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	HIPAA Helpdesk Procedures

[bookmark: _Toc333395574]HIPAA Helpdesk Procedures


[bookmark: _Toc333395575]835 Enrollment
[bookmark: _Toc333395576]Description and Purpose
This procedure describes the X12N 5010 835 Health Care Claim Payment/Advice (835) HIPAA (Health Insurance and Portability and Accountability Act) transaction enrollment and set up process.
Overview:
For a provider to receive X12N 5010 835 Health Care Claim Payment/Advice (Remittance Advice)  transactions from NM Medicaid in Production, the following steps are required:
A. Receive enrollment forms from the provider:
1. The provider lets Conduent know that they wish to receive 835s and the method (submitter/trading partner) they wish to use to receive them
2. The provider requests the Electronic Data Interchange (EDI) Enrollment form via e-mail to  NM HIPAA Helpdesk at HIPAA.Desk.NM@Conduent.com or downloads the form from the NM Medicaid Portal
3. The provider completes the EDI Enrollment form 
4. The provider authorizes NM Medicaid to provide 835’s
5. Option 1: Faxing the form to 505-246-8485, Attention: HIPAA Helpdesk
Option 2: Scanning the original form and e-mailing it to: HIPAA.Desk.NM@Conduent.com 

 B. Conduent modifies systems to establish provider to receive 835s in the Acceptance test environment for new providers:
1. HIPAA Helpdesk verifies that the provider isn’t currently enrolled under a different trading partner in TPMS (Trading Partner Management System). If the provider is enrolled under another trading partner, verify that the provider can be deleted from the old trading partner ID, and once verified, delete the NPI from the old trading partner ID. This will prevent the provider’s 835s from being rejected by EDI due to multiple trading partner errors. 
Example for multiple TPID setup:
[image: ]
2. HIPAA Helpdesk updates (Trading Partner Management System (TPMS) to establish provider to receive 835s: under the new trading partner ID. If this is a provider that is new to NM Medicaid, the 835s should be marked as TEST only during the initial phase to prevent the 837s from going into the production environment. If the provider already exists in TPMS, testing phase can be skipped since connectivity has already been established.  
3. The remit media code on the Provider Miscellaneous screen in Omnicaid should be set to “E” (Electronic media) in the Acceptance test environment AFTER adding the provider to TPMS. 
[image: ]
4. The new provider must send 837 test claims to NM Medicaid BEFORE being put into production. This will insure that the provider has the proper connectivity to EDI and that the 837 claims are in the proper format. The 837 test claims are processed in the Acceptance test region daily starting at 10am and run every 2 hours until 8pm, the last run of the day. 
5. An 835 remittance advice will  be produced on Friday of each week and sent to new providers who have tested during the week. The providers should verify receipt of the 835 remittance advice before adding the provider to the production environment. 
6. Once testing has been completed, the provider can be set up in the production environment. TPMS should point to production and the remit media code should be changed to “E” (Electronic) on the Provider Miscellaneous screen in production Omnicaid.
C.  For providers already enrolled in TPMS and are switching trading partners:
       1.   Remove the NPI from the old trading partner and add the NPI to the new trading partner. This needs to be done before noon Friday so that the DX sync process has time to apply the change to EDI. The DX sync process runs every 4 hours during the day, so, for example, if a provider is added to TPMS at 11:30am, the 12 noon DX sync process will apply the change. 

        2.  Verify that the 835 transaction is set up in TPMS on the Delivery screen for the new trading partner in production. 
D.  Once providers have been set up in production:
1. Conduent notifies the provider via e-mail they are now in production and s
2.  Currently in production and 
3. Should receive an 835 on the next payment cycle for which claims are received and adjudicated from the provider (that is, if they receive a remittance advice, they should also receive an 835).
E.  Reproducing 835s in production.
         1.  If a provider is missing 835s from a previous week, they need to send an email to HIPAA Helpdesk to have the 835s re-produced. The information needed is:
· Trading partner ID
· NPI
· Date of the missing RA
· Remittance advice number, if known.
· Amount of the remittance advice
2.  HIPAA Helpdesk should then forward the email to NM Medicaid MMIS (maggie.ramey@conduent.com) to request that the 835s be reproduced. NM Medicaid will notify HIPAA Helpdesk when the process is complete and the 835s are available for pickup.
F. Weekly 835 Error Reports.
         1.  An 835 error report is sent to HIPAA Helpdesk and NM Medicaid when some  sort of error has occurred with an 835 transaction. Usually the errors are when 835 transactions get rejected by EDI due to no TPMS setup or multiple TPMS setup. These reports are normally sent out Saturday morning and need to be checked by HIPAA Helpdesk on Monday so that any affected providers can be corrected. Common reasons why the errors occur are:
· The NPI wasn’t verified as being under only 1 trading partner ID
· The remit media code was set to “E” but the provider hasn’t been set up in TPMS yet.
4. Provider begins receiving 835s in production after the next payment cycle
These steps may be given directly to providers who wish to receive 835s from NM Medicaid.
The primary document location of this document is \\abq01\Shared\Procedures\Operating Procedures\HIPPA Desk\835 Procedure.docx  https://nmmedicaid.acs-inc.com/static/ProviderInformation.htm#EDI --11/13/2017
The provider forms and docume nts referred to in this procedure can be found on the ABQ LAN at \\abq01\Shared\Procedures\Operating Procedures\HIPPA Desk\  and https://nmmedicaid.acs-inc.com/nm/general/loadstatic.do?page=ProviderInformation.htm#5010Testing
The NM HIPAA Helpdesk is responsible for:
Updating procedures as needed
Updating Revision History at the end of the document with ‘what changed’ and the date changed
Saving the revised document in Document Location(s) above.
Notifying the following distribution lists of any updates to this procedure:
a. NM Phase 2 
b. HIPAA Desk NM
If you are not a member of the HIPAA Helpdesk, forward any required or suggested updates to HIPAA Helpdesk NM.
[bookmark: _Toc333395577]Performance Standard
Per contractual requirements written inquiries must be responded to within ten (10) business days.  Conduent will manage to an internal performance standard of all inquiries being responded to within one (1) business day.   
[bookmark: _Toc333395578]Steps
1. Log into TPMS and select Search for a Trading Partner and select the Trading Partner
1. Navigate to the providers tab
1. Type in the provider’s name in the Last Name/Business Name box
1. Type in the provider’s NPI into the Provider ID box (if they have one) or the tax ID if no NPI is available
1. Review and update the provider information in OmniCaid
1. Access the provider information
1. Review the provider name
1. Update the provider’s media code:
1. Go to the Miscellaneous tab in OmniCaid
1. Change the Media code in OmniCaid
1. Go to the Transactions section in TPMS and ensure that the box next to “835 - 5010 (Claim Payment)” is checked and “Production” is selected in the drop down
1.  Go to the delivery tab and select the 835-5010 document type
1. Select the appropriate provider and click on the “Add” button 
1. Click on “Save Delivery”
1. Click on the Review Before Submit button
1. 
1. 14.  Review the information and click “Submit” at the bottom of the page. 
Submit a ticket to “Synch TPMS with Production DX Process”  to Gateway Helpdesk
Any issues or questions please notify the HIPAA.DESK.NM@Conduent.com 
15. The DX Synchronization process runs every 4 hours to update Informatica and EDI with the information.

