Submit claims disputes online and view status

A dispute is a request to reconsider a claim that has been denied, adjusted, or contested. *

What you'll need to get started:

* Username and password to login to your Provider Connection account.

* Accesstoclaimsdata.
e All Account Managers have access to claims data.

* Account managers can enable claims access for Users at Account
Management > Manage user accounts.

*  Youmust be linked to theTax ID (or SSN) and Provider ID (TIN/PIN) of the claim for which you
are searching.

*  Newdispute, not previously filed with Blue Shield.
*  Claim number(s) and supporting documentation.

*  Email where you will receive automated notifications.

* Do not usetheonlinedispute functionality to attach documents to a finalized claim. Click the link provided to

access instructions for this activity.

*  For dispute fundamentals, go to Claims issues & disputes and scroll to Learn more about the dispute process.
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https://www.blueshieldca.com/bsca/bsc/public/common/PortalComponents/provider/StreamDocumentServlet?fileName=PRV_Attach-Docs-to-Finalized-Claims.pdf
https://www.blueshieldca.com/bsca/bsc/wcm/connect/provider/provider_content_en/claims/pdr/claim-issues

Table of contents

There are four steps (screens) to filing a claim dispute online. You will enter:
1. Claiminfo
2. Disputeinfo
3. Contactinfo
4. Andthenreview your entry and submit.

Disputes can be filed for a single claim or multiple claimsin a bulk dispute for the same type of
issue. Use the table of contents below to navigateto instructions foreach option.

___ nstuctions | Pages _

Locatetheclaim 3
Dispute a single claim decision: Steps 1-4 5-10
Bundle disputed claimsin a bulk file: Step 1 (Steps 2-4 same as above) 11-14
View dispute status: For claims submitted online and by mail 15
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Locate the claim using Check claim status

1. Logintowww.blueshieldca.com/provider.

2. Click Claimsin the top menu, then click Check
claim status.

3. Enter datainto one ormore search fields and
click Search3.

4. Results will display in the table below the blue
header. Click the claim number that displays
under this column.

5. The Claim detaildisplays. Click Resolve claim
issue or dispute.
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Possible next steps:
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http://www.blueshieldca.com/provider

Access theonlinedispute form

6. The Resolving a claim issue pop-up displa

includes other options for consideration before

you initiate a dispute.

7. To continue filing your dispute online, click
online dispute form.
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Resolving a claim issue

We may be able to help with a claim issue before you
file a dispute. If your claim has been denied or not
paid in full, here are your options.

Correct a claim

Submit corrected claims within 30 business days of recleving
the notice about missing Information. If you are responding
10 a request for additional Information, you can attach
documents to a claim online.

Contact Provider Services

If you have questions about a claim, contact Blue Shield of
California Provider Services. You can Inquire about a claim
status, corrections, payment rules, and more by phone or in
writing.

Dispute a claim decision
We take your concerns serlously and resolve disputes within

45 buslness days of receipt. If you consider it necessary to
file a dispute, use ouf online dispute form. -

Cancel




Dispute process — Step 1: Claim info

Claim information screen

1. Claim details display.

* Theclaim number willautomatically
populate. You can enter a new claim
number and click Update if desired.

* Filing a dispute for one claimis the default
selection.

* To see additional details about the claim,
click View more.

2. Click Next.

The Dispute infoscreen displays — see next
page.
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DISPUTE A CLAIM DECISION

Claim info Dispute info

Claim information

Check that you have the right claim number. Add claims to bundie with your dispute if

Enter claim number(s)

000345348900

Upload a file

Update

@ Dispute(s) exist for this claim:

Claim details

Do you have similar claims

000345348900
Member X
ANS919121585
09/23/2022-09/23/2022

$50.00

to bundle with this dispute?

© No. I'm disputing one claim decision.

O Yes

necessary.




Dispute process — Step 2: Dispute info

Dispute information screen

3. Describethedispute and your expected
outcome.

4. Review and answer the question(s). Questions
will vary depending on the type of claim you
are disputing. Your answers will help route the
dispute to the correct team.

5. Attach supporting documentsin the order you
would like them reviewed.

» Select up to five (5) files at a time for a
total of 20 files.

