CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES

CENTER FOR CONSUMER INFORMATION
& INSURANCE OVERSIGHT

HICS User Guide for Issuers

Managing Casework in HICS

Prepared by:

Cognosante MVH, LLC
3110 Fairview Park Dr, Suite 800 | Falls Church, VA 22042

Version 9.0
October 26, 2023



HICS User Guide for Issuers
Managing Casework in HICS

Version 9.0
October 26, 2023

8.0

7.0

10/26/2023

08/16/2023

06/14/2023

CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES
CENTER FOR CONSUMER INFORMATION
& INSURANCE OVERSIGHT

Revision History

Cognosante

Cognosante

Cognosante

v

VVyVYVYYy

» Updated Section 5.8, Using Data Extracts to
Download Case Data

Updated Section 5.9, Viewing Reports

Added Section 5.9.1, Viewing the Feedback
Report

Added Section 5.9.2, Viewing the Issuer Aging
Report

Updated Exhibit 35, Select Report Page

Added Exhibit 36, Feedback Report Criteria
Selection Page

Full Annual Review

Changed the title of the document from HICS
User Guide for Issuer Users to HICS User Guide
for Issuers

Restructured Section 5.0, Managing Casework in
HICS

Updated Section 5.2, Uploading Casework
Updated Section 5.3, Searching for Cases
Updated Section 5.4, Viewing Case History
Updated Section 5.5, Resolving (Closing) Cases
Updated Section 5.6, Uploading and Viewing
Attachments

Updated Section 5.7, Creating a Plan Request
Updated Exhibit 10, HICS Access Request Form
Updated Exhibit 11, User Access Request
Successfully Submitted Page

Updated Exhibit 24, Casework Upload Page
Updated Exhibit 25, HICS Search Page
Updated Exhibit 27, Add/Edit Case Page — Case
History Tab

Updated Exhibit 28, Add/Edit Case Page —
Resolution Tab

Updated Exhibit 29, Add/Edit Case Page —
Attachments Tab

Updated Exhibit 30, Add/Edit Case Page — Plan
Request Tab

Updated Exhibit 32, Data Extract Criteria
Selection — Monthly

Updated Exhibit 33, Data Extract Criteria
Selection — Open

Updated Exhibit 37, Category 2, Plan and Issuer
Concerns Subcategories

Updated Section 2.2, HICS User Onboarding
Updated Section 4.2.2, Filtering and Sorting
Onboarding Requests

Updated Section 4.2.3, Approving a User’s
Onboarding Request

Updated Section, 4.2.4, Rejecting a User’s
Onboarding Request

Page ii



HICS User Guide for Issuers
Managing Casework in HICS

Version 9.0

October 26, 2023

CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES
CENTER FOR CONSUMER INFORMATION
& INSURANCE OVERSIGHT

5.0

4.0

3.0
2.0
1.0

06/05/2023

06/07/2022

10/15/2020

08/13/2020
04/22/2020
09/06/2019

Cognosante

Cognosante

Cognosante

Cognosante
Cognosante
Cognosante

>

>
>

» Added Section 2.0, HICS Onboarding

Added Section 3.0, Becoming a HICS Issuer
Approver

Added Section 4.0, HICS Issuer Approver Panel
Full Annual Review

» Changed the title of the document from HICS

vy VY v

v

Quick Reference Guide for Issuers to HICS User
Guide for Issuers

Added subcategories 25 and 26 to Table 2 in
Appendix A

Full Annual Review

Placed document into a new template

Added Section 1.2.6, Plan Request
Updated Exhibit 7, Case Information Page
Attachments Tab

Added Exhibit 8, Plan Request Tab
Updated Exhibit 9, Case Information Page
Resolution Tab

Added 1SO numbering to the header
Updated Exhibits 1 through 14
Baseline

Page iii



HICS User Guide for Issuers
Managing Casework in HICS C M S
Version 9.0 CENTERS FOR MEDICARE & MEDICAID SERVICES

CENTER FOR CONSUMER INFORMATION
OCtOber 26! 2023 & INSURANCE OVERSIGHT

Table of Contents

YIS L] o 1] 1] Y 2SS SPTPI ii
TADIE OF CONTENTS ...t bbbt b bbb st bttt e reens iv
I TSy 0 = ] 1 £ S SRSSSPRN iv
0O T [ oY o [T £ T TSRS SRTTPSTR 1
O R o0 o To LSt g To R To o] oSSR 1

2 o (@IS @ ] oo U o [1o T OSSPSR 2
2.1 Introduction to HICS ONDOArdING ......cccoviiiiiiiiieieeeeses e 2

2.2 HICS USEr ONDOAITING .. .oveviriieieieiei st 2

pZC B Ao [0 L1 (T q P IR UT o] o o] o APPSR 9

3.0 Becoming a HICS ISSUET APPIOVET .......cuiiuiiieiieeieesiesieariesiestaesee e sneeseessaeseessesseessesseaseessesseaseessens 11
4.0 Using the HICS Issuer APProver Panel ... 12
ot O 014 oo 1044 T ] o SR 12

4.2 Accessing HICS to Onboard HICS USEIS ........coovviieiiiieieie e 12

4.2.1  OND0Arding HICS USEIS ......cviieiieiiiiieie ettt st 13

4.2.2  Filtering and Sorting Onboarding REQUESES. ........ccueviirerineiieieieeeesese e 14

4.2.3 Approving a User’s Onboarding REqUESt.........ccovcveriiiiiiiiiiiniiesie e 15

4.2.4 Rejecting a User’s Onboarding ReqUESt..........ccevviiiiiiiiiiiiiiiieencsiec e 16

5.0 Managing CaseWOork iN HICS ...t st 18
5.1 ACCESSING HICS ...ttt sb et n e 18

5.2 Uploading CASBWOIK ........cciiiiiiiiiieieisiie sttt 19

5.3 SEAICNING OF CASES ...civiiiiiiiiie ettt et et s b e e be e be s be et e s beeneesbeeteesresre s 20

5.4 VIiewing Case HISTOMY . ....oiiiiiiiiicie ettt ettt be e sre et sresre s 22

55  ReSOIVING (ClOSING) CASES....ceciviiriiieiieiieie sttt sttt ettt sre et be s e e sresbeeneesaesraebesres 23

56  Uploading and Viewing AttAChMENTS. .........ccoiiiiriieieisise e 25

57  Creating @ Plan REQUEST..........ooiiiiiii sttt 26

5.8  Using Data Extracts to Download Case Data..........cccccecveieieiieiiieciece et 28

5.9 VIBWING REPOIMS .. .eiuiiiieciicite ittt ettt e s teste e be s beese e besbeebesbaeeesteeteenresreas 31

5.9.1 Viewing the FEedback REPOM........ccccvieiiiicie i 31

5.9.2  Viewing the ISSUEr AgQING REPOIT ......coiiiiiirieieeisest e 32

Appendix A.  HICS Categories and SUDCAEJOTIES ........c.ooiiiiiriiee e 34

List of Exhibits

Exhibit 1: Welcome to HICS User Onboarding...........cocoeoeieeiiiinieiisiee et 2
Exhibit 2: Terms and CONAITIONS .........ccviiiiieiiiee ettt sttt e seesteeeesreereeneenneas 3
Exhibit 3: HICS Onboarding, STEP ONE.......cci it 4
Exhibit 4: HICS Onboarding, STEP TWO ......cciiiiiiiiieiiiiiiesisie et 5