[bookmark: _Toc333395579]Change History
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	Page
	Section or Step
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[bookmark: _Toc333395580]
5010
[bookmark: _Toc333395581]Description and Purpose
Submitters inquire about being 5010 compliant.  
A TPA (Trading Partner Agreement) form is then obtained from Helpdesk by one of 3 ways:
Web Portal (via Provider Information page on NM Medicaid Web Portal): https://nmmedicaid.acs-inc.com/static/ProviderInformation.htm#EDI
Fax 1-866-226-1473
Email HIPAA.Desk.NM@Conduent.com
The Submitter submits the completed TPA using one of __2__ ways:
Fax- 1-866-226-1473
Email- HIPAA.Desk.NM@Conduent.com 
Upon receipt, the Helpdesk reviews and validates TPA information according to the following procedures.
[bookmark: _Toc333395582]Performance Standard

[bookmark: _Toc333395583]Steps
1. HIPAA reviews all information on TPA form is complete and correct.
1. HIPAA Helpdesk contacts submitter to rectify invalid/incorrect/missing information
1. TPA is sent to state if individuals with a criminal offense/civil monetary penalty while involved in any federal or State Medicaid program
1. Accurate TPA form information is ready to be added to Trading Partner Management System (TPMS) at this time
TPMS webpage: http://10.220.13.38:7001/pbm/_login.pbm
c. TPMS Logon Report is generated and ready to be sent to Submitter to enable EDI Online access
Register Submitters at Commercedesk 
Commercedesk webpage: https://sites.edifecs.com/index.jsp?acs
d. Used for testing X12 transactions before testing directly with HIPAA.Desk.NM@Conduent.comEmail Submitters 5010 login/password/instructional information  (attachments found here): H:\HIPAA_HelpDesk\5010

	Information Emailed to Submitters

	EDI Online Flow and Timing 

	EDI Online Instructions for Submitters

	Converting TIE to Conduent EDI

	EDI DMZ Access for Submitters

	Commerce Desk Link: https://sites.edifecs.com/index.jsp?acs

	Commerce Desk Login

	Commerce Desk Password

	5010 HIPAA Standard Transactions Companion Guides
e. http://www.hsd.state.nm.us/providers/hippa-standard-companion-guides.aspx 



Submitters contact NM HIPAA Helpdesk advising test files ready to be reviewed.
HIPAA.Desk.NM@Conduent.com837 Files are then reviewed by HIPAA Helpdesk via Host:  http://172.16.185.7/first.html
1. Confirmation reports are reviewed
f. 3 files must be submitted per provider type
g. Each file that passed must have a message “File received, will not be processed for payment”
h. Each file must have at least 10 claims
1. Error reports are reviewed
i. The error reports should not contain any SNIP Level 1 or 2 errors
If a SNIP Level 1 or 2 error is identified, the provider must be notified to correct and resubmit files
j. If no errors exist or only warnings are displayed the Host review is complete
837 Files are reviewed in ACTTnow
1. IRLs must have posted for the files
k. If IRLs are not posted the file must troubleshoot for errors
2. 999/277CA should post to each file
Document preparation
1. Open the Host files
l. Document the File Number, Pass Date, Claim Type, & Number of Claims
3. Open the Partial TCN Report
m. Find the submitters TPID
n. Attach the Partial TCNs to the corresponding file number
o. If several batches were submitted in each file you may have multiple partial TCNs
4. Validate the files in OmniCaid UAT
p. Select Claim Inquiry and type in the partial TCN
q. Ensure each partial TCN is connected to the correct number of claims for the file
r. If more than 1 file was submitted with the same number of claims you may have to look at the Host for the amount of each claim to make sure they correspond correctly
Send files to assigned staff person at State for final State approval and copy HIPAA Helpdesk: 
FFS Contract Oversight, Systems Bureau, Medicaid Assistance, Division (currently John Padilla and Erminia Reynaga). 
Once State approval is received change TPMS
1. Bring the submitter up in TPMS
1. Go to the transactions tab
1. Change the appropriate 837 test transaction to Production
1. Change the 277CA- 5010- Claim Acknowledgement transaction  to Production
1. Change the 835 – 5010 Claim Payment transaction to Production if appropriate
1. Select the approval tab
1. Click on Review Before Submit
1. Click Submit
Notify provider via e-mail of successful testing
[bookmark: _Toc333395584]Change History
	Revision
	Date
	Page
	Section or Step
	Description

