue Contact History Details -- Web Page Dialog il
Issue Detail For 2005-09-29-09,55,30,602760T01 Issue ID: 20080929-095420-TIFFANYF
AWD Business Area: PAMACS
AWD Object Type: MCHGPHOMN
AWD Object Status: Toend

PowerCueus AWD Customer Service Line of Business Fields

Begin Time of Issue - 2003-09-29 09:54:05 -
End Tire of Issue - 2008-09-29 09:54:20
Iszue Category - MER Action

Issue Sub-Category 1 - MBR Phone Murnber
Issue Sub-Category 2 -

Izzue Sub-Category 3 -

Issue Sub-Category 4 -

Issue Sub-Category 5 -

Subject - Provider

Related bo Mernber Mumnber - 21017889%01
Related to Group Murnber - 022HWFT
Related to Provider Mumber - 1029240
Related ta Clairm Mumber -

Related to Claim Beginning DOS -

Related to Clairm Ending DOS -

Related o Authotization Humber -

Related to Auth Beginning DiOS -

Related to Auth Ending DS -

Contact Mame - TABATHA MILLER
Contact Address - 1623 BUFFALO RD
Contact City - ERIE

Contact State - P&

Contact fip - 16510-1003

Contact Phone - (314) 403-9234

Cantact Email - j
AWD History
Date Time: User ID atatus Quele Priotity.
Comrments
2008-09-29 09:55:31 TIFFAMNYF Tocscreate CSVER Q99 -~
MER Action - MBR. Phone Mumber
2008-09-29 09:56:08 VERCS2 Tocsenrol CSEMROLL 300
MCHGPHCM Rule Applied - Priority 63
2008-09-29 1o012:31 TIFFANYF Object unassigned
2008-09-30 15:36:22 TIFFANYF Object unassigned ﬂ

Update Cormments:

ancel

=
[=]
>
S
s
I
.
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WORKLIST:

The work list serves as your inbox, displaying all the items that are available to be worked by the user.
These items are either pulled into the work list by “New Assignment” button or issues that have been
Assigned to the user by another user. From the work list the user is able to select an issue to work that
issue, assign an issue to another user or release the issue (with applicable security) back into the
workflow.

New Assignment

Selecting the “New Assignment” button will bring work to your inbox from the queue that your have been
assigned to receive work. Once the issues are in your inbox you will be able to select the issue to work.

Note: At this time your will receive a total of 15 issues in your inbox with a maximum of 15 issues when
you select New Assignment. This is hard coded until the modification to customize this is completed.

The following will not count towards your maximum number of issues in your inbox at one time.
e Issues that are Saved to your inbox by using TOCSSAVE status when creating issues
e Issues Assigned to you by other users

122



AWD Customer Service User Guide

Assign Function

The assign function allows the user to assign the issue to another user and get the issue out of their
worklist.

1. Right click on an issue

2. Select the Assign function

3. Select the User ID of the user who will receive the issue from the list of users. Make sure the user

1D
<3 PowerQueue User List / Assign Issue -- Weh Page [ x|
Select User ID Last Name First Mame (=
r CSADD TESTIMNG CSADD USER TEST
r CSUPDATE UPDATE CSUPDATE
r DLUCUS LLICUS CEBRA
r GWTEST GWTEST 31 -
I HARBIMNS Harhin SUzanne
I KHUMTER Hunter Karen
r LMADSEN MADSEN LISA
r LMADSER1 MADSER LIS
- S =,
L Finish )J L Cancel )J
|hI:I:|:|:,l',l'u:lhl:nhwIchsSah,l'pqawd,l'test,I'PQGetLlserList.r |'l _} Local inkranet

4. Select Finish
5. Issue will no longer be displayed in the users worklist

Note: If a user is set to Disabled, Unavailable, Sick, or Vacation in AWD Administration then they will
not be displayed in the PowerQueue User List / Assign Issue window to be assigned work. Only
Customer Service users that are set to Available in AWD Administration will be able to be selected from
the PowerQueue User List to receive assigned issues.
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Release Function

The Release function allows the user to the issue back into the workflow to the queue which the issue was
pulled from. This option is only available for users with the appropriate security.
1. Right click on an issue

2. Select the Release function
<} PowerQueue Complete Issue Release - Web Page Di x|

Do you want to release the selected issue? If yes, select "Finish".

To cancel the release, select "Cancel”.

