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Blue Shield Provider Connection Reference Guide

for Blue Shield of California Promise Health Plan providers

The Blue Shield Provider
Connection website
givesyou easy access to
the tools you need to
serve ourmembers and
support your practice.

Use thisreference guide
to learnmore.
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Reference guide directory

If you are viewing this guide online, the linked page numbers below take you to instructions for
key activities you can do on Blue Shield’s website. Use the Directory buttonat the bottom of
each page toreturnto this page. To use many of the Provider Connectionlinks provided in this
guide, you must be logged in to the website.

Page Action

3 Provider Connection website overview

[ RegisterforProvider Connection as an Account Manager
8 Account Managerresponsibilities

10 Manage my individual Provider Connection account

11 V erify member eligibility

12 Viewmemberdetails and benefit information

13 Create memberrosters

14 Locate authorizationtools andresources

15 Check claims and appeals status and access EOBs
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Provider Connection website overview

Background: Below is a high-level snapshot of how to navigate the Provider Connection website. There are multiple ways to

navigate within the site.

Instructions:

1. The top task barincludes actions
like Log in/Register, Help and site
search.

2. The white navigation bar provides
links to five site sections and the
home page. The arrow indicates
the section you are in.

3. The blue navigation bar provides
direct links for the most-used
content and tools within a section.

The section heading.

Category headingslet you
navigate to a specific area on the
section page.

6. The Additionalresourceslinks
provide contact information
(phone numbers, addresses, etc.)
for each section.

7. Each category has a description,
and when applicable, quick links to
helpful related resources.

8. The clickable boxestake you to a
page ortool.
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Real-time claims How to submit claims Claims Routing Tool Check claim status Manage electronic transactions Fee schedule Appeals & adjustments

Policies & guidelines 3

Claims

Learn how to submit claims electronically, search our Claims Fee Schedule for Blue Shield allowances, find resources on provider appeals and adjustments, and learn more about submitting claims, rules for

payment and claim status.

e Claims tools Manage electronic transactions | Facility and professional fee schedules Appeals & adjustments Policies & guidelines Additional resources 0

Claims tools =
@)

How fo submit claims Check claim status

Access tools to check claims status and submit claims, and find SO =
SeRoUringls o checoriams statty ubmit:clal L Learn about submitting claims Check on the status of a claim

mailing addresses, payment policies, fees and more.

to Blue Shield electronically.

searching by member name.
: . dates of service and more.
To learn how fo use our fools, review these materials:

[#) How o orescreen claims (PDF, 405 KB)

[*) Introduction to Clear Cisim Connection (C3) (PDF. 816 KE)



https://www.blueshieldca.com/provider/home.sp

Authenticatedtools for Blue Shield Promise providers

Background: Below is a high-level snapshot of the authenticated tools you can use from the Provider Connection website.
This guide will explain these tools in depth, so you know exactly what to do for your Blue Shield Promise patients.

+ Verify member
eligibility
« View benefits
information » Check claims and
+ Create member appeals status
rosters * Download EOBs

out | Message center | Accouf® management | Manage my profile Contactus | Help | Feedback | ‘ Q

blue §

Provider Connection Eligibility & benefits Authorizations Claims - Guidelines & resources News & education
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« Submit medical
authorizations

* View medical & Rx
authorization status

Tip: The above navigation —including Help and Search Provider Connection —is available from every page
on thesite.
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Register for Provider Connectionas an Account Manager

Background: If your organizationis new to Provider Connection, you must establish an account.There are three account
types: Provider, MSO, and Billing Service. The person(s) executing the initial registration is considered an Account Manager.

What you'll need to get started:

+ A designated Account Manager to register the account with one Tax ID or SSN. Additional Tax IDs can be
added from the Manage your Provider Connection tax IDs page. This page will be visible to the Account
Manager once the accounthas been registered.