	001
	05/08/2012
	All
	All
	Initial Publication

	002
	06/15/2012
	All
	All
	Verify info is current

	003
	11/13/17
	All
	All
	Conduent Rebranding

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


[bookmark: _Toc333395585]
Correspondence
[bookmark: _Toc333395586]Description and Purpose
When a call or email is received by Conduent representatives, the caller’s issue is recorded in Microsoft Dynamics CRM
Representatives adhere to the following procedures when logging contacts in Microsoft Dynamics CRM.
[bookmark: _Toc333395587]Performance Standard
All correspondence MUST be handled and/or addressed within 24 hours of receiving the issue initially
[bookmark: _Toc333395588]Steps
1. Open CRM 
[image: ]Click on Accounts on the left, ensure the requester is already in our system by adding 
Trading Partner ID (TPID) to Search for records field: If provider does not come up Follow steps below:  
Step 1: Adding a new TPA/Provider
 



Add Account name( Clearing house name, provider name), Provider ID (TPA ID), Main Phone number, Email if you have. 













[image: ]











Step 2: Then you will save and then click on Cases on the left.(IF provider is already in CRM you will follow these same steps 2-5) You will then click add a new case

[image: ]







Step 3: add Source (call, email, etc..), Category, and Subject.
[image: ]







Step 4: Scroll down and  Add notes of call, email, etc…


[image: ]

Step 5:  Click Save, Make sure you have a CRN number you will need this number to search for Correspondence.

[image: ]







Searching Correspondence
Once the research has been done and the caller/emailer’s  question can be answered and issue resolved, the provider’s open CRN can be found by doing the following:
1. Searching correspondence with the actual Provider ID #
s. Open CRM- click on Cases on the left hand side. Input CRN in search field
t. Then by looking at the section highlighted at the bottom of the page, the open case can be seen and selected

Once the appropriate correspondence is found, finish notating the entry with the proper resolution
u. Change the status field to “Closed”
v. Click the Floppy Disk save icon to save the information
w. Once prompted click ok

[bookmark: _Toc333395589]Change History
	Revision
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	Page
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	All
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[bookmark: _Toc333395590]
EDI Helpdesk Tickets
[bookmark: _Toc333395591]Description and Purpose

[bookmark: _Toc333395592]Performance Standard

[bookmark: _Toc333395593]Steps
1. Create an email via Microsoft Outlook to request a ticketEDI Help desk tickets can be entered via the following website: http://conduent.formstack.com/forms/edi_solutions_helpdesk_request
 2. TO: B2B-DE-COE.Request@Conduent.com
CC: Gateway.Helpdesk@Conduent.com (THIS IS REQUIRED)
x. Do not cc (carbon copy) any other email address other than the Gateway.Helpdesk@acs-inc.com
y. Each section of the Helpdesk request form (attached) contains a field for entering any person or group that should be carbon copied on updates/responses on the request
‘Cut and Paste’ the section that most closely follows the request you are making into the body of the email
It is not necessary to attach the entire Helpdesk Request Form located at (\\abq01\volume 1\users\20441769\My Documents\Helpdesk Request Form2.5.doc)
 Enter the following information:
· Contact Name
· Contact email address
· Request type
3.  Another section of the window will be opened depending on the request type. 
4. Enter the required information:
· Payer ID for New Mexico – 77048
· Provider ID
· File ID (for research requests)
· Trading Partner ID
· Transaction status (Production or Test)
· Description of the problem (i.e., files were not received/sent)
 5.  Click on the SUBMIT button at the bottom of the page. EDI will respond with a help desk ticket number for tracking. 
Subject Line: XX – Where ‘XX’ is the state or recipient abbreviation
Example:  NM – Repost 835’s for date span  09/05/12 – 09/10/12
z. Requests MUST include a subject line as JIRA uses this field to create a title or ‘key’ for the ticket
aa. Requests without a subject line will not generate a ticket
ab. Please include your state or recipient abbreviation so that the recipient can be readily identified

Attachments:  will be posted directly to the JIRA issue (ticket)
Any attachment containing PHI should be password protected with the password emailed separately or as directed in corporate requirements
[bookmark: _Toc333395594]Change History
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[bookmark: _Toc333395595]
E-mail (HIPAA.Desk.NM@Conduent.com)
[bookmark: _Toc333395596]Description and Purpose

[bookmark: _Toc333395597]Performance Standard

[bookmark: _Toc333395598]Steps
1. In Microsoft Outlook, check the Inbox for any questions directed to the HIPAA Helpdesk or to HIPPA Helpdesk staff in the three HIPAA Helpdesk positions.  Currently:  Robert Gipson, Diana Smith, or Patricia Chamberlain
[image: email1]
Review the email of the issue or problem the provider is encountering and answer  the email within a 24-hr period
 “
You may need to look up the Provider ID/NPI in OmniCaid.  

[bookmark: _Toc333395599]Change History
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[bookmark: _Toc333395610]
 