Page iv



HICS User Guide for Issuers
Managing Casework in HICS
Version 9.0

October 26, 2023

®CAID SERVICES

CENTER FOR CONSUMER INFORMATION
& INSURANCE OVERSIGHT

EXNIDIt 5: IDM HOME SCIBEN ...ttt sttt sttt ettt et e te e e steeteeneeseeeneentesseeneeneens 6
Exhibit 6: HICS Role Request Select @ ROIE PAGE ..........ccviiiiiiiiieiccceee e 6
Exhibit 7: HICS Role ReqUESt REVIEW PAJE .......ccviiiiieiieciecie sttt st st s ne e 7
EXNibit 8: ROIE REQUESE 1D ......viiuieeeiiecie ettt sttt st et e st e e st e te e besbeeneestesneeneenre e 7
Exhibit 9: HICS ONnboarding, StEP THIEE ......cciii ettt re e 8
Exhibit 10: HICS ACCESS REQUESE FOMMN ..ottt 9
Exhibit 11: User Access Request Successfully Submitted Page..........cccoveviiiiiineneneiesese e 9
Exhibit 12: Security Warning and Confirmation Page ..........cccccceeiiiiiieiiie e 12
EXNibit 13: HICS HOME PAQE ......ooiiceice ettt sttt s be ettt ta e e sreanes 13
Exhibit 14: Casework Tracking Start PAGE .........ccviiiiiie ittt es 13
EXNibit 15: USEr RESOUICES IMEBNU .....eeiviiiiieiieie sttt e sttt ste et ste st stease e besreeseesteaneenrennen 13
Exhibit 16: HICS OND0arding Page.........ccuiiiiriiiiiieieieisie sttt 14
Exhibit 17: HICS Onboarding Request Detail Page ..........cccveveiieiiiiiicic ettt 15
Exhibit 18: HICS Onboarding Approval Confirmation............ccccooviiiieiiiiiic e 16
Exhibit 19: HICS Onboarding Approval Detail Page..........ccccceviiiiiiiieie e 16
Exhibit 20: HICS Onboarding Rejection Confirmation.............ccoeeerieiiiniiiniie e 17
Exhibit 21: HICS Onboarding Rejection Detail Page...........cccoiiiiiiiiiiiice e 17
Exhibit 22: Security Warning and Confirmation Page ..........cccccieeiiiiiieiiieie e 18
EXNibit 23: HICS HOME PAQE ..ottt sttt sttt s be st et re e testa e reenes 19
Exhibit 24: Casework Tracking Start PAGE ........ccoviiiiiie ittt 19
Exhibit 25: CaseWOrk Upl0ad PAgE .........ccviiiiiriiiiieieieisie sttt 20
EXNIDIt 26: HICS SEAICH PAGE ..ottt 21
Exhibit 27: HICS Search RESUITS PAQE .........ccviiieiiiecc ettt sttt st 22
Exhibit 28: Add/Edit Case Page — Case HiStory Tab.........ccccoiviiiiiiiiciccecc et 23
Exhibit 29: Add/Edit Case Page — ReSOIUtION Tab ..o 24
Exhibit 30: Add/Edit Case Page — AttaChMeNnts Tab ..........ccooiiiiiiiiiiee e 26
Exhibit 31: Add/Edit Case Page — Plan REqUESE Tab .........ccoviiiiiiiieicice e 27
EXhibit 32: Data EXIFACT PAGE.......coiieeiiiie ettt ettt sttt ettt sbeete e besaeetesbe e e e srears 28
Exhibit 33: Data Extract Criteria Selection — MONnthly ..........ccooeiiiiiiicic e 29
Exhibit 34: Data Extract Criteria SEIeCtion — OPEN.........oiiiiiiiieieee e 30
EXNiDIt 35: SEIECT REPOIT PAGE ... .cuviviieieiiitisiit ettt 31
Exhibit 36: Feedback Report Criteria SEleCtion Page..........cocuviiiieiiiieiisee e 31
Exhibit 37: Issuer Aging Report Criteria SEleCtion Page..........cooveiiiiiieiiiiie e 32
Exhibit 38: 1SSUET AQING REPOIT ... .ottt sttt st et tesne e e e seeenes 33
Exhibit 39: Category 2, Plan and Issuer CONcerns SUDCAEJOIIES ........c.cviirererierienieieieese e 34

Page v



HICS User Guide for Issuers

Managing Casework in HICS C M S

Version 9.0 CENTERS FOR MEDICARE & MEDICAID SERVICES
CENTER FOR CONSUMER INFORMATION
OCtOber 26‘ 2023 & INSURANCE OVERSIGHT

1.0 Introduction

1.1 Purpose and Scope

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. HICS enables the user to
add, edit, search, and resolve cases, and download case files and reports. In addition to the procedural
information required for issuer users to manage casework in HICS, the HICS User Guide for Issuers
includes:

» Instructions on HICS onboarding.
» Information on becoming a HICS Issuer Approver.
» Procedures for using the HICS Issuer Approver Panel.

NOTE: For a complete list of related terms and definitions, access the ERR1095A Acronyms and
Definitions Glossary, located on the ER&R/1095-A SharePoint site.
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2.0 HICS Onboarding

2.1 Introduction to HICS Onboarding

New HICS issuer users can use the information in this section to create a new IDM account (if required)
and request the HICS_ISSUER role, which will give an issuer user access to their organization’s data.

» The HICS Issuer Approver or Administrator may return the onboarding request for revisions if there
are any changes needed with the onboarding request.
» HICS onboarding requests that are not acted on in 60 days will expire.

» Users who do not wish to use the automated prompts can open a PDF of the instructions on the
Welcome to HICS User Onboarding page.

2.2 HICS User Onboarding

1. Go tothe HICS onboarding page at https://hics.cms.gov/onboarding.
2. Select Click here to read Terms and Conditions (Exhibit 1).
Exhibit 1: Welcome to HICS User Onboarding

HICS Onboarding

Welcome to HICS User Onboarding!

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, resolve, and download case files and

reports. Level of access is granted based on the user profile requested and approved for user.

HICS supports the Affordable Care Act (ACA) programs by providing CMS, states, issuers, navigators, Consumer Assistance Program
(CAP) grantees, and other CMS contractors with access to cases that originate from the Health Insurance Marketplace Call Center
and other sources. This platform allows users to perform casework activities and resolve outstanding issues.

CMS established Identity Management (IDM) to provide users with means to securely access CMS applications. HICS is hosted
through IDM, all users must have IDM account to gain access to HICS. For security reasons, users may only access HICS within the
United States.

Users who would prefer not to use this guided onboarding system for IDM account registration can access instructions. Download a
PDF file by clicking this link.

If you have any issues with this process contact MSD (Marketplace Service Desk) at 1-855-267-1515 or CMS FEPS@cms.hhs.gov

Click here to read Terms and Conditions
Accept Terms and Conditions

Do you have an IDM user account? (IDM User IDs are 6 characters or longer)

Yes

O No

Let's get started! You must accept Terms and Conditions to continue

3. Read the Terms and Conditions and click Accept to continue (Exhibit 2).
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Exhibit 2: Terms and Conditions

Terms and Conditions

the Operation Division (OpDiv) Chief Information Officer or
his/her designee. I also understand that violation of certain
laws, such as the Privacy Act of 1974, copyright law, and 18 USC
2071, which the HHS RoB draw upon, can result in monetary
fines and/or criminal charges that may result in imprisonment.

| agree to adhere to all data use requirements in the Qualified
Health Plan Certification Agreement and Privacy and Security
Agreement Between Qualified Health Plan Issuer and the
Centers for Medicare and Medicaid Services and HIPAA law.

Automated use of HICS is prohibited. | will not attempt to
automate logging into the HICS system, use automated queries
to retrieve data, nor attempt to perform searches in any
manner than that which is outlined in the technical guidance
provided by CMS.

oo Lo

You must read all the terms and conditions to continue.