+ Dependingon the account type, you will also need:

Provider Billing Service
e Claimsdata* e Claimsdata* * TaxIDs of the providers for
* Signed legal disclosure form whom you bill§

for service representativest

* A check/EFTnumber or claim number for one claim paidin the last three months under the Tax ID/SSN
beingregistered. If there are no claims within the last three months, the system will ask for the first name,
last name, and date of birth of an eligible Blue Shield member.

1t This form presents at the end of the registration process. It must be completed and emailed or faxed to
Blue Shield before registration can be approved. It documents yourright to access private health care
information on behalf of Blue Shield for billing or management services (for the providers you work with).

§ Blue Shield will send an automated email to the Account Manager(s) of each provider linked to a Billing
Service registration. If there is no Account Manager on record, Blue Shield Provider Customer Service will
contact the provider. The account will be activated when at least one provider has approved access to
its Tax ID(s).

Tip: Once established, the Account Manager(s) — not Blue Shield —issues usernames and passwords
for the provider organization.
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Background: If your organizationis new to Provider Connection, you must establish an account.There are three account
types: Provider, MSO, and Billing Service. The person(s) executing the initial registration is considered an Account Manager.

How it works:

+ Blue Shield determines the number of Account Managers your provider organization can register
based on your data — most will be able to have at least two.

+ When the maximum allowed number of Account Managers hav e registered, Provider Connection will
display a message.

Tips for when an account has more than one Account Manager:
*  An Account Manager registers the provider account on Provider Connection.

= Registration steps are clearly explained and should take about five minutes
to complete.

* An Account Manager creates users — users don't register on Provider Connection.

= A usershould only be created once in the system.

* A user can be connected to only one Account Manager.
= Account Managers should agree upon the users each will create, or
= One Account Manager can create all users and transfer a subset of those users to another Account

Manager.
o A usercan be fransferred from one Account Manager to anotherif the useris associated to the same
Tax IDs (TINS).
brom
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Background: You also have access to Blue Shield Promise resources and information for which you do not needtologin.

There are three ways to access non-authenticated Blue Shield Promise provider resources from Provider Connection:

1. Provider Connection home page: Scroll down to Quick links, then click the Get resources button under the Promise
provider resources section. This will take you to the non-authenticated Blue Shield Promise website.

2. Bottom of any page: Scroll to the black navigation pane, go to the Quick links section and click Blue Shield Promise
providerresource. This will take you to the non-authenticated Blue Shield Promise website.

3. Links throughout the website: Click the Blue Shield Promise links located in each section of Provider Connection (i.e.,
Eligibility & benefits, Authorizations, Claims, Guidelines & resources, and News & education). These links will take you
to specific information on the Promise Health Plan provider website.

To navigate back to Provider Connection, use your browser back button or scroll to the bottom of the screen and use the link
to Provider Connection.

Quick links

Blue Shield of California network referrals Blue Shield Promise network referrals

00l to verify  Use this 100l 10 v

lan network. Promise Medi-Cal, Me
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Account Managerresponsibilities

Background: Provider Connection gives an Account Manager administrative privileges to manage information and
access for their business.

What you'll need to get started:

+ Whenyou are the Account Manager, you will see the
Account managementlinkin the task barwhen you login.

Log out | Message center | Account management | Manage my profile | Contactus | Help | Feedback |
———

MNews & education

Guidelines & resources

+ Click Account management to access the page below,
which provides directions for everything you need to do to
execute activities that fall within the role.

Account management

Manage user accounts

Create new Provider Connection user accounts here_ Also reset passwords,
manage access to claims and eligibility information, and transfer your users to
another account manager.

Manage your user accounts

Account managers with your tax IDs

View a list of account managers in your organization registered with your tax IDs_
Use this list to identify a manager to transfer your Provider Connection users to if
necessary.

View other Sccount managers with your tax [Ds

Billing managers with your tax 1Ds

Approve (or deny) a billing manager's access to your tax IDs here. Also view a
complete list of billing managers registered with the tax IDs in your Provider
Connection account.

