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INTRODUCTION TO THE USER GUIDE

‘ Introduction

The User Guide provides detailed instructions on how to use the Provider Portal. The contents on this

page include: How to find information within the user guide and user specific topics.

’ Finding Information
The table of contents contains links to each topic. Locate the desired topic and click on the title to move

to the information.

PROVIDER PORTAL BASICS

’ Introduction

The Provider Portal is a web-based application designed to perform various tasks independently online.

This Authenticated version of the Provider Portal allows users to create and view customer service cases

but does not allow self-service features or provider access and information.

Features available may vary depending on the access type. Click on the link below to review each

section.

e Provider Portal Home Page Overview

e Customer Service Tab

e Help & Resources Overview

Authenticated Provider Portal User Guide — October 2024
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Unavailable Message
Anytime the Provider Portal is not available, a message will display on the login screen with a notification
that the system is currently unavailable.

The MultiPlan Portal is currently unavailable

.........

Create and Activate an Account

‘ Overview

When a new user would like to gain full access to MultiPlan’s Provider Portal and all of its self-service

features, the user can self-register for an account.

Go to the Providers section and click Portal log in > under Use our easy-to-use online Service Portal:

MEMBERS | PROVIDERS | PAYORS

Services Markets Company Careers KnowledgeHub Investors

Online service allows you to:

Verify provider network participation
Submit billing and network inquiries

Check application and request status

Access client lists

Request fee schedules, contracts and rosters
Add providers to a group

Update demographic information

Obtain and submit group rosters

.

.

Are you a healthcare provider already participating in our
networks?

» Find out more about our Provider Portal >

Portal log in > « Register for portal training now >

Authenticated Provider Portal User Guide — October 2024
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How to Create an Account

Step Action

1. From the Provider Portal Log In screen, click the link that is labeled Register for an Account.

Welcome to the MultiPlan Provider Portal
The portal lets you view and update your network-related information, manage tasks such as credentialing and track your customer
service case history. Best of all, it's free- no downloads required or software to install.

Register for an account

For No Surprises Act

First time visitor? Reqgister for an account so we can communicate with you via this portal. Optionally you can open a service
case without an account from the link on the registration page.

2. Complete the required fields that are indicated by an asterisk (*) and bold text.

aMultiPlan.

Register for an Account

Al fields are required unless ather wated

“Your Email Benefits of Registering

« Submit, track and manage customer service cases

Used to sign in Access forms and other resources

P — st approval to add access to your contract(s)
o Search claims
o Deownload Pricing Summary PDFs

“First Name @ Verify/update your demographic information in real time

o See credentialing status (for groups where Multiplan verifies
credentials)
“Last Name )
You can gpen a customer sennce case without creating an account. However,

you will not be able to track the case without an account.

*Job Title
“Company Name
*Company Type

Select Ona v

*Phane

- MultiPlan. 2023 MultiPlan inc. AN Rights Reserved

The Company Types supported by the Provider Portal are; Practitioner, Law Firm — Third
Party, Facility, Ancillary and Other.

3. After completing the required fields, click the Request Account button.

Authenticated Provider Portal User Guide — October 2024
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Step Action
Cancel Request Account
4, Upon successful setup, an activation email will be sent to the user with a link to establish a

password. Once the password is established, the user has the ability to log in.

alMultiPlan.

@ Account request complete

Thank you !

You will receive an email at this address with instructions on how to activate your account:

@multiplan.com

Check your spam folder if you do net receive an email.

If you still did not receive an email call us at 877-469-0352.

Note: Emails are sent by support@multiplan.com. Be sure to add this address

to the “safe” list if email filters are utilized.

How to Activate an Account

Step

Action

Open the email and locate URL link.

Authenticated Provider Portal User Guide — October 2024
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Step Action
Fram: MultiPlan Support <support@multiplan.coms>
Sent: Tuesday, February 07, 2023 12:21 PM
To:
Subject: Almost done: Validate your new MultiPlan Portal account
MultiPlan has created an account for to access our portal. Before using our system, you will need to validate

information and establish a password by clicking here.

If the above link does not work for vou, please copy and paste the following URL to Activate vour email address for the account,

https://profile. multiplan.com/createpassword 7e=9-d86 7Tbf1 ¢ 546696-4-dba58- 1005 1 a8d34 Tf46dbat0aabl4-¢ 1 9-ecd4-93a00a6888-ble-
69¢2578¢81§4-826f14ff0303-6be9-bl43ef-9-acbed9alee6732-d6e049ac46d42-427874-e85fc | dbe6-aced647e06-b3926e4-c83d3f82a3bf-eb-
2¢770-41059ad7f0-4bad757f5Te0aba--31c14-5172Te3ddd-3a3 Te4f35-2c183364-42f6-d4Te 7-89dfBc0Tbf

This is an automated response. Please do not reply to this message. If you need assistance, you may reach us via email by sending a brand new
message to support@multiplan.com, or call us at 877-685-8411.

Thank you,
The MultiPlan Support Team

support@multiplan.com
877-685-8411

Click once on the link provided in the email to activate the account.

Important:
e The activation link must be used within 7 calendar days after receipt.

e The activation link can only be used once; therefore, it is important to

complete the activation of the account upon accessing the link.

e Check Spam Folders in the event that the activation email does not
appear in the Inbox Folder.

¢ If the link expires before activating, contact support@multiplan.com to

request a new link.

The Create Password page will appear first. Enter the desired and then click Create

Password.

Authenticated Provider Portal User Guide — October 2024
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Step

Action

SiMultiPlan.

Password must contain the following...

* A minimum of 12 characters

Create Password

*Password ¢ At least one numeric digit (0-9)
® * At least one upper case letter (A-Z)
e At least one lower case letter (a-2)
*Confirm Password o At least one special character (e.g.! & # % ™"
(O]

The following rules also apply...

Cannot contain your last or first name
Cannot contain your user id
Create Password ’

Cannot contain three (3) or more consecutive identical characters

Cannot be the same as one of your previous six (6) passwords

Must contain at least four (4) changed characters from previous
password

Important: Use the password rules located on the right hand side of the page.

The Confirmation page will appear stating that password has been set.

..i MultiPlan.

o Password Created

You can now sign in with your new password.

Go to the MultiPlan Provider Portal

Click on Go to the MultiPlan Provider Portal to log into portal.

Enter in email address and password into sign on fields and click the Sign In button to verify
access.

Authenticated Provider Portal User Guide — October 2024
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Step Action
.2l MultiPlan. Provider Portal

St Welcome to the MultiPlan Provider Portal
ignin
9 The portal lets you view and update your network-related information,

Email such as credentialing and track

st of all, it’s free- no downloads req
Password Beg 19

can open a service case without an

We use muiti-factor authentication to help keep you safe, learn mo

Loqg In Items

‘ Accessing the Provider Portal

The link to access MultiPlan’s Provider Portal varies depending on whether or not a user account exists.

Don’t have an account or need to add another user?

Step Action

1. Go to the Providers section on the MultiPlan website and click Portal log in.

MEMBERS | PROVIDERS | PAYORS

Services Markets Company Careers KnowledgeHub Investors

Authenticated Provider Portal User Guide — October 2024
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Step Action

Online service allows you to:

Verify provider network participation
Submit billing and network inquiries

Check application and request status

Access client lists

Request fee schedules, contracts and rosters
Add providers to a group

Update demographic information

Obtain and submit group rosters

Are you a healthcare provider already participating in our
networks?

* Find out more about our Provider Portal >

Portal log in > » Register for portal training now >

Note: Once Provider Portal Log In screen appears, save to favorites for easy

access in the future.

2. From the Provider Portal Log In screen, click the link that is labeled Click here to self-register.

Welcome to the MultiPlan Provider Portal

mnanage tasks such as credentialing and track your customer
ware to Il

For No Surprises Act

First tir
can cor

or? Use the “Click here” link ab

nicate with you via this portal. Opt

e, then on the next page we rec
nally you may use the "open a s

Already have an account?

e Use the following link to sign into the secured Provider Portal site:

https://provider.multiplan.com/provider/

e Or access through saved link in favorites during the account access process.

Message Banner
Any time enhancements or routine maintenance are made in the Provider Portal, a message banner on

the log in page stating when the system is being taken down.

Authenticated Provider Portal User Guide — October 2024
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@& The Portal will be down for routine maintenance from

A banner within the Provider Portal’'s home page will also display the new features.

| New as of August 24th)|

The Browser Upgrade Recommended banner notifies when a current browser is out of date and how to
upgrade to the latest version. To dismiss, click the X in the banner box.

Browser Upgrade Recommended X

Your browser is either not supported by the MultiPlan Portal, or it will soon be unsupported (Internet Explorer 8, 9 and 10).
Upgrade to the latest version of Internet Explorer or Chrome for the best experience.

Log In Screen

The Log In page prompts users to log in to access the Provider Portal.

