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CMS Quick Reference Guide for Issuers: 
Managing Casework in the Health Insurance Casework 
System (HICS) 

The Health Insurance Casework System (HICS) provides access to unresolved and resolved cases that 
originate from the Health Insurance Marketplace Call Center and other sources.  It enables the user to add, 
edit, search, and resolve cases, and to download case files. 

ACCESS HICS 

• Enter the website at this address: https://hics.cms.gov. 
• On the HICS Home Page, click Enter Casework Tracking.  

 

• The user will advance to the Casework Tracking Start Page. 

 

 

https://hics.cms.gov/


 

05/10/2016 CY 2016 — HICS Casework Quick Reference Guide for Issuers Page 2 of 7 

UPLOAD CASEWORK 

The Casework Upload function enables users to upload casework files. 

• On the Casework Tracking Start Page, select Casework Upload from the left menu. 
• On the Casework Upload page, use the table as a guide for creating the case file.  Files must have a 

.txt extension. 

 
 

• Click Browse to select the file for upload.  
• Click Upload.  
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SEARCH FOR CASES 

The Search Case function offers two options for searching for a case within the system.   

• On the Casework Tracking Start Page, click Search Case in the left menu. 
• On the HICS Search page, enter one or more Case IDs (Option 1) or other search criteria (Option 2).  

− Option 1.  If entering multiple Case IDs, separate the IDs with comma(s). 
− Option 2.  If a user selects a state, the search will retrieve all cases that have Issuers, Consumers, 

and Contacts identified with the state. 

 
 

• Click Search under the option. 
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• The HICS Search Results page will display cases matching the parameters entered.  (Note: There is a 
300-case limit for search results.) 

 
 

• Click the Case ID link for details about a specific case. 
 

UPLOAD AND VIEW ATTACHMENTS 

The Attachments function enables users to attach documents to cases and to view those documents. 

• Use the Search Case function to find a case that requires an attachment, or to view the attachment for 
a case.  

• Click the Case ID link.   
• At the top of the Case Information page, click the Attachments button.  
• Attachment files of the case will display.  To download and view an attachment, click the Download 

button next to the file. 

 

 



 

05/10/2016 CY 2016 — HICS Casework Quick Reference Guide for Issuers Page 5 of 7 

 
• To add an attachment, click Browse to select the file to upload. 
• Provide a description of the attachment in the field provided.   
• Click Upload. 

 

VIEW CASE HISTORY OF CASEWORKER ASSIGNMENTS  

The Case History function enables users to view the history of the caseworker assignments to a case.  

• Use the Search Case function to find a case whose history you wish to view.  
• Click the Case ID link.   
• At the top of the Case Information page, click the Case History button.  

 

 

RESOLVE (CLOSE) CASES 

The Resolution function enables users to enter comments and casework notes, and to resolve cases.   

• Use the Search Case function to find the case you wish to resolve.   
• Click the Case ID link.   
• On the Case Information page, click the Resolution button at the top of the page.  

  



 

05/10/2016 CY 2016 — HICS Casework Quick Reference Guide for Issuers Page 6 of 7 

 
 

• On the Resolution page, enter Casework Notes. 

 
 

• Under Include in Resolution Summary, click the appropriate checkbox(es), and enter applicable 
information.  

• Before clicking the Resolve Case button at the foot of the page, the user must make a selection from 
the Outcome of Resolution dropdown menu. 

• Click the Resolve Case button.  If required data is missing or there is an error, a red error message will 
display.  

• If you must return to the Case Information page to correct the error(s), after entering needed 
information, click the Resolve Case button. 

• After data is accepted, a “Case Resolved” message will display at the top of the page. 
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DATA EXTRACTS (DOWNLOAD CASE DATA) 

The Data Extracts function enables users to download case data.   

• On the Casework Tracking Start Page, click Data Extracts in the left menu.   
• On the Data Extract page, select the report type in the picklist, and click Next. 

 

• The criteria that display on the criteria-selection page will vary (as shown below) based on whether the 
user selected Monthly or Open, respectively, in the previous picklist.   

 

 

• Make selections as desired.  (To make multiple selections from the Extract Files and Category 
picklists, hold down the Ctrl key.)  

• Note the password for the Zip file.  It will be required to open the file.  
• Click Download. 