TPMS
[bookmark: _Toc333395611]Description and Purpose

[bookmark: _Toc333395612]Performance Standard

[bookmark: _Toc333395613]Steps
1. Open Internet Browser and enter http://10.220.13.38:7001/pbm/_login.pbm into address bar
[image: ][image: tpms1]This is the TPMS (Trading Partner Management Systems) Welcome page.
Enter appropriate Login and Password and select “Login” and the TPMS Home Page appears (be sure your pop up blocker is off)
Click Add A Trading Partner
[image: ] [image: tpms2]
 [image: ]
[image: tpms3]The Demographics page will display and consists of 6 sections of information.
Select One or More Trading Partner Classifications
Select the classification(s) of the trading partner by checking the box(es)
Required: At least one classification must be selected
Trading Partner Demographics
Enter Trading Partner Demographic information
Required: Business and/or Last Name 
Enter the First Name, Middle Initial and/or EIN/Tax Id
The Date Received field is automatically set to the current date, but can be changed to a previous date
Trading Partner Contact Information 
Enter Trading Partner Demographic information 
Required: Business and/or Last Name 
Enter the First Name, Middle Initial and/or EIN/Tax Id 
The Date Received field is automatically set to the current date, but can be changed to a previous date 
Trading Partner Contact Information 
Enter Trading Partner contact information
Required: Street Name or P.O. Box, City, State, Zip, Phone 
Select a Unit Type from the drop-down list if applicable
Required: If you select a Unit Type, you must enter a Unit#
Select the State from the drop-down list
Select one or more payers
Choose the name(s) of the Payers you would like to associate with the submitter by clicking the check box(es)
The list of Payers displayed is Payer Specific
Required: At least ONE Payer must be selected
MEVSNET User
EDI Gateway staff will check the Submitter uses MEVSNET.com box to indicate that the Trading Partner has signed up to use MEVSNET.com to submit transactions
Note: This option should be entered by EDI Gateway staff only. FA EDI Support should not select/deselect this option
If an FA EDI Support member checks this option, the profile cannot be Submitted
Partner ID Selection
If the submitter is already submitting to the Conduent EDI Gateway, enter the Submitting/Trading Partner Id
Not Required to be filled out
References and Delimiters
Not Used
When done, click the Contacts button at the bottom of the page or click the Contacts hyperlink at the top of the page to move to the next page

[image: ][image: tpms6]

The Contacts page consists of 3 sections of information.
Contact Information
Required fields: Contact For, Contact Type, Last Name, First Name 
Contact For: Select the function of the contact you are adding from the drop-down list
Contact Type: Select whether the contact is a Technical or Business contact from the drop-down list
Software Vendors should be entered as Technical 
Most other submitters should be entered as Business
Optional fields:
Enter the Title, Middle Initial, SSN, and Date of Birth
Contact Address / Phone
The default data in these fields is the address and phone information entered on the Demographics page
Click the Copy/Clear Address checkbox to clear the fields and enter different address and phone information
If the address of the Contact you’re adding is the same as the address you entered in the Demographics section, leave this box checked
Required Fields: Street Name, City, State, Zip, Phone 
Select the State from the drop-down list
Click Save Contact to save the information OR click Clear to reset the fields and enter different information
All Contacts for this Trading Partner
View the list of contacts
The contacts that have been added are listed
Click Delete to remove a contact
Click Edit to view the contact’s information in the fields and make changes
Click Save Contact again if changes are made
When done, click the Providers button at the bottom of the page to move to the next page
OR click the Demographics button to move to the previous page
OR click on the Providers hyperlink at the top of the page to move to the next page
ac. If you have entered information on a page and attempt to move to the next or previous page, a message will display asking if you want to save the information, click OK to save
ad. If you attempt to save and have not entered the Required fields of information, the same page displays with error messages indicating the missing data
[image: ][image: tpms16]The Providers page contains one section where multiple providers can be added, and the list can be filtered for viewing certain providers
Add Provider Information
Add the Providers associated with your trading partner
Required Fields: Last Name, Business Name, Provider Id
Enter the First Name and Previous Id (not used) if applicable
The Created At field will automatically be set to the current date when you save the record
Select from the Recv/Submit/Both drop-down list whether this Provider will be Receiving transactions, Submitting transactions, or Both 
Check the Primary radio button to make a provider your primary provider 
Click Add 10 Providers to add 10 more rows in which provider information can be added
Click Add 25 Providers to add 25 more rows in which provider information can be added
To view certain providers, enter the Provider Name or Provider Id in the Filter fields
The exact Provider Id must be entered
You can enter a part of the Provider Name or Last Name to do a ‘wildcard’ search
[image: ]Click the Filter button
To select Providers for deletion, check the selection box to the left of a record to select it
OR Click the Select All check box to check all the selection boxes for the providers on the current page only
Click Delete Selected Providers to delete the providers you have selected
When done, click the Submission button at the bottom of the page to move to the next page
OR click the Contacts button to move to previous page
OR click Submission hyperlink at the top of the page to move to the next page
The Submission page includes 3 sections of information
Specify the submission method that the submitter will use to submit claims to and receive responses from Conduent for different payers
1. Select Payers 
ae. Check the appropriate radio button to select which payer you would like to define submission methods
af. Once you select a payer, the options in the next sections will vary depending on the Payer
5. Select Submission Method 
ag. Select the submission method(s) you will use to submit claims to and receive responses from Conduent for different payers
ah. Required Fields: None 
ai. Select a Billing Agent or Clearinghouse from the drop-down lists
aj. The list is Payer Specific
ak. Check Web Portal if you will be submitting transactions using a Web Portal
al. Check Direct Connect if you want to submit transactions using a direct connection such as NDM
am. Check Cartridge if you want to submit transactions on Cartridges
an. Check TCP/IP if you want to submit transactions using FTP
ao. Click Save to save the information OR click Clear to remove the information
6. Submission Profiles for this Trading Partner
ap. View the list of software and submission information
aq. Click Delete to remove one of the submission methods from the list
ar. Repeat the process until you have specified submission methods for all the Payers
as. When done, click the Transactions button at the bottom of the page to move to the next page
at. OR click the Providers button to move to the previous page
The Transactions page contains sections for entering the transactions that the previously entered Submission methods will handle
Select the transactions this trading partner is likely to execute with Conduent EDI Gateway
Choose the transactions that submission methods will be used for, and choose whether the submitter is in Test or Production with EDI Gateway
If the payer supports transactions that are not supported by selections made on the Submission page, these transactions will be listed under the Unknown category
You may select transactions in this category as well
If a transaction is selected from the Unknown list, a new submission method of type “Unknown” will automatically be added on the Submission page
Required Fields: 1 transaction must be selected for each submission method
Select Production if this method of Submission is already set up, and Requires no testing
Otherwise, choose Test
[image: ]Software that is used for submission and has already been entered in TPMS will automatically be set to the current status testing – Test or Production
When you choose one of the ‘paired’ transactions (submittal/receipt), the corresponding transaction will automatically be selected
au. Ex. Check the selection box for a 270 transaction, and the 271 will automatically be checked
When done, click the Delivery button at the bottom of the page to move to the next page
OR click the Submissions button to move to the previous page
[image: ]The Delivery page contains 5 sections of information
Once you have moved to the Delivery page, you must enter a delivery method for the transactions that were selected
You cannot move to other pages until you Save Deliveries
Select a payer
Select the payer for which you would like to set up deliveries
Required Fields: Must select at least 1 payer
Payer Specific document type selection
After the payer is selected this Payer specific section will appear
Select the documents you would like to set up deliveries for
Required Fields: Must select at least 1 document
Payer Specific delivery destination selection
The options in this section are Payer Specific
Choices are: HDE, Paper, Web Portal, , IDEX, Bulletin Board, etc.
Select 1 or more delivery destinations
Required Fields: Must select at least 1 destination