4. For users who already have an IDM user account, skip to Step 5. For users who do not have an IDM
user account:

a.
b.
C.

On the Welcome to HICS User Onboarding page (Exhibit 1), select No.
Click the Let’s get started button.

Follow the instructions listed on HICS Onboarding, Step One (Exhibit 3), to create an IDM user
account.
NOTE: Begin by reading the Note above Step 1 on Exhibit 3.

Once logged into IDM, enter the new IDM credentials into the IDM User ID and IDM Password
fields at the bottom of Exhibit 3.

Click Next to display the HICS Onboarding, Step Two page (Exhibit 4).
Skip to Step 6.
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Exhibit 3: HICS Onboarding, Step One

HICS Onboarding
2. HICS User Role 3. HICS Access

Step One: IDM Account

If you have an IDM account skip to step 2. Do not create a second DM
account,

Contact MSD (Markstplace Service Desk) if you need assistance accessing
an old gocount at CMS FEPS@oms.hhs gov

Mote: Read the instructions, then select the "IDM Registration” button to
load the IDM Registration page.

1. Create an IDM Account by:
3. Select the "Mew User Registration” button on the IDM Login
Page.
b. Complete the IDM account creation process,
c. When prompted, select the “Return” link which will take you to
the IDM login.
d. Set up your desired method of multifactor authentication.
2. Sign into IDM with your IDM User |D {6 characters or longer) and
Password
1. Set up your desired method of multifactor authentication and
select Finish.
3. Once logged into DM, enter your new IDM User ID (& characters or
longer) and Password below and select "Next” button fo proceed to
Step 2 HICS User Role,

IDM Registration

DM User ID Enter IDM User 1D here

IDM Password  |Enter IDM Password here

Previous
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Exhibit 4: HICS Onboarding, Step Two

HICS Onboarding

1. IDM Account 2. HICS User Role 3. HICS Access |

Step Two: Request a HICS_ISSUER User Role

If you have any ssues with this process contact M5D (Marketplace Service Desk) af CMS FEPS@cms. hhs.gov:

After you have created an IDM account and successfully logged into IDM dashboard, select the "Role
Request” card to start the role request process if it has not already been started for you.

Mote: Read the instructions, then select the "IDM Registration” button to load the IDM Registration page,

. Select the “HICS” application.
. Select the “HICS_ISSUER" role.
ccept Terms and Conditions for Remote Identity Proofing.
Mote: Users wha have previously completed Remote Identity Proafing will go to step 9.
. Enter identity information (including a valid S5M) and contact information.
Select the “Next” button.
Complete the identity verification questions and select the “Verify” button
On the "Remote |dentity Completed Successfully” screen, select “Continue”.
Enter your business contact information and select "Update Business Contact Information”.
In the “Reason for Request” field reach out to your supervisor for justification reason
Select the “Submit Role Reguest” button.
Make note of your IDM Role Reguest 1D and enter it below
12. Click on Back to Home
13. Select the “MNext” button.

IDM Registration

IDM Role Request 1D (s 7 digits or more

[N LN p—y

PR
E R S = e S

IDM Role Request ID  Enter IDM Role Reguest IC

Previous

5. For users who already have an IDM user account:

a. Select Yes on the Welcome to HICS User Onboarding page (Exhibit 1) to display the IDM User
ID and IDM Password fields.

b. Enter the appropriate IDM User ID and IDM Password.
c. Click Let’s get started.
d. Click Next to display the HICS Onboarding, Step Two page (Exhibit 4).

6. After reading the steps listed on the HICS Onboarding, Step Two (Exhibit 4) page, click on the IDM
Registration button to load the IDM Registration page.

7. Enter the IDM User ID and IDM Password.
8. Click the Agree to our Terms & Conditions checkbox.
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9. Click Sign In.

10. Enter the information required for identity authentication.
NOTE: The Ul that appears and the information that is entered will depend on the method of
multifactor authentication that the user selected when creating the IDM account.

11. After successful completion of identity authentication, the IDM Home screen (Exhibit 5) will display.
12. Select Role Request to start the role request process.
Exhibit 5: IDM Home Screen

CMS.gov | IDM Self Service &9 Need Help? Sybi

My Profile Role Request
To access your Profile please click here. e To request access 10 a new Application please click here.
fou can View or Edit you ofile or MFA on this page. You can Add a Role in a new Application o

Manage My Roles

e I
o E
upcom Certifications.

13. Select HICS from the Select an Application drop-down (Exhibit 6).
Exhibit 6: HICS Role Request Select a Role Page

CMS.gov | IDM Self Service

oo
aa Role Request or
* Optional fields are labeled as (Optional).

-2

o % o

Application Role Review
S
Selected Application

HICS

The Health Insurance Casework System (HICS) application manages casework from the Federally-Facilitated Marketplace
(FFM) and Qualified Health Plans (QHPs).

View Helpdesk Details
[Selecta Role

Select the Role you want to request.

e I

14. Select HICS_ISSUER from the Select a Role drop-down (Exhibit 6).
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15. If the user has not yet completed Remote Identity Proofing, complete Steps 3-8 on the HICS
Onboarding, Step Two page (Exhibit 4).

16. Enter a reason for the HICS onboarding request in the Reason for Request field on the HICS Role
Request Review page (Exhibit 7).
Exhibit 7: HICS Role Request Review Page

CMS.gov | IDM Self Service

o
o

oo

Role Request b
+9
=1
| o o o

2= Application Role Review
ko) '

Review

| Application: HICS
Application Description: The Health Insurance Casework System (HICS) application

manages casework from the Federally-Facilitated Marketplace
(FFM) and Qualified Health Plans (QHPs).

| Role: HICS_ISSUER

| Role Description: HICS_ISSUER User is responsible for casework for issuers
Reason for Request

{TD access the data of the issuer | work with. ‘

Enter a reason for request using 1 to 600 alpha numeric and special characters, except less than (<), greater than 43/ 600
(=) or parentheses ().

m Back Submit Role Request

17. Click on the Submit Role Request button.

18. On the Role Request page (Exhibit 8), make a note of the Request ID.
NOTE: HICS requires all users to enter their IDM Request ID each time they submit an onboarding
request.

Exhibit 8: Role Request ID

CMS.gov | IDM Self Service

oo
oo

Role Request HH
‘Your request for the HICS_ISSUER role in the HICS application was successfully submitted. The following Request
[+]
‘ = ID has been generated.
2= Request ID Attribute Value
o 3550268 N/A N/A
=

Page 7



HICS User Guide for Issuers

Managing Casework in HICS C M S

Version 9.0 CENTERS FOR MEDICARE & MEDICAID SERVICES
CENTER FOR CONSUMER INFORMATION
OCtOber 26‘ 2023 & INSURANCE OVERSIGHT

19. Click on Back to Home to return to the IDM Home screen (Exhibit 5).
20. Enter the Request ID on the HICS Onboarding, Step Two page (Exhibit 4).

21. Click Next to display the HICS Onboarding, Step Three page (Exhibit 9).
NOTE: Users who are onboarding onto HICS will see the HICS Access Request Form (Exhibit 10).

Exhibit 9: HICS Onboarding, Step Three

HICS Onboarding

1. IDM Account 2. HICS User Role 3. HICS Access

Step Three: Request Access to HICS from Approver

If vou have any issues with this process contact M5D (Marketplace Service Desk) at 1-855-267-1515 or

—

CMS FEPS@ems. hhs.qgov,

1. Complete all fields. Middle only accepts one character (initial).
2. Select your Parent Organization.
3. “Comments” are optional,
Note: Comments are visible to the HICS Approver and HICS Administrator.
4. Select the “Submit HICS User Access Request” button.

