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Provider Portal user guide: Asking questions & checking notifications

The Provider Portal offers a great point of contact between you and Priority Health,
including through the Ask A Question dropdown menus, the In Basket and
Customer Relationship Management cases, or CRMs.

Asking questions

A number of pages on the Provider Portal have Ask A Question dropdown menus,
such as this one on the portal home screen.

Ask &
Question

Contracting (Ancillary)

Contracting (Physician/Hopsitals)
q b
% -. Newborn and NICU Authorization...
. L . Provider Alliance (Cigna/HMA)
Select Member Create Authorization Claim Search
Provider Network Management
Reimbursement (Not Claim Specif...

% Quick Links Report a technical problem
Report a Third Party Change

General resources Contracted prayide

Approved Drug Lists / Medical Drug Authorization reqhest tool guides
Lists Fee schedules

Billing policies Provider incentive program

Edit Checker Content Stack (Local)

My site administrators
Provider Manual

Selecting one of these options opens a pop-up that allows you to message Priority
Health. Your inquiry will be directed to the appropriate team depending on the topic
you choose, once you click Submit.

Report a technical problem

If there is an error, what is the exact ‘ ‘ -
error message?

Have you cleared your browser cache, ‘
or tried a different browser or device?

@Details

Additional Documents

Documents:
Add files

100.0 MB Total Allowed

+ Submit X Cancel
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Viewing and sorting CRMs

CRMs are inquiries and issues that originate from a few different places:
e Questions asked via Ask A Question

e Claim disputes

e Authorization issues, including change, extension, reconsideration and peer-
to-peer requests

e |tems initiated by Priority Health

You can view all your CRMs by choosing CRM in the top navigation bar. If you have a

large number of CRMs, sort through them using the Search function. For instance, if
you want to search by CRM topic, click the magnifying glass icon in the Topic field to
bring up the available options.

A2 ¢ @ 1 El <) “u iR 2 B %

Home InBasket CRM  Memberlist Authorizations Claims Explanations of Payment Catalog Provider Data Member Admin Payment Portal

IRl Submit Requested Information  Appeal History

% Submitted CRM i 0
Search & Open CRM =1 Messaging Search Results: 15 records, search complete &
CRMID CRMID Source Subject Topic Weation Date ~ Created By
LINK, RESOURCE FOR CRM -
2762 - Information Request - Contractin... Site Administrator Epiccare Link
Provider
LINK, RESOURCE FOR CRM Aqua, Fi
2515 N qua, Fina UM Peer to Peer Site Administrator Epiccare Link
Provider Patient
LINK, RESOURCE FOR CRM . ) - - i .
Number Brovider Provider Delegate File Submissio... 04/13/2026 Site Administrator Epiccare Link
Authorizations 3646000155 t":;é:E SOURCE FOR CRM Provider Delegate File Submissio... 04/13/2026 Site Administrator Epiccare Link
Demographics 2030
LINK, RESOURCE FOR CRM . ] - - . .
Information Request 2015 Erovider Provider Delegate File Submissio Site Administrator Epiccare Link
Level 1 Claim Dispute 3646000962
LINK, RESOURCE FOR CRM
N Provider Delegate File Submissio... 04/1372426 Site Administrator Epiccare Link
Level 2 Claim Dispute 3646000963 Provider
Newborn Authorization Notification 464000007 I;":;égf SOURCE FOR CRM Provider Delegate File Submissio . (Af13/2026 Site Administrator Epiccare Link
Prism Inquiries 464000012 -
| INie DECAIDAE END oM
Provider Alliance 464000005
© & v
Provider Delegate File Submission 2065
Provider Education 450000000 By Owner: Customer Service
Status: Unresolved
Provider Inpatient Appeals 484000010 ne Created on: 05/20/2026 02:13 PM By: Site Administrator Epiccare Link
Provider Level 2 Appeal 162000002
ons &
Provider Network Management 464000001
Provider Portal 3646000204
Test
Provider Remittance Advice 464000003
5/20/26 213 PM
Reconsideration Request 464000009
Reimbursements 3646000557 ation
Technical Assistance 3648000003 subject Topic
Third Party Agreement 64000011 R CRM (Providen) Information Request - Contracting (Ancillary)
UM Auth Change Regquest 464000008 tracting (Ancillary)
UM Peer to Peer 4640001

N

With a CRM selected (highlighted in green), details will show up at the bottom of the
screen.
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Responding to a CRM

CRMs are a case that needs to be worked through in partnership between a
provider/group and Priority Health, so it's important that you're able to add your
input. Respond to a CRM by selecting one and clicking the Messaging button. A
window will then pop up with all of your and Priority Health's prior messages.