- BT "o
tk Finish _) tk Cancel _)
3. Select the finish button to release issue
4. 1ssue will no longer be in the users worklist

Issue Hyperlink

Selecting an issue’s hyperlink will enable the user to pull up the issue to be able to work the issue. By
selecting the Issue Hyperlink you can work issues you have saved to your work list, issues that have been
assigned to the worklist by another individual or through AWD routing. In your worklist when you place
your cursor over the issue you want to select, that issue line will change to a Red color showing that issue
is to be selected.

Worklist (‘Neﬂ n.ssignment) k Befresh )
Priority Subject Issue Category Issue Sub Category Member Provider Business Area work Type Status

=200 Provider Prow Action Eligikility Issue PA3ICS PAELG TOCSEMROL
999 Member MBR. Request ID Card 30000126*01 1010616 DEFAULT ISSUE TOCSSAVE
Q09 Providers Sp Investigations Special Investigations Issug 30000126*01 W100 DEFALLT ISSUE TOCS58YVE
299 Providers Prow Communication  PRY Communication 100 DEFAULT ISSUE TOCSSAWVE
299 Mernber MER. Action Clairns Issue 30000126*01 BOB DEFAULT IS5UE TOCSSAVE
Q95 Prospect Prospect MER Prospect Medicaid DEFALLT ISSUE TOCSSAVE
Q99 Mernber Appeals Dept Only - DOH External Complaint 20000126%01 1010616 DEFALLT 1SSUE TOCSSAVE
999 MAPACS CALLER TOEND

4 | »l
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Working Saved Issues

1. Select the issue hyperlink from the worklist

Selecting an issue that has been saved to your worklist for further evaluation before being sent into the
workflow.

Member Information
Member Number:  30000126*01
Member Narme: LAILA SMITH
454545 GREEM STREET

044AC* 5513 HCSW
10,/01/2000

Group Nurmber :
Date Of Birth:
FLYMOUTH, M 48170

Effective:
Expiration:

01/01/2007

Region: WESTMORELAND COUNTY

Subscriber Number: 30000126 Subscriber Name:  LAILA SMITH

HoH: BOB KITTEM

Contact Mame: LAILA SMITH Contact Phone: {539) 555-9555

Edit

Iiﬁgim Eligibility !\ Claims \l Accumulators \l Providers \l Authorizations\l Group -

Issue Form

RoLiting Stats: | TOCSSAVE

Subject: |Member |

| worklist: =

Select an Issue Category

. Prov Inquiry -~
. Prov Action

. MBR. Inguiry

. MBR._Action

MER Request

. MBR Dental Issue
. MBR. Redirect Call
. MBR_Appeals

. MBR Motification

10, R Dept Only

[ MBR Address Change -
" MBR Phane Murmber

¥ PCP Transfer

[ MER o PCP Existing Clsd

[ Eligibility Update

[T Pharmacy Issue

™ Enroliment Request

x| I Disenrall Request =

L B A B N

Related ko

=

(oo

@ Update the Issue 20080904-122658-TIFFANYF and select ‘Complete”

Y (s )

Results (showing 10 of 12)  (TMare ) (1~

Date Tirne User ID Status Cueus Priority
Comments

2008-09-04 12:24:56 TIFFAMYF Tocssave CSSAVE 999

2008-09-04 12:24:57 TIFFANYF MER Action - PCP Transfer

2008-09-04 12:25:02 TIFFANYF Assigned to: TIFFANYF

' Contact Histor

= & Phone on 09/04/2008 at 12:26:56 - Tocallend

" lssue on 09/04/2008 at 12:26:58 about Member PCP Transfer - Tocssave
Issue ID:20020904-122658-TIFFANYF Mbr:30000126*01  Prv:1010616

E & phone on 09/04/2008 at 08:06:27 - Tocallend

Ly Issue oh 09,/04/2002 at 02:06:02 about Member Dental Provider Inguiry - Tocsmisc
Issue ID:20020204-020602-TIFFANYF Mbr:30000126*01  Prv: 1010616

Ly Issue on 09,/04/2008 at 02:06:20 about Mermber Disenroll Request - Tocsmisc

T am TR TWOWEOOON A COCE 0 TTEE R P Bl VOOOm TS 0 e O O S
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no

You are able to update the issues Subject, Category and Subcategory

3. You are able to add any additional comments — previous comments will display in the
History/comments section

4. You are able to search any other information from the various tabs that link to MHC

5. By Un-checking the Worklist check box you are able to change the status of the issue to either
save it back to your worklist (TOCSSAVE) or send it into the workflow (TOCSCREATE) for
routing

6. To complete the issue you must select the Complete button on the side panel tool bar. The Save

and Cancel options are no longer available as they only work when opening a new Case not with

individual issues.