Previous

22. Complete all fields in the HICS Access Request Form (Exhibit 10).
NOTE: The Comments field is optional.
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Exhibit 10: HICS Access Request Form

HICS Onboarding

1.IDM Account 2. HICS User Role 3. HICS Access

Step Three: Request Access to
HICS from Approver

1. Complete all fields. Middle only accepts one character
(initial).

2. Select your Parent Organization.

3. "Commeents” are optional.
Note: Comments are visible to the HICS Approver and
HICS Administrator.

4, Select the “Submit HICS User Access Request” button,

First Name:
Middle Initial
Last Name:
Email:

Phone:
Organization:
User ID:

DM Role
Regquest ID (7
digits or more)
Your Parent
Organization:

Comments:

Aetna, Inc.

ments here

CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES
CENTER FOR CONSUMER INFORMATION
& INSURANCE OVERSIGHT

Submit HICS User Access Request

23. Select the Submit HICS User Access Request button. The User Access Request Successfully
Submitted page will appear (Exhibit 11).
NOTE: New HICS users will receive an email confirming access to HICS once the HICS Issuer
Approver and HICS Administrator approve the onboarding request.

Exhibit 11: User Access Request Successfully Submitted Page

HICS Onboarding

(@ User Access Request Successfully Submitted

You have successfully submitted your HICS access request. You will receive notification once your request has been completed.

Request ID:  fnibilcbbhho
First Name:
Middle Name:
Last Name:
User ID:
DM Role Request ID: 3550268
Email:
Phone:
Your Parent Organization:  Aetna, Inc.
Status:  ApproverPending

515 or CMS FEPS@ems

2.3 Additional Support

For technical support, contact the Marketplace Service Desk (MSD) by email at
CMS_FEPS@cms.hhs.gov or by phone at (855) 267-1515, Monday through Friday from 8:00 a.m. to
8:00 p.m. ET. The MSD can assist with IDM troubleshooting and will escalate advanced onboarding
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issues to the HICS Support team. For issues related to the HICS_ISSUER role request in IDM, provide
the Request ID if possible.
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CMS

3.0 Becoming a HICS Issuer Approver

Each issuer needs to designate at least one Issuer Approver to grant approval for HICS users to be added
to the platform and to remove HICS access for those who no longer need access. Each issuer is allowed
up to two Issuer Approvers. The Issuer Approver approves onboarding requests for issuer users, serves as
the primary point of contact for the HICS team, and notifies the HICS team when users need to be
removed from the system.

HICS users who wish to become HICS Issuer Approvers can send an email to the CMS HICS Access
team at HICS _Access@cms.hhs.gov to identify themselves as a prospective Issuer Approver with the
authority to approve users’ access to HICS for specific HIOS ID(s).
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4.0 Using the HICS Issuer Approver Panel

4.1 Introduction

After a user receives confirmation that they have been granted the HICS Issuer Approver permission, they
can access the HICS Issuer Approver Panel. The Issuer Approver Panel is the interface that allows HICS
Issuer Approvers to approve or deny their organization’s onboarding requests.

4.2 Accessing HICS to Onboard HICS Users

Use the following steps to access HICS as an issuer:
1. Access the website at: https://hics.cms.gov/.

2. Enter the appropriate Username and Password, click the Agree to our Terms & Conditions checkbox,
and click Sign In.

3. A popup security warning window (Exhibit 12) will appear warning users that this system is for
government-authorized use only. Users must read, agree, and click Confirm to continue to login.

Exhibit 12: Security Warning and Confirmation Page

Security Warning

This warning banner provides privacy and security notices consistent with applicable federal laws, directives, and other federal guidance for
accessing this Government system, which includes all devices/storage media attached to this system. This system is provided for
Government-authorized use only. Unauthorized or improper use of this system is prohibited and may result in disciplinary action and/or
civil and criminal penalties. At any time, and for any lawful Government purpose, the government may menitor, record, and audit your
system usage and/or intercept, search and seize any communication or data transiting or stored on this system. Therefore, you have no
reasonable expectation of privacy. Any communication or data transiting or stored on this system may be disclosed or used for any lawful
Government purpose.

SECURITY REQUIREMENTS FOR AUTHORIZED USERS OF CMS' COMPUTER SYSTEMS

This is a Centers for Madicare & Medicaid Services(CMS) computer system.CMS computer systems are provided for the processing of
Official U.S.Government information.You must be authorized to access this system and are subject to current CMS Security standards at all
times(https://www.cms.gov/informationsecurity).

Do you confirm the above?

4. The HICS Home page will display (Exhibit 13). Click Enter Casework Tracking.
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Exhibit 13: HICS Home Page

HICS

HICS TEST06| User Resources|Log Out|A A A
n o ace et Last logged in at 1:10 PM EST on July 28, 2023

HICS Home

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 contractors 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

5. The Casework Tracking Start Page (Exhibit 14) will display.
Exhibit 14: Casework Tracking Start Page

HICS TESTO6 | Navigation Menu| User Resources|Log Out|A A A
Last logged in at 2:11 PM EST on August 4, 2023
System  cOG_HICS_TEST

Casework Tracking Start Page

Cases were last uploaded: 8/8/2023 2:00:17 PM

You will use this module to:

= Maintain Casework Tracking Information

Go To: HICS Home

4.2.1  Onboarding HICS Users

1. On the upper right corner of the Casework Tracking Start Page, expand User Resources (Exhibit 15).
Exhibit 15: User Resources Menu

HICS TESTO6 | Navigation Menu QTSI 8T Y Log Out|A A A

Last Iogged e |User Account Maintenance

User Access Report

HICS Onboarding Request

2. Select HICS Onboarding Request to display the HICS Onboarding page, which features a list of
HICS Onboarding Requests (Exhibit 16).
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Exhibit 16: HICS Onboarding Page

4.2.2

HICS

Health Insurance Casework System COG HICS IMPL

HICS Onboarding

Status: |Approver Pending e
Filter: Reset Criteria

Faguests per pags: 10 W

MNumber of Reguests : 7

e s &gl;an%ﬁ:ion Q%ed R_ei%ﬂ E_,qgﬁ
fnhzmwvwyrgnr Sybil Wood sw_tw_23 Anthem, Inc. (Approver Pending 2/24/2023 2/24/2023 53 Days
admin-onboardxssi Braylee Tran  username-xssi Anthem, Inc. (Approver Pending 2/1/2023 3/1/2023 58 Days
naprg-als Cohen Terry  username-sjdfjajflzsz Anthem, Inc. (Approver Pending 3/1/2022 32/1/2022 58 Days
admin-anb Elina Delaney username-rejact2 Anthem, Inc. (Approver Pending 2/1/20232 3/1/2022 58 Days
admin-anboardrejecti Paloma Karr  username-rejeckl Anthem, Inc. (Approver Pending 3/1/2022 3/1/2022 58 Days
onapp-c Clarissa Mathis username-cjasdfj2 Anthem, Inc. (Approver Pending 2/1/2022 3/1/2022 58 Days

=jdfj223cjzjsdwcjaiwgm¥ Joel Cleveland approverpendindnotexpired Anthem, Inc. (Approver Pending 3/2/2023 3/2/2023 59 Days

[ Back | | Download to Excel |

Filtering and Sorting Onboarding Requests

The HICS Onboarding Requests page has multiple sorting and filtering options.

1.

Status: The Status drop-down defaults to Approver Pending and gives the option to choose between
different onboarding request statuses.

a.
b.

All Statuses — Displays all onboarding requests.

Administrator Pending — Displays onboarding requests that the HICS Issuer Approver has
approved that are awaiting action from the HICS Administrator.

Approver Pending — Displays onboarding requests pending action by the HICS Issuer Approver.
This is the default selection.