Once an account has been created, enter the email address and password and select Sign In to access
the Provider Portal. This option allows providers to create customer service cases, search for a claim,
and check status on existing cases. In addition to those features the self-service access allows for
viewing network and practitioner product information.

o
.ol MultiPlan. Provider Portal
. Welcome to the MultiPlan Provider Portal
Sign In
The portal lets you view and update your network-related information
Email manage tasks such as credentiali nd track your custo f service case
history. Best of all, it’s free- no downloads required or s re to install
Password Begister for an account

For No Surprises Act

First time visitor? Register for an account so we can communicate with

you via this portal. Optionally you can open a service case without an

account from the link on the registration page.

We use muiti-factor authentication to help keep you safe, learn more

Technical Difficulties

For technical difficulties, contact MultiPlan Support at support@mutliplan.com.

Authenticated Provider Portal User Guide — October 2024
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Support Applications
As of January 2016, Microsoft Corporation only supports the most current version of Internet Explorer (IE
11). Using an unsupported browser to access the Provider Portal may result in unavailable features or

elements not appearing as they should.

When using IE 8, 9 or 10, MultiPlan recommends upgrading the browser soon to maintain optimal
compatibility with the portal. Please also be aware that IE 7 and below are no longer supported, along
with Firefox, Safari and Opera.

For the best portal experience, upgrade today to the latest version of Internet Explorer or Chrome.

The Browser Upgrade Recommended banner notifies when a current browser is out of date and how to

upgrade to the latest version. To dismiss, click the X in the banner box.

Browser Upgrade Recommended X

Your browser is either not supported by the MultiPlan Portal, or it will soon be unsupported (Internet Explorer 8, 9 and 10).
Upgrade to the latest version of Internet Explorer or Chrome for the best experience.

Forgot Your Password

If a password is forgotten when logging in to the Provider Portal, it can be reset to restore access to the
user account. Follow the steps below to reset password.

Step Action

1. On the log in screen, select Forgot Password link.

Authenticated Provider Portal User Guide — October 2024
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Step

Action

.'ii MultiPlan. Provider Portal
Welcome to the MultiPlan Provider Portal

Sign In 2
The portal lets you view and update your network-related information,
Email manage tasks such as credentialing and track your customer service case
history. Best of all, it’s free- no downloads required or software to install
Password Begister for an account

For No Surprises Act

First time visitor? Register for an account so we can communicate with
you via this portal. Optionally you can open a service case without an
account from the link on the registration page.

using this portal you are agreeing to oyr 1erms of yse

We use muiti-factor authentication to help keep you safe, learn more

of CPT, and the AMA

11. The Americ

S (Techr

any Federal age

Enter the email address that is used to sign into the account and select Send Email.

Reset Password

Enter your email address and we will send you a link to
reset your password.

Email

| Gm—

Reset Password

Enter your email address and we will send you a link to
reset your password.

Email

@gmail.com

Send Email

Instructions on how to reset the password will be sent to the email address provided.

Authenticated Provider Portal User Guide — October 2024
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Step

Action

Q Request Sent

An email has been sent with a link to reset your password.

It will expire in one hour.

Note: The password reset link will be valid for one hour. If the password is not

reset within the hour it will expire.

o |f the password link has expired, another request can be sent to reset

the password following the above steps.

o |If the reset password email does not show up in your inbox, check

your spam folder.

General Security Information

’ Change Password Process & Policy

Every 90 days there will be a prompt to change the login password in order to be compliant with

MultiPlan’s security policy.

How to change password:

Step

Action

Identify prompt and click the Update Password Now button.

Authenticated Provider Portal User Guide — October 2024
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Step Action

2. Type in the current password, then the new password in each of the noted fields.

*New Password

*Confirm Password

CANCEL UPDATE

o Important: Use the password rules located on the right hand side of the page.

3. Once all fields are completed, click the Update button.

Reset or Expired Password Process

When a password is forgotten or expired, it can be reset to restore account access.

How to establish a new password:

Step Action

1. From the login page, click on the Forgot Password link.

Authenticated Provider Portal User Guide — October 2024
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Step

Action
P 1 . .
.2l MultiPlan. Provider Portal
o Welcome to the MultiPlan Provider Portal
ignin
9 The portal lets you view and update your network-related information,
Email manage tasks such as credentialing and track your customer service case
history. Best of all, it’s free- no downloads required or software to install
Password Register for an account

For No Surprises Act

First time vistor? Register for an account so we can communicate with

you via this portal. Optionally you can open a service case without an

account from the link on the registration page.

q this portal you ace agreeing to

We use multi-factor authentication to help keep you safe, learn more

Prizacy. Policy

ecommending their use. The

For an expired password click Reset Password.

o Password Has Expired reset password

Type in email address that is used to sign into the account and click the Send Email button.

Reset Password

Enter your email address and we will send you a link to
reset your password.

Email

Authenticated Provider Portal User Guide — October 2024
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Step

Action

Reset Password

Enter your email address and we will send you a link to
reset your password.

Email

@gmail.com

Send Email

A notification will display on the page that Your Request Has Been Sent to the email address

entered from the Reset Password page.

Q Request Sent

An email has been sent with a link to reset your password.

It will expire in one hour.

Important:
e The password rest link will be valid for one hour.
e If the password is not rest within the hour, it will expire.

e If the password link has expired, another request can be sent to reset

the password by going back to step 1.

Once the email is received, click once on the URL link provided and follow prompts, which are

the same as activation.

el S ol
b

W T e peraidl b TSGR T e PNQOT pher S0 70 W Fln Poamal soroasnt, Fieaese ol g thee Toligwang i 10 reset i

i m i . T R oy AT T I T T W B DT, TR 2 B- M- B - - e TR BT - R A L e T4 Bk i KL

ol i dobadd b - 38 i-falw Gl - 01 Tha i -1 0 0 - Sl TN T - TR WA - T2l S| 0 cd o o T T - i~ et o T s 5 i - 33 B T oY R d- o a6

Piamwm sotw Tt this Ink will spiss in 1 hous
THeG B BP0 FESPONGE, PRt 3 1T ESBOnd 10 T e Ege
Thank o,

The BuRPkin Sug port Tam

R ST
-t
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Inactive Accounts - 180 Days

If an account is inactive in the Provider Portal, after 180 days the access will expire. To reactivate

account, please contact MultiPlan support.

Idle Message

25 Minute Warning

When the Provider Portal is idle for 15 minutes, a message will appear stating You are about to be

signed out. To remain signed in, click the OK button.

Expiration Warning

This page will expire unless a response is received within 15 minutes. Click OK to prevent expiration.

30 Minute Warning

When the Provider Portal is idle for 30 minutes, the Page Expired message will appear. To sign back in,

click the OK button and sign back into the Provider Portal.

Page Expired - MultiPlan Provider Por...

The page has expired. Click OK to continue.

0K

Authenticated Provider Portal User Guide — October 2024
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.‘iMulti- 1. Provider Portal

Welcome to the MultiPlan Provider Portal

Sign In 2
he portal lets you view and update your network-related information,
Email naqae tack X li nd track
manage tasks such as credentialing and track your cus service case
history Best of all, it’s free- no downloads required or s re to install
Password Register for an account

For No Surprises Act

First time visitor? Register for an account so we can communicate with

you via this portal. Optionally you can open a service case without an

account from the link on the registration page.

We use multi-factor authentication to help keep you safe, learn more

‘ Incorrect Email or Password
An error will be displayed when an invalid email or password is attempted upon logging into to the

Provider Portal.

@ Incorrect Email or Password

The Provider Portal will allow five attempts to successfully sign into the system. Once there have been
five failed attempts, the system will lock out that email for 30 minutes. After 30 minutes, attempts to sign

on may resume.

PORTAL NAVIGATION

Introduction

Navigating within the Provider Portal is achieved by using the Home tab, the dropdown menu within the
Customer Service tab, the Claims tab, the dropdown menu within the Manger User Access tab, the Help

& Resources tab, and Profile & Preference based on access.

Authenticated Provider Portal User Guide — October 2024
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Home Customer Service »

- ) o .
- MultiFlan. Provider Portal

Hi Training Profile «

Help & Resources

Navigation Menu

Description

Home Tab

Allows navigation of the main portal page.

Customer Service
Tab/Menu

Provides access to create a new service case or a list of recently open
and closed service cases.

Customer Service »

Open MNew Service Case
View Service Cases

Search Service Cases

Menu options:
e Open New Service Case

o Utilized to create new customer service cases.

e View Service Cases
o Provides access to all open and closed service cases.
o Closed service cases will display for up to 24 months.

e Search Service Cases

o Utilized to search for existing case(s) based on certain
criteria.

Help & Resources Tab

Provides access to the following information:
e Using the Portal section

o This section contains the current Portal User Guide and
Guideline & Terms for Portal Administrators.
e FAQ section
o This section contains frequently asked questions and
answers within each topic.

e Take Action section

Authenticated Provider Portal User Guide — October 2024
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Navigation Menu

Description

o This section contains provider applications and

credentialing forms.
¢ Give Feedback section
o This section contains the Provider Portal Survey.
e Learn About MultiPlan section

o This section contains information about MultiPlan
products, a copy of the Provider Handbook, and Client

Lists.

Hi “Name”

Provides access to update profile, preferences, and logging out.

