Submit claim disputes online and view status

A dispute is a request to reconsider a claim that has been denied, adjusted, or contested. *

What you'll need to get started:

* Username and password to log in to your Provider Connection account.

* Access to claims data.
* All Account Managers have access to claims data.

* Account managers can enable claims access for Users at Account
Management > Manage user accounts.

*  You must be linked to the Tax ID (or SSN) and Provider ID (TIN/PIN) of the claim for which you
are searching.

New dispute, not previously filed with Blue Shield.

Claim number(s) and supporting documentation.

Email where you will receive automated notifications.

* Do not use the online dispute functionality to attach documents to a finalized claim. If you do so, Blue Shield must

void your submission, and you will need to resubmit correctly.

*  For dispute fundamentals, go to Claims issues & disputes and scroll to Learn more about the dispute process.



https://www.blueshieldca.com/bsca/bsc/public/common/PortalComponents/provider/StreamDocumentServlet?fileName=PRV_Attach-Docs-to-Finalized-Claims.pdf
https://www.blueshieldca.com/en/provider/claims/disputes
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There are four steps (screens) to filing a claim dispute online. You will enter:
1. Claiminfo
2. Dispute info
3. Contactinfo

4. And then review your entry and submit.

You can file disputes for a single claim or multiple claims in a bulk dispute for the same type of
issue. Use the table of contents below for instructions on each option.

Instructions Pages

Locate the claim 3
Dispute a single claim decision: Steps 1-4 5-10
Bundle disputed claims in a bulk file: Step 1 (Steps 2-4 same as above) 1-14

View dispute status: For claims submitted online and by mail 15




Locate the claim using Check claim status

tactus (@ Site help

1. Log in to www.blueshieldca.com/provider. o farMantar  FarErpionn  Fariaan

Connection

Eligibility & benefits ~ Authorizations ~ Claims ~ Guidelines & resources News & education ~

2. Click Claims in the navigation bar, then click I e

Check claim status in the drop-down menu. P—— n ER—p—

‘Claims routing tool Manage electronic transactions Policies & guidelines

3. Enter data into one or more search fields and
CliCk SearCh. Search Other Blue plans Appeal status

Al fields are optional

I
Member information Claim information Provider information

7

4. Results will display in the table below the blue [ e e ) (oo )| D O
header. Click the claim number that displays o ) = o ¢l

s
N [Paymem information v [S 000 Jlo $ 000 [valdev NPI

under this column. wose {][oeee )

Provider tax ID

[/ Start dete | LEnd date
\ J

J

| stetus change 2 ‘ [ Provider numoer
B

5. The Claim detail displays. Click Resolve claim
issue or dispute. - oo

Showing 1-50 of 1.461 claims: Dates of service 01/02/2021-01/02/2024
Claim & Claim S Clim o S EOBC Member o MemberiD/SubscriberiD & Provider ¢ Claim ¢ Claim o  Patient s
status i name amount  amount  responsibilty  number
billed paid
FNALIZED Medical | WN2023- | View $20000 5000 5000 | 2334081000000005

12345678910 12/2023
12/06/2023 ) -

Claim 123456789101

Finalized 10/12/2023
Information is valid and up to date as of 10/12/2023 &t 10:04 p.m.|

QR Medical I Finalized — denied I View EOB

Possible next steps:

Attach supporting documents l Resolve claim issue or dispute l B
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http://www.blueshieldca.com/provider

Access the online dispute form

6. The Resolving a claim issue pop-up displays. It
includes other options for consideration before

you initiate a dispute. n

Resolving a claim issue

7. To continue filing your dispute online, click o
. . We may be able to help with a claim issue before you
Onllne dISpUte form. file a dispute. If your claim has been denied or not

paid in full, here are your options.

Correct a claim

Submit corrected claims within 30 business days of recleving
the notice about missing Information. If you are responding
1o a request for additional Information, you can attach
documents to a claim online.

Contact Provider Services

If you have questions about a claim, contact Biue Shield of
California Provider Services. You can Inquire about a claim

status, corrections, payment rules, and more by phone or in
writing.

Dispute a claim decision
We take your concerns seriously and resolve disputes within

45 business days of recelpt. If you consider it necessary to
file a dispute, use ouf online dispute form.