Select one or more receiving providers
Select the receiving trading partner
Check whether the receiving trading partner is Self (this trading partner) or Other and enter their Trading Partner Id#
Required Fields: Must select at least 1 receiving trading partner
Select one or more receiving providers
Select the receiving providers from the All Providers who can receive list and click Add
If all of the providers are receiving, click Add All
To remove one Provider from the Selected providers list, select it in that list and click Remove
To remove all the providers from the Selected Providers, click Remove All
Required Fields: None 
Note: You can select more than one provider to add or remove from the lists by pressing the Ctrl key and clicking on multiple provider names in the list
Click Save Deliveries to save the information
OR click Clear to clear the information and add new information
Payer Specific State Deliveries
View the list of Deliveries in this section
Click Edit to change a transaction’s delivery information
Click Delete to remove a transaction’s delivery information
When done, click the Approval button at the bottom of the page to move to the next page
[image: ]
The Approval page contains 4 sections of information
Trading Partner Application Approval 
Select whether the trading partner has submitted a Trading Partner Agreement, or a Business Associate Agreement 
Required Fields: None 
Payer Approval 
Select the radio button that corresponds to the submitter’s status: Approved, Inactive or Pending
Required Fields: A Reason Code is required if the Pending status was selected 
For a Pending status, select the Reason Code from the drop-down list
Software Requests 
The software requests made on the submission will display in this section with the request date automatically entered
Login Id and Password Selection
Enter the Trading Partner Logon Name for the trading partner 
OR choose to accept the suggested Logon Name by not making any changes to it
Required Fields: Logon Name 
Click Review Before Submit button to view the Summary page with all the information. 
If you need to edit information, move to the appropriate pages from the Summary page section links. 
The Summary Page shows the information for a Trading Partner that is entered in all the information pages. 
From the Summary page you can access each of the sections to view or edit:
Click on the section link to move to that page:
If the submitter’s profile has been completely entered, click Submit. 
If additional information is needed to complete the profile, click Save to save the record. 

On the Summary page, when a submitter’s information has been approved and submitted, click on the Logon Report link to preview the Logon report that contains the submitter’s logon information. 
Select File, Print to print the form
Then mail or fax the report to the submitter 
A logon report cannot be successfully generated until the Trading Partner has been set to the APPROVED status
If the submitter status is not APPROVED, the report displays an invalid TPID when previewed. 
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[bookmark: _Toc333395615]
Submitting EDI Helpdesk Tickets
[bookmark: _Toc333395616]Description and Purpose
EDI requests that Helpdesk tickets be created for all issues arising from the 5010 implementation. The current Helpdesk process remains the same for 4010 requests. The text below provides instructions on creating a ticket for those staff members that are new or unfamiliar with how to log these requests.
[bookmark: _Toc333395617]Performance Standard

[bookmark: _Toc333395618]Steps
1. EDI Help desk tickets can be entered via the following website: http://conduent.formstack.com/forms/edi_solutions_helpdesk_request
 2.  Enter the following information:
· Contact Name
· Contact email address
· Request type
3.  Another section of the window will be opened depending on the request type. 
4. Enter the required information:
· Payer ID for New Mexico – 77048
· Provider ID
· File ID (for research requests)
· Trading Partner ID
· Transaction status (Production or Test)
· Description of the problem (i.e., files were not received/sent)
 5.  Click on the SUBMIT button at the bottom of the page. EDI will respond with a help desk ticket number for tracking. 

Attachments:  should be sent separately from the initial help desk ticket (i.e., when EDI has received the ticket and acknowledged the  request with a ticket number. 
Any attachment containing PHI should be password protected with the password emailed separately or as directed in corporate requirements
Steps
1. Enter a Helpdesk Request via email to:
B2B-DE-COE.Request@Conduent.com
CC: Gateway.Helpdesk@Conduent.com  (this is required)
Do not cc (carbon copy) any other email address other than the Gateway.Helpdesk@acs-inc.com
Each section of the Helpdesk form contains a field for entering any person or group that should be carbon copied on updates/responses on the request
Simply ‘cut and paste’ the section from the Helpdesk Request Form [attached] that most closely follows the request you are making into the body of the email
It is not necessary to attach the entire Helpdesk Request Form
The correct email address and the required CC address are listed on the form
 Enter the subject line as: XX – Where ‘XX’ is the state or recipient abbreviation, ‘-’, short description 
Example: WY – Repost 835’s for date span 01/28-01/31-10   
Requests must include a subject line as JIRA uses this field to create a title or ‘key’ for the ticket
Requests without a subject line will not generate a ticket
Please include your state or recipient abbreviation so that the recipient can be readily identified
Post attachments directly to the JIRA issue (ticket)
Any attachment containing PHI should be password protected with the password emailed separately or as directed in corporate requirements
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[bookmark: _Toc333395620]
MAC Password Reset
[bookmark: _Toc333395621]Description and Purpose
This procedure defines the process for how a MAC Web Portal PW re-set issue is resolved.
This Process is in place due to the issues involving MAC and the IE browser, and this is the only case where Conduent will intervene, outside extreme circumstances, to assist in executing the Web Portal Password Process
[bookmark: _Toc333395622]Performance Standard