Onboarded — Displays onboarding requests that have been successfully completed.

User Pending — Displays onboarding requests that the HICS Issuer Approver or HICS
Administrator returned to the user for corrections.

Filter: The Filter box allows users to filter down to desired parameters. For example, if a user enters
User, the filter will eliminate any entries that do not include the word User.

Sorting: The HICS Issuer Approver can sort onboarding requests by clicking the up and down arrows
at the top of the columns on the list.

a.

Request ID — The unique identifier that the HICS User receives when completing a HICS access
request. This field is sorted alphabetically.

Name — The user’s name. This field is sorted alphabetically.
User ID — The user’s IDM User ID. This field is sorted alphabetically.
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d. Status — The status of the onboarding request. The possible values are Administrator Pending,
Approver Pending, Onboarded, and User Pending. This field is sorted alphabetically.

e. Last Updated — The last date the onboarding request was changed. This field is sorted ascending
or descending by date.

f.  Request Date — The date that the onboarding request was submitted. This field is sorted ascending
or descending by date.

g. Expires In— The number of days until the request expires. Onboarding requests expire after 60
days from the request date.
4.2.3 Approving a User’s Onboarding Request

The HICS Issuer Approver may modify the HIOS ID assignments for the user before approving the user’s
request.

To approve the user’s onboarding request:

1. Onthe HICS Onboarding page, click the Request_ID of the request that will be approved to display
the HICS Onboarding Request Detail page (Exhibit 17).

2. To approve the user’s onboarding request, click the Approve button.

Exhibit 17: HICS Onboarding Request Detail Page

Health Insurance Coewsrk System COG_HICS_IMFL
HICS Onboarding
Pack
Hama: Parend Chganiralion: Role Request 10z
Swhbil Wiood Artna, [ng 550368
Heguest 10: Last Wpdated: Request Date: Expires In:
fmibilcbbbiho G303 AR &0 Dhaps
User 10z Emalz Pheome: Organization:
e _TW_23 Sy bl weinind @£ OGN0 E L0 207 0446130 Cograant s
A fran Fedgisct Seatis; Apgdower Pending
Mew Comment
*Maximwir 1000 charaiters

3. When the onboarding approval confirmation displays (Exhibit 18), click OK.
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Exhibit 18: HICS Onboarding Approval Confirmation

hicsimpl2.cms.gov says

Are you sure you want to Approve
this request for Eden Cconnor?

NOTE: After the HICS Issuer Approver approves the access request, the HICS Onboarding Approval
Detail page displays (Exhibit 19) and the request moves to the HICS Administrator’s queue for final
approval. When the HICS Administrator approves the request, they will also approve the IDM HICS User
Role request. The new HICS User will receive a confirmation email for each approval.

Exhibit 19: HICS Onboarding Approval Detail Page

HICS ‘

Health Insurance Casework System COG_HICS_IMPL

HICS Onboarding

Back

Name: Parent Organization: Role Request 1D:

Sybil Wood Aetna, Inc. 3550268

;ls::]uest Last Updated: Request Date: Expires In:
fnibirmfaurn  6/9/2023 6/9/2023 60 Days

User ID: Email: Phone: Organization:
sw_TwW_23 sybil.wood@cognosante.com 207 944-6100 Cognosante

Status: Approval Confirmation Successful, Admin will be notified for next actions.

4.2.4  Rejecting a User’s Onboarding Request

To reject the user’s onboarding request:

1. Click the Request_ID of the request that will be rejected.
NOTE: When the Issuer Approver rejects a request, they must add comments about the rejection. The
Issuer Approver’s comments will show up on the notification that is sent to the requester, giving the
requester the opportunity to modify the request (if required) and resubmit.

2. After entering comments about the rejection, click the Reject button.
3. When the rejection confirmation displays (Exhibit 20), click OK.
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Exhibit 20: HICS Onboarding Rejection Confirmation

hicsimpl2.cms.gov says

Are you sure you want to Reject
this request for Arture Wong?

NOTE: After the HICS Issuer Approver rejects the access request, the HICS Onboarding Rejection Detail
page (Exhibit 21) displays When the HICS Administrator rejects the request, HICS will send a
notification email to the user and Issuer Approver.

Exhibit 21: HICS Onboarding Rejection Detail Page

HICS

Health Insurance Casework System  coG_HICS_IMPL

HICS Onboarding

Back
Name: Parent Organization: Role Request ID:
Sybil Wood Aetna, Inc 3550268
;lslquest Last Updated: Request Date: Expires In:
fnibirmfaurn  6/9/2023 6/9/2023 60 Days
User ID: Email: Phone: Organization:
sw_TW_23 sybil.wood@cognosante.com 207 944-6100 Cognosante

Status: Successfully rejected user request. User will be notified for action
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5.0 Managing Casework in HICS

5.1 Accessing HICS

Use the following steps to access HICS:

Access the website at: https://hics.cms.gov.

Enter the appropriate Username and Password.

Click the Agree to our Terms & Conditions checkbox.
Click Sign In.

A popup security warning window (Exhibit 22) will appear warning users that this system is for
government-authorized use only. Users must read, agree, and click Confirm to continue to login.

Exhibit 22: Security Warning and Confirmation Page

ok~ owbhdE

Security Warning

This warning banner provides privacy and security notices consistent with applicable federal laws, directives, and other federal guidance for
accessing this Government system, which includes all devices/storage media attached to this system. This system is provided for
Government-authorized use only. Unauthorized or improper use of this system is prohibited and may result in disciplinary action and/or civil
and criminal penalties. At any time, and for any lawful Government purpose, the government may monitor, record, and audit your system
usage and/or intercept, search and seize any communication or data transiting or stored on this system. Therefore, you have no reasonable
expectation of privacy. Any communication or data transiting or stored on this system may be disclosed or used for any lawful Government
purpose.

SECURITY REQUIREMENTS FOR AUTHORIZED USERS OF CMS' COMPUTER SYSTEMS

This is a Centers for Medicare & Medicaid Services(CMS) computer system.CMS computer systems are provided for the processing of Official
U.S.Government information.You must be authorized to access this system and are subject to current CMS Security standards at all
times(https://www.cms.gov/informationsecurity).

Do you confirm the above?

6. The HICS Home page will display (Exhibit 23). Click Enter Casework Tracking.
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Exhibit 23: HICS Home Page

H lCS HICS TESTO6|User Resources|Log Out|A A A
iy c St SOaCE el Last logged in at 1:10 PM EST on July 28, 202]
HICS Home

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 contractors 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

NOTE: Once these steps are completed, the Casework Tracking Start Page will display (Exhibit 24).
Exhibit 24: Casework Tracking Start Page

HICS

Health Insurance Casework System

Cases Casework Tracking Start Page

Casework Upload
Search Case

SR Cases were last uploaded: 7/28/2023 4:31:05 AM

Reports
Documentation

You will use this module to:
o Maintain Casework Tracking Information

Go To: HICS Home

5.2 Uploading Casework

The Casework Upload function enables users to upload casework files. Every item included in the
bulleted list on the Casework Upload Page must be true for the upload to be successful. For example, the
uploaded files must be tab-delimited text files with a .txt extension, not have any column headers, and
follow the order of the table shown on Exhibit 25. Also, cases listed in the uploaded file must not be
closed. Although the table on the Casework Upload Page lists the required field names vertically, the
uploaded text file must list each case (and applicable casework notes, comments, etc.) horizontally. Each
case in the file must have a row, not a column.
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1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).