Enter your message in the Send a reply box and then click Send.

A = @ 1 B < o R 2 2

Home InBasket CRM Memberlist Authorizations Claims Explanations of Payment Catalog Provider Data Member Payment Portal

Submitted CRM Submit Requested Information Appeal History

% Submitted CRM

Search & Open CRM Search Results: 9 records, search complete &

CRIID CRMID Source Subject Topic Creation Date  Created By
LINK, RESOURCE FOR CRM 335766 . i R
Source Type Source 629 e o Provider Network Management - ... 120212025 Pam Affiiate Spectrumhealth
; . L
Topic Sublopic 70 ¢ Level 1 Claim Dispute - Provider Portal wnagement - 01/15/2026 Pam Affiliate Spectrumhealth
| Subject:AP Claim  Created Source: LINK RESOURCE  Status: x
Creation Date 829 i 484561 06/23/2026 FOR CRM Unresolved _Contractin.  02/18/2026 Pam Afiiate Spectrumhealth
[From |- [r |
. L
Resolution Date 1727 i P \-Question 0612312026 Pam Affiiate Spectrumhealth
[From |- [T | i ppeal please? L
L 6/23/26 3:59 PM
1728 / e - Provider .. 062312026 Pam Affiiate Spectrumhealth
[ Created By Me E priority Health |’
[ Include Resolved 4181 1 Thank you for your message. We will review your query and +-Question  06/2412026 Pam Affiliate Spectrumhealth
F respond within 3 business days.
L 62326 25 )
O Search 12911 i 3/26 3:59 PM anagement - . 07/15/2026 Pam Affiliate Spectrumhealth
9 Reset f -
q
‘clase 5~
CRM # 1728 Owner: Customer Service

Status: Unresolved
Open Priority: Routine

(& Communicatior

Appeal please?
6/23/26 3:59 PM

Priority Health v

Send
Thank you for your m

6/23/26 3:59 PM

| Attachments

The Priority Health team you're working on the issue/inquiry with will be notified of
your response.

Checking your In Basket messages »

In Basket is like the inbox of your Provider Portal. Messages are pre-sorted into
folders by message type.

Select a message to bring up details at the bottom of the screen. Some message
types allow you to reply. With the message you want to reply to highlighted, click
the Reply button.
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N
AL . L Ty a R w
‘Home InBasket CI Member List  Authorizations Claims  Explanations of Payment  Catalog Provider Data Member Admin Payment Portal
My In Basket My Messages " Customer Service Reply He e
£ My Messages o v ¥ 5 2z}
aninmerS avice REply Refresh  Done \ Reply ) Search  Sort  Properties
Financial Notifications
New Account Request (5) | (] Priority Statws  MsgDatew Msg Time CRM#  SentBy Source Subject Member
Referral Notification Letter Read 10/27/2025 11:34 AM [1549] EPICCARE LINK, SITE ADMINISTRATOR EHS LINK USERS RE: Ask Customer Service
Referral Notifications ) [ [ Read 097302025 11:47 AM 1462} EPICCARE LINK, SITE ADMINISTRATOR EHS LINK USERS RE: Ask Customer Service
[m} Rezd 09/10/2025 1151PM 8691 EPICCARE LINK, SITE ADMINISTRATOR EHS LINK USERS. RE: Demographics Doodle, Kevin [204004]
[} Read 08/10/2025 1150 PM 701 EPICCARE LINK, SITE ADMINISTRATOR EHS LINK USERS. R Reimbursements
[} Read 07/17/2025 314 PM 8701 EPICCARE LINK, SITE ADMINISTRATOR EHS LINK USERS. RE: Reimbursements
0 Read 07/17/2025 312PM 8691 EPICCARE LINK, SITE ADMINISTRATOR EHS LINK USERS. RE Demographics Doodle, Kevin [204004]
B Help -]

2 RE: Ask Customer Service Received: 9 months ago &

Site Administrator Epiccare Link ™ Customer Service
Thank you for your message. We will review your query and respond within 1 business days.

