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Quick Start

How to Access Provider Services?

Once you have created an account
and are logged into the AHCCCS
Solutions Center, you'll need to
complete the "Provider Services"
form under the “My Access” tab in
the navbar. By verifying your identity
as a provider or provider
representative, you will be able to
access Provider Services from the AHCCCS Solutions Center
"Services" button in the main menu.
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Qu |C k Sta rt e Check your email for a verification code and use it
0 Go to the AHCCCS Solutions Center: to create your account. ,
https://servicenow.azahcccs.gov/gsp
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User Details

Email Address

Help us beat the bots

X
5
)

AHCCCS Solutions Center

e FOl IOW th e 1:"“\ Access My Requests o
prompts to
C reate yo u r MY CASES » SERVICES NEWS
account.
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https://servicenow.azahcccs.gov/gsp

Quick Start

G Select “Provider Services” to request 6 When your request has been submitted and
access to services for providers processed, you will see a pop-up message and
a confirmation page with the details for the

AHCCCS Solutions Center case for that request.

e Now you will need to sign e,
out and sign back into
your account to complete RaEEE

this process.

ARIZDNA
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FAQSs

® How dollogin?

e To access the AHCCCS Solutions Center, navigate to https://servicenow.azahcccs.gov/gsp. On the top right corner of the
screen, select “Create an Account”, then select “Provider”. You can create an account as a Provider Representative (biller,
coder, etc.) or as the rendering/servicing provider. By using your employer’s AHCCCS Provider ID and Tax ID to create the
account, you will be able to access services specific to registered providers.

e Once you have created the account, you will receive a confirmation email with account credentials. Use those credentials to
login. You will be asked to change your password and set up multi-factor authentication (MFA).

Is this login different from AHCCCS Online and APEP?
* Yes, this will allow you to submit various service requests to AHCCCS.
® What can | do on the AHCCCS Solutions Center?

* Currently, you can submit FFS Provider Claim Disputes and Provider Service Appeals to the Office of General Counsel (OGC).
You can also report an IT issue.

What email should | use to set up my account?

* Use an individual email (ideally a personal email account) that you have the ability to check easily. It does not have to be the
same email that you use for your AHCCCS Online or APEP accounts.

How do | get help from tech support?

e |nthe foo uti a ick “ e?”
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Learning Objectives

This comprehensive user guide will help you:

Navigate the AHCCCS Solutions Center homepage

Request access for Provider Services

View the menu of services available to you

View your requests
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What is the AHCCCS Solutions Center

MYCASES+  SERVICES ~ NEWS

* The AHCCCS Solution Center is the

website where AHCCCS's customers ALECCS Solutions Center
( P rovi d e rs' H e a I t h P I a n S’ a n d The AHCCCS Solutions Center is here to help providers streamline how they interact u;th AHCC::‘:; ;‘:;:r;nil;y :]:;;i t new FFS Claims Disputes and Provider Service Appeals. VIEW THE.

Members) Can SmeIt I’equeStS. ‘Health Plans can submit Health Plan Hearing Requests. VIEW THE HEALTH PLAN USER GUIDE
* Contentis accessible depending on the

user's permissions within the AHCCCS

Solutions Center. Pt - e S —

AHCCCS Health Plans can submit State Fair Hearing Requests to
the AHCCCS Administration

J

4

The AHCCCS Solution Center is being used as a new method to access AHCCCS services such as
Grievance & Hearing (G&H), Pre-Admission Screening and Resident Review (PASRR), Electronic
Data Interchange (EDI), and IT issue requests, for MCOs and Providers. If you are using services
not listed here, you will continue to use AHCCCS Service Desk to report any issues. On the portal:
* Everyone sees general news and helpful articles.

* Everyone can report an IT Issue.

* Providers see provider options.

* Members see member options.

* Health Plans see health plan options.
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Navigation
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Website Address

Link to the AHCCCS Solutions Center:
https://servicenow.azahcccs.gov/gsp

Anyone (Providers, Health Plans, Members,
the general public) can access the website.
Services are only accessible to individuals
logged in as a specific audience.