View billing managers with your tax IDc

Account manager's responsibilities

Account management by task: Learn where to create and manage User accounts.
keep provider information up-to-date, grant access to claims information. and
more. We also direct you to help with those tasks.

Learn about what account managers do

Manage your Provider Connection tax IDs

Add or remove tax ID numbers associated with your Provider Connection account.

Manage your tax IDs

Frovider demographic information

Update this information regularly! It appears on your provider's page in our Find a
Doctor search. Our members rely on this information, including office hours and
whether a doctor is accepting new patients.

Update your provider's information

Payment preferences

Review the payment preferences for your provider accoums. If any still receive
payment by check, learn how to switch to electronic fund transfer and electronic
remittance.

View how Blue Shield pays your provider

Your in-network plans

View a list of Blue Shield plans that are in network for your providers. Sort by plan
name or network.

View In-network plans

Promise
/ Directory
Olue @ | e | Directory |


https://www.blueshieldca.com/provider/home.sp

AccountManager online updates of provider demographic information

Background: The provider demographic and biling details screen displays information about your practice such as provider
details, languages, location details, billing information, etc. Thisinformation isreflected in Find a Doctor, the online directory for
members. Account Managers will be able to update theirinformation. Billing Managers will have view -only access.

Update your records as follows:

* Pencilicon: Edit online andthe Demographic and billing details
change will display in Provider
Connection within 30-minutes. Note < scits semograpnic summary
that changes will be reflected in Find

a Doctor in 3-5 business days. Provider details Location details
. . Provider name Jone Doctor hysical address 601 2157 Street ¥
* Memo pad: Edit online, but change o - P Cocons, Chsesr =]
. . N . rovider type General Surgery
requiresreview before dISp|OYIng. Blug Shigld provider 1D (PIN) nnine Phone: Snssssle z
PIN azsignment date 01/01/2010 Fax NI V4
National Brovider Identifier (NP{ | 23456/690 = Email N/A V4
Item S CIVGI I Gbl e for redl 'h m 9/30 - manfe Primary speciaky Cereral Surgery l—l Office hours N/A :;‘
UpddieSI Other spacialties NA [j Wheelchair access Yes V4
» Provider details: Accepting new esagting new patents 4
patients
* Languages: Clinical staff, medical Languages Additional information
I n Terp reTer Clinical staff languages English {;“ Arzas of special expertize N/A _:f,‘
+ Location details: Phone, fax, email, Medicalimerpreter anguages  NiA 7 Teleheatth capabilty N
office hours, accessibility
. Adqunol mformohon.Areos of gillivi ir TG
expertise, felehealth visits —
Billing address Sokiana. CAFLLOT
Tax ID for claims processing 123456789

Iltems requiring review:

« National Provider Identifier (NPI)
* Primary specialty

« Otherspecialty

* Physical address

P .
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Manage my individual Provider Connectionaccount

Background: The Manage my profile linkisin the navigationribbon at the very top of the Provider Connection website. It is
available from every page. The instructions below explain how to edit your profile, change a password, and other actions.

What you'll need to get started:

After you login, the Manage my profile link appears
in the navigation ribbon atthe top of the screen. Guidelines & resources - News & education -

Log out | Message center | Account management | Manage my profile | Contactus | Help | Feedback |
—

How it works:

+ From the Manage my profile page, you may edit your profile, manage email subscriptions, and change your
password.