[bookmark: _Toc333395623]Steps
1. Logon onto Web Portal via IE
If no shortcut, then at address bar enter https://nmmedicaid.acs-in.com“  
Note: A user name and password is required to logon
After clean logon to the Web Portal, select Portal Administration
This tab is on the left side of screen, under heading “Administration”
At the “Portal Administration” screen, select the “Organization Search” link
This will bring up the Organization Search screen
At this point enter in the Provider’s number in the “Provider ID” box, and left click on the “Submit” tab at the bottom of the screen
This will bring up the “Organization List” screen with the possible selections
Select the desired provider by double left clicking on the provider number, under the “Provider ID” Tab
This will open the “Edit Organization” window
Slide down the screen to the “View This Organizations Users List”
Left click on “Users List” link
This will bring up the “User List” screen
Locate the User ID whose Password needs to be reset
Double left click on the Underlined User ID, at the left, right below the User ID Category, which is in the grey boxed area
This will bring up the “Edit User (Global)” screen, with account information regarding the user ID that needs its Password reset; 
At the bottom of the screen is the Provider account, which is underlined
Left click on the provider account link
The “Edit User (Organization Only)” screen will be displayed
At this point confirm the E-mail address with the provider, as this is where the “New Password” will be sent
After confirming the E-mail address, left click on the tab “Back to Edit User (Global)”, which is in a grey box at bottom of screen
This will return you to the “Edit User (Global)” screen
At this point, left click on the grey tab labeled “Reset Password”
When this tab has been selected, it will bring up a Pop-Up window stating that the password has been reset, and is being mailed to the User account’s listed E-Mail address
Along with the system generated temporary Password, instructions stating how to cut and paste the temporary password are included in the E-Mail
After the E-mail has been sent, contact the Provider, and instruct them to forward the E-mail to your Conduent E-mail account, we Conduent will intervene on the providers behalf and assist in getting the Password reset on their Web Portal user account
After the Temporary password has been received, follow the instructions on getting the temporary Password entered, by logging onto the Web Portal as the User and getting to the “Change Password” screen on the Web Portal
While doing this process, Make Sure That the Provider is On the PHONE with You, so they can select their New Password
After the password has been successfully reset, logoff and have the User attempt to logon using their New Password
This will verify if the Password reset was completed properly
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[bookmark: _Toc333395660]Web Portal Down
[bookmark: _Toc333395661]Description and Purpose
This procedure defines the process for when the Web Portal is down and the reporting contact process. The Web Portal servers reside in Atlanta, Ga.
If users are calling to report connect issues other than the usual, like account locked, iInvalid passwords, etc, or there is a displayed error message stating that the portal is down, or a similar message like:
Correct the following errors and continue
av. The system is temporarily unavailable due to an unexpected error. If this problem persists, please call 800-299-7304 for assistance (Code 01)
[bookmark: _Toc333395662]Performance Standard

[bookmark: _Toc333395663]Steps
1. Logon onto Web Portal via IE
If no shortcut, then at address bar enter
Note: A user name and password is required to logon
After clean logon to the Web Portal, select some inquiry options to see if portal can be navigated
If no problems navigating the portal, inform user, if not then contact the following via either e-mail, phone call or both
The contacts are as follows:   
aw. E-mail to:
Amit Rao
ax. CC:  
Christine MarshallJohn Stewart
[bookmark: _GoBack]
HIPAA.Desk.NM@Conduent.comWhen the situation has been fixed, an e-mail will usually be returned stating the resolution of the issue
This needs to be relayed to all of the people listed on the “CC:” list, along with an estimated total down time, so the impact of the issue can be evaluated and precaution step implemented if necessary
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	001
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[bookmark: _Toc333395665]
Web Portal Logon Support
[bookmark: _Toc333395666]Description and Purpose
This procedure defines requirements for supporting the New Mexico Medicaid Web Portal Support Issues, with the calls coming into the HIPAA Help Desk, within the compliance of HIPAA Requirements. This procedure regards calls pertaining to User unable to logon, getting Credentials not valid.
[bookmark: _Toc333395667]Performance Standard

[bookmark: _Toc333395668]Steps
1. Check to see if user status is locked
1. You can do this by clicking on the Portal Administration link on the right side of screen
1. Then click on the Organization Search link 
1. Enter the provider number in the appropriate box and click on the submit tab
ay. The Organization List should now be displaying
7. Now click on the Provider number and the Edit Organization screen should be displayed
8. Click on the View this Organization’s User List tab at the bottom of screen, just above the Remove Organization tab
9. Locate the user in question and click on their user ID
az. This will bring up the Edit User (Global) screen
10. Check the Status field, to the right side of the displayed screen
ba. It will either be Enabled or locked
11. If Locked, then click Unlock, as this will Unlock the user, then verify that user is entering proper user id, provider number, and they know their password
If password has been forgotten, verify their E-Mail address first, then go back to the Edit User screen by clicking on the “Back to Edit User (Global)” bar at bottom of screen
Click on the reset Password bar at top left of screen
A Pop-Up screen will give you a chance to stop or continue
After the Password has been reset, an E-mail will be sent to user with a temporary Password
The User will then need to Cut and Paste the temporary Password onto the Web Portal Password field on the IE Screen and User then can change their Password
If at this point the provider can not access the portal by using the Temporary password, You will go  
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[bookmark: _Toc333395670]
Web Portal Problem Check List
[bookmark: _Toc333395671]Description and Purpose
This procedure describes the process for dealing with generic problems that arise with the web portal. The Web Portal servers reside in Atlanta, Ga.
[bookmark: _Toc333395672]Performance Standard

[bookmark: _Toc333395673]Steps
1. Get description of the issue
1. Get name, user logon, password and inquiry problem
1. Get screen snapshot if possible
1. Determine if it is a widespread or isolated incident
1. Attempt to duplicate the issue
1. Time stamp issue by noting when it started, how many users affected, etc.
1. Once you have determined there is a system problem send an alert to the web portal contacts
The contacts are as follows:   
bb. E-mail to:
Amit Rao
bc. CC:  
Christine MarshallJohn Stewart
HIPAA.Desk.NM@Conduent.comKeep tracking and informing people with updates, progress reports and projected down-time
When fix has been confirmed, send out E-mail with total downtime, resolution and confirmation of resolution. Information will be tracked in 
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Appendix B: PayerPath User Manual
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Accessing MainStreet


MainStreet will allow you to see demographic data for your customers, generate support tickets, and pull reports on claim submissions. 