This disclosure message will appear when
you first access the site.
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Creating Accounts — Email

Regardless of the type of account you set up, you will be asked to ZA

provide an email address to associate with the account. This q @ D
email address serves as a unique identifier linking you to the

account and to your requests. Use an email address that: :

* Isindividual to you personally. Do not use a group email.
* Ideally, is a personal email vs a work email, so that you can
transition your account easily if you switch jobs. What emai/ ShOUld I use ?
* Isan email you where can receive and check for automated
messages regarding your account and requests. For example,
you will receive an email at this address with instructions
regarding account set up and Multi-Factor Authentication
(MFA).
NOTE: You do not have to use the same email as your AHCCCS
Online or APEP accounts.
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Homepage Orientation - 1

AZ quick links Get IThelp  Check request status

ey Avcec | E My Regnests o

SERVICES NEWS

AHCCCS Solutions Center

enter is here to help providers streamline how they interact with AHCCCS. Currently, Providers can submit new FES Claims Disputes and Provider Service Appeals. VIE
PROVIDER USER GUIDE

Health Plans can submit Health Plan Hearing Requests. VIEW THE HEALTH PLAN USER GUIDE

How can we help you today?

-

For Providers For Members

- For Health Plans

AHCGCS providers may appeal actions taken on Provider AHCCCS members who are not enrolled in a health plan may : : . -

Participation Agreements, Targeted Investments, Hospital ‘submit an appeal about an AHCCCS decision. These appeals are “Ec u 2;“ © oo el B TG M
Assessments, or the Imposition of a Civil M. requests to review the denial, reduction.s... Aeies S isko

ARIZDNA
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Homepage Orientation - 2

Account information: Login, logout, update
profile
Return to the
: : n Check
portal home

p a g e SERVICES NEWS y O u r
AHCCCS Solutions Center reque st

Solutions Center is here to help providers sireamline how they interact with AHCCCS. Currently, Providers can submit new FFS Claims Disputes and Provider Service Appeals. VIEW THE status
PROVIDER USER GUIDE

Health Plans can submit Health Plan Hearing Requests. VIEW THE HEALTH PLAN USER GUIDE

How can we help you today? Q

) _

/)

For Health Plans

For Providers For Members

AHCCCS providers may appeal actions taken on Provider AHCCCS members who are not enrolled in a health plan may . o
Participation Agreements, Targeted Investments, Hospital ‘submit an appeal about an AHCCCS decision These appeals are "H cc czgsm Flans can submit Sr EARGImg Requests by
Assessments, or the Imposition of a Civil M. requests to review the denial, reduction, s e ot b
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Homepage Orientation - 3

MyAciss My Reqesis @

Read the
latest
news

MY CASES w SERVICES
Search for your

providers sireamline how they interact with AHCCCS. Currently, Providers can submit new FES Claims Disputes and Provider Service Appeals. VIEW THE

services when you PROVIDER USER GUIDE

are logged in; the Blealth Plans can submit Health Plan Hearing Requests. VIEW THE HEALTH PLAN USER GUIDE
search bar will not
appear if you are
logged out.

AHCCCS Solutions Center

: Share
rh feedback
For Providers For Members

AHCCCS providers may appeal actions taken on Provider ' AHCCCS members who are not enrolled in a health plan may e _ - T _
Participation Agrecments, Targeted Investments, Hospital “submit an appeal about an AHCCCS decision. These appeals are ‘ c ex g:u‘h--,'@mﬁ" Sl Eeus A H C C CS

For Health Plans

Assessments, or the Tmposition of a Civil M. requests to review the denial, reduction, s. .

ARIZDNA
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Homepage Orientation - 4

Access
services

Access services

I specific to
MY CASES » SEI CES INEWS
specific to your needs, your

My Access My Requests @

based on your — ‘ needs,
account type and AHCCCS Solutions Center based on

whether you are s Center is here to SERESEREEES Nl wﬂm can submit new FHS CIRIRE Disputcs and Provider Service Appeals. VIEW.IHE your
Iogged in or not; Health Plans can submit Health Plan Hearing Requests, VIEW THE HEALTH PLAN USER GUIDE account
boxes will appear blue a typeand
access. 2 you are
g logged in

] or not

For Providers For Members

AHCCCS providers may appeal actions taken on Provider AHCCCS members who are ot enrolled in 2 health plan may
Participation Agreements, Targeted Investments, Hospital ‘submit an appeal about an AHCCCS decision. These appeals arc
Assessments, or the Imposition of a Civil M. requests to review the denial, reduction, s...