Note: Once you have saved and issue to your inbox the comments can not be changed they are saved to
that issue. You are able to add new comments at any time.
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Working Routed/Assigned Issues

Select an issue’s hyperlink from the worklist to work a PQAWD customer service issue that has been
routed through the workflow.

wWorklist (Neﬂ nssignmem:) ( Refresh )
Priority Issue ID Subject Issue Category Issue Sub Category Member Provider Business Area !
300 20080828-102955-TIFFANYF  Member MBR. Action PCP Transfer 30000126*01 BOB PA31CS |
300 20080828-105207-TIFFANYF  Mernber MER. Action MER Address Change 30000126*01 1010616 PA31CS |
999 20080904-122658-TIFFANYF  Mernber MER. Action PCP Transfer 30000126*01 1010616 DEFAULT

300 20080902-161942-TIFFANYF  Member MBER Contact Welcome Packet 30000081*01 PCP1 MAPACS |
300 20080828-111800-TIFFANYF  Mermber MBR. Action MER. Address Change 30000126*01 1010616 PA31CS |
300 20080828-161320-TIFFANYF  Member MBER Action MER Phone Number 30000126*01 1010616 PA31CS |

1. Select issue hyperlink (will highlight in red when cursor hovers)
2. Issue contact form will display

Member Information
Member Mumber;  30000126*%01 Group Mumber: 044AC*S513 HCSW Effective: 01,/01/2007
Member Name: LAILA SMITH Date Of Birth:  10/01,/2000 Expiration:
4345345 GREEM STREET PLYMIOUTH, ML 48170 Region: WESTMORELAND COUNTY
Subscriber Number: 30000126 Subscriber Mame:  LAILA SMITH HoH: BOB KITTEM
Contact Mame: LAILA SMITH Contact Phone: (399) 555-5555 Edit
Iiﬁgim Eligibility \l Claims \l Accumulators \' Providers \l Authorizations\l Group -
Subject: Merrber Routing Status: [ TOCSENROLL | worklist: =
Selected Issue Category =]
MBR. Action MBR. Address Change
2
=
2
&
a
| =
@ Update the Issue 20080828-105207-TIFFANYF and select ‘Complete’ ( Release ) ( Assign )
Date Time User ID Status Queue Priarity
Comments
2008-08-28 1035217 TIFFAMNYF Tocscreate CSWER 9099
MBR Action - MBR. Address Change
2008-08-28 10:52:44 WBRS Tocsenroll CSEMROLL 300
MZHGEADD - PAMACS
2008-09-02 16:28:48 TIFFAMYF Ohbject unassigned
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3. Issue subject, category & subcategory can not be changed they are read only
4. 1ssue history/comments displays for all work steps of the issue (oldest to newest)
a. Comments with “Object Unassigned” means the issue was release back into the workflow
at one point
b. Comments with “Assigned to” means the issue was assigned from one individual to
another or you moved the issue to your inbox from a lookup (i.e. you assign the issue to
yourself).
5. Issue Contact History displays the history for all the cases/issues for this user and business area
a. Select an issue and this will display the issues history information
b. You are also able to add comments to issues that are displaying in history (even to issues
that have been completed and are in the END queue)

’3 PowerQueue Contact History Details -- Web Page Dialog x|
Issue Detail for 2008-08-28-16.14.22,341 320701 Issue IDv 20080828-161320-TIFFANYF
&WD Business Area: PASICS
aWD Chject Type: MCHGPHON
AWD Object Skatus: Tocsenroll

PiowetQueue AwD Customet Service Line of Business Fields

Begin Time of Issue - 2008-08-28-1F,12.52.000000
End Tirne of Issue - 2008-08-28-16,13.20.000000
Izzue Category - MBR Action

Issue Sub-Category 1- MER Phone Mumber
Issue Sub-Category 2 -

Issue Sub-Category 3 -

Tssue Sub-Cateqory 4 -

Tszue Sub-Cateqgory S -

Subject - Member

Related to Member Murnber - 20000126%01
Related to Group Murnber - 04468C*S

Related to Provider Murmber - 1010616

Related ta Claim Mumnber -

Related to Claim Beginning DOS -

Related to Claim Ending DOS -

Related to Authorization Mumber -

Related ta Auth Beginning COS -

Related ta Auth Ending DOS -

Contact Marne - L&IL& SMITH

Contact &ddress - 454548 GREEM STREET
Contact City - PLYMOUTH

Contact State - MI o

| »