Hi Training Profile

\iew Your Profile

\View Your Preferences

Sign out of the Portal

Menu options:
e View Your Profile
o Ability to update profiles and passwords.

o Administrators may utilize Add Provider Access, but

preference is to use the Manage User Access tab.
e View Your Preferences

o Ability to change options to receive or not receive

customer service case email notifications.
e Sign out of the Portal

o Ability to log out of the Provider Portal.

Authenticated Provider Portal User Guide — October 2024
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Profile & Preferences

’ Introduction

On the Home Page under the Hi-Name feature is located in the upper right hand corner of the window.
This allows for changes to the Profile and Preferences.

Hi Training Profile

J

Hi Training Profile

View Your Profile

View Your Preferences

Sign out of the Portal

Profile

View Provider Portal access by using the Profiles page. Updates can be made to personal information,

passwords can be reset, and requests can be made to gain access to additional providers.

Training Profile

training@multiplan.com
Updale Profile Resal Password Add Providar Access

Phone(s)
920-444-7777

Fax(s)

N/A

Other Email(s)

N/A

Important: The Add Provider Access option is not applicable to an Ancillary or Facility
provider type at this time.
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How to use the update profile option:

Step Action

1. Click the Update Profile button.

Updale Profile

This opens all of the editable fields.

2. Enter information in any of the fields that need to be updated/changed.

Update User Profile

*First Name:

Training

* ast Name:

Claims

*Primary Email &

claims@tng.com

Alternate Email

claims1@tng.com

*Primary Phone
555-555-55555] XX

[JInternational No.

Alternate Phone

[]International No.

Primary Fax

[]International No.

Alternate Fax

[]International No.
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Step Action

3. Click the Update button to accept changes or Cancel button to cancel changes.

CANCEL UPDATE

How to use the reset password option:

Step Action
1. Click the Reset Password button.
TP
2. The following pop screen will appear. Follow the instructions to continue resetting your
password:

Reset Password

When you click "Reset" you will be automatically logged
out of the Portal. Information on how to reset your
password will be sent to the primary address on your
account. The link in the email will expire in one hour. If
you do not receive an email or you do not reset your
password within this time, you will need to initiate your
request again. You can do this at
provider.multiplan.com.

CANCEL RESET

Preferences

View Provider Portal natifications by using the Preferences page. Multiplan has a service that helps

manage customer service cases by providing email notifications.
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Application Preferences

Customer Service Preferences

Each time a customer service case is created, closed or reopened you will receive an email at your primary email address:
- " g

Would you like to receive an email each time MultiPlan adds a note to your service case? &
@ Yes

Mo

In the Preferences section, the system will default the radio button to Yes, which indicates that the
notification email will be sent whenever a customer service case is created, closed, reopened, or a note is
added.

To self-manage customer service cases and stop the email notifications click the radio button to No and

click the Update button.

@ Mo

UPDATE

If the email address in this section is incorrect or needs to be updated, click the updating your profile

link and this will push to the Profile page to update Profile.

You can update your available email address h‘,.f| updating your profile. |

HOME PAGE
overview .

‘ Introduction

Upon logging into the Provider Portal, the system will default to the Home Page. There are MultiPlan

features that can be accessed from this screen:

e Add Provider Access

¢ View the last five recently opened service cases under Customer Service Cases section

e Message Banner displays new features available in the Portal
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e Search for a participating provider

-
. IFPlan. Provider Porta i -
20 Mult ) ler | | H

Home Customer Service = Help & Resources

Mo Surprises Act
Network Providers: Add access to your provider data

Sedect the Customer Service aption to open a case il you want to open a negoliation,

Turbe-charge your portal expernience with access to spedfic practitioners and/or initiate TDR or ask a guestion related to surprise bl claims
pr er i o authorized by each provides U hawe mone

f-service like demagraphic inf
T Search alsn bets you dheck repricing status and open
less manual entry.

COVID-19 Information

Customer Service Cases

Open Cases Chosed Cases

Service Reason for
Created Om Case # Inguiry Provider Hame

Mo open service cases

“r
¢ Search for a participating provider for your patient

Add Provider Access

‘ Introduction

Users with an authenticated account will not have any provider access. If provider access is added

additional self-service options will become available on the user’s portal account.
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Individually Contracted Practitioner - How to use the add provider

access option:

Step

Action

To gain access to claims and demographic information for additional providers, click the Add
Provider Access button.

Select the Add access button within the Individually Contracted Practitioner(s) option.

Request Access

Individually Contracted Group or PHO/Health Ancillary or Facility
Practitioner(s) System
ADD ACCESS ADD ACCESS Not svailable st this tme.

Enter the practitioner's NPI and TIN.

Request Access

&ll fields are required

Tell us about the practitioner

#*What is your practitioner's NPI?

#What is your practitioner's TIN?

Click Next.

NEXT
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Step Action
2. The Portal will validate the NPI and TIN entered using the MultiPlan database.
Did the NPl and TIN match?
¢ No, the NPl and TIN did not match, continue step 3.
e Yes, the NPI and TIN matched, skip to step 7.
3. The Portal will display a TIN / NPl Mismatch page when a match was not made.

<]
TIN / NPI MISMATCH

The TIN and/or NPI you entered did not match MultiPlan's records; please
double-check and try again.

You can also have MultiPlan contact you to research the TIN and NPI.

..+ Correct the TIN and/or NPI entered and try again.

(O Have MultiPlan contact me to find this provider
This option will open a customer service case.

CORRECT TIN / NPI

You have the option to go back to the previous page to re-enter different information or

continue creating an account without access to the practitioner’s claim and demographic

information.

Would you like to correct the information entered or create an account without access to the

practitioner?

e If you decide to enter a new TIN and/or NPI, continue to step 4.

e If you decide to elect to have MultiPlan contact me to find this provider, skip to step

5.
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Step Action

4, If the option to Correct my TIN and/or NPI entered and try again is selected, click the
Correct TIN / NPI button. The window will close and the page to enter the NP1 and TIN fields
will display; go to step 1.
L
TIN / NPI MISMATCH
The TIN and/or NPI you entered did not match MultiPlan's records; please
double-check and try again.
You can also have MultiPian contact you to research the TIN and NPI.
{®! Correct the TIN and/or NPI entered and try again.
_ Have MultiPlan contact me to find this provider
This option will open a customer service case.
5.

If the option to Have MultiPlan contact me to find this practitioner is selected click Have
MultiPlan Contact Me button.

TIN / NPI MISMATCH

The TIN and/or NPI you entered did not match MultiPlan's records; please
double-check and try again.

You ¢an also have MultiPlan contact you to research the TIN and NPI.

Correct the TIN and/or NPI entered and try again.

® Have MultiPlan contact me to find this provider
This option will open a customer service case.
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Step Action
6. When the decision is made to have MultiPlan contact you, a case will be created, and you will
receive a Service Case Created page.
A case will be created and submitted to MultiPlan. A MultiPlan representative will contact you
regarding the NPI/TIN Match error that occurred.
@ Service Case(s) Created
Service Case Number: 4042492
Expedite your case
Details have been emailed to you at: Upload Files Send us a Fax
——— / Add claims, EOBs or other .. / Print a pre-populated cover sheet
!/' supporting material to this case. i snd fax your case-related
. = g ocumentation to
B888-850-7604
If you do not have these documents / files available at this time, you can always upload them when you
are viewing the case.
7. If a match was made on the information entered the screen that is displayed will depend on
whether or not the practitioner has an administrator.
¢ If the practitioner has an administrator for the portal, skip to step 21.
e If the practitioner does not have an administrator for the portal, continue to step 8.
8. Would you like to become the administrator for this practitioner?

e Yes, | will be the administrator, skip to 14.

e No, I will not become the administrator, continue to step 9.
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Step

Action

If the decision made is to not become the administrator for the practitioner, click the radio

button | will not become the administrator.

n The following practitioner does not have an administrator for the MultiPlan Portal.
i v PN, -
NPI:
If you choose to become the administrator, then you will have the responsihility to approve and deny all other user
If you choose not to become the administrator, then because this provider does not yet have an administrator, you

cases. MultiPlan will contact you to identify the appropriate individual to become the administrator, so that you can|
claims.

#What would you like to do?

I will be the administrator

) I will not become the administrator

Click Next.

NEXT

10.

The portal will display a pop-up message, asking the user to verify what they would like to do.

Are You Sure?

The requested Provider does not have an administrator on our portal.

(O Have MultiPlan contact me to identify an administrator
This option will open a customer service case.

VIEW ADMIN OPTIONS
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Step

Action

11.

If the decision made is to return to administrator, select on the radio button and click the View

Admin Options button.

Are You Sure?

The requested Provider does not have an administrator on our portal.

® Return to administrator options

Have MultiPlan contact me to identify an administrator
This option will open a customer service case.

VIEW ADMIN OPTIONS

The system will redirect you back to the Request Access screen to make another selection.

! The following practitioner does not have an administrator for the MultiPlan Portal.
LR
NP1:

If you choose to become the admemnistrator, then you will have the responsibility to approve and deny all other use
If you choose not to become the administrator, then because this provider does not yet have an administrator, you

cases. MultiPlan will contact you to identify the appropriate individual to become the administrator, so that you can|
claims.