= Your profile includes your name, email, Monage myprofie |

address and phone number, username,
and current password. Name iy Email -y
Test Userl sesssenns @gmail.com
= Email preferences: Blue Shield offers
subscriptions to improve your online
eXpel’ien ce, Wh|Ch you can ChOnge Address & phone Edit Email preferences Edit
or CO n Cel . H OWGVGF, yOU CO n ’1- OpT OUT Business address Smk: 2th street Select the Provider Connection tools you'd fike to receive information about. Note that even if
. . . . Oakland, CA 94607 you choose not 1o receive these emails, you will continue to receive information related to
of information related to policies and I sl eeianib i ion enl b
procedures’ Or IegO”y reqUired +/ Patient eligibility and benefits
C O m m U n iC G ‘I'io n S . +/ Claims billing and payment reconciliation
+/ Pre-authorization process, requests, and requirements
[} User groUp: YOU moy Olso Sign Up ‘I'o be v Maintaining my Provider Connection account
. . . . Username Edit /' Occasional surveys
included in the Provider connection e
website user group. - 7
Password Edit /' Include me in the website user group
Tip: The Message Centeris where reports are sent that cannot be generated in realtime, such as

requests for BlueCard claimsinformation.

P .
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Verify member eligibility

Background: The Verify eligibility tool lets you confirm that a patient is a Blue Shield Promise member. Data in the tool is supported

for up to two years prior to the date you search. It isupdated daily.

bIUe @ i’:’;.‘,'.‘“ Eligibility & benefits ~ Autharizations Claims Guidelines & resources Mews & education
califonic Plan

Owverview Verify eligibility Member roster Benefit summaries Prewentive health guidelines

Instructions:

1. From the Provider Connection home page, click Eligibility & benefits from
the white navigation bar.
2. Click Verify eligibility from the blue navigation bar.

1 > Eligibility and benefits > V

Eligibility farity eligibility

Verify eligibility

e SEARCH SINGLE MEMBER SEARCH MULTIPLE MEMBERS

g

Verify eligibility of a single member. All fields are required unless noted otherwise. ) Heln

Member coverage / card type

(®) Blue Shield of California / Promise Health Plan () Other Blue Plan () Federal Employee Program

To search for multiple members

* Clickthe SEARCH MULTIPLE
MEMBERS tab.

*+ You may enterupto 10
Subscriber IDs.

* Note that search by name is not

— [2) W available when using SEARCH
E o \ | E ] MULTIPLE MEMBERS.
D - o >

All Services must be a benefit of the plan and obtained while the member is e\iggan benefits. Services may be subject to referral, authorization or medical necessity requirements, which can vary based on the

member's plan coverage. Note: PPO members do not need a referral.
3. The Verify eligibility tool opens and defaultsto SEARCH SINGLE MEMBER.
4. To search for a single member, you may search by SUBSCRIBER ID or by

Last name, First name, and Date of Birth.
5. Click Search.
Tip: If norecord displays, check that the datahas been entered correctly and try again.

bl Promise
ue @ Health
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Verify member details and benefitinformation

Member name Status e e e e

Smith. Member @ Eligible ‘= Details ID Card Benefits $ Claims
Subscriber ID Date of birth Gender Member address
XXXXXXXX 06/25/1954 Male 123 MAIN STREET

SAN DIEGO, CA, 92117

LOB Region Coverage effective / start date Coverage end / redetermination date

Blue Shield Promise Medi-Cal - San IHP-SAN DIEGO FAMILY CARE 01/01/2020 07/2019 ?
Diego

Recipient PCP name Participating provider group

N/A XXX IHP-SAN DIEGO FAMILY CARE

—
.

Status: Eligibility is Greenif active.
2. Details: Detailed information including Member beneiiis
historical and future eligibility. o

3. ID Card: Click to download or print a copy of

The member’s |D COrd. Coverage period:  05/01/2020 - 05/31/2020 7) He
4. Benefits: Displays benefit information for the _ e
, Download Benefits
me mbe r S plO n . Downigad 8 spreadsheet with detalls of benefit categories in this plan. Reguires microsoft excel to open.

a. For Medi-Calmembers, you can
Download Benefits in a spreadsheet.

b. For Cal Medi-Connect members, click the
Benefits Information link to view the web e Jo o
page on the Blue Shield Promise site. Benefits information

5. Claims: Links to Check claims status tool. ———

bl Promise .
Ue @ Health Directory
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Create memberrosters

Background: Member rosters are lists of Blue Shield Promise members who hav e selected a physician
as a Primary Care Physician (PCP) or medical group. This list shows all providers associated with your
account, listed by PIN.

ve c - . . - .
california Provider Connection Eligibility & benefits v Authorizations Claims Guidelines & rescurces News & education

Promise Healih Plan

Overview Verify eligibility Member roster Benefit summaries Preventive health guidelines

Instructions:
1. From the Provider Connection home page, click Eligibility & benefits from the white navigation bar.