Table of contents BLUE SHIELD OF CALIFORNIA '



Dispute process — Step 1: Claim info

Claim information screen DISPUTE A CLAIM DECISION

i\ 3
o \2) (3

1. Claim details display. Ceiminto  Disputeinfo  Contactinfo
* The claim number will automatically Claim information
pOpU|Gte. YOU can enter a new C|Gim Check that you have the right claim number. Add claims to bundie with your dispute if

necessary.

number and click Update if desired.

* Filing a dispute for one claim is the default Enter claim number(s)  Upload a file
selection.

Erter yourclam # *

000345348900 Update

7

* To see additional details about the claim,
CIiCk View more. (D Disputel(s) exist for this claim:

233050000002 (11/01/2023)
233040000011 (10/21/2023)
Show more v

Claim details

2. Click Next. o SR
Member name Member X
Subscriber ID ANS919121585
The Dispute info screen displays — see next Dates of service 09123/2022-09/2312022
Amount billed $50.00
page.

View more v

Do you have similar claims to bundle with this dispute? ‘@

@ No. I'm disputing one claim decision.

O Yes

{ Cancel

BLUE SHIELD OF CALIFORNIA '



Dispute process — Step 2: Dispute info

Dispute information screen DISPUTE A CLAIM DECISION

© © ) o

Claim info Dispute info  Centact info Review

3. Describe the dispute and your expected . )
Dispute information
O Utco m e . Describe your dispute and the steps we can take to resolve it.

Please describe your dispute and why you believe our claim decision is incorrect.

4. Review and answer the question(s). Questions
will vary depending on the type of claim you
are disputing. Your answers will help route the
dispute to the correct team.

Dispute gesery ipron

Describe the nature of your dispute.

361500

Please describe the steps you expect we can take to resolve your dispute

5. Attach supporting documents in the order you =
would like them reviewed.

15 this dispute related to a claim in which Blue Shield of California is het the primary payer?

* Select up to five (5) files at a time for a

O ~e
tOtO I Of 20 fl Ies' Is this facility dispute related to trauma, stop loss, transplants, implant or drug exceptions?
OB v
0 0 o Attach supporting documents *
Flle Flle Slze qu # Of z‘D:DOC.XLS,;:iMBmal.:DN files total)

types (per file) files :

i Drag and drop up to 5 files at a time or
All plan types PDF,
Excel, O MB 20 1

except BlueCard
p WOI’d 1. [ EXAMPLE - temized bill for Patient XYZ pdf. (15820 k2)

2 [ EXAMPLE - Med record for Patient XYZ pdf (19520k8) Medical record Remove {1

BlueCard PDF 10 MB 20

Continued next page.
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Dispute process — Step 2: Dispute info (continued)

After dragging/dropping or selecting your
supporting documentation, a pop-up box
displays for each file.

Attach documents (1 of 4)

What type of document are you attaching?

Attach documents (4 of 4)

What type of document are you attaching?

D supporting-doc-4.docx  (11.91KB)

Medical record ‘ Other

7. S [ [ : ,
: eIe.ct a type for each file, then click Attach e
Options are:

Cancel Cancel

* Medical record
» Contract/pricing
* |temized bill

* Other, with a field to add a description

Attach supporting documents *

(PDF, DOC, XLS, 50MB max, up to 20 files total)
All documents will be scanned for viruses.

8. Click Next document until you have identified .
all document types.

Drag and drop up to 5 files at a time or

Select files

. D EXAMPLE - ltemized bill for Patient XYZ pdf (19820 g) Itemized bill Remove Tm?

9. Alldocuments will load in the supporting
document section.

. [ EXAMPLE - Med record for Patient XYZpdf (19820 k8) Medical record Remove r[ﬁ

< Back to claim info n o

10. Click Next.

The Contactinfo screen displays — see next
page.

BLUE SHIELD OF CALIFORNIA '



Dispute process — Step 3: Contact info

Contact information screen

DISPUTE A CLAIM DECISION

1. Make edits to contact information if © o o @

N

necessa ry, Claiminfo  Disputeinfo  Contactinfo Review

« Provider contact information can be Contact information

U pdqted in yOU r provider Connection You'll be notified at the email provid:ccl;:e:na::lv?c\;\relfiiir:ee:;s:d determination letters are ready to
profile so that corrected information [ e
populates in the future. f— e \ (i
| First ! | Last
* Ensure an email address is included so ‘-'mme
. oo . \(123)456-7890
that you receive notifications when '
dispute related documentation — disputesadomain com _
GCknOWIedgement' determlnatlonl We recommend large providers with multiple Tax IDs use a dedicated email, e g., s
update, etc. — is accessible on Provider s
Connection.