2. Select Casework Upload from the left menu. The Casework Upload Page will display (Exhibit 25).

Exhibit 25: Casework Upload Page

Casework Upload

Please note the following:
= ASCII Tab-delimited Text File is the requirad file format.
s Do NOT include a header record.
= Filename extension should be ".TXT"
= Uploads will NOT be accepted for any cases that are already closed.
s Upload the data according to the Upload File Record Layout provided below. Only the listed data (Field Mame) will be uploaded.
= Casework Mote entered becomes the Resolution Summary if the case is resclved.
. . Field . P Sample Field
Field Name Field Type Length Field Description Value(s)
Case ID EE'QE]RED 11 Case ID assigned by HICS. The Case ID must already exist in HICS. E1234567890
CHAR Summary description regarding the case and its resolution. Only include new notes. Any notes
Casework Notes 4,000 already entered in HICS should not be included in the upload. Please note: if the user is closing the ||Casework notes
REQUIRED
case the Casework Note becomes the Resolution Summary.
CHAR Enter "Y" if the case should be resolved.
Resolve Case REQUIRED ! Enter "N" if the case should remain open. Y
CHAR If desired, provide any notes that the plan should see when performing their plan resolution.
Comments OPTIONAL 4,000 Otherwise, leave this field blank. Comments
Pending XOSC Help CHAR 1 Enter "Y" if the case has been sent te the XOSC Help Desk. Iy
Desk REQUIRED Enter "N" if the case has not been sent to the XOSC Help Desk.
Date Case Referred to  |CHAR 10 If "Y" was entered for Pending XOSC Help Desk, then enter the date the case was referred 01/01/2014
XOSC Help Desk CONDITIONAL (MM/DD/YYYY). If "N" was entered for Pending XOSC Help Desk, then leave this field blank
Date of Resolution CHAR . .
Notification DPTIONAL 10 Enter the date of resolution notification (MM/DD/YYYY). 01/05/2014
Does the Issuer Agree |[CHAR 1 Enter "Y" if the user agrees with the Issue Level. ly
with the Issue Level? REQUIRED Enter "N" if the user disagrees with the Issue Level.
Issue Level CHAR 1000 |This field is optional if the user selects "N" to the field above. Enter the reason the user disagrees Reason
Disagreement Text OPTIONAL with the Issue Level.
If “Y" was entered for Resolve Case, then the Outcome of Resolution field is required. Enter the
number associated with the Outcome of Resclution per below.
1. Issuer has adjusted its record, whole or in part, in accord with the request/directive
2. Issuer is not permitted to make requested changes(s) according to CMS/issuer policy
N NUM
Outcome of Resolution 1 3. Issuer was unable to contact the consumer/provider 14
CONDITIONAL 4. Other
5. Issuer did not cancel/terminate as requested, consumer had paid claims
6. Issuer did not cancel/terminate as requested, consumer paid premiums
7. Issuer did not cancel/terminate as requested, consumer contacted the Issuer
Outcome of Resoluticn ||[CHAR 100 If “4"” was entered for the Outcome of Resolution, then the Other Outcome of Resolution field is Other Text
Other Text CONDITIONAL required.

3. Use the information on the Casework Upload Page to create the case file.
4. Click Choose File to select the file for upload.
5. Click Upload.

5.3 Searching for Cases

The Search Case function allows the user to search for a case by either case ID(s) or by specific case
information.

1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).
2. Click Search Case in the left menu. The HICS Search page will display (Exhibit 26).
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Exhibit 26: HICS Search Page

HICS Search

Option 1
To view multiple cases, use comma(s) to separate Case IDs.
Case ID

Option 2
Casework Office Select One w  Active Caseworkers B Caseworker Select One
Filter Issuer by State | Select One [

Sort Issuer By IssuerlD W

Filter Issuer by Parent Organization  select One

Issuer 16084 (VA) Anthem Health Plans of Virginia Inc.
17575 (IN) Anthem Ins Companies Inc{Anthem BCBS)
29276 (OH) Community Insurance Company{Anthem BCBS)
32753 (MO) Healthy Alliance Life Co{Anthem BCBS)

33670 (MV) Rocky Mountain Hospital and Mediczl Service Inc. dba Anthem Elue Cross and Blue Shisld ¥

Case Status Open e

Received Date From (mm/dd/yyyy)
Resolution Date From {mm/dd/vyyy)

Issuer Assignment Date From (mm/dd/yyyy)

Category Select One W
First Name
State Select Ons v

Type of Service Select One
Issue Level Select One W Consumer ID

Issue Flags (Check all that applies)

[} Media Interest [ Congressional ) MHPAEA
[ Agent/Broker [ SHOP

Ol SWIFT [ White House Correspondence

Case Pending X0OSC Helpdask Select One v
Application ID
Phone/Alt Phone

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

To (mm/dd/yyyy)
Subcategory

Last Name

Select category first w

3. On the HICS Search page, enter the Case ID(s) (Option 1) or other search criteria (Option 2).

a. |If searching for a case(s) using Option 1, enter the case number(s) in the Case ID field.
NOTE: Separate multiple Case IDs with a comma.
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b. If searching for a case(s) using Option 2, complete the intended data search field(s).
NOTE: The Case Status drop-down menu is set to Open by default. Select Both to review all
cases associated with the search parameters.
4. Click Search under the option selected. The HICS Search Results page will display cases matching
the parameters entered (Exhibit 27).
NOTE: There is a 300-case limit for search results.

Exhibit 27: HICS Search Results Page

HICS HEATHER TONES| Navigation Menu|User Resources|Log Out|A A A
Last logged in at 6:02 PM EST on August 14, 2023
Hedlth Insurance Casework System COG_HICS_IMPL

HICS Search Results

Cases Per Page: 15 v

Number of Cases : 445

Your search criteria resulted in more than 300 cases. Only the first 300 cases that match your criteria are displayed. To narrow your search, please pick additional criteria.

New Case New  Issue Received Caseworker CMS Contact Consumer Issuer Last Update New
e Case Status Comment Level Date Assigned Issue Name Name ety State Plan (EETD Date Information
Ik

E2109150916 No QOpen No 1 1/6/2021 Heather Uones No John Hones John Hones 32753 MO  32753M0Q085001506 2.16 611258/223‘3%?4 No

E2100197820 No  Open Mo 1 1/8/2021 HeatherTones No  Chvistine  christine go.00 4 geagova072003301 2.6 AT Yes
Gones Gones 2:14:40 PM

E2109382616 No  Open No 1 3/18/2021  Amy Jones No Heather  Heather ...,  cn  11512MC006002806 2.17 No
Gones Gones

E2109391817 Yes Open No 1 3/23/2021 LindaRones No AmyVones Amy Vones 63411 GA  33602TX046068706 2.3 Yes
Michael Michael 7/19/2023

/:

E2100304481 Mo  Open No L 3/25/2021 PaulNenes  No Rama Romee 63411 GA 2.3 Ffrsva=t Ne

E2109394492 No  Open Mo 1 3/25/2021 PaulNones  Np  MOmas  ThOMas ...y GA 15842FL012003305 2.3 Mo
Hones Hones

E2109394497 No  Open Mo 1 3/25/2021  Amy Jones No emas  Themas ...y gp 2.21 Mo
Hones Hones

E2100394515 No  Open No 1 3/25/2021  Amy Jones no  Elizabeth o Elizabeth o0 o, 2.21 Mo
Nones Nones

E2100396625 No  Open No 1 3/25/2021  Paul Nones N  Thomas o Thomas o, g, 2.21 Mo
Gones Gones

E2100307822 No  Open No L 3/26/2021 AmyJones  No Sr’:’; Karen Lones 63411 GA  11512NC031000305 2.16 No

E2109397844 No Open No 1 3/26/2021 Amy Jones No  Amy Bones Amy Bones 63411 GA 11512NC0O06003006  2.16 No

E2309824833 Yes Open Mo 1 8/12/2023  Amy Jones No E;‘r’:; Karen Lones 63411 GA 2.16 Yes

E2100104029 Yes Open Yes 2 1/7/2021 Heather Uones Mo NOMaS  TROMas  ,oo0 o 35753M0005001701  2.16 1/14/2021 Yes
Canes Canes 5:58:41 PM
Robert Robert 1/15/2021

E2100194038 No  Open No 2 1/7/2021 Heather Uones No s open 32753 MO 32753M0095001501 217 LSIPBEL No

E2109194041 No  Open Mo 2 1/7/2021 HeatherUones No O3S Themas o005 o 357531M0005001506  2.16 1/20/2021 Mo
Mones Mones 7:20:48 PM

Next Last Page

Download to Excel

Go To Casework Tracking Start Page

5. Select a Case ID link in the Search Results page to view details about a specific case.

5.4 Viewing Case History

The Case History function enables users to view the history of caseworker, issuer, issue level, and
category/subcategory assignments as well as the case narrative.
NOTE: For cases with a Plan Request, the Case History tab will also display ER&R review requests.