*What would you like to do?

I will be the administrator

I will not become the administrator

Would you like to become the administrator for this practitioner?
e Yes, | will become the administrator, skip to step 14.

e No, I will not become the administrator, continue to step 12.
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Step Action
12. If the decision made is to have MultiPlan contact you to identify an administrator; select the
radio button and click Have MultiPlan Contact Me button.
-]
Are You Sure?
The requested Provider does not have an administrator on our portal.
) Return to administrator options
® Have MultiPlan contact me to identify an administrator
This option will open & customer service case.
HAVE MULTIPLAN CONTACT ME 1
13. The portal will create a service case for the user. MultiPlan will contact you to identify an
administrator for the practitioner.
@ Service Casels) Created
Service Case Number: 4042492
Expedite wour case
Datalls haren been emalied b you at: Upload Files Sand 5k b Fae
L Lol el S35 o, & eyl G s
£A6-850- 7004
M yoee oo nat have thass Sooamarts | Mles svalabis 3t this Time, youl CON SwWarys uplodd tham whan you
e yigwing the Lase
14. If the decision is to become the administrator, select the radio button next to | will be the

administrator and click Next.

! The following practitioner does not have an administrator for the MultiPlan Portal.
i B B
NP1:

If you choose to become the administrator, then you will have the responsibility to approve and deny all other use
If you choose not to become the administrator, then because this provider does not yet have an administrator, you

cases. MultiPlan will contact vou to identify the appropriate individual to become the administrator, so that you can|
claims.,

*What would you like to do?

I will be the administrator
I will not become the administrator
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Step

Action

15.

The portal will display the Terms of Use page.

Request Access

You must read and accept the following terms in order to become the administrator

By 3gresing to terms of bacoming the administrator, I am confirming that all of the information contained delow is true and accurate

§ am authorized 10 be administrator for Bruce A Mackey, MO, 30d Cortify that 1 am autherized 1o assign and maintain other users for Bruce A Mackey, MD for the purposes of
interacting directty with MultiPtan

! related to the Group/entily in accordance with MultiPlan’s caline portal

esponsibie for which users have access 1o the MultiPlaa's Provide

"y ¥
authorized user(s) understand and acknowledge that they will have access to Bruce A Mackey, MD's confidential information and agree to treat such information as confidential
and use the infermation only as specfically athorized by Bruce A Mackey, ND, Multiffan, Inc. has no Habilty with respect 1o any unauthorized access by third parties

CANCEL DECLINE ACCEPT
—— )

To accept the terms, click the box next to the statement | have read and accept the terms of

use for being the administrator.

[[] 1 have read and accept the terms of use for being the administrator.

Click Accept.

ACCEPT

Skip to step 17.

16.

If Decline is selected, you will be asked to verify the information captured through the account

set up process.

CANCEL DECLINE ACCEPT

A notification will appear asking if you are sure you want to decline the request to become the

administrator as the requested provider does not have an administrator on our portal.
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Step Action
[]
Are You Sure?
The requested Provider does not have an administrator on our portal.
Return to administrator terms options
O T will not accept the terms
This option will open a customer service case.
VIEW TERMS
If Return to administrator terms options is selected, click View Terms and return to step 15.
[]
Are You Sure?
The requested Provider does not have an administrator on our portal.
I @ Return to administrator terms op{iunsl
O I will not accept the terms
This option will open a customer service case.
VIEW TERMS
EEE—
If I will not accept the terms is selected, click Have MultiPlan Contact Me. A service case
will be created on your behalf and a MultiPlan representative will contact you.
]
Are You Sure?
The requested Provider does not have an administrator on our portal.
) Return to administrator terms options
® 1 will not accept the terms
This option will open a customer service case,
HAVE MULTIPLAN CONTACT ME
@ Service Case(s) Created
Service Case Number: 4042492
Expedite your case
Dt aily Farve beon emalled bo you ot Upload Files el i i Fn
i { EEEFIHES |:ult.hww-p -y f]pw pep\.uhdﬂ\.ww nhel
= ppeTio el to the carse. %..‘ ;;C;lp:;;:;::'lwi.m
- A5 Tl
B yoes B3 NGt Nav thass Socsmenss | Milkgs Jvadabie 3t Chig Tima, youl £30 Slways upbsdsd tham whan yog
4 i the o
17. If the option to become the administrator is selected, enter the practitioner’s social security

number and date of birth, then click the Next button.
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Step Action
Note: Entering the social security number (SSN) and date of birth (DOB) is
MultiPlan’s way to verify proprietary information for privacy purposes in order to
authenticate you as an administrator of the account.
Tell us about the practitioner
#What is your practitioner's SSN?
#*What is your practitioner's DOB?
I_'I
18. The Request Access page will ask you to verify whether the information displayed is okay.

If yes, select Yes, Gain Access continue to step 19.

If no, select No, Cancel go to step 20.

Request Access

Is this okay?

Request access to:

am ol Peaais - LI 2]
NPl asssss sas
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Step

Action

19.

If Yes, Gain Access was selected, an Access Granted page will appear. The practitioner
name and NPI will appear under My Provider Access with the notification that the requester is

the User Administrator.

e Under My Provider Access click on the View Practitioner Info link to view the individually
contracted practitioner’'s demographic information. Administrator Users will have the ability

to Manage User Roles as well.

® Access Granted €=

Test Notes

Update Profe Resot Password Acd Providor Accoss

No notes available

Email(s)
P My Provider Access

Phone(s)

Fax(s)
N/A

Manage User Roles: Administrator can view user types as well as manage user roles for the

provider profile.

Manage Users

[E] About user Types and Boie

Manage Users for (¥ & RiFROEN SCRTEN

Wser e User Type — Roles
Test. Practiboner User P Sapch
‘ sl URDATE
W viem Demograghics
B Submit Damograshic Chas

ik
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Step Action

20. If No, Cancel option was selected, the requester will receive an Unsaved Work message

asking if they would like to continue with the cancellation or return to the Request Access

page.
]
& Unsaved Work
Click YES, I WANT TO CANCEL to proceed with your request.
Click NEVER MIND to remain on the current screen.
YES,| WANT TO CANCEL
21. If an administrator exists for the practitioner, the following screen will appear asking the user to

verify if the information displayed is okay.

Request Access

Is this okay?

Request access to:

Is the information okay?
e Yes is the information is okay, click Yes, Request Access.

¢ No the information is not okay, click No, Cancel.
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Step Action

22. If the information is okay and Yes, Request Access was selected, an Access Requested
screen will appear displaying the user’s provider access. The Pending approval by the
administrator message will display under Manage user Access section until the request is
approved or declined by the administrator.

@ Access Requested

Group or PHO/Health System - How to use the add provider access

option:

Step Action

1. To gain access to claims and demographic information for additional providers, click the Add
Provider Access button.

[ 1 [ I
2. Select the Add access button within the Group or PHO/Health System option.
Regquest Access
Individually Contracted Group or PHO/Health Ancillary or Facility
Practitioner(s) System
ADD ACCESS ADD ACCESS Hot available at this bme.

3. In the Request Access screen, enter in the NPI, TIN, and MultiPlan Group ID (optional).

Authenticated Provider Portal User Guide — October 2024
37



siMultiPlan.

Step Action

Request Access

&l fields are required

Tell us about the group

#What is your group's NPI?

*What is your group's TIN?

What is your group's MultiPlan Group ID?

optional

The Group ID is optional and if the NPI or TIN is not known, the Group ID can be used in
combination with either the NPI or the TIN.

Click the Next button.

NEXT

In the confirmation screen the question “Is this okay?” will appear.

Request Access

Is this okay?

Request access to:

R T s bw oakba
MPI: sasssss sam
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Step

Action

When correct click the Yes, Request Access button.

YES, REQUEST ACCESS

The Access Requested confirmation will appear.

@ Access Requested

Searching For A Participating Provider For Your Patient

‘ Introduction

To search for a participating provider for patients, utilize the Search for a participating provider for your

patient link on the home page of the Provider Portal which links directly to the MultiPlan Website.

’ How to search for a participating provider:

Step Action
1. One the Home Page, locate and click Search for participating provider for your patient.
u/: Search for a participating provider for your patient
2. The system will open the MultiPlan Website to the Find a doctor or facility page. It will ask to

track your physical location.

e Allow once if you would like to allow the page to use your current location to search for

a provider.

e You can select options for this site to always allow or always deny the physical location
be used.

e Clicking on the x will not allow the page to track your physical location.
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Step Action

On the bottom of the screen a banner will appear that you will need to select OK before you

can move forward to search.

Please Read Before You Proceed
‘We work hard to ensure our data is accurate, but provider information changes frequently. Also, finding a provider on this site is not a guarantee of benefits coverage.

Before you recelve care, you should contack:

= The provider to verify new patient status, location and network participation.
= Your health plan to verify your benefits.

READ IMPORTANT INFORMATION ABOUT COVID-19 HERE

Click OK to continue.

Click on Select Network to identify the network that should be searched.

