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

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

HICS

TEST USER | User Resources | Log Out|A A A
Health Insurance Casework System Last logged in at 10:49 AM on November 20, 2015

The Centers for Medicare & Medicaid Services' (CMS) Health Insurance Casework System (HICS)
supports the health care marketplace programs created by the Affordable Care Act (ACA).

HICS services the marketplaces by providing CMS, States, Issuers, Navigators, Consumer Assistance
Program (CAP) grantees, and other CMS confractors with access to unresolved issues from the

consumer call center and other sources and with functionality to perform casework activities to resolve
the issues.

Enter Casework Tracking

Home | About HICS | Website Accessibility | Web Policies | File Formats and Plug-ns | Rules Of Behavior | System Reguirements
This is a U.S. Government computer system subject to Federal law.

e The user will advance to the Casework Tracking Start Page.
HICS Health Insurance Casework System
Health Insurance Casework System Hoine
Cases Casework Tracking Start Page
Casework Upload
Saarch Cas: Cases were last uploaded: 11/13/2015 12:25:23 PM
Data Extracts
Documentation You will use this module to:
e Maintain Casework Tracking Information
Go To: HICS Home
Top of Page
Back
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UPLOAD CASEWORK

The Casework Upload function enables users to upload casework files.

e Onthe Casework Tracking Start Page, select Casework Upload from the left menu.

e Onthe Casework Upload page, use the table as a guide for creating the case file. Files must have a

.Ixt extension.

Health Insurance Casework System

Casework Upload

Select File

Step 1:Enter the name of the file that vou would like to upload. If you are unsure of the file name and/or location, click on the "Browse” button to locate the file.
Select file for upload: Browse...

Step 2: Click on the "Upload” button to send the file to HICS.

Step 3: Wait until the file validation is complete. Your browser will automatically be redirected to the appropriate page once the file is received.

Upload

Please note the following:

« ASCII Tab-delimited Text File is the required file format.

» Do NOT include a header record.

+ Filename extension should be ".TXT"

+ Uploads will NOT be accepted for any complaints that are already closed.

+ Upload the data accerding to the Upload File Record Layout provided below. Only the listed data (Field Name) will be uploaded.
« Casework Note entered becomes the Resolution Summary if the complaint is resolved.

5 = Field = s Sample Field
Field Name Field Type ingth Field Description Vb
CHAR Case 1D assigned by HICS. The Case ID
cac1n REQUIRED iz must already exist in HICS, Cleadanam
Summary description regarding the
complaint and its resclution. Only include
new notes. Any notes already entered in
Casework Notes ||SHAR 4,000 ||the HPMS CTM should not be included in  ||C3sEwerk
REQUIRED = . notes
the upload. Please naote: if the user is
closing the complaint the Casework Note
becomes the Resolution Summary.
CHAR Enter "Y" if the case should be resolved.
Close Case Y/N |loeoutreD L Enter "N" if the case should remain open. ||¥
SRR CHAR 1f desired, provide any notes that the plan
(External) OPTIONAL 4,000 shnuld_see when p_erformmg their plan (Comments
resolution. Otherwise, leave this field blank.
Enter "Y" if the case has been sent to the
Pending XOSC CHAR 1 XOSC Help Desk. v
Help Desk REQUIRED Enter "N" if the case has not been sent to
the XOSC Help Desk.
1f "Y" was entered for Pending XOSC Help
Date Case CHAR Desk, then enter the date the case was
Referred to CONDITIONAL 10 referred (MM/DD/YYYY). If "N" was entered ||01/01/2014
XOSC Help Desk for Pending XOSC Help Desk, then leave
this field blank
Dite.ot cHAR Enter the date of resolution notification
Resolution 10 01/05/2014
/
Notification OPTIONAL (MM/DD/YYYY).
Does the Issuer Enter "Y" if the user agrees with the Issue
Agree with the  ||CHAR 1 Level: v
9 REQUIRED Enter "N" if the user disagrees with the
Issue Level?
Issue Level.
Tssue Level CHAR This field is optional if the user selects N to
Disagreement 1000 the field above. Enter the reason the user |[Reason
OPTIONAL
Text disagrees with the Issue Level.
1f "Y" was entered for Close Case, then the
Outcome of Resolution field is required.
Enter the number associated with the
Outcome of Resolution per below.
1. Issuer has adjusted its record, whole or
Outcome of NUM B in part, in accord with the request/directive ||,
Resolution ICONDITIONAL 2. Issuer is not permitted to make
requested changes(s) according to
CMs/issuer policy
3. Issuer was unable to contact the
consumer/provider
4. Other
Outcome of CHAR If "4" was entered for the Outcome of
Resolution Other 1000 Resolution, then the Other Outcome of (Other Text
ICONDITIONAL
Text Resolution field is required.

HICS Health Insurance Casework System

Home

Go To Casework Tracking Start Page

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

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

e Onthe Casework Tracking Start Page, click Search Case in the left menu.
e Onthe 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).

and Contacts identified with the state.