Sveet address

L 1234 Mission Street
12. Click Next. .

hN

Suite/Floor/Apt.

s -
Ciy

The Review screen displays — see next page. | San Francisco

ZIF cone

~ | samno

< Back to dispute info
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Dispute process — Step 4: Review

Review screen

13. Review your submission in full.

* If needed, click Edit to return to a
specific step and make changes. Page
back by clicking the Next button.

14. Click the checkbox to consent to receiving
electronic correspondence by email.

* Medicare note: If you are not contracted
with Blue Shield and you are submitting
a Medicare dispute for a denied claim, a
waiver of liability checkbox — CMS
required — will also display, which you
must check.

15. Enter your full name in the electronic
signature field and select or enter the date
in this format: MM/DD/YYYY.

* Note: Your e-signature must be an
EXACT match of the name entered in
the Contact Information section.

16. Click Sign and submit.

DISPUTE A CLAIM DECISION

@

@
Daputs info

Review

You're aimost done. Review tne Information beiow end enter your e-signature when you're ready to sUDMR your dispute.

Claim information

Ciaim £

Provider
Provider ID

Tax ID

Member name
Dete of bath
Subzcriber Name
Subscriber ID
Detes of service
Amount billed

Amount serd

000345348300
XO Medical
FA123456
557470219
Member X
I

Member X

mveT I

0923/2022-09/23:2022

$50.00
$0.00

Dispute information

Description

Your cialm decision s Incomest because..
Expecad outcome

The next steps needed ave..

Supporeag documents (1)

All documents wel be scanaed for viruses.

1. [ Aoprovea_pulk tempiste PRV_Prov. xisx (mazke

Contact information

Comact name
Contact ohone
Contact emall

Address

Cars Dona'd
18743374374
chrid@gmei.com

123 Calie Amistad San Clemente, CA 52673

Enter your full name 2nd tocay's oste.

] 1 sgree 1o recetve dispute correspondence oy emall

| Full name'Electronic signature ‘
| Today's cate = ‘

A copy of your compieted form wi downioad efter you sign
and submit.

< Backto contactinfo
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Dispute process — Submitted screen

17. A confirmation screen displays with a case
number for the submitted dispute.

DISPUTE A CLAIM DECISION

©

* For each dispute you file whether initial
or final, a new case number is assigned.

* Adigital PDF copy of the dispute Dispute submitted

g ene rOteS Wlth I n .I 5 m I n Utes Of Thank you for submitting your dispute of 436 bundled claims.
SmeiSSion. Your new case number is
» For abulkfiling, one case is 230760000271
created with an e e g oo o e St e o
acknowledgement and We'll motity you et the emailprovided whens:
determination letter. T S

* All dispute-related correspondence is
o . o Note: All supporting documents will be scanned for viruses. If they fail our scan, we’ll notify
GVG I Id b I e O n I I n e U nd er Sme Itted you and Se:dpinslrl?clions on submitting them successfully. !

disputes.

* The View all disputes button will take
you directly to Submitted disputes.

Next page: Bundle disputed claims in a bulk file.

Table of contents BLUE SHIELD OF CALIFORNIA '



Dispute process — Step 1: Bundle disputed claims in a bulk file

Bulk submission bundling rules

Non-contracted providers cannot submit
Medicare claims via a bulk file — they must be
submitted individually.

Bundle claims by plan type — do not mix plan
types. (i.e., claims for Commercial and FEP
members cannot be bundled together.)

All claims in a bulk dispute must be for the
same or similar issue.

= For FEP and BlueCard bulk submissions,
all claims must be for the same or
similar issue AND the same member.

The option to bundle claims is on Step 1:
Claim Information screen. To bundle:

Enter or copy/paste claim numbers up to 50

OR

Create and upload a CSV file up to 1,000
claims.

DISPUTE A CLAIM DECISION

o | @ <
\2/ \3)
Claim info Dispute info Contact info

Claim information

Check that you have the right claim number. Add claims to bundie with your dispute if
necessary.