File File size Max # of
types (per file) files
PDF,
excopt Blvacard Excel, | 50 MB 20
P Word
BlueCard PDF 10 MB 20
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Dispute process — Step 2: Dispute info (continued)

6. Afterdragging/droppingorselecting your
supporting documentation, a pop-up box
displays for each file.

7. Select atype for each file, then click Attach.
Options are:

* Medicalrecord
* Contract/pricing
* |temizedbill

* Other, with afield to add a description

8. Click Next document until you have identified
all document types.

9. Alldocumentswillload in the supporting
document section.

10. Click Next.

The Contact infoscreen displays — see next
page.
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Attach documents (1 of 4) Attach documents (4 of 4)

What type of document are you attaching? What type of document are you attaching?

D supporting-doc-4 . docx_ (1.91KB)

Medical record | Other

Next document > Enter document type
another type
conee

Attach supporting documents *

(PDF, DOC, XLS. 50MB max, up to 20 files total)
All documents will be scanned for viruses.

Drag and drop up to 5 files at a time or

- [ EXAMPLE - ftemized bill for Patient XYZpdf. (15220 k8) Itemized bill remave I

. D EXAMPLE - Med record for Patient XYZ pdf (19220 k8) Medical record Remove m'

< Back to claim info n e




Dispute process — Step 3: Contactinfo

Contactinformation screen

DISPUTE A CLAIM DECISION

1. Make edits to contact information if necessary. © © o :
Claim info Dispute info Contact info Review

* Provider contact information can be

updated in your Provider Connection Contact information

profi |e SO th Ot CO rrected info rm CltiO n You'll be notified at the email prov'\daii:;?;e;na;fon\j:fe\fls:iir:lj::‘j:d determination letters are ready to
populatesin the future. E
* Ensurean emailaddressis included so o ] =
that you receive notifications when e
dispute related documentation —
acknowledgement, determination, dispesadomaincom
update, etc. — is accessible on Provider We recormmend large providers with multple Tax s usé a declcated eral &.. o
Connection. n I
12. Click Next. 1534 Mission Street

Suite/Floor/Apt.

The Review screendisplays — see next page. i
Sén Francisco

7P code
94110

< Back to dispute info n o

CcA v
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Dispute process — Step 4: Review

Review screen
DISPUTE A CLAIM DECISION

(4]

13. Review your submission in full.

* |f needed, click Edittoreturnto a
specific step and make changes. Page

Review

back by clicking the Next button.

14. Click the checkboxto consentto receiving
electronic correspondence by email.

* Medicare note: If you are not contracted
with Blue Shield and you are submitting
a Medicare dispute for adenied claim, a
waiver of liability checkbox — CMS
required — will also display, which you
must check.

15. Enter your fullnamein the electronic
signature field and select or enter the date
in this format: MM/DD/YYYY.

* Note: Your e-signature must be an
EXACT match ofthe name enteredin
the Contact Information section.

16. Click Sign and submit.
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Dispute process — Submittedscreen

17. A confirmation screen displays with a case
number for the submitted dispute.

DISPUTE A CLAIM DECISION

©

* Foreach dispute youfile whether initial
or final, a new case number is assigned.

* Adigital PDF copy of the dispute

Dispute submitted

g e n e rOteS With i n -l 5 m i n Utes Of Thank you for submitting your dispute of 436 bundled claims.
submission.
Your new case number is
ag g 230760000271
* Forabulkfiling, onecaseis
created with an i e ey o o s o 2 S e e
ac kn OWIedg emen t an d We'll notify you at the email provided when:

« Your acknowledgment letter is ready to view on Provider Connection (2 business days)

determination letter.

« Your dispute has been resolved and your determination letter is ready (45 business days)

* Alldispute-related correspondence s
available online under Submitted A o

disputes.

* The View alldisputesbutton will take
you directly to Submitted disputes.

Next page: Bundle disputed claims in a bulk file.
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Dispute process — Step 1: Bundle disputedclaimsin a bulk file

Bulk submission bundling rules

* Non-contracted providers cannot submit
Medicare claims via a bulk file — they must be
submitted individually.

* Bundle claims by plan type — do not mix plan
types. (i.e., claims for Commercial and FEP
members cannot be bundled together)

* Allclaimsin a bulk dispute must be for the
same or similar issue.