· Go to https://mainstreet.payerpath.com



· Enter User Name:
(As Assigned)



· Enter Password:

(As Assigned)
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Add Customer Account Information

· Access Registration Menu and select New Customer.

Enter the following information:


· Customer Name – Enter the customer name as it should appear in the product. Field allows up to 25 characters.


· Password – Enter a generic password. The customer will be prompted to change to a user defined password at first log in. 

· NOTE: If your version of the Payerpath product uses a seamless log in this password will not be used in any manner but must still be entered.
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· Specialty - This field is required however if you do not know you can use Unknown Physician Specialty. First letter of specialty typed in will move list down to that beginning letter. 



· Site Name - Full legal name of provider or provider group.


· Site Address - Physical Address of site, line one.


· Site Address 2 - Additional physical address information such as “Suite”, line two.


· Site City – The city in which the customer is located.


· Site State – The state in which the customer is located.


· Site Zip – The zip code in which the customer is located.


· Contact First Name – First name of the contact person.


· Contact Last Name – Last name of the contact person.


· Contact Phone – Phone number of the contact person.

· Contact Fax- Fax number of the contact person.

· Contact Email – Full email address of the contact person. This field is required.  If not email use unknown@payerpath.com.


· Internet Service Provider – Name of the internet service provider.  This field is required. If not known, enter Unknown.

· Practice Management System –Choose KeyEntry

· Number of Doctors – The number of participating providers associated with this customer.

· Custom Coding Rate-Leave default as $100.  Will not typically apply to the Partner’s providers.

· Live Date –The date this site will be a production user.  If Key Entry this is typically the current date. 

· Days Until Level 2 Support – Enter the appropriate number of days.

· Production – Change to Yes


· Import Only -No

· Product Name –Payerpath.

· Product Version -Use the default selection.


· Group ID- Scroll through list until you find your Group ID

· Multi BSG Report Customer ID – Leave blank.

· Show Number of Records – Use the default selection, 20.  This field is no longer used but has not been removed.


· Processor- Use the default selection, 1.


· Customer Link-Leave blank


· Translator- Choose Print Image.


· Salesperson – Use the default or select from the list


· Support Rep - Use the default selection or leave blank. 
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· FTP Uploads - Use the default selection, N.


· FTP Download - Use the default selection, N.


· Auto Send - Use the default selection, N.


· Auto Delete -Use the default selection, N.


· Billing Agency-If a Billing Agency is submitting claims on behalf of a provider select Yes. 

· Billing Agency Tax ID-Enter the Billing Agency’s tax ID. 

· Billing Agency Tax ID Type-Will be “E”

· Billing Agency Address Line 1-Enter address

· Billing Agency Address Line 2-Enter any Suite or PO Box.

· Billing Agency City-Enter city.

· Billing Agency State-Enter state.

· Billing Agency Zip-Enter zip. 

· Billing Agency Phone-Enter Billing Agency’s phone.

· Billing Agency Name-Enter Billing Agency’s name.

· Select appropriate payer/s.

· Commercial payers such as Aetna & Cigna are found under the header labeled “National Payers”.


· State specific payers are found under the state header.



· Select ‘NEXT’ at the bottom of the page.



· Complete any additional fields that are required on this page as prompted by system.

· Verify Account Number is listed in the Customer List field.


· Click on ‘Get Payer Specific Info’


· Set SEND_COB_INFO to “TRUE”.


· Select “Save Spec Data”.


· Continue through any additional prompts.
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Copy Customer

Copy Customer allows you to create additional customers that are set up just like existing accounts.  This is useful if you have similar accounts being enrolled at the same time.  Select Registration & Copy Customer and follow the prompts.

Delete Customer

· Select Registration and Delete Customer.


· The customer must be in a “Local” status.  


· If the customer is in a production status you must first move the customer to local.


· Go to Registration/Update customer


· When the screen is displayed go to the bottom and select Update.


· You may then delete customer.


NOTE: Any customer that has ever transmitted claims should not be deleted.
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Add User Profiles

· Select Registration Menu and select Add Profile.


· Enter BSG Account # or search using truncated form of customer name with “*”.  Using only an “*” in the search field will result in a list of all accounts and select ‘Create Profile’.


· Enter User Name (normally First Name followed by Last Initial; no spaces), email, phone, entire First and Last Name and assign initial default password (Pp@123)

· Service location is typically left blank unless the biller is accessing only one location within a multiple location account.


· If using a seamless log in please enter the Partner Information required for your pass-though log in. 


· Change the payer flag to Yes for the payers each user will have access to by placing a checkmark in the box beside the payer name.


· Change menu options as appropriate to that user.


· An example may be to have the dental manual display instead of the defaulted professional manual.


· Select ‘SAVE’ at the bottom of the page.
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Deactivating Profiles


· You may also deactivate profiles.  This is used when a biller has left the accounts employment.


· To deactivate a profile go to Registration/Deactivate Profile.
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Set Defaults


· To set defaults go to Customer/Defaults.


· Choose the account


· The account must be in a “Local” status to set defaults in MainStreet.