1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).
2. Use the Search Case function in Section 5.3, Searching for Cases, to search for a case.

3. Select a Case ID link on the Search Results page. The Add/Edit Case page will display with the Case
Information tab highlighted.

4. Select the Case History tab. The Add/Edit Case page will display with the Case History tab
highlighted (Exhibit 28).
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Exhibit 28: Add/Edit Case Page — Case History Tab

HICS

Health Insurance Casework System COG_HICS_IMPL

Go To Casewcork Tracking_Start Page Search Case Page

Add/Edit Case

Case ID: E2307427918

Application ID: | Preferred Language:

Case Information m Resolution

* Required fields are marked with an asterisk.

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

—Caseworker Assignments

# Assigned To Assigned By Assigned On

automation-victoria System

1 Hics User System User

6/12/2023 6:48:50 FM

—Issuer Assignments

# Assigned To Assigned By Assigned On

System

1 OTHER System User

6/12/2023 6:48:50 PM

—Issue Level Assighments

# Assigned To Assigned By Assigned On

System

1 Issue Level 2 System User

6/12/2023 6:48:50 PM

—Category/Subcategory Assignments

# Category/Subcategory Subcategory Other Text Assigned By
1 Category 1 System

Subcategory 9 System User

Assigned On

6/12/2023 6:48:50 PM

-—

5.5 Resolving (Closing) Cases

The Resolution function enables users to enter comments, casework notes, and resolution summaries and

resolve cases.

NOTE: The ability to resolve a case depends on the case category and subcategory.
1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start

Page (Exhibit 24).

2. Use the Search Case function in Section 5.3, Searching for Cases, to search for a case.
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3. Select a Case ID link on the HICS Search Results page. The Add/Edit Case page will display with the
Case Information tab highlighted.

4. Select the Resolution tab. The Add/Edit Case page will display with the Resolution tab highlighted
(Exhibit 29).
Exhibit 29: Add/Edit Case Page — Resolution Tab

Add/Edit Case

Case ID: E2109192193
Application ID: 3660660224 | Preferred Language: English
Case Information Case History Attachments Plan Request

* Required fields are marked with an asterisk.
Save and Send Email fo Caseworker | | Clone Case

Comments
MNew Comment:

Pl

From: Date: Comment:
gig:ﬁm'ge”emted Comment ) 75021 2:53:35 PMTHIS IS A COMMENT 7B78B2DB-C6D7-4B03-A419-BCDBCECTFOCO
Casework

MNew Casework Note:

Include In Resolution Summary:
O

From: Date: Casework Note: Include In Resolution Summary:

%S;‘L'I‘erm”es 1/7/2021 2:53:35 PMTHIS IS A CASEWORK TEXT BO800048-856C-4E8F-067C-C259DD300DED

Date of Resolution Notification (mm/dd/yyyy) 1/7/2021
Case Pending X0SC Help Desk Mo W
Date Case Referred

Reserved

SEP Decision Made

SEP Reason

Does the Issuer agree with the Issue Level?  Yesw
Reason for Disagresment
Cutcome of Resolution Issuer has adjusted its record, whole or in part, in accord with the request/directive v

Other Outcome of Resolution

5. On the Resolution page, in the Comments section, enter any applicable information in the New
Comment field.
NOTE: All users can see the comments entered in this section.

6. In the Casework section, enter casework notes in the New Casework Note field. Casework notes
entered in this section have limited visibility depending on a user’s access level. CMS users will see
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all internal casework notes.

NOTE: To mitigate system time outs and avoid losing work, click Save after entering each note.
Proofread comments and casework notes before clicking Save, as information cannot be modified or
edited after it is saved.

7. HICS shares the resolution summary with the Marketplace Call Center for cases that originated at the
call center. Include all relative comments in the resolution summary to convey a complete description
of the research that led to the resolution outcome.

8. For final resolution notes, check the Include in Resolution Summary box next to the applicable note
in the Casework section.

9. Select an outcome from the Outcome of Resolution drop-down menu.

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

11. If it is necessary to correct errors, click the Resolve Case button after entering the required
information.
NOTE: After the data is accepted, a Case Resolved message will display at the top of the page.

5.6 Uploading and Viewing Attachments

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

1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).

2. Use the Search Case function in Section 5.3, Searching for Cases, to search for a case.

3. Selecta Case ID link on the HICS Search Results page. The Add/Edit Case page will display with the
Case Information tab highlighted.

4. Select the Attachments tab. The files already uploaded for the case will display (Exhibit 30).
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Exhibit 30: Add/Edit Case Page — Attachments Tab

7.
8.

5.7

HICS

Health Insurance Casework System  ~gc HICS IMPL

Go To Casework Tracking Start Page Search Case Page

Add/Edit Case

Case ID: E2109194293

Application ID: 3662189576 | Preferred Language: English

Case Information Case History Resolution lirla, 0008 Plan Request

* Required fields are marked with an asterisk.

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

Attachments

# File Name Description Delete Download
1 E2109194293 . pdf Resolution Letter Upload for E2109194293 | Delete || Download |

Select file for upload: Choose File | Mo file chosen
Description of Attachment:

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

To view an attachment, click the Download button next to the file.

To add an attachment, click Choose File and select the file to upload.
NOTE: .txt, .doc, .zip, .xIsm, .docx, .xlIsx, .pdf, and .gif are the supported file types.

Provide a description of the attachment in the field provided.
Click Upload to attach the file to the case.

Creating a Plan Request

The Plan Request function allows issuer users to select a request for CMS and contractors from a pre-
populated list of requests. When an issuer user creates a Plan Request for a case, an email is sent to the
caseworker and a predefined contractor’s email address depending on the request selected.

1.

Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).
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2. Use the Search Case function in Section 5.3, Searching for Cases, to search for a case.

3. Select a Case ID link on the HICS Search Results page. The Add/Edit Case page will display with the
Case Information tab highlighted.

4. Click the Plan Request tab. The Add/Edit Case page will display with the Plan Request tab
highlighted (Exhibit 31).

Exhibit 31: Add/Edit Case Page — Plan Request Tab

HICS

Health Insurance Casework System C0G HICS IMPL

Go To Casework Tracking Start Page Search Case Page

Add/Edit Case

Case ID: E2109194038

Application ID: 36634028567 | Preferred Language: English

Case Information Case History Resolution Attachments Plan Regquest

* Required fields are marked with an asterisk.

*Plan Request
Status:

' Request CMS review of SEP request

' Reguest CMS review of termination/cancelation request
' Request CMS technical assistance

' Request reassignment to a different Issuer

' ER&R review requested

> Eligibility Appeals Clarification

*MNote:

This note will save a casework note in the External notes section of the Resolution tab.