= For FEP and BlueCard bulk submissions,
all claims must be for the same or
similar issue AND the same member.

The option to bundle claims is on Step 1:
Claim Information screen. To bundle:

* Enteror copy/paste claim numbers up to 50

OR

* Createanduploada CSV file up to 500
claims.
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Enter claim number(s)

000345348900

o)

0

Claim details

DISPUTE A CLAIM DECISION

Claim information

eck that you have the right ciaim number. Add claims to bundie with your dispute if

necessary.

Upload a file

000345348900
Member X
ANS919121585

Do you have similar claims to bundle with this dispute?

@ No.I'mdisputing one

() Yes

claim decision



Dispute process — Step 1: Bundle disputed claims up to 50

Enter or copy/paste claim numbers up
to 50.

1.  Changethe default from No to Yes. The
Enter claim numbers field displays.

2. Enterorcopy/paste claim numbersinthe
left-hand column.

3. Click Add. Each claim populates on theright.

a) Avyellow banner will display if your
claim attachment does not comply
with the bulk bundling rules. You can
click the Xto remove non-compliant
claim(s), or they will be removed for you
when you click Next.

4. Click Next.

* The Dispute infoscreen displays.
Continue to Step 2: Dispute info.
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Do you have similar claims to bundle with this dispute?

f\__) No. I'm disputing one claim decision. n

ou have more, upload a file,
Claim £ Plan type Service from Member name Billed amount
1. 000345354800 Medi-Cal Promise 091172022 Last, First $1.900.00

@ One or more claims can't be included with this dispute. If you've added claims of different plan types, you'll be asked to remove them

u have more, upload a file n

Claim # Plan type Senvice from Member name Bllled mour t
1 000345354800 Medi-Cal Promise 09/11/2022 Last, First - $1900.00
2. 230000674000 Commer rcia 09/012023 Lastn, Firstn $1,000.00 *

Do



Dispute process — Step 1: Bundle disputed claims up to 500

Upload a bulk file

Create a CSVfile of claims you are disputing.

1.

2.

Click the Upload a file tab.

Drag/drop or select to upload the CSVfile
containing the claim numbers you are
disputing.

* CSVinstructions: In Excel, export or save
your file as a CSV (comma-separated
values) file.

= |nclude claim numbers in the first
column and a header row at the top.
In the header, label the first column
Claim number or ICN. Claim numbers
from the first column of your list will
be checked against our records.

* To confirm plan types on your claims list,
upload a CSV file.

=  We'll return your list with plan types
identified. You can then organize your
list by plan type to submit for
processing.
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DISPUTE A CLAIM DECISION

o 2 3 4

Claim info Dispute info Contact info Review

Claim information

Check that you have the right claim number. Add claims to bundle with your dispute if

necessary.

Enter claim number(s) Upload a file

Claim information

Check that you have the right claim number. Add claims to bundle with your dispute if
Y g y

necessary.

Enter claim Upload a file

number(s)

All claims in a bulk dispute must be for the same or similar issue. We also ask that you bundle
claims seperately for different plan types, for example Commercial, Medicare and Promise Medi-
Cal. BlueCard and Federal Employee Program (FEP) claims may be bundled only if they're for

services provided to the same member.

Attach a comma delimited CSV file with up to 500 claim numbers. Get CSV instructions

Drag and drop a pre-formatted CSV file here or
B



Dispute process — Step 1: Bundle disputed claims up to 500 (continued)

3. The Claims list accepted message displays.

Note, if the attached claims do not comply with
bundling rules, a “Some fixes are needed”
message displays — see example. To address:

a) Download your submitted CSV file.
Claims will be labeled by plan type to
help you sort and separate them. Save
the corrected file(s).

b)  Clickthe Xto removethe original CSV

file with the errors and activatethe
Select afile button.

c) Drag/drop or select to upload the
corrected CSV file. If no additional
messages display, the Next button will

activate.

4.  Click Next.

* The Disputeinfoscreen displays.
Continue to Step 2: Dispute info.

Enter claim number(s) Upload a file
All claims in a bulk dispute must be for the same or similar issue. We also ask that you bundle claims seperately for different

plan types, for example Commercial, Medicare and Promise Medi-Cal. BlueCard and Federal Employee Program (FEP)

claims may be bundled only if they're for services provided to the same member.