For Health Plans
| AHCCCS Health Plans can submit Statc Fair Hearing Requests to
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Homepage Orientation - 5

Scroll down to...

News

The Arizena Health Care Cost Containment System (AHCCCS) A

1s cumrently

Request(s) and Fee-For-Service Claims Disputes Application.

Read the
[atest news

Quick Links

@ AHCCCS News @ AHCCCS Online Portal
AHCCCS.gov Am I Eligible for Medicaid

. EDI Portal Quality of Care Reporting

ARIZDNA
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Arizona Health Care Cost Containment System (AHCCCS) Administration

. AHCCCS Provider Enrollment Portal
@ Apply for Medicaid (HEAPlus)

Browse all News

ing to the ServiceNow system. the AHCCCS Solutions Center — Managed Care Organization and Healthcare Provider Hearing

Follow
links to
key
websites

[ Feedback



Homepage Orientation - 6

Keep scrolling to...

Follow
AHCCCS on
social media

Policies About

Submit an It
Issue request
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Request Access for Provider Services




Request Access for Provider Services

Once you have e @
logged in to the

AHCCCS Solutions kiAot i
Center, select “My
Access” on the top [

right corner of the 3 f— G
home page: ,

BV tesn s serviees
LA s i

—

Related Lioks
Access Request

Provider Services Y

Provider Services
Select “Provider Services” to request === —

* Are you the Rendermg/Servicing Provider? Required information

access to services for providers. NOTE: e st
You can request access for additional
services, as applicable

earing yows browser cache and refeshng the page

ARIZDNA
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Request Access for Provider Services

If you are the rendering/servicing provider, confirm if you are a sole proprietor.

Provider Services

* Indicares pequared

sl it oe sl e syl o Ropeod wifinmssten

I am the Rendering Servanag Provader . ot . A 151 i prrpre

0

Please confirm the Capicka below to procesd

o Mo
Tres e i e e T
mCaFTTes
I Ko
.o

Mate- 1¥ vion £ ool we The caphcka sberr, pleaie By Slearmg oo browrer cache Sodl sofesbons B o

c@ Add sstackenents
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Request Access for Provider Services

Enter the relevant Provider AHCCCS ID and last 4 digits of either TIN or SSN, as applicable based on
your answers to the previous questions.

Rendering/Servicing Providers that are NOT sole proprietors will be asked to provide the following:

Provider Services

Provider Services

Submit
* Indicates required
* Are you the Rendering/Servicing Provider? * Are you a sole proprietor? Required mformation
f
| 1 am the Rendering Servicing Provider . } | No [Your Organization’s AHCCCS Provider
[Your Organization's Tax ID [Last 4] | [ Your AHCCCS Provider ID |
" Your Organization's AHCCCS Provider ID *Your Organization's Tax ID [Last 4] == s
| L\, | Your 35N [Last 4]
* Your AHCCCS Provider ID " Your SSN [Last 4]

Please confirm the Captcha below to proceed

e

1RCAFTCHA

I'm not a robot

Note: If you cannot see the captcha above, please try clearing your browser cache and refreshing the page.

@ Add attachments

HEALTH CARE COST
CONTAINMENT SYSTEM




Request Access for Provider Services

Rendering/Servicing Providers that ARE sole proprietors will be asked to provide the following:

Provider Services

Provider Services Submit
* Indicates required

* Are you the Rendening/Servicing Provider? * Are you a sole propnetor? Required information

‘ 1 am the Rendenng Servicing Provider v I Yes «ﬂ"l v Your AHCCCS Provider D | | Your SN [Last 4] |
* Your AHCCCS Provider ID * Your SSN [Last 4]

Please confirm the Captcha below to proceed

e

TECAPTCHA

I'm not a robot

Note: If you cannot see the captcha above, please try clearing your browser cache and refreshing the page.