CRM # 1549

Primary Information

Source

Communication
test

My In Basket

My Sent Messages

LINK, RESOURCE FOR CRM (Provider)

Open Priority: Routine Created on: 10/27/2025 11:34 AM By: Site Administrator Epiccare Link

Subject

Owner: Customer Service
Status: Unreselved

Topic
Ask Customer Service

To search your In Basket messages, select Search and then, in the pop-up window,
check the boxes of message types, statuses, dates, etc. that you want to find. You can
also search for all messages related to a specific member by using the Member

search field.

A 'Search Results’ folder will be created and the resulting messages will be listed in the
individual message type subfolders. Sent messages are excluded from the search.

Member ,D|
—In Bask G al M ge Types  (Jall —S Clan
My In Basket Broadcast Meszage New
[l custamer Service Reply [JRead
[ Financial Notifications Cpend
[ New Account Request O Postpone
Referral Notification Letter [ pone
[ Referral Notifications
—Message Recipients [ all —Priorities  Eal—
Ehs Link Users Pool High
Link site Maintenance Site Administrators Routine
Site Administrator Epiccare Link Low

—Date Message Received

[ include future dates

@ From | 6/24/2025 ‘ ta | 7/29/2026

@] Search| ‘days back, starling|

‘ days ago
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Configuring your notification settings

Navigate to your Settings to control which messages you receive and how you're
notified.

Priority Health ) = 7 ]} A0 B R b ‘(‘%‘1 2 %

Q)
Home InBasket CRM  Memberlist Authorizations Claims Explanations of Payment Catalog ProviderData Member Payment Portal
2 H Catal
Welcome to the Provider Portal o o

’) Priority Fol

Brovider Hub

Requests

Health Seect en

Member List

2 Unread Messages

No new messages

Claims

Select Notification Preferences to choose how you're notified about Provider Portal
happenings via email and text. Note: when a box is checked, you will still also receive
notifications inside the Provider Portal.

Receive notifications for:

Receiving email notifications for

Staff Message + Email jERE
CRM + Email [HREY 5 message types
Customer Service Reply [ Text at this email address
Referral Message + Email [HRE

Premium Billing Invoice Received(Financial Notifications) [] Email [ Text
Broadcast Message ] Email [ Text Receiving text notifications for

0 message types
Referral Notifications

at this phone number

Referral Authorized ] Email [ Text
Referral Denied ] Email [ Text
Referral Appointment Scheduled ] Email [] Text
Referral Appointment Canceled ] Email [ Text
Referral Appointment No-Show (] Email [] Text
Referral Created ] Email [ Text
Referral Note Added + Email JERE

f?’ Remember that “referral” here means “authorization”.

Select Event Settings to choose which events you receive In Basket notifications for.
Use this to control your In Basket flow.
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Use the Relationship Filter to choose which sites you receive messages about. Only
associations that | select allows you to choose some of your sites.

In Basket Settings allows you to control access to your messages within your
groups (which users can access messages).

Settings » Event Settings
Event Filter
Select which types of events you want to receive notifications about. Note that you might not be notified about sensitive events due to privacy concens.
Financial Notifications
[ Capitation Explanation of Payment Received [ Invoice Received v PH COMMISSION STATEMENT RECEIVED | v Remittance Advice Received
New Patient Notifications
[ New Patient Access

Referral Notifications

[ Referral Appointment Canceled [ Referral Appointment No Showr [ Referral Appointment Scheduled + Referral Authorized [ Referral Created

+ Refemral Denied + Referral Note Added

Relationship Filter @ In Basket Settings
Notify me for: Allow my messages to be handled by:
O All events for patients in my group O Only me

© Only events associated with my group (recommended) © Any user in my group

O Only associations that | select

Finally, select Roles and Specialties to control which targeted messages you
receive. There is no limit to the number of staff roles or specialties you can select.

Use the magnifying glass icon to see the full list of options for each.

3 =) v @A 1 %
iims Explanations of Payment Catalog Provider Data Member Payment Portal
Staff Roles and Staff Specialties for Broadcast Messages
Staff Roles and Staff Specialties can be used to route Broadcast Messages to you. Enter the values for which you want
to receive messages.

Staff Roles Staff Specialties

Billing & Coding @

Remittance Review Title Number
Acupunture 248 -

TR Addiction Medicine 45

Adolescent Medicine 72
Adult Congenital Heart Disease 245
Advanced Heart Failure and Transplant Cardiclogy 230
Aerospace Medicine 142
Allergy 1
Allergy and Immunology 111
Alternative Medicine 73
Ambulatory Surgical Center 338
Anesthesiology 2
Audiology 3
Bariatrics T4
Behavior Analyst 249
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