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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 

 
2. Enter User Name  
3. Enter Password  
4. New Password Keep Blank – Unless you have to change your password then enter information 

into the New Password field. 
5. 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. Upper Case  
2. Lower Case 
3. Number 
4. Character (!; @; #; $; %; &; *; or ?0029 

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.  
 

 
 
 
This setup will only have to happen one time except for the following two situations: 

o A new business area is introduced into the workflow and setup for the user in AWD Admin 
o 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) 

 

 
 
 
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. 
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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 
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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. 
 

 
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 
i. Recipient Number 
j. Case Number 
k. Subscriber Number 
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l. Subscriber Last name 
m. Subscriber First name 
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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. 

 
 

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. 
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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 
 

 
 

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.    
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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 
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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.   
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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.    

 

 
 

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. List includes: 

1. Provider 
2. Member 

b. Select a Status – the status are configurable 
i. List includes: 

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.xls” 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 
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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.  
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Issues: 
f. Current Case/Issue(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 
 
 

 
 

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 
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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. 
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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 enrollment, PCP Information and Privacy Information. 
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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. 
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c. Provider tab under the Eligibility tab displays the Secondary PCP, Non-PCP Provider and 
Fee Scheduled Override information for the member 
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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. 

 

 
 
e. Medicaid tab under the Eligibility tab displays the members Medicaid information that has 

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

 

 

 



 AWD Customer Service User Guide 

 26

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. 
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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. 
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e. Benefits tab – under this tab you can select a claim line number to display the benefit 
information for that claim line. 
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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 
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b. Summary tab – for information to display you will have to select a benefit from the search 
tab. 
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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 
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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. 
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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. 
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b. Summary tab – this tab will not display information unless you select an authorization 
from the search tab. 
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c. 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 

 

 
 
d. Inpatient tab – shows the Inpatient information for the claim that was requested in the 

search tab 
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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 
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b. Account Tab – shows the account information for the group the member is assigned 
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c. Billing Tab – shows the billing information for the member in regards to the members 
group 
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d. Contract Tab – shows the members contract information corresponding with the members 
group 
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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. 
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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 
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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. 

 

 
 

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: 

1. Provider Number 
2. Provider Last Name 
3. Provider First Name 
4. NPI Number 
5. Tax ID Number 
6. 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. 
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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. 
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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. 
 

 
 
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 

 
 

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.  
 

 
 
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. 
 
 

 
 

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. 
 

 
 
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. 
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5. 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. 

6. 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 
 

 
 

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 
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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. 
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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.xls” 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. 
 

 
 
 



 AWD Customer Service User Guide 

 53

Issues: 
e. Current Case/Issue(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 
 
 

 
 

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 
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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. 
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9. 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 
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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. 
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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. 

 
 
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. 
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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. 
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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. 
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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. 
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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. 

 

 
 
f. Medicaid tab under the Eligibility tab displays the searched members Medicaid 

information that has been setup in the core system 
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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 
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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. 
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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 
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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. 
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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. 
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e. Benefits tab – under this tab you can select a claim line number to display the benefit 
information for that claim line. 
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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 
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b. Summary tab – for information to display you will have to select a benefit from the search 
tab. 
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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. 
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b. Summary tab – this tab will not display information unless you select an authorization 
from the search tab. 
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c. 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 

 

 
 
d. Inpatient tab – shows the Inpatient information for the claim that was requested in the 

search tab 
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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 
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b. Account Tab – shows the account information for the group the searched member is 
assigned 
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c. Billing Tab – shows the billing information for the searched member in regards to the 
members group 
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d. Contract Tab – shows the searched members contract information corresponding with the 
members group 
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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 

 
 
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 

 
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. 
 

 

 
 
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. 
 
 

 
 

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 



 AWD Customer Service User Guide 

 80

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. 
 

 
 
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. 
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5. 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. 

6. 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 
 

 
 

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 
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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. 
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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.xls” 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 
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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.  
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Issues: 
e. Current Case/Issue(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 
 
 

 
 
 

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 
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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. 
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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 
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b. Account Tab – shows the account information for the group  
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Billing Tab – shows the billing information for the group 
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c. Contract Tab – shows the Contract information for the Group 
 
 

 

 



 AWD Customer Service User Guide 

 92

 
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 
 

 
 
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 
 

 
 
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. 
 

 

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

 
 
 

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  

 
 
 
 If a match as not been found the following screen will appear 
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4. 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 

 

 
 

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. Select a 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. 
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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 vXXxls” 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.  
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Issues: 
e. Current Case/Issue(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 
 
 

 
 
 

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 
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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  
 

 
 
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 
 

 
 
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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4. Select the Finish button – you will then be in the work list page 
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Home button: 
The Home window displays your Work List; these are all the assignments that are waiting for the 
representative to be worked. 
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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. 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 

 
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 ID 

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: 

o Issue ID 
o Issue Category 
o Member Number 
o Group Number 
o Provider Number 
o Date Range 

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

o 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 

 
o 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: 
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Issue ID: 
o Select  Home page  
o Select Issue Lookup option 
o Select Issue ID 
o Enter Issue ID 
o Select Search  

 
o Results will display in the search results window 
o Right click on an issue 

o 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: 

 
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. 
 

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 
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Issue Category: 
o Select  Home page  
o Select Issue Lookup option 
o Select Issue Category look up 
o Select Issue Category from the drop down 
o Select Issue Sub-Category 
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 
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o Results will display in the search results window 
o Right click on an issue 

o 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: 

 
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 
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Member Number: 
o Select  Home page  
o Select Issue Lookup option 
o Select Member Number lookup 
o Enter Member Number 
o Enter From and to Dates 
o Select Search 

 

 
 

o Results will display in the search results window 
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o Right click on an issue 
o 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: 

 
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 
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Group Number: 
o Select  Home page  
o Select Issue Lookup option 
o Select Group Number lookup 
o Enter Group 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 

 

 
 

o Results will display in the search results window 
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o Right click on an issue 
o 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: 

 
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 
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Provider Number: 
o Select  Home page  
o Select Issue Lookup option 
o 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 

 

 
 

o Results will display in the search results window 
o Right click on an issue 
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o 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: 

 
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 

 

 
 



 AWD Customer Service User Guide 

 122

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. 

• Issues that are Saved to your inbox by using TOCSSAVE status when creating issues 

• Issues Assigned to you by other users 
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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 

ID  

 
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 

 
3. Select the finish button to release issue 
4. Issue 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.  
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Working Saved Issues 
Selecting an issue that has been saved to your worklist for further evaluation before being sent into the 
workflow. 
 

1. Select the issue hyperlink from the worklist 
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2.  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. 
 

 
 

1. Select issue hyperlink (will highlight in red when cursor hovers) 
2. Issue contact form will display 
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3. Issue subject, category & subcategory can not be changed they are read only 
4. Issue 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) 
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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. Member number 
b. Group number 
c. Provider Number 
d. Claim Number 
e. Authorization Number 
f. Claim DOS 
g. 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. Uncheck the Worklist check box 
b. Select a status from the status dropdown box 
c. Select the Complete button 
d. 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 PQAWD Customer Service Application 
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Glossary of Terms: 
 

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 

 
 