HICS Health Insurance Casework System
Health Insurance Casework System Home

e —
HICS Search Criteria

—Option 1
To view multiple cases, use comma(s) to separate Case IDs.
Case ID
Search
—Option 2
Reset Criteria
Casework Office | Select One CaseWorker Select One
(10000) (AL) Example Issuer
(10001) (AZ) Example Issuer 1 ~
(10002) {IN) Example Issuer 2
(10003) (NY) Example Issuer 3 v
Issler (10004) (VA) Example Issuer 4
Sort By Issuer ID I Sort By Issuer Name |
Filter Issuer By State: Select One

Case Status Both

Received Date

From (mm/dd/yyyy) To (mm/dd/yyyy)
Resolution Date
From (mm/dd/yyyy) To (mm/dd/yyyy)

Issuer Assignment Date

From (mm/dd/yyyy) To (mm/dd/yyyy)

Category  Select One Subcategory Select Category F\'rst
First Name Last Name

State Select One
Type of Service Select One
Issue Level Select Dne Consumer ID

D Media Interest D Elected Official D Agent/Broker

Cshop O swier

Case Pending XOSC Helpdesk Select One
Application ID

Phone Number

Back I Search

Go To Casework Tracking Start Page

e Click Search under the option.

— Option 2. If a user selects a state, the search will retrieve all cases that have Issuers, Consumers,
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e The HICS Search Results page will display cases matching the parameters entered. (Note: There is a
300-case limit for search results.)

HICS Health Insurance Casework System
Health Insurance Casework System Home

HICS Search Results

Number of Cases : 3

Last
New | Case Issue | Received | Caseworker | CMS | Contact | Consumer ew
MM@ St ““date

E1500100000 Yes Open 2 12/21/2015 JORN 93001 NM  93091NM001000000 1.5

Test Test
E1600100004 Yes Open Mo 2 1/22/2016 No J.?EI:IE J.'?:;IE 93001 NM  93091NM017000000 1.5 Yes
E1600100003 Yes Open No 2 1/22/2016 N, J%I.’\::_ES J%rh:SElS 75665 NM  75605NM0432000000 1.5 Yes

Back I Downlead to Excel

Go To Casework Tracking Start Page

e 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.

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

e Click the Case ID link.
e Atthe top of the Case Information page, click the Attachments button.

e Attachment files of the case will display. To download and view an attachment, click the Download
button next to the file.

H ICS Health Insurance Casework System
Health Insurance Casework System Home

Add/Edit Case
Case ID: E1600100000
* Required fields are marked with an asterisk.

Attachments

# File Name Description  Delete Download

1 Test Upload.txt Attachment 1~ Delete Download
2 Test Upload.txt Attachment 2 Delete Download
Select file for upload: Browse...

Description of Attachment:

Upload

Back | Save | Save and Send Email to Caseworker Resolve Case
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e To add an attachment, click Browse to select the file to upload.
e Provide a description of the attachment in the field provided.
e 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.

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

HICS Health Insurance Casework System
Health Insurance Casework System e

Add/Edit Case
Case ID: E1600100000

Case History

* Reguired fields are marked with an asterisk.

Save |

—Ci .

# Assigned To Assigned By Assigned On

administrator1 e
1 0006 Adminlstrator Number 1 1/23/2016 11:42:14 AM

r—Lssuer Assi

# Assigned To Assigned By Assigned On

1 93091 administratorl

93091NM017000000 Administrator Number 1 i

Back | Save | Save and Send Email to Caseworker | Resolve Case

Go To Casework Tracking Start Page Search Case Page

RESOLVE (CLOSE) CASES

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

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

HICS Health Insurance Casework System
Health Insurance Casework System Home

Add/Edit Case
Case ID: E1600100000

* Required fields are marked with an asterisk.

Save

—Ci

New Comment:

From: Date: Comment:

Example Issuer 3 (New York)

cMS 4/15/2016 8:08:59 AM Test

—Casework
New Casework Note:

Include In Resolution Summary:

Date of Resolution Notification

Case Pending XOSC Help Desk No
Date Case Referred

Reserved

SEP Decision Made Select Dne

Does the Issuer agree with the Issue Level? No
Reason for Disagreement
Outcome of Resolution Select One

Other Outcome of Resolution

Back | Save | Resolve Case

Go To Casework Tracking Start Page Search Case Page

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.

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

HICS Health Insurance Casework System
Health Insurance Casework System Home

Data Extract

Open

Go To Casework Tracking Start Page

e 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.

HICS Health Insurance Casework System
Health Insurance Casework System Home

Data Extract

The password for the Zip file will be: Xxxxx000000x

Year: |2016[v | Month: | April
cases

type_of_service o

contacts v

comments

Extract Files

Download

Go To Casework Tracking Start Page

HICS Health Insurance Casework System
Health Insurance Casework System Home

Data Extract

The password for the Zip file will be: xoeoo000000

Category 1 Marketplace/Medicaid/CHIP Eligibility .
2 Plan and Issuer Concerns

3 Legal and Administrative

4 1095 Issues

cases

type_of service "

contacts v

comments

V]

Extract Files

Download

Go To Casework Tracking Start Page

e 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.

e Click Download.
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