Find a doctor or Facility

Search For providers in your
network

Providers lisked may not be in your network

For language assistance, please call 866-981-7427
and hold for a representative. For TTY/TDD service,
please call 866-918-T427.

Report an ADA barrier

A pop up screen will appear to select the network from.

Which network would you like to search?

(Metwork logo usually appears on the front or back of your
benefits ID card)

PHCS

MultiPlan

HealthEOS

ValuePoint

Beech Street

AMN, RAN, andfor HMN
First Choice Health Network

Idon't see one of these
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Step Action

Click on the appropriate network selection. Dependent upon the selection, additional pop up
screens may appear to further clarify the search.

Back

Do you see any of these statements on your
benefits ID card?

(Statement usually appears below the logo)

Out of Area
Extended PPO
Limited Benefit Plan

Practitioner Only
Hospital Only

Practitioner & Ancillary

Preventive Services Only

Specific Services

Healthy Directions

For Value-Driven Health Plans

| don't see any of these statements

Once the selections have been made regarding the network, either click into the search field
and select from the available options in the dropdown menu or enter 4 or more characters from

the name, specialty, facility type, NP1 # or license # to use as search criteria.

Find a doctor or facility

P H CS PHCS Limited Benefit Plan

m : . - . = _ ‘ : e e ‘ - : nl

Select one or enter 4 or more characters for
[CIremember my network more options for
Popular Facility Types
Hospital

Laboratory
Mammogram

Physical Therapy

For language assistance, please call 866-981-7427
and hold for a representative, For TTY/TDD service,
please call 866-918-7427. Urgent Care

Popular Specialty Names
Family Practice

Internal Medicine

Report an ADA barrier Nurse Practitioner

Obstetrics and Gynecology

I -
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Step Action
If entering search criteria, a drop down menu will appear to provide selections based on the
text entered. Click on the appropriate selection to choose it for review.
Once you have selected the search option, if you did not select using the physical location in
the beginning of the search, enter the City/County & State or the Zip Code in the City/County
& State or Zip field and select the search icon.
Fami Near City/County & State or Zip ‘ n
Specialty Name .
Family Doctor for
Family Medicine
Family Practice
Marriage and Family Counseling
Marriage and Family Counselor
Marriage and Family Therapist
Marriage and Family Therapy
5. The results page will display the name, provider type, if Telemedicine services are available,

modalities (if applicable), address, telephone number and mile radius.

Find a doctor or facility

PHCS

Clremermber my netwerk

Directory Information last updated earlier today.
237 results for ‘Family Medicine’ near 84070

Refine Results
-
= Location

within - 20 Miles =

PHCS Limited Banafit Plan

e - n

IF you are searching for a national lab, please click here for
information on how to find current locations.

& Printer Friendly ) Email Results Softby  Distance (apprec) -

0.36 Miles

B01-533-2002

Wiew all Locations

1.18 Miles

£ vk, Chiistina M, M.D.

8015625200

Wiew all Locations

Note: A Refine Results section is on the left hand side of the screen.

Choose a filter and then Apply Filters to utilize the filter for the search or

Reset Filters to remove the filter from the search.
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Step Action

Refine Results

Apply Filters Reset Filters

== Location

Within | 20 Miles ~

== New Patient Status

@ All
QO Accepts New Patients (152)

== Gender

@ Al
QO Female (64)
O Male (26)
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Step Action

== |anguage

[ Arabic (1)

[ English (160)

[1 Farsi (1)

[ French (2)

[ Gujarati (2)

[ Hindi (8) -

== Hospital Affiliations

[1 AHS Bailey Medical Center (1)
[] Adventist Health Bakersfield (1)
[ Adventist Health Tehachapi Valley (1)

|:| )(As)cension Seton Medical Center Austin
2

[] Ascension Seton Northwest (1)

71 Ascension Seton Williamson (1)

== Handicap Accessible

@ All
(O Handicap Accessible (82)
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Step Action

== Telemedicine Services

@ All

(O Telemedicine Services (99)

== Routine Visit Office Wait

[ 1-5 days (22)
[ 6-15 days (16)
[ Greater than 15 days (2)

== Urgent Care OFffice Wait

[ Less than 1 day (9)

[ 1-5 days (5)

== New Patient Visit Office Wait

1 1-5 days (16)
[J 6-15 days (19)
[[] Greater than 15 days (5)
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Step Action

== Board Certified

@ All
(O Board Certified (11)

== Education

[] Kirksville College of Osteopathic
Medicine (1)

] McGill University (1)
[1 Medical College of Wisconsin (2)

[] Robert Wood Johnsen Medical School -
UMDNJ (1)

[] university of California (Irvine) (1)

== Degree

1D.0.(1)
1 M.D. (16)

== Essential Provider

@ All
(O Essential Community Provider (1)

Apply Filters Reset Filters

Close the tab or the window to exit the MultiPlan Website.

4 bt/ e multiplan.com search smarch- O - > ' MultiPlan | Search ... *
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CUSTOMER SERVICE TAB

’ Introduction
The Customer Service tab provides access to create a new service case or a list of recently opened or

closed service cases.

Customer Service »

Open New Service Case
View Service Cases

Search Service Cases

Menu options:
e Open New Service Case
o Utilized to create new customer service cases.
e View Service Cases
o Provides access to all open and closed service cases.
o Closed service cases will display for up to 24 months.
e Search Service Cases

o Ultilized to search for existing case(s) based on certain criteria.

Open New Service Case

’ Introduction

Open New Service Case option is used to create a new service case for a specific inquiry or issue.

Cases submitted to MultiPlan will display a confirmation summary indicating the service case reference
number, email notification as well as two methods to supply any supporting documentation related to the

service case issue. Once a case is created, the following functions are available:

e View the current status of an open service case as well as the note entry history related to the

working status of a service case.

e Add notes and attachments to open service cases.
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e View attachments uploaded to the service case.

e Reopen a closed service case.

e Search for an existing service case.

Create a New Service Case

Follow the steps below to submit a service case.

Note:

e |tems with bold headers are required.

e Items with a Question Mark icon have help text available.

How to create a new service case:

Step Action

1. To open a new service case, click on the Customer Service tab on the navigational tool bar

and select Open New Service Case from the dropdown menu.

Customer Service »

Open New Service Case

View Service Cases

Search Service Cases

2. In the Inquiry Information section, select the Service Type that the case is associated to

from the dropdown.

Service Type

- Select - v

All Other

Surprise Bill (Federal) - Other Inquiries
Surprise Bill (Federal) - Post Pay Negotiation
Surprise Bill (Federal) - Arbitration/IDR
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Step Action
3. In the Inquiry Information section, select the Reason for Inquiry that is associated from the
dropdown.
Reason for Inquiry
Application Status A
View definitions of reasons
Note: Use the View definitions of reasons link to review the definition of the
inquiry type.
If the Reason for Inquiry is related to a claim, users have the ability to search for
a claim to add to the service case. All information must be entered exactly as it
appears on the Explanation of Payment (EOP). If the claim is not found, users
have the ability to manually add the claim.
0 You must provide at least one claim
Start by searching for claims. You can add up to 30 claims.
4, In the Inquiry Information section, select the Service that the case is associated to from the
dropdown.
Service
MultiPlan Workers' Compensation Network v
Note: When a customer service issue involves more than one network, select
one of the networks from the dropdown, in the comments field write a detailed
comment on the issues and include the other networks that are associated with
the issue. There is no need to create a separate case for each network with the
same issue.
5. In the Inquiry Information section, there is a Comments field that is free form to add detailed

information about the customer service case.

Authenticated Provider Portal User Guide — October 2024

49




.‘.iMuItiPlan

Step Action
Comments
“
5000 of 5000 characters remaining
There is a limitation of 5000 characters in this field and the counter will decrease with each
character added.
Note: This is a free form field and does not have grammar or spellcheck
features, therefore the use of a Word document to copy and paste out of could
be utilized.
6. In the Inquiry Information section, there is an option to Upload additional documents
section to add supporting documents to the customer service case. If applicable, click the
Upload Additional Documents link to add the attachment.
Upload additional documents (optional)
You can include additional documents that will expedite
your case.
@ Upload Additional Documents
7. Complete the Contact Information section.
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Contact Information

Your First Name

‘ Training

Your Last Name

‘ Profile

Your Job Title

Your Phone

Ext.

‘ 9204447777

Your Fax (opticnal)

Your Email

‘ training@multiplan.com

Your Organization Type

‘ - Select -

Your Organization Name

Does someone other than you need to be contacted for

negotiation?

() Yes, someone else is the cantact

(O Mo, | am the contact
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Step

Action

Note: Some fields are pre-populated and cannot be changed.

If someone else is the contact for the case, select the Yes, someone else is

the contact radio button and complete the required fields.

In the Provider Information section, select which provider is involved in the case by selecting

the radio button next to the appropriate provider type and complete the required fields.

Provider Information

Select Provider Type
O Practitioner
O Group

O Facility/Ancillary

Audit all of the fields that have a bold header to ensure that all required fields have been

captured or update any field prior to opening the service case.

10.