Enter claim number(s) Upload a file

7
Erteryourclam # *

000345348900 Update

@ Dispute(s) exist for this claim:
233050000002 (11/01/2023)
233040000011 (10/31/2023)

Show more v

Claim details
Claim # 000345348900
Member name Member X
Subscriber ID ANS919121585
Dates of cervice 09/23/2022-09/23/2022
Amount billed $50.00
View more v
Do you have similar claims to bundle with thiz dispute? -~

O No. I'm disputing one claim decision.

O Yes

Continued next page.
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Dispute process — Step 1: Bundle disputed claims up to 50

Do you have similar claims to bundle with this dispute? @

Enter or Copy/pqste claim numbers up O No. I'm disputing one claim decision. n
to 50. @ ves

You can enter up 1o 50 claims. If you have more, upload a file.

1.  Change the default from No to Yes. The - P B ——
En ter Cldlm n um bers field d isp I GyS. 1. 000345354800 Medi-Cal Promise 09/11/2022 Last, First £1900.00

2. Enter or copy/paste claim numbers in the
left-hand column.

3. Click Add. Each claim populates on the right.

¢ Cancel

a) Avyellow banner will display if your
Clqlm Ottach ment does not Comply @ E:;:;r::;z::;;nscan’tbeim:ludedwi‘lhlhisdispule, If you've added claims of different plan types, you'll be asked to remove them
with the bulk bundling rules. You can n

You can enter up to 50 claims. If you have more, upload a file

click the X to remove non-compliant (o ) [eams P— Seinen o Fai

C I G i m (S)l o r th ey Wi I I be re m oved fo r numbers * 1. 000345354800 Medi-Cal Promise 08/M/2022 Last, First - $1.900.00
2. 230000574000 Commercial 09/0v2023 Lastn, Firstn $1.000.00
you when you click Next.

4.  Click Next.

* The Dispute info screen displays.
Continue to Step 2: Dispute info.

BLUE SHIELD OF CALIFORNIA '



Dispute process — Step 1: Bundle disputed claims up to 1,000

DISPUTE A CLAIM DECISION

Upload a bulk file

. . . . (1] (2) ()
Create a CSV file of claims you are disputing. comie Depueno Contactino
1. Click the Upload a file tab. Claim information
Check that you have the right claim number. Add claims to bundle with your dispute if
2. Drag/drop or select to upload the CSV file e
containing the claim numbers you are n
. . Enter claim number(s) Upload a file
disputing.
* CSV instructions: In Excel, export or save
your file as a CSV (comma-separated Claim information
va l UeS) fl Ie‘ Check that you have the right claim number. Add claims to bundle with your dispute if

necessary.

= |nclude claim numbers in the first
column and a header row at the top.

In the header, label the first column iT;’i;: Uplouca i
Claim number or ICN. Claim numbers
from the fl rst COl umn of your ||St W|” All claims in a bulk dispute must be for the same or similar issue. We also ask that you bundle
B claims seperately for different plan types, for example Commercial, Medicare and Promise Medi-
be CheCked ogO I nSt our record S. Cal. BlueCard and Federal Employee Program (FEP) ciaims may be bundied only if they're for
services provided to the same member. / m

® TO Conﬁrm p|0n typeS on yOUl' Clqims IiSt, Attach a comma delimited CSV file with up to 5QQ claim numbers. Get CSV Instructions
upload a CSV file. -

=  We'll return your list with plan types
identified. You can then organize
your list by plan type to submit for
processing.

Drag and drop a pre-formatted CSV file here or

Continued next page.
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Dispute process — Step 1: Bundle disputed claims up to 1,000 (continued)

3. The Claims list accepted message displays.

Note, if the attached claims do not comply with
bundling rules, a “Some fixes are needed”
message displays — see example. To address:

a)

Download your submitted CSV file.
Claims will be labeled by plan type to
help you sort and separate them. Save
the corrected file(s).

Click the X to remove the original CSV
file with the errors and activate the
Select a file button.

Drag/drop or select to upload the
corrected CSV file. If no additional
messages display, the Next button will
activate.

4. Click Next.

* The Dispute info screen displays.
Continue to Step 2: Dispute info.

Table of contents

Enter claim number(s) Upload a file

All claims in a bulk dispute must be for the same or similar issue. We also ask that you bundle claims seperately for different
plan types, for example Commerclal, Medicare and Promise Medi-Cal. BlueCard and Federal Employee Program (FEF)

claims may be bundled only if they're for services provided to the same member.