2. Click Memberroster from the blue navigation bar.

3. Alist of providers associated with your
account displays.

4. Click the down arrow of any listing to
see details about a provider's members.

5 . A summa ry Of mem b ers d |Sp | d y5: Physicians and medical groups can view and download the lists of Blue Shield of California and Blue Shield of California Promise Health Plan members who selected them as Primary

Care Physician (PCP) or medical group. The lists are specific to the Provider ID number (PIN). Click on the provider record to expand and see the lists available for that provider.

Search providers: Enter a practice or provider name Search (@ Help

Member rosters

Last updated at 05:19 pm, 05/18/2020

= Active members

= New members 5
= Disenrolled members FRONIDERNAME FIN PROVIDER ADDRESS IPA/ MEDICAL GROUP
= Redetermined members PROVIDER JONES fristis NA NA 0.
6. Clickany number to view a list of PROVIDER JONES _— " - R
members by category.
. . . Active Members New Members Disenrolled members Redetermined members
7. Once the list of members displays, click (5 33 5 IE 5 0

the Export button at the top right to

download/print an Excel spreadsheet. PROVIDER JONES 10033783 A NA v
You can also print from the screen, by
right-clicking and selecting Print from
your browser.

Promise
/ Directory
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https://www.blueshieldca.com/providerwebapp/roster/memberRoster

Locate authorizationtools and resources

Background: Authorizations for Blue Shield Promise medical services can be submitted online or phoned or faxed. Authorizations
for Blue Shield Promise pharmacy services are typically faxed. Authorization status for both medical and Rx can be viewed
online.

Orientation: blue @

alformio Provider Connection Eligibility & benefits - Authorizations - Claims ~  Guidelines & resources - News & education -

Th e AU Th Orlzo 1‘| o n S Sec ﬁ O n h OU Ses 1‘ h e Overview Medical authorization Medical authorization status Pharmacy authorization Pharmacy authorization status Dm-nf-nﬁ:a Blue plan emhm Polides & guidelines Authorization forms & list
AuthAccel online authorization tool. .

1. To reqguest a medical authorization online
or to view medical auth status, click one
of these links.

2. To view pharmacy auth status, click one
of thislink. Authorizations

Prior authorization Is the reguirement that & physician or other qualfled provider obtain approval from Blue Shield before prescribing a specific medication, procedure andior service.

3. Instructions for submitting and viewing horssiontocs | Manstng e sea e mermoss | Cincl ol & eines | Br aunotgonforns 1 | Addunsiesecs
medical requests (and viewing Rx o
requests) in AuthAccel are located on the
left. Additionally, they are linked to each Avthorization ook ® ”

launch page aswell asthe AuthAccel PR T —

providers Blve Shield of California
Providers can submit prior autherization reguests and check

Online Authorization System Training page. ——— e

and pharmacy authonization See If medical service

members online. Providers serving Blue Shield of California
M . N . . . Promise Health Plan members may check status of submitted i requires prior authartzstion

4. Click Policies and guidelines then click the
Medical policies & procedures box. Click Find insructons for working i AutAceel, Sue Shiek of

California’s online authorizstion system (oA

View medical policy list for Blue Shield of st et oot

QO“fOFﬂIO Promlse .I.O SeOrCh medlcol Gnd | Submitting a medical prior autherization request (PDF, 383 KB} for Blue Shield members
[ Requesting an Inpatlent autherization (PDF, 407 KB} Submit your medical requests

medication policies andrequirements. e st e e i v v

or care team (PDF. 449 KB)

5. Click Prior authorization forms and list to B Bspianes e aurriate 7. 22240
access fax forms, and to learn about ¢ memmmmm——rm e _
services requiring third-party authorization pccuestphomacy [l View phamocy odhorzaion

(e.g., National Imaging Associates [NIA]). - ot s

Click the blue box for Blue Shield Promise T e
forms or for the authorization list.