Caontact Zip - 48170
Contact Phone - (555) S55.5E55

Contact Email - LI

LoD Histary
Date Time: User ID Status Queue Priority
Comments
2005-05-25 16:14:23 TIFFAMNYF Tocsvbr ZSVER. 999 =
2005-08-28 16:14:24 TIFFAMYF MER Action - MER: Phone Mumber
2005-05-25 16:15:18 VBRE Tocsentall ZSENROLL 300
MCHGPHON Rule Applied - Priority 61 —
2003-05-29 13:24:29 GWTEST Cbiject unassigned
2003-09-02 16:32:34 TIFFAMYF Ohject unassigned LI
Update Cornmments:
B
[ |

ancel

-
[=}
=

h_

o

I

4
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6. User is able to Release the issue by selecting the release button (if security is applicable)
7. User is able to Assign the issue to another user by selecting the Assign button

Note: If a user is set to Disabled, Unavailable, Sick, or Vacation in AWD Administration then they will
not be displayed in the PowerQueue User List / Assign Issue window to be assigned work. Only users
that are set to Available in AWD Administration will be able to be selected from the PowerQueue User
List to receive assigned issues.

8. User is able to verify MHC information using the various tabs
9. Select the related to option to see the issues related information:

a.

g.

b
C.
d.
e
f

Member number
Group number
Provider Number
Claim Number
Authorization Number
Claim DOS

Auth DOS

10. User is able to add comments with out routing the issue. Add a comment then select complete
(keeping the worklist check box checked) this will add a comment without releasing issue from
your inbox.

11. When the user is ready to move or close the issue

a.
b.
C.

Uncheck the Worklist check box

Select a status from the status dropdown box

Select the Complete button

You will be taken the inbox and the issue will no longer be in the users inbox
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LASTOPER status — this status will be listed in the status drop down window. This will allow the user to
send the issue back to the user who previously worked the issue. This is used if you would like the issue
to go back to the previous user instead of a queue for another individual to pick up the issue.

Note: When you receive a work item in your inbox that has the Status of LASTOPER do NOT use the
release function. The item will be in the LASTOPER queue and will not be able to be work selected.
You will be able to do a look up and move the issue into your inbox if someone does accidentally release
the item.

Note: When you receive a work item in your inbox that has the Status of LASTOPER do NOT use the
Assign function. The status LASTOPER is set to send the item back to the last user, therefore, if you try
and assign the issue to someone when it is in a LASTOPER status the issue will just come back into your
inbox.

Help button:

The Help button will take the user to another window that gives additional information about PQAWD
Customer Service. The help will give a description of how to log a member, provider and other type call.
This help window will also give a description of the various PQAWD Customer Service screens.

Sign off button:
This button will sign the user out of the PQAWND Customer Service Application
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Term Definition
Assign To move a work object to a user’s inbox for
processing.
AWD Admin AWD's administrative functions program. Admin

provides access to the operating parameters of
AWD, including resources, data dictionary, users,
and workflow configuration

Business Area

Group of worktypes with a specific business
correlation.

Equates to The Core System Line of Business
Except for Provider & Other type calls as they will
always have DEFAULT business area

Business Intelligence (BI)

Event based reporting system used to manage
current work and analyze historical trends.

Category

High level explanation of the issue

Looking at the MBR-PRV-GRP-OTH call
configuration spreadsheet will give a list of all the
Categories for PQAWD Customer service.

Issue Lookup

An option that allows a user to lookup PQAWD
customer Service Issues

Privilege

The type of access that a user has to an AWD
object or queue

Queue

The AWD equivalent of a holding area where a
work object awaits selection for its next step in the
workflow. The current status of a work object
determines its queue.

Release

Removes the work object from the Inbox making it
available for work select by other processors from
the queue originally pulled from
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Term Definition
Role Group of users with the same AWD Privileges
Status Routes the work object to the defined queue
SubCategory Detailed explanation of the issue

Looking at the PQAWD CS MBR-PRV-GRP-OTH
call configuration spreadsheet will give a list of all
the Subcategories for PQAWD Customer service.

Subject Highest level explanation of the issue

Looking at the MBR-PRV-GRP-OTH call
configuration spreadsheet will give a list of the
entire list of Subjects for PQAWD Customer

service.

User Lookup This is a lookup designed for managers to release
or assign issues out of a users inbox

User ID ID used to log onto AWD

Work Group Groups users for reporting through AWD Business
Intelligence

Work Type Type of issue

Subject, category & subcategory will equate to a
worktype according to our MBR-PRV-GRP-OTH
call configuration spreadsheet
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