Attach a comma delimited CSV file with up to 500 claim numbers. Get CSV instructions

Drag and drop a pre-formatted CSV file here or

[ 44claims-Medi-Cal-SierraHospital csy - (052 kg) Claims List X

© Claim list accepted
We processed your file and were able to match 44 out of 44 claims on your list to our plan records. You submitted
« 44 Promise Medi-Cal claims
) fi ded” I
ome TiXes dre neede exampie

Drag and drop a pre-formatted CSV file here or

D 1577claims - 1col - with notes.csw (5012 k8) Claims List X n

(@ Some fixes are needed

We matched 1577 out of 1577 claims on your list to our plan records. But some of the claims are for different plan types
and we cannot process them as part of the same dispute. Here is a breakdown of the different plan types. You'll need
to reupload them separately. You submitted:

» 1513 Commercial claims — /imit to under 500 for a bulk submission

* 5 Shared Advantage claims

» 11 Medicare claims

* 44 Promise Medi-Cal claims

= 1 Medicare claim — requires signed waiver of liability and must be submitted separately

* 1Promise Medicare claim — this claim can't be disputed online

= 2 Promise CalMediConnect claims — this claim can't be disputed online

Download the CSV file to see notes

’ Ca“‘:E] m
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View the status of submitted disputes

1. Click Claim issues & disputes from the
Claims section’s blue sub-menu bar after
log in.

2. Click View my disputes.
3. Enter datarelated to the dispute(s) in one

or more fields and click Show results.

* New field: Search by method of
submission: Online (by me), Online (by
others), By mail, and Other.

4. Results display under the light blue banner.

* Clickthe arrowin acolumnto sort
records in ascending ordescending
order.

5. Click the dispute case number to access
dispute case details including letters.

blue § of california

loibdity & Authorizations Claims - 1

ber @ Provider Connection

california

Real-time
dlaims

How to submit desoz)‘mmng

_ Check daim Manage electronic Fee
i claims I’ status transactions schedule

File a dispute online

Claim issues &

disputes

(8)
\o/

education

Policies &
guidelines

|y Submitted disputes
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SUBMITTaISPUTES

o

tted

il Export}
I 1
Dispute information
Disputecase [ _ Dispute [__ R o |1[ = dose S
)| Eercose s |~ et status V| Dispute received | 04/27/2019 r 01/02/2024
Dispute type | Select dispute type v [Submmeu Enter method v ]
Claim information
| Mo !
Claim number | 230000655500 emberlast | - et last name Dates of service | Start date !
name
Provider | Enter provider v TaxID | Enter tax ID(s %
e @
Showing 1 dispute: Dispute received: 04/27/2019-01/02/2024 | Claim #: 230000655500
Dispute case # ¢ Provider (Tax ID) & Claim # ¢ Member name ¢ Datesof ¢ Submitted Date received ¥ Date closed ¢ Dispute ¢
service status
UCD MEDICAL GRP 14 claims Multiple Multple Online 12/13/2023

(by me)

=)

Table of contents



View the status of submitted disputes(continued)

Dispute case details screen

6. Thisscreen displays all information and Dispute case 233470000307 o) e
. . Last updated 12/13/2023
documentation connected to the dispute ’
case number you selected. Dispute details e e n
Documents [ oispute form For) 12/13/2023 Open
Claim list (csv) a Tt Date issued
a) Dispute form and claim list (if bulk hormniai i [ Acknowledgement o 12/13/2023

230000603700, 230000655700,

submission ) . Claim numbers 230000667600, 230000655500, n

230000554200, 230000504700,

230000438000, 230000440800,

b) Claim numbersincludedinthe 230000443000, 230000455000
dis pUte submission. 230000462900, 230000438300
Show less A
Provider name UCD MEDICAL GRP
c) Each supporting document Foveero Feoo
. . TaxID 0503
uploaded by you with option to
oy Uploaded d ts (1
add additional documents to an poaceceissineIe g _
. Supporting documents submitted on Provider Connection appear here. Add documents
open claim. u
Added on 12/13/2023

1. [N03-03-PDF-test-doc-2.pdf 25 ) Medical record

d) Correspondence and
determination documentation
related to the claim.
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