· Choose the Payer.


· Enter the defaults.


· Scroll to the bottom and select Update.
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Move Customer to Production


· Select Registration Menu and select Publish Customer to Production.



· Enter BSG Account # or Find Customer and select ‘Move’.



· Click ‘OK’ or ‘Yes” through all prompts.

NOTE: Sites must be moved to production to send claims.
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Obtain Remittances  


· To set up an account to obtain remittances go to Products/Remit/EFT Info.


· Choose the account and click on ‘View’

· Payers that offer Remittances & EFT will display.


· Do not check the “Remit” box as this is for proprietary remittances that are no longer allowed under ANSI.


· EFT and 835 shows for all payers.


· Make sure each is offered for specific payers.


· It won’t hurt to check the boxes but no reports will be delivered if not generated by the payers.


· These flags must be set for the reports to parse to the accounts.
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Add Providers

· Select Provider Menu and choose Add Single Provider to enter a single provider name and number or choose Add Multiple Providers to enter more than one provider at a time into a single account.  



· Enter the BSG # and TAB to pull up account or choose Find Customer to search.  


· Enter required Provider Information and change enrollment flag to ‘YES’

· Provider ID = Payer Assigned ID


· Group # = Payer Assigned Group Number


· Tax ID = Federal Tax ID or Social Security Number


· Tax ID Type = SSN or EIN which should appropriately correspond to the value entered in the Tax ID field.


· Payer Assigned ID, Batch value and PayerID = Not used.

· Enrolled = must be set to Yes for the provider to send claims


· This may be set to pending if waiting on enrollment acknowledgement from another payer.


· Submit
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Add Multiple Providers:  Step One

· Select LOB


· Enter the number of providers within the group.


· Enter the Tax ID for the entity.  


· Enter the Group Number for the chosen payer.


· Define Tax ID type (SSN vs. Tax ID).


· Define Enrolled vs. Pending.
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Add Multiple Providers:  Step Two


· Enter the provider ID’s (if required) and first & last name. 


· Choose either Save and Add (if entering multiple LOB’s) or Save and Quit (if entering one LOB).


· If entering provider numbers for multiple payers check “Carry Fwd” and the entered names will be automatically entered for the next payer.  
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Edit Existing Provider Names and Numbers



· Select Provider Menu and choose Update Provider



· Enter BSG Customer ID or choose Find Customer to search.



· Select filter criteria and choose Update to view provider list.  



· Choose Edit next to the entry that requires updating in order for the fields to be editable.


· Choose Update to update the fields.

NOTE: the radio box is not used at this time.
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Test

· Access the Claims Product through the account by Selecting Registration Menu and choosing ‘View Customer’.



· Select the Customer Account by clicking on the Customer BSG#.



· Select Login from within the user profile to access the claims product.  


· Check to ensure that all menus are displaying appropriate options and payer access.
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Sending Broadcast Messages


· Select Support Menu and choose Send Broadcast


Select:

· CUSTOMERS

· (ALL)  if it affects all customers 

· Specify the BSG# if it only applies to particular ones

· GROUPID 


· (ALL) if it affects all groups

· Specify the group if it only applies to specific ones

· STATES 


· This is typically left blank but you are able to set a parameter if desired.


· SPECS 

· You may choose to send to providers who submit to specific payers. 


· EMAIL COPY TO

· Please always copy Payerpath Support so that we are aware of messages sent in case we receive provider phone calls.


· MESSAGE 

· Information that you need to make providers aware of. For example:

· 9/13/01 CLAIMS SENT 9/5/01 WERE NOT PROCESSED BY THE CARRIER.  PER BLUE SHIELD WE ARE RESENDING THOSE CLAIMS TODAY AT THE NORMAL SEND TIME.  

· SEND BUTTON to send the message.


· Recommendations


· Broadcast messages are limited to 1000 characters (including spaces). 


· It is recommended that you create broadcast messages in Word and run spell-check prior to sending.

· It is useful for the providers if you enter the payer name in the in the subject field.  


· If a message is urgent please enter in the subject field.

·  NOTE: Broadcast messages cannot be deleted or recalled.  The message is displayed within seconds of hitting “Send”.  Be careful!
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· To search previously sent Broadcast messages select Support/Search Broadcast

· Enter the BSG or use Find Customer

· Select a date range

· Keyword can be entered if desired

· Leave Message Read as the default of NO

· Message Sender can be entered if desired

· Select generate

Recommendation: It is typically easier to find messages with “loose” parameters.
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· The Reconciliation report offers audit trail information on transmitted claims by account or payer.


· To access select Prod Control/Reconciliation 

· Select the account or use Find Customer


· Date span


· Status


· Payer (LOB)

· Select Generate


· The report will show the customer account, Payerpath submission ID, claim count per batch, sent date & time and errors.


· If Payerpath has received a negative 997 from a payer the batch will be highlighted in red.


· The resolution of the error can be found under Details.
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Tracking Reported Issues

To access Existing Cases:


· Select Tools Menu and choose Manage Cases to access the SalesForce Self Service Portal.



· All open cases, for all users assigned to the payers account, are listed.  To view or update a previously opened case, click on the subject to display the case information to review.
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· Select ‘Add Comment’ to update the case with additional information.



· To Open New Cases:

· To open a new case, select the Tools Menu and choose Manage Cases to access the Salesforce Self Service Portal.



· Select the ‘Log a Case’ tab at the top of the page.


Partner MainStreet 2.0 Instructions

Opening/Accessing Issue Cases


Page 21

· Enter all fields applicable and select Submit.


· For edit modification requests you must choose a payer connection or you may choose multiple specs.


· If concerning an existing or previously transmitted claim please list the BSG number and include any pertinent claim information within the Description field such as patient name, date of service and total charges.


· If concerning rejections or negative 997’s please include the date and time the file was sent.


Remember: The more detailed information you include the easier it is to research and resolve!




