 AWD Customer Service User Guide

· 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:

· Select  Home page 

· Select Issue Lookup option

· Select Provider Number lookup

· Enter Provider Number

· 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.

· Select Search
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· Results will display in the search results window

· Right click on an issue

· 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:
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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.

· 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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