Attach a comma delimited CSV file with up to 500 claim numbers. Ge1 CSV instructions

Drag and drop a pre-formatted CSV file here or

D

[ 44claims-Medi-Cal-Si .CSV. (062 K8) Claims List X

(@ Claim list accepted
We processed your file and were able to match 44 out of 44 claims on your list to our plan records. You submitted
= 44 Promise Medi-Cal claims

"Some fixes are needed” example

Y -

Drag and drop a pre-formatted CSV file here or

[ 15Z7claims - fcol - with notes csy. ©012 k5)

Claims List X n
(O Some fixes are needed

We matched 1577 out of 1577 claims on your list to our plan records. But some of the claims are for different plan types
and we cannot process them as part of the same dispute. Here is a breakdown of the different plan types. You'll need
to reupload them separately. You submitted:

« 1513 Commercial claims — limit to under 500 for a bulk submission

* 5 Shared Advantage claims

* 1 Medicare claims

* 44 Promise Medi-Cal claims

* 1Medicare claim — requires signed waiver of liability and must be submitted separately

* 1Promise Medicare claim - this claim can't be disputed online

* 2 Promise CalMediConnect claims — this claim can't be disputed online

Download the CSV file to see notes.

¢ Cancel

BLUE SHIELD OF CALIFORNIA



View the status of submitted disputes

Guidelines &
Q!'y,iv ‘::,’,‘::ce",o" Eligibility & benefits -~ Authorizations ~ Claims. mw('“s News & education Q Search

1. Click Claim issues & disputes from the e SRR
) ) Claims overview ) Fee schedule >
Claims section’s blue sub-menu bar after How o submitctams > n

Claims routing tool > Policies & guidelines >

|Og i n Check claims status >
.

=2 File a dispute online

Have a question? See FAGs

Enter the claim number associated with your dispute 10 Start the process.

2. Click View my disputes.

Note: Disputes for Medicare Advantage, Blue Shield of California Promise Health Plan, Federal Employee
Program (FEP). and dental plan claims must be filed by mail.

Claim =

3. Enter data related to the dispute(s) in one
or more fields and click Show results. e P

Instructions, and malling addresses. within the last 5 years.

Getformsendinswuctions [ Viewmydisoutes

* New field: Search by method of

submission: Online (by me), Online (by SUBMITT ISPUTES
others), By mail, and Other. a

i Dispute information
4. Results display under the light blue banner. oo [emeser | R [couciomur | v | owereonea | 55w (5| Siosions

Dispute type lselecl dispute type | v ] [Snbmmsd |Enler method v ll

* Click the arrow in a column to sort Clahn Information

records in ascending or descending R - S T PO ]
order. o[ ] [ ]

Start over Show results

5. Click the dispute case number to access
dispute case details including letters. T

Dispute case # ¢ Provider (Tax ID) ¢ Claim # ¢ Member name ¢ Dates of < Submitted Date received v Date closed ¢ Dispute ¢
service status

233470000307 UCD MEDICAL GRP 14 claims Multiple Multiple Online 1213/2023
(by me)

Continued next page.
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View the status of submitted disputes (continued)

Dispute case details screen

Dispute case 233470000307 oeen =

Last updated 12/13/2023

6. This screen displays all information and
documentation connected to the dispute

Dispute details
case number you selected. Beiexcened
Documents D Dispute form (FDF) 12/13/2023
D Claim list (csv) n Letter Date issued
Total number of §
a) Dispute form and claim list (if bulk clms ¢ SIS T

. . Claim numbers 230000667600, 230000655500,
su b mission ) * 230000603700, 230000655700, n
230000554200, 230000504700,
230000438000, 230000440800,
230000443000, 230000455000,
230000445200, 230000443100,
230000462900, 230000438300

b) Claim numbers included in the
dispute submission.

Show less ~
Provider name UCD MEDICAL GRP
. Provider ID PG00
c) Each supporting document =D 0503

uploaded by you with option to
add additional documents to an
open claim.

Correspondence and
determination documentation
related to the claim.

Table of contents

Uploaded documents (1)

Supporting documents submitted on Provider Connection appear here. Add documents
Added on 12/13/2023 b

1. [M03-03-PDF-test-doc-2.pdf (95 2] Medical record

BLUE SHIELD OF CALIFORNIA
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