@ Add attachments
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Request Access for Provider Services

Individuals representing the provider will be asked to provide the following:

Provider Services

Provider Services

* Indicates required

* Are you the Rendering/Servicing Provider?

l I represent the Provider | v ]

*Your Organization's AHCCCS Provider ID *Your Organization's Tax [D [Last 4]
l | |

* Street *City

l | |

* State *Zip

l | |

*Date of Birth

l YYYY-MM-DD

Please confirm the Captcha below to proceed

I'm not a robot e

WWWWWWWW

Note: If you cannot see the captcha above, please try clearing your browser cache and refreshing the page.
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Request Access for Provider Services

Once you have entered the requested information, click the blue “Submit” button on the right
side of the screen to process your request. You will receive an error message if the information
does not match our records or the personal Provider AHCCCS ID you entered is already on an
existing Provider’s AHCCCS Solutions Center account.

My Access My Requests °

MY CASES » SERVICES NEWS

[0 Feedback
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Request Access for Provider Services

@ When your request has been submitted and processed, you will see a pop-up message and a
confirmation page with the details for the AHCCCS Solutions Center case for that request.

Provider Services -]

System

Access Request approved.

You can now access provider services. To se¢ your services, click on the ‘Services' butos.in the menu

Cole Test
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Request Access for Provider Services

Now you will need to sign Navigate to the “Services” page on the
out and sign back into menu to see the services offered for
your account to complete oroviders.

this process.

-\'{} -Q CCEss ._\'{_'- R'."l'll 1esis

MyAccess My Requests
MY CASES SEI‘“\'ICES INEWS
Profile
Provider Services

MY CASES » e

|

Access Request approved
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View your menu of Services




Two Avenues to Services on the Home Page

After submitting the Provider Services form and getting approval. Once you log out
and back into your account, access to new services will be granted to your account

ks 8 Ombudsman-Citizens Aide Re;

By Ace =R N Reruete @

MY CASES » SERVICES NEWS

AHCCCS Solutions Center Click
Follow the

HEALTH CARE COST
CONTAINMENT SYSTEM

o H ”
. : : e : _ - . Services” to
b I ue b oxes t o Rolutions Center is here to help providers streamline how they interact with AHCCCS. Currently, Providers can submit new FFS Claims Disputes and Provider Service Appeals. VIH
PROVIDER USER GUIDE a C C e S S
access

Health Plans can submit Health Plan Hearing Requests. VIEW THE HEALTH PLAN USER GUIDE

; services
services specific to
specific to :

your needs ' _ , ,

For Providers

AHCCCS providers may appeal actions taken on Provider
Participation Agreements, Targeted Investments, Hospital
Assessments, or the Imposition of a Civil M...

ARIZDNA
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Provider Services
All Provider type accounts™ can currently access the following services:

Preadmission Screening Resident Review Level 1

Pre-Admission Screening and Resident Review Level 1

Hearings and Appeals

FFS Provider Claims Dispute
This form must be used to submit an AHCCCS Fee-For-Service claims dispute.

*Registered Providers & Provider Representatives as well as Unregistered Providers & Provider Representatives should all
have access to these services.
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rovider Services — Pre-admission screening and
esident Review Level

HOME AHCCCS INFO MEMBERS/APPLICANTS PLANS/PROVIDERS AMERICAN INDIANS

FRAUD PREVENTION CRISIS SERVICES

User guides for PASRR can be found at: .
i . . . AHCCCS Online AWe Are Live
P re-Ad m I SS I o n SC ree n I ng a n d Res I d e nt s bealth Plans As of November 14th @ 8 AM MST providers will be directed to utilize the new AHCCCS Solutions Center web portal for our

Arizona's PASRR Program

ReVI ew ( PAS R R) o RS Mt To utilize the updated PASRR process, please navigate to the AHCCCS Solution Center (3.