Click the Open Service Case button to open the service case or click the Cancel button to

cancel the service case creation.

Cancel Open Service Case

When clicking the Cancel button an additional box pops up to confirm cancellation.

A\ Are you sure you want to cancel?

You will lose any selections or data entered.

Keep what I've entered
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Step Action

11. Service case is now created and the ability to add an attachment can be accessed in the

screen that appears.

& Service Case Created

Service Case Number: 4532016

We've opened your case and sent the detalls to
training ®muliiplancom

Yous can yglosd additional documents or print a fax cover sheet if necessary.

To upload a digital attachment:
e Click the upload additional document link

e Click the Choose File button

Upload Additional Documents

Maximum of 50 MB per file.
Commonly accepted files: PDF, JPG, PNG or GIF

» See list of all accepted file types

Choose File(s) i

e Locate document and select it
e Click Open

e Click Done
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Step Action
Upload Additional Documents
Maximum of 50 MB per file.
Commonly accepted files: PDF, JPG, PNG or GIF
» See list of all accepted file types
Choose File(s) lj
July Trainable Stories.xlsx
Note: To verify the attachment was added to the case, click the Service Case
Number to be taken to the case details screen.
& Sarvick Cate Craatid
Service Case Mumber: 4592016
We've opened your case and sent the detais to.
tralning Beubtiplan com
12. Service case is now created and the ability to fax an attachment can be accessed in the

screen that appears.

& Service Case Created

Service Case Number: 4532016

We've opened your case and sent the detalls to
training ®muliiplancom

You can wplosd sdditional doruments or print a fax cover sheet if necessary.

To fax an attachment:

e Click the Send us a Fax link
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Step Action

e Open and Print the prepopulated cover sheet

e Fax attachment to 888-850-7604

13. Upon successful completion of a case creation, users will receive email notification. The email

will include the unique case number and a link to the Portal case.

Sample Email:

Note: The email will be generated from support@multiplan.com.

View Service Cases

‘ Introduction
View Service Cases option from the Customer Service drop down provides a list of open or closed

cases submitted through the Provider Portal. To view the service cases, select the View Service Cases

from the Customer Service drop down menu.

Customer Service v

Open MNew Service Case

I \View Service Cases I

Search Service Cases |
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’ Navigation Buttons

View Service Cases

| Open Service Cases Closed Service Cases

Created Service
On Case # Inquiry Type Reason for Inquiry Network Group Name Provider Name Created By Reopened On
A% 10/09/2020 4581744 Credentialing Status - Application Status MultiPlan Network Individual Agreement Mckeon,Brian Jonathan del Wi
10/08/2020 4581680 Data Maintenance Add a Practitioner via # MultiPlan Network Wound Care Associates Unknown,Unknown Jonathan del Wi
09/22/2020 4581480 Claim Inquiry Claim denied as non-p MultiPlan Network Columbia St. Marys, Inc. (CS King,Adam Jonathan del Wi
09/22/2020 4581 Data Maintenance Update an Address MultiPlan Network ‘Wound Care Associates Unknown,Unknown Jonathan del Wi
08/19/2020 4581384 Cigna NAQ Appeal Foster Care PMC Surgical Associates Lankford, &shley Jonathan del Wi
08/19/2020 4581363 Claim Inquiry Claim denied as non-p MultiPlan Network PMC Surgical Associates Lankford, Ashley Jonathan del Wi
08/19/2020 4581362 Cigna NAD Appeal Clinical Review Aurora Medical Group UNKNOWN,UNKMNOWN Jonathan del Wi
06/15/2020 Data Maintenance Add a Practitioner via / MultiPlan Network Wound Care Associates Unknown,Unknown Jonathan del Vi
06/04/2020 Credentialing Status ~ Request More Info MultiPlan Network Morth Shore Long Island Jew Abrashkin,Karen Jonathan del i
05/26/2020 Credentialing Status - Application Status MultiPlan Network Columbia St. Marys, Inc. (CS King,Adam Jonathan del Wi
Viewing 1-10 of 110 Page 1 of 11
Data Field Description

Open Service Cases tab | Displays service cases currently open that the user has submitted.

Closed Service Cases Select this tab to view recently closed service cases.
tab

Arrow(s) Only 10 service cases will display on the page. Use the page navigation

buttons to view additional service cases.

Open Case Data Field

View Service Cases

Open Service Cases Closed Service Cases

Created Service

On Case # Inquiry Type Reason for Inquiry Network Group Name Provider Name Created By Reopened On
/b 10/09/2020 4581744 Credentialing Status - Application Status MultiPlan Metwork Individual Agreement McKeon,Brian Jonathan del W

10/08/2020 4581680 Data Maintenance Add a Practitioner via / MultiPlan Network ‘Wound Care Associates Unknown,Unknown Jonathan del Vi

09/22/2020 4581480 Claim Inquiry Claim denied as non-p. MultiPlan Network Columbia St. Marys, Inc. (CS King,Adam Jonathan del Wi

09/22/2020 4581477 Data Maintenance Update an Address MultiPlan Metwork ‘Wound Care Associates Unknown,Unknown Jonathan del W

08/19/2020 4581364 Cigna NAO Appeal Foster Care PMC Surgical Associates Lankford, &shley Jonathan del Wi

08/19/2020 4581363 Claim Inquiry Claim denied as non-p MultiPlan Network PMC Surgical Associates Lankford, &shley Jonathan del Wi

08/19/2020 4581362 Cigna HAD Appeal Clinical Review Aurora Medical Group UNKNOWN, UNKNOWN Jonathan del Wi

06/15/2020 Data Maintenance Add a Practitioner via # MultiPlan Network ‘Wound Care Associates Unknown,Unknown Jonathan del vi

06/04/2020 Credentialing Status ~ Request More Info MultiPlan Network Morth Shore Long Island Jew Abrashkin,Karen Jonathan del Vi

05/26/2020 Credentialing Status - Application Status MultiPlan Metwark Columbia St. Marys, Inc. {CS King,Adam Jonathan del W
Viewing 1-10 of 110 Page 1 of 11 >
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Data Field Description

Created On Available when viewing the Open Service Cases tab.

Indicates the date the service case was originally created.

Service Case # The unique identification number used to track the service case.

Note: To view detail on a service case, double-click the

service case number in blue.

Inquiry Type The issue type that was selected when the service case was created.
Reason for Inquiry Classifies the issue type into a particular category.

Network The Network that was selected when the service case was created.
Group Name The name of the group is captured when applicable.

If not applicable, the group name column will be blank.

Provider Name Practitioner’s first and last name or the facility/ancillary name the service

case is related to.

Created By Name of the user who created the service case.

Reopened On Available only when viewing the Open Service Cases tab.

If the service case was previously closed and then reopened, the date the
service case was reopened will be displayed.

Closed Case Data Fields

View Service Cases

Open Service Cases Closed Service Cases

I Closed On  Service Case # Inquiry Type Reason for Inguiry MNetwork Group Name Provider Name Created By I
s —————————————————————

Data Field Description

Closed On Available when viewing the Closed Service Cases tab.

Indicates the date the service case was closed.

Service Case # The unique identification number used to track the service case.
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Data Field Description

Note: To view detail on a service case, double-click the

service case number in blue.

Inquiry Type The issue type that was selected when the service case was created.
Reason for Inquiry Classifies the issue type into a particular category.

Network The Network that was selected when the service case was created.
Group Name The name of the group is captured when applicable.

If not applicable, the group name column will be blank.

Provider Name Practitioner’s first and last name or the facility/ancillary name the service

case is related to.

Created By Name of the user who created the service case.

Search Service Cases

’ Introduction

Search Service Cases option from the Customer Service drop down provides the ability to search for
existing service cases by the unique service case number, or by searching with a variety of service case
details.

Search Service Cases

Service Case # (Case Created From Case Created To Provider TIN  Provider Name Status
m/d/yyyy i m/diyyyy E All ), SEARCH

Enter the search criteria in one or multiple fields then click the Search button to generate results.

Data Field Description

Service Case # Enter in the unique identification number to generate results. If a service

case number is entered, there is no need to add additional search criteria.
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Data Field

Description

Note: If a match is found, the screen will automatically

open to the Service Case Details screen.

Case Created From

Case Created To

Enter a date range that the service case was created or reopened on.

Provider TIN

Enter the TIN that was used to create the case.

Provider Name

Enter the practitioner’s last name or the facility/ancillary name that the

service case was created for.

Note: When searching by last name then first name a

comma is required between the last and first name.

Example: Smith, John

Status

Results can be narrowed by searching for service case status All, Open,
or Closed.

Note: The system default is All, meaning both Open and
Closed.

Search Service Cases-Results

Search results will vary depending on if no results are found, if multiple results are found, or if only one

result is found.

No Results:

If no results are found, the No Results message will be displayed.

Search Results

& No Matches Found

Mo matches found. ¥ou can try your search again
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Multiple Results:

If multiple results match the search criteria each case will be displayed. To view the case details, double-

click on the desired Service Case # in blue.