Promise
/ Directory
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https://www.blueshieldca.com/bsca/bsc/wcm/connect/provider/provider_content_en/authorizations/policy_medical
https://www.blueshieldca.com/bsca/bsc/wcm/connect/sites/sites_content_en/bsp/providers/clinical-policies-and-guidelines/medical-policy-list
https://www.blueshieldca.com/provider/authorizations/forms-lists/home.sp

Check Claims Status — Search claims and find EOBs

Background: Check claims statusis available from the home page and from the Claims section. It contains three talbs:
1) Search; 2) Other Blue plans; and 3) Appeal status. Use the Search tab to located Blue Shield of California and Blue Shield

Promise claims and related EOBs.

Instructions: You must be linked to the Tax ID and Provider ID (TIN/PIN) of the claim for which you are searching.
1. Click Check claims status. The Search tab displays with claims from the last three years with most recent at the top.
2. Enterdatainto one or more search field and click Search.

3. Resultswill display below the blue header row. To sort resultsin alphabetical or ascending/descending order, click the
desired column header and the up/down arrow once it presents.

4. Click blue text links to see more detailed information about the member or claim or to view/download the EOB.
5. To conduct anew search, click Show search to bring the search fields back, then click Start over to clear them.

{n) > Claims > Check claim status

Search Other Blue plans

Al fields are optional
Member information

Member ID/Subscriber ID/Patient number

Last name First name

Dates of service

Start date El End date =

Appeal status

Check/EFT number

Claim type

Amount paid

Status change

Claim information e

Claim/EOB number

Claim status

to| $ 000

Provider information

Provider

Provider tax ID

Provider NPI

Provider number

See the tour

Start date [ | | End date =

~ Hide search e
Showing 1-50 of 47734 claims: Dates of service 10/06/2018-10/06/2021 |8 Expo \;] Print
Claim status Claim Claim Dates of €08 Member Member ID/ Provider Amount Amount Patient Check/EFT
Updated number type service name Subscriber ID name billed paid responsibility number

IN PROCESS 000242 Medical 07/07/2020- N/A ROBERTS, 910219805-02 QUEST $3,500.00 N/A $10.41 N/A

. é 07/07/2020 DIAGNOSTICS

03/01/2021

. . . . .
Tip: When using the Other Blue plans tab to conduct a search formember claims, all fields are required

unless marked optional.Results willbe sent to the user’'s Message Center.

blue © | i
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Checkclaims status - Appeals status

Background: Appeal statusis available from the Check claims stafus tool locatedin the Claims section. (See the thirdtab.) The
tool encompasses all providers associated with the account.

Instructions:
1. Click Check claims status, then click the Appeals status tab.

2. You arerequired to enterDates of service and at least one additional search criteria — optionsinclude:
a) CS task number,
b) Claimsnumber,
c) MemberlD
For the Dates of service fields, the default is set to two years prior fo the current date, but thiscan be changed.

3. ClickSearch. Results will display below the tool. The Appeals status will be either Open or Closed. To determine
decisioning for a closed appeal, search for the claim using the claims search tool infirst tab.

{a) > Claims > Check claim status.

Search Other Blue plans Appeal status

Dates of service and one or more search criteria are required

CS task number 0 Claim number G Member ID G

Dates of service (required)
From | 10/07/2019 lﬂ‘ e To | 10/07/2021 I:I‘

Promise
Directory
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