Enrollment Portal (APEP)

Pre-Admission Screening and Resident Review
(PASRR)

Home
What is PASRR? v
ASAM CONTINUUM™
Impl tat
mplememation PASRR Frequently Asked Questions M

CRS Referrals

&

Community Health Warkers

« Frequently Asked Questions (FAQ) ™
Differential Adjusted Payment (DAP) + AMPM Policy 680-C ™=

AMPM Policy 680-C Attachment A "2

Direct Care Workers ° o achmen s

« CFR Subpart C—Preadmission Screening and Annual Review [
Doula Providers « AHCCCS Solution Center User Guide - Providers ™%

* AHCCCS Solution Center User Guide - Health Plans =5
Emergency Triage, Treat and s b e

« PASRR Multi-Factor Authentication (MFA) User Guide "™
Transport (ET3) 2

« Provider ID Registration User Guide "™
Free Standing Emergency « PASRR Level 1 Facilities Provider User Guide ™
Department « PASRR Level 2 Psychiatrist User Guide =

« PASRR Level 2 RBHA & Medical Director User Guide ™
ID.me Identity Verification

* PASRR Portal Training, Live Demo Nursing Facilities & Hospitals Session 2024 (4 i S

m AVA, thd

Licensed Health Aides « PASRR Portal Training, Live Demo RBHA's Medical Directors Psychiatrist Session 2024 (5 Click me for as|
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https://www.azahcccs.gov/PlansProviders/CurrentProviders/PASRR.html
https://www.azahcccs.gov/PlansProviders/CurrentProviders/PASRR.html

Provider Services — FFS Provider Claims Dispute

This section walks through how to submit a FFS Provider Claims Dispute via the
AHCCCS Solutions Center.

y FFS Provider Claims Dispute
% This form must be used to submit an AHCCCS fee-for-service claims dispute.

HEALTH CARE COST
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Provider Services — FFS Provider Claims Dispute

This form must be used to submit an AHCCCS fee-for-service claims dispute. The first
section of contact information will auto populate based on your account information.

FFS Provider Claims Dispute
is form must be used 1o submit an AHCCCS fee-for-service claims dispute

laim clispute means a dispute involving & payment or denial of a claim. A claim dispute shall specify in detail the factual and legsl basis for the claim dispute and the refief requested. AHCCCS shall deny a claim dispute if the factual and legal basis is not detailed

First name Email @

HEALTH CARE COST
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Provider Services — FFS Provider Claims Dispute

Identify the type of dispute, Claims or Prior Authorization. The information required to
submit the form will change based on your response.

*Type of Dispute

‘ -- Mone --

-- None --

Claim

Prior Authorization

HEALTH CARE COST
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Provider Services — FFS Provider Claims Dispute

If you select “Claims” dispute, you will be asked to enter claims information:

*Type of Dispute

Claim v |

Claim Information

*Clairn Number

| |

* Date of Service Start: *Date of Service End:

[eeneoe (0] [revemeon o

If you select “Prior Authorization” dispute, you will be asked to enter Prior Authorization information:

*Type of Dispute

Prior Authorization v y

* Authorization Number

| |

* Authorization Start *Authorization End

[vrveamion u] [ "
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Provider Services — FFS Provider Claims Dispute

Be sure to select “OK” in order to submit a date. If your screen/window is small, you
may have to scroll down to see the “OK” option.

* Authorization End

= ‘ ‘ YYYY-MM-DD

¢ September 2024 y
Su Mo Tu We Th Fr Sa
25 26 27 28 29 30 31
2 3 4 5 &6 7
— 8 9 10 11 12 13 14 —
15 16 17 18 19 20 21

22 2325 26 27 28

— 29 30 1 2_3 4 5 —
Cancel OK
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Provider Services — FFS Provider Claims Dispute

Click the “?” icon to reveal the help text for each question.

o . . .
Claim Dispute Factual Basis
P s *Claim Dispute Factual Basis @

‘ What has been paid or denied incorrectly %

*Claim Dispute Legal Basis @
‘ *Claim Dispute Legal Basis @

Why was the payment or denial incorrect %

*Billed Amount @

. *Billed Amount @
Enter Amount in Dollars /

Billed amount of claim %

*Relief Requested Category (2] l Enter Amount in Dollars

-~ None -- *Relief Requested Category
Relief Requested Categories

*Relief Requested Details @

Capped Fee

“Capped fee-for-service” means the payment mech

with an upper or capped limit established by the Di

ARIZDNA
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Provider Services — FFS Provider Claims Dispute

Click the check box if the provider is represented by an attorney. Then provide the
contact information for the attorney.