Search Results

Viewing 1-4 of 4 Page 1 of 1

Created Service Reason for Group

On Closed On  Case # Inquiry Type Ingquiry Network Hame Provider Name TIN Created By
10/9/2020 4581744 Credentialing Status - F Apphcation Status MultiPlan Network Individual Agreem 9-99553959  Jonathan del Valle-TNG
18/ 2020 4581680 Data Maintenance Add a Practitiener vit MultiPlan Network Wound Care Assoc Unknown,Unknown Jonathan del Valle-THG
S/ 22/ 2020 4881480 Claam Inquiry Claim denied as non- Multiflan Network Columbia 5t. Mary §5-99555%%  Jonathan del Valle-THG
8/22/2020 4581477 Data Maintenance Update an Address  MultiPlan Network Wound Care Asso: Unknown, Unknown Jonathan dal Valle-TNG

Note:

¢ Notes listed in yellow, with a caution icon

= indicate a new note has been

added. This note may have been added by the MultiPlan Representative, or by the

Provider Portal User.

e Once the notes are reviewed the icon will no longer appear.

Single Result:

If the search criteria generate a single result, then the screen will automatically open to the Service Case

Details screen for that service case.

Service Case & 4028314

b= BACK TO RESULTS
For serdoe cases related to Workers' Compensation and Auto Medical, the term “dlalm® refers to “biIr

Basic Information Nates

Status Open
Created On
Created iy
Recpaned On L
Remperied Reason [T
original Servdoe Case #
Related Service Case #s
tnquiry Typa

Bisason for Inquiry
Pricity

Betwork

Added By
this s another test rote

prvEtandard
MiltiFlan Hetwork

Indguiiry Description

This case is on behalf of the practitioner:

The prcrvidir pertal ude selbctid That thi practitionss “Individual Agrement” s
invodved in this case.

This i§ & test

= REFRESH

B2AT M ET 04/07/ 2016

J ADD NOTE

Authenticated Provider Portal User Guide — October 2024

60




~iMultiPlan.

Service Case Details

’ Introduction

To review a detailed description of case information and case status view the Service Case Details.

Note: It is possible that information has changed, compared to what was originally
submitted when the service case was created.

¢ If a MultiPlan representative changes the Product or Provider information, then the
new detail will be displayed.

A MultiPlan representative can add or delete claims and attachments.

New notes may be added, but existing notes cannot be modified.

Service Case # 4581744

s BACK TO RESULTS

ca cases related to Workers” Compensation

and Auto Medical, the term “claim” refers

o "l

Basic Information

Status

Created On

Original Service Case ®
Related Service Case #s
Inquiry Type

Reason for Inguiry
Priority

Network

Inquiry Description

Created By Jonathan del Valle-THG
Reopened On NiA
Reopened Reason LT

Basic
Information

MNotes

No Notes Available

Notes

4 REFRESH

y ADD NOTE

Provider Information

Provider Type Practitioner

TIN

NP1

Group Name
Provider Mame Mckeon, Briar
Address. &

ity NiA

State

Zip Code

Provider

Information

Claim Information

D05 Admit
Patient Name M

Total Charges MfA

Claim

Information

Attachments

Added

O Name Added By Size

10/%/202 st Jonathan del Valle-TNG 45 bytes ( Attaohments
4 REFRESH
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Data Sections Description

Basic Information This section contains basic service case information including:

e Status of the service case

e Date case was created

e Name of the user that opened the service case

e Date a closed service case was reopened

¢ Reason the closed service case was reopened
Also includes:

e The original service case number

e Any related service cases

e Inquiry type

e Reason for Inquiry

e  Priority

e Network

e Inquiry Description

o When a service case is created on behalf of a practitioner
an automated message will display within this section
notifying MultiPlan staff the case is on behalf of the

practitioner to ensure proper handling of the case.

o For longer descriptions, click View More to see the entire
description.

Notes This section lists the notes created by the Provider Portal user as well as

notes created by MultiPlan.
¢ Notes are listed in order of the most recent on top.

e The individual that entered the note will be displayed in the

following format:
o Added by: First Name Last Name
o Example: Added by: John Smith
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Data Sections

Description

e Notes entered by MultiPlan will be displayed in the following

format:
o Added By: MultiPlan

e Select the Add Note button to add a new note. This option is

only available for cases that are in an open or reopen status.

Provider Information

This section lists the provider information.
o Provider Type, practitioner or the facility/ancillary
e TIN
e NPI
e Group Name (when applicable)
e Provider Name

e Address information

Claim Information

This section lists the claims that have been attached to the service case.

This view provides basic information.
e Date of Service/Admit Date
e Patient Name

e Total Charges

Attachments

This section contains a list of documents attached to the service case

through the Provider Portal.

This section allows the ability to view the attachments that exist in both
Open and Closed Service Cases.

Service cases that are in an open status allow for adding a new
attachment. This option is only available for service cases that are in an

open status.
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Add Note to an Existing Service Case

’ Introduction

Follow the steps below to add notes to an existing service case.

Note: Notes can only be added to Open service cases.

Step Action
1. Locate the desired service case via any of the search service case options.
2. Once in the service case details, locate the Notes section and click the Add Note button.
Notes
Added By 3:46 PM ET 10/09/2020
Test Note
& REFRESH & ADD NOTE
3. Enter in the desired text and click the Add Note button.
Add Note
Testing adding a note.
CANCEL | ADD NOTE

Note: Spell or grammar check is not available, therefore using a program that
has those features and copying and pasting from it into this field may be
helpful.

The new note will appear at the top of the notes section with the time and date within the

service case details. The date and time will be listed in the Eastern time zone.
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Step Action

Motes

Added By 3:48 PM ET 10/09/2020

Testing adding a note.

Added By 3:46 PM ET 10/09/2020

Test Note

Add Attachment to an Existing Service Case

‘ Introduction

The Provider Portal can accept the following file types and corresponding maximum file sizes:

File Type | Max Size | File Type | Max Size | File Type | Max Size
.DOCX 50 MB .PDF 50 MB JPG 10 MB
.DOCM 50 MB .DOC 50 MB .MDI 50 MB
XLSX 50 MB ZIP 50 MB .PNG 10 MB
XLSM 50 MB XLS 50 MB .RTF 50 MB
XLSB 50 MB TIXT 50 MB .BMP 10 MB
.TIF/.TIFF | 50 MB HTM 10 MB .GIF 10 MB

Follow the steps below to add attachments to an existing service case.

Note: Attachments can only be added to Open service cases.

Step Action

1. Locate the desired service case via any of the search service case options to locate desired

case.
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Step

Action

Once in the service case details, locate the Attachments section and click the Plus Sign

button to add attachment.

7 REFRESH

Attachments — 0
Added
On Name Added By Size
10/9/2020 usertxt 48 bytes

Upload Document

Choose File |[No file chosen

CANCEL

UPLOAD & SAVE

A new screen will appear. Click the Choose File button in the Upload File(s) screen.

Locate and select the desired document to be attached to the service case details.

Then click the Open button.

€ Open
4 & + Engeldinger, Angel »
Organize » MNew folder
" -
# Quick access £iseo
I Desktop
& Downloads '
< Documents Links
&= Pictures
Angel
Projects 4
Provider Port o Searches
LIS P Y RNC - v
File name: .groups

30 Objects

MicresoftE
dgeBackup
H

Videos

AppData

J

Music

groups

; _.

Contacts

‘&

OneDrive

NTUSER.D
AT

[
Desktop

Qutlook
Files

user

w O

-

Documents  Downloads

—

Pictures Roaming

W

All Files

9 »
o @
Favaorites

Ll 4

Saved
Games

Cancel

The document address will be auto filled in the browse field. Click the Upload button to

attach the selected document to the case details.
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Step Action

Upload Document

* [| Choose File | groups.txt ]

CANCEL UPLOAD & SAVE

When the attachment confirmation notice appears, click the OK button.

=

@ Information

Successfully uploaded file user.txt (48 bytes)

OK

Newest attachment will be located at the bottom.

Attachments
Added
on Name Added By Size
10/9/2020 usertxt Jonathan del Valle-THNG 48 bytes
10/9/2020 Groups. bl f— Jonathan del Valle-TNG 2 KB

% REFRESH

To attach multiple documents to the case details, repeat steps 2-6.

View an Attachment in an Existing Service Case

‘ Introduction

Attachments that are uploaded to a service case can be viewed in both open and closed service cases

Follow the steps below to view an attachment in an existing service case.
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Step Action

1. Locate the desired service case via any of the search service case options to locate desired
case.

2. Once in the service case details, locate the Attachments section and click on the desired

attachment name.

Attachments
Added
on Mame Added By Size
10/9/2020 usertxt Jonathan del Valle-TNG 48 bytes
|10;‘9;‘2020 groups.xt | Jonathan del Valle-TNG 2 KB
3. In the prompt either click Open to view or Save to save the attachment.

Reopen a Closed Service Case

‘ Introduction
There are times when a closed case will need further review by MultiPlan. The Provider Portal has a

feature that allows for reopening a closed service case rather than creating a new case. Follow the steps

below to learn how to reopen a closed service case.