[ Back | [ Update Plan Request |

5. Select a request from the list in the Plan Request section.
6. Inthe Note section, type the reason for the Plan Request and the action needed from CMS or the

contractor.
NOTE: This note is a required field and will be automatically saved in the Comments section in the

Resolution tab.
7. Click Save.
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5.8 Using Data Extracts to Download Case Data

The Data Extract function enables users with appropriate permissions to download distinct types of HICS
case data.

1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
page (Exhibit 24).

2. Select Data Extracts from the left menu. The Data Extract page will appear (Exhibit 32).

Exhibit 32: Data Extract Page

HICS

Health Insurance Casework S-,rsl'em COG_HICS_IMPL

Data Extract

Monthly
Cpen

3. Select an extract type.

4. Click Next.
a. Exhibit 33 displays the criteria selection for the Monthly data extract.
b. Exhibit 34 displays the criteria selection for the Open data extract.
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Exhibit 33: Data Extract Criteria Selection — Monthly

HICS

Health Insurance Casework System COG_HICS_IMPL

Data Extract -> Monthly

The password for the Zip file will be:

*Year 2023 v

*Month July v

*Extract Files|+==5

| Back | | Download |
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Exhibit 34: Data Extract Criteria Selection — Open

HICS

Health Insurance Casework System COG_HICS_IMPL

Data Extract -> Open

The password for the Zip file will be:

*Category 1 Marketplace/Medicaid/CHIP Eligibility -
2 Plan and Issuer Concerns
3 Legal and Administrative

4 1095 Issues ¥
*Extract Files cases -

type_of_service

contacts

comments v

| Back | | Download |

5. Make filter selections as necessary to generate the desired extract.
NOTE: To make multiple consecutive selections from the lists displayed when a user selects Open
from the Data Extract page, click the first selection, hold <SHIFT>, and click the final selection. To
make multiple nonconsecutive selections, hold <CTRL> and click the desired selections.

6. Take note of the password at the top of the Data Extract page.
NOTE: The user will need to enter this password to open the data extract file saved on their system.

7. Click Download.

8. Open the Downloads folder.

9. Right click on the file downloaded in Step 7.

10. Extract the files.

11. In the Password field, enter the password for the Zip file.
12. Click OK.
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5.9 Viewing Reports
The Reports function enables issuer users to view the Feedback Report and Issuer Aging Report.
5.9.1 Viewing the Feedback Report

1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).

2. Select Reports from the left menu. The Select Report page will display (Exhibit 35).

Exhibit 35: Select Report Page

H ICS HICS TEST06| Navigation Menu | User Resources|Log Out| A A A
Last logged in at 5:06 PM EST on October 20, 2023
Health Insurance Casework Sym COG_HICS_IMPL '

Select Report

Select a Report:

Feedback Report -
Issuer Aging Report

Go To Casework Tracking Start Page

3. Select Feedback Report.
4. Click Next. The Feedback Report Criteria Selection Page (Exhibit 36) will display.
Exhibit 36: Feedback Report Criteria Selection Page

H ICS HICS TEST06| Navigation Menu |User Resources| Log Out|A A A
Last logged in at 5:06 PM EST on October 20, 2023
Health Insurance Casework System COG_HICS_IMPL

HICS - Reports

Feedback Report

Category: Select One v
Subcategory: Select category first v
Issue Level: Select One v

Resolution Date From (mm/dd/yyyy)

Resolution Date To (mm/dd/yyyy)

Case Received Date From (mm/dd/yyyy)

Case Received Date To (mm/dd/yyyy)

Coverage Year Select One v

5. Select the criteria to view in the report.
6. Click Next to view the Feedback Report.
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CMS

5.9.2  Viewing the Issuer Aging Report

1. Complete the process in Section 5.1, Accessing HICS, to navigate to the Casework Tracking Start
Page (Exhibit 24).

2. Select Reports from the left menu. The Select Report page will display (Exhibit 35).

3. Select Issuer Aging Report.

4. Click Next. The Issuer Aging Report Criteria Selection Page will display (Exhibit 37).

Exhibit 37: Issuer Aging Report Criteria Selection Page

HICS HICS TESTOE| Mawigation Menu| User Resources |Log Out & A A
Last loggied in at B:I5 AM EST on April 2, 2020
Hualth Insurance Casewerk System  CoG_HICS_IMPL

HICS - Reports

Issuer Aging Report

State: Solect One ¥

Parent Organization: Sedect One ¥

Issuer: Select One h
Issuc Lewel: Select One ¥

Special Interest: Selpct Oz T

Category: Sodect D ¥

Subcategory: Sclect cateqory fist ¥

Assignment Date From:
Assignment Date To:

|Bock | | Raeat |

5. Select the criteria to view in the report.
6. Click Next.
7. Review the report (Exhibit 38), clicking links as desired to view more detail.
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Exhibit 38: Issuer Aging Report

HICS HICS TESTOE| Mavigation Menu| Ueer Recources |Log Out|A & A
i e % EDG_HI[S_IHFL Last logged in at 9:26 AM EST on April 2, za20

HICS - Reports

Issuer Aging Report

State: Al
Farent Org: Al
Issuer: an
Issue Level: &l
Special Interest: Al
Category: Al
Subcategory: Al

Assignmient Date From: None
Assignment Date To None

fsmer  —— [vSoays |[5-l00ys |[l0-Z00ays |[20-30 Cays |[30+ Days |[atal |
[iisiziBiee crmsandmuesShiedatne b o o b JEir == ]
[(16242) Blue Cross and Bue ShisdafFionds b Ik e ez s [sss ]
[zeesjcemicinmumncecompany______________Jo o o 5 JEn == |
[(32753) Healthy Alllance Lfe CofantremBeBs) o I e e En - lsn ]
[(23802) Blue Cross BweShisidofTewas o o o Job JEan =z |
[(3e0%%) Blue Cress Bwe Shisldoftiinels o o e e s Es
[[25785) Molina Healthcare g Tesasine.  Jlo o o Jo Jrso o |
[(B2ia1) Celtic Insurmce Company o o e s
[(22120) Humana tnsurance Company _______Jlo o & J& = = ]
[(52a8] Cigna Health and Lée fnswrance Comaany |l |l Je o s Jfos |
= Case age | calculated bassd an Assigrment Date in calendar days

Ga To Casework Tracking_Start Page

NOTE: Case age is calculated based on Issuer Assignment Date in calendar days.
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Appendix A. HICS Categories and Subcategories

Exhibit 39 lists the subcategories in Category 2, Plan and Issuer Concerns.

Exhibit 39: Category 2, Plan and Issuer Concerns Subcateorles

Issuer Enrollment/Disenrollment

2 Claims Processing, Denials, Benefit Appeals
3 Quality of Care/Provider Fraud Allegations
4 Provider-Originated Issues
5 Coordination of Benefits
6 Premium Payment
7 Cost-Sharing
8 Rate Review
9 MLR Rebates (Retired)
10 Issuer Customer Service
11 Marketing Complaints
12 Agent/Broker-Initiated Compensation Issues
13 Access to Services/Benefits
15 Special Enrollment Period (Issuer Action Required)
16 Reinstatement/Re-enroliment Request
17 Cancellation/Termination Request
18 Medicare Overlap Issues (Retired)
19 Consumer Believes APTC not Awarded Properly
20 Auto Re-enrollment or Renewal
21 Eligibility Appeals Related (OHI Use Only)
22 Alternative Format Request Issue
23 Alleged Unauthorized Enrollment
24 Enrollment Blocker
25 Provider Network, Directory, Continuity of Care
26 Retroactive Termination or Cancelation Request
27 Unauthorized Plan Switch
914 Other
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