] s the provider represented by an attorney?

Is the provider represented by an attorney?

Provider Company/Law Firm :

Company/Law Firm

|

Provider Representative :
*First Name *Email @

i ] I Use a unique email address

*Last Name *Phone Number
. N

*Street *State

*City *Zip Code

| |

HEALTH CARE COST
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Provider Services — FFS Provider Claims Dispute

Provide the member information associated with the dispute. Click the paper clip icon
on the bottom right to upload any attachments associated with the request. Complete
the Captcha and click “Submit” to submit the request.

Member Information

*First Name *Last Name

Email *AHCCCS Member ID

Please confirm the Captcha below to proceed

reCAPTCHA
Privacy - Terms

I'm not a robot

HEALTH CARE COST
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Provider Services — FFS Provider Claims Dispute

Click the paper clip icon on the bottom right to upload any attachments associated with
the request. Complete the Captcha and click “Submit” to submit the request.

Please confirm the Captcha below to proceed
™

reCAPTCHA
Privacy - Terms

I'm not a robot

HEALTH CARE COST
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Report an IT Issue

All Provider types can report an IT Issue by
clicking on “IT Issue?” in the footer.

You have this ability whether you are logged in
or logged out of the AHCCCS Solutions Center,
regardless of if you have created an account or
not.

Policies About Help

AHCCCS Privacy Policy Contact Us

Acceszibility Policy

HEALTH CARE COST
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Report an IT Issue e

. Reportan IT lssue
TO report any AHCCCS IT related |Ssue, complete PleaZl.lr::h\;f-:'ﬂr: report any AHCCCS IT related issues you are experiencing
the information requested and press submit.

Use this form to report any AHCCCS IT related issues you are experiencing

As with all requests, you can go to “My L ——
Urgency @

Requests” on the homepage to track the status [
of the case. ez

" Contact Email

* External Callback Number @

* Please describe your issue below @

Please confirm the Captcha below to proceed

Please enter a 10-digit phone number containing only numbers. *

I'm not a robot

HEALTH CARE COST
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Real Time Status for Customers

See IT Issue requests

From the AHCCCS
Solutions Center,

customers will be able
to see the status of My Access | My Requests @

their business requests
by clicking on “My
Cases”. They will be
able to see the status of

MY CASES «» SERVICES NEWS

their IT issue requests
by clicking “My
Requests”.

See business request
(cases) Status

HEALTH CARE COST
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Real Time Status for Customers

Customers can view all of

the requests (Cases) they Filter By Government Service Cases (3)

nave subritied, sec N i o | o posss s | pi | ovens |
. Description Provider Priority Opened Updated

relevant details, and check L : ' :

the status via the “State” pRvacotsss o Dt aclow ol oM oraestpu

Select State v

column. T = R e i

They can also click into the prvocoiseo [ Duft 4-low R Toam  ozonanmm

active cases and see more Showing 1-3 of 3

details about the case.
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Real Time Status for Customers

Below are the various status options that displayed the “State” column and the
stages they occur during the workflow process.

w Beginning @ Midde @ =
- Open - Awaiting Info -Closed
- New - Inspection in progress -Resolved

-Work Assignment in Progress
-Ready for Decision

HEALTH CARE COST
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Real Time Status for Customers

Filter By
Customers can select the down arrows in Ee——
the “Filter By” section to select the
specific type of requests to display. o

Select State

For example, a Provider Representative Al
may filter by “Provider” to view the Wilobt P
requests submitted on behalf of a specific e
provider that are resolved. ::w

IHew

Open

HEALTH CARE COST
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Thank you

ARIZDNA
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