Step Action

1. Locate the desired service case via any of the search service case options to locate desired
case.

2. Once in the service case details, locate the Status field in the Basic Information section.

Verify that the status of the service case is Closed and has the Reopen icon displayed

Basic Information

Status Closed » Reopen

3. Click the Reopen icon.

% Reopen

The system will display the following message:
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Step Action
>
Select Reason
o
In order to reopen this service case you must select a
N reason.
- Select One - El
=
CANCEL ., REOPEN
<
4. A reopen reason is required in order to reopen a service case.
Use the dropdown menu to select the appropriate reason.
k3
- Select One - E2
- Select One -
Additional Information received
Additional Payment not received
Adjustment required
Complaint received
Request a clarification on the resolution
Important: If Surprise Bill (Federal) — Initiate IDR is selected as the reopen
reason, users will receive the below error message and will not be allowed to
reopen the service case.
Select Reascn
In order to reopen this service case you must salect a reason.
& Open a new service case to initiate Arbitration/IDR for Federal Surprise Bill |
* [Gurprise Bill (Federal} - Initiate IDR___+]
CANCEL
5. Click the Reopen button.

. REOPEN
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Step

Action

Once the case is reopened, the following fields will be updated:
e Status: Indicates Open
e Reopened On: Auto populates the date the service case was reopened
e Reopened Reason: Displays the reason selected during the dropdown process.

e Notes: A note will be auto generated to indicate that the service case has been
reopened.
Note: If a service case is reopened, it is recommended to add a detailed note
to explain why the case was reopened. This will ensure the service case is

handled appropriately.

]

Add Note

Add a detailed note|

CANCEL ADD NOTE

Notes

Added By 11:45 AM ET 04/26/2016
Add a detailed note

Added By MultiPlan 11:44 AM ET 04/26/2016
Case has been Re-openad
Sent to:
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HELP & RESOURCES TAB

’ Introduction

Help & Resources tab provides access to various documents that are helpful in completing an inquiry.

Using the Portal Take Action

For further assistance, please view our User Guide.
_ */ Add a Provider to your group - Download an application
| Provider Portal User Guide i

Search for a participating_provider for your patient &
Last updated June 2018, 2.20 MB

*! Download Credentialing Forms

FAQ
Learn About MultiPlan
¥ Surprise Bill (Federal NSA) - Open Negotiation and Learn about gur preducts &
Arbitration/IDR Download our Provider Handbook @

* Service Case
v Claim
* Demographic

' Miscellaneous

Data Field Description

User Guide Download or view the Provider Portal User Guide.

Download Guidelines & | Access to the Provider Portal - Administrator Guidelines and Terms.
Terms for Portal

Administrators

FAQ Provides answers to frequently asked questions about the Provider Portal

as well as MultiPlan.

Take Action Download applications to add a practitioner to the group and download the

most common credentialing forms.

Learn About MultiPlan Learn about MultiPlan's products and download the most current version

of MultiPlan's provider handbook.
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Using the Portal Section

’ Introduction

The Using the Portal section allows to download or view the user guide and guidelines and terms for

portal administrators. Both of these items are PDF and to access them use the most current version of

Adobe. When clicking on these links, the guides open in another window.

Using the Portal

For further assistance, please view our User Guide.

Xl provider Portal User Guide
Last updated March 2015, 5.62 MB

% Download Guidelines & Terms for Portal Administrators

Provider Portal User Guide

The Provider Portal User Guide is available to download or view depending on need.

o Important:
e The user guide is updated from time to time. When using a downloaded version,
review that version periodically against the version in Help & Resources to ensure the

most current version is being utilized.

e The last updated information is an easy way to check as it should match the date on

the title page of the user guide.

Guidelines & Terms for Portal Administrators

The Guidelines & Terms for Provider Administrators is available to download or view depending on need.

This guide will help Portal Administrators understand the role and what is expected.

FAQ Section

‘ Introduction

The FAQ section allows to review frequently asked questions and their answers. There are four topics,

Service Case, Claim, Demographic, and Miscellaneous.
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FAQ

v Surprise Bill (Federal NSA) - Open Negotiation and
Arbitration/IDR

' Service Case
v Claim
' Demographic

' Miscellaneous

Click on the triangle to open the topic to reveal the question.

= Surprise Bill (Federal NSA) - Open Negotiation and
Arbitration/IDR

Q: How do I know if the payor is using MultiPlan for Arbitration/IDR?

Q: What email should I use to list as a point of contact in the CMS portal?

Service Case

Q: Can I include claims, EOBs, or other supporting material with the cases I
submit?

Q: I received notification that my case was closed; however, upon review I found
that it is not resolved. How do I reopen my case?

Q: My request pertains to more than one network; however, I am only allowed to
choose one network when submitting my request online. Which network should I
choose and how do I ensure that all networks are addressed in the resolution?

Q: Why do I need to enter my basic information (provider name, TIN, etc) every
time I open a service case? Shouldn't MultiPlan already have that information tied
to the account I created?

» Claim
» Demographic

' Miscellaneous
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Then click the question to reveal the answer.

= Surprise Bill (Federal NSA) - Open Negotiation and
Arbitration/IDR

Q: How do I know if the payor is using MultiPlan for Arbitration/IDR?

If the proposal agreement that was sent to you during the open negotiation period
indicates that Arbitration/IDR should be submitted via provider.multiplan.com, then the
paycr is using MultiPlan for Arbitration/IDR.

Q: What email should I use to list as a point of contact in the CMS portal?

- Service Case

Q: Can I include claims, EOBs, or other supporting material with the cases I
submit?

Yes, we encourage you to send us claims, EQBs and other supporting material pertinent
to the inquiry. After the case is created, a confirmation screen will display with the option
to upload or fax the document(s).

= Uploading your documents is recommended for fastest service. If faxing, we
recommend that you use the fax cover sheet that is available for download on the
confirmation screen because it is pre-populated with the information needed for
MultiPlan staff to upload it to the case you just created. If you use a different fax
cover sheet, please include the full group or provider name, tax ID number and,
most importantly, the corresponding service case number.

Q: I received notification that my case was closed; however, upon review I found
that it is not resolved. How do I reopen my case?

Take Action Section

‘ Introduction

The Take Action section allows to add a practitioner to a group and download the most commonly used
credentialing forms. These items are PDF and to access them use the most current version of Adobe.
When clicking on these links, the applications and credentialing forms open in another window. The

search for a participating provider for a patient link goes to the Provider page at MultiPlan.com.

Take Action

P add a Provider to your group - Download an application

Search for a participating provider for vour patient &

' Download Credentialing Forms
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Click on the triangle to open the topic to reveal the applications and credentialing forms.

* Add a Provider to your group - Download an application

Arkansas

Colorado

Illinois

Louisiana

Cklahoma

Mevada

MNew Jersey

Morth Carolina

Mississippi

Texas

West Virginia

CAQH (DC, IN, KY, MD, OH, VT, KS, MQO)
CAQH Application for all other states
Multiplan Standard Application for all other states

Search for a participating provider for vour patient

* Download Credentialing Forms

Arizona State License Supplement

Professional History and Attestation Supplement
Release Of Information

TIN Authorization Form

Then click the desired application or credentialing form. This allows for downloading and can be saved,
printed, and attached to a customer service case if needed.

‘a Muhlplalq Profissional History and Artestation Suppemsent

Fheass mmplens L Voo o U Farn. Do il rmet meill 3T 1 TASSRSRRE o ot [0 Biond 0 58 v | ] B M 13 e S
prrEsied Ty L. 1 om evd wsstranes ooy s dorm. pheue cal o Servire izt Deprmes o 100550 7040

Werars |

Firase dewcribe b Lot fam (1 vean of 1o rphovment ot coad oon Pleaw bl mid o sgpbeasan 1 brel apleanos of v g of 52 mosd. of
s * Pieise soke il pom appleation eimsdl b procrned i menld ind s spocie detal b ol provided
e Tk | Fepm T lroi.?l == |

Fraw
ey | P Tk | Fopm = T'j .f
e e Tl Topm R I'“nT »Ia:: -CT
T TR Tl Fopm T T = — -

Open the application form from the desktop, click the sign-add text icon. A navigation bar will appear on
the right side of the page, click the Add Text option under the | Need to Sign drop down feature.
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APPENDIX

Document Versions and Updates:

Document

Version

ServiceNow
Ticket #

Date

Editor

Description

V6.5

TASKO0878251

October 2024

Peggy Harmon

Updated images,
verbiage and formatting
as needed for October

release.

V6.4

TASK0841655

June 2024

Peggy Harmon /

Erica Douglas

Updated images,
verbiage and formatting
as needed for June

release.

V6.3

TASK0800269

March 2024

Peggy Harmon

Updated images,
verbiage and formatting
as needed for March

release.

V6.2

TASKO0770012

December 2023

Erica Douglas

Updated verbiage and
formatting as needed for
December release.

V6.1

TASK0717851

July 2023

Peggy Harmon

Updated images,
verbiage and formatting
as needed for July

release.

V6.0

TASK0674544

March 2023

Peggy Harmon

Updated images,
verbiage and formatting
as needed for March

release.
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