AVATAR GUIDE: CUSTOMER SERVICE

Scenario: Client calls and wants to verify account information and balance

1st Step: Enter Client name or Client ID number in the “Search Clients” field (red arrow). May also search using SS# but must enter the dashes between the numbers (xxx-xx-xxxx)
Double click on the name to open Client Chart.

HomeViewBILLING:
[image: ]


Client Chart will open to an “Overview” which contains “widgets”. Widgets organize specific types of information and can contain hyperlinks to forms for ease of use. 




2nd Step: Use widgets to verify the client demographic information, current guarantors, family account information, open episodes, and current financial eligibility. In the “Clients Demographics with update” widget, click on the “Update Client Data” hyperlink (red arrow) to open the Update Client Data form to see their demographic information. Confirm they are the correct client and proceed with assisting and providing information.

Client Chart: Overview with widgets
[image: ]

Update Client Data form: Client Demographics
[image: ]
NOTE: Client demographics contain the physical address which may not be the mailing address for billing. Billing address is located in Family Registration for family bills (UMDAP) and in Financial Eligibility, Guarantors Subscriber information fields for Crystal Self-Pay Bills (No UMDAP).  Self-Pay UMDAP guarantor generates a family bill. Self-Pay (MH or SUD) guarantor generates a crystal self-pay bill. 

3rd Step: To check and/or update billing address for client with UMDAP, open new tab in client chart. Click on green + symbol (red arrow) on tab at top of client chart and click on “Financial Eligibility” form in “My Forms” or “Recent Forms” list. Or use “Search Forms” to locate. Double click form name to open from “Search Forms”. For client without UMDAP, skip to page 5.

Client Chart:
[image: ]

Financial Eligibility Episodes will open. Select the appropriate MLH or SUD Financial episode (blue arrow) by double clicking to open the Financial Eligibility form.  

Financial Eligibility Episodes:
[image: ]   
Click on Guarantor Selection (red arrow) on the form menu to move to the Guarantor Information section of the form. 

Financial Eligibility Form:
[image: ]

Double click on the Self-Pay UMDAP guarantor name and allow a few seconds for the information to populate below. Click on “Subscriber Information” (blue arrow) in the form menu to advance to the Subscriber Information section of the form. 
 
Financial Eligibility Form: Guarantor Information
[image: ]

Financial Eligibility Form: Subscriber Information[image: ]

Subsciber’s Address is the billing address; update address if needed. If account was flagged as having a “Bad Address”, need to remove the indicator to “Inhibit billing by mail”. Follow instructions on page 5 to locate “Family Registrations” for and see page 6 for location of indicator. Subscriber for Self-Pay guarantor is where a payee/responsible party name is entered.

To check and/or update billing address for client with UMDAP, open new tab in client chart. Click on green + symbol (red arrow) on tab at top of client chart and click on “Family Registration” form in “My Forms” or “Recent Forms” list. Or use “Search Forms” to locate. Double click form name to open from “Search Forms”.

[image: ]

Pop-up window will require entering family ID or client’s name (last name first). Note: If one of the family members uses a different last name than what the “Family Name” is, it won’t come up. You must use the family name. Double click on the Family Name to open the Family Registration form. 
[image: ]
[image: ]

If account currently has a bad address and is being updated to a valid one, insert correct address and remove the “Inhibit Billing By Mail” indicator by selecting “No” (red arrow) and then click “Submit” button (blue arrow) to save changes. 
Notes: 
(1)If Bad Address alert has been set up, it will need to be disabled before the address can be updated in “Update Client Data” form. See guide Client Alerts. 
(2)Inhibit billing indicator is located in two places: Family Registration form and Financial Eligibility, Guarantor Selection. Check both places to ensure the indicator is being removed.  

4th Step: To check UMDAP amount or SUD per visit charge (for SUD clients only), click on the appropriate
form section from the form menu: UMDAP Information (purple arrow) or “SUD Per Visit Charge and Notes” (orange arrow). 





[bookmark: _GoBack]UMDAP Information:
[image: ]

History of UMDAP Periods and UMDAP Annual Liability is accessed through the “UMDAP Information” table. The “Calculated Annual UMDAP Liability” (gold arrow) is available in the table. If details of UMDAP are requested, double click to select the UMDAP period and allow a few moments for the information to populate below. 

SUD Per Visit Charge and Notes: 
[image: ]
To verify the balance on the account or search for client payment information you will go to the client ledger by clicking on the green + symbol (red arrow) on tab at top of client chart and click on “Client Ledger” form in “My Forms” or “Recent Forms” list. Or use “Search Forms” to locate. Double click form name to open from “Search Forms”.

[image: ]

Client Ledger Report Form:[image: ]

Fields in red font are required to be completed in order to run the Client Ledger Report:
· Client ID: Enter client ID number or name (last name first). Double click to select.
· Claim/Episode/All Episodes: Typically, you will select “All Episodes”. Note: If client has combination of SUD, FFS, Contract Provider, and/or MH episodes and you select “All Episodes” the client ledger report will combine all the transactions and summary information for guarantor balances. 
· Claim Number: Will be “grayed out” if you didn’t select claim for the previous field.
· Display Zero Dollar Payments/Adjustment: Usually prepopulated with “Yes” box checked. Leave as “Yes” or check if not selected. 
· Ledger Type: Select “Crystal” full detail or “Simple” is claim lines and total owed by each guarantor billed.
· From Date: Prepopulate. To change date parameter, enter a new date in mm/dd/yyyy format.
· To Date: Click on “T” button to populate with today’s date. To change date parameter, enter a new date in mm/dd/yyyy format.
Once fields are completed, select the “Process” button (blue arrow on previous page) to run the report. 









Client ledger Report (Simple): 
[image: ]

Client Ledger Report (Crystal): Full Detail
[image: ]

All information in blue is a hyperlink that will bring up additional details when selected. See next pages for example of the links and detailed information they provide. 





Client name: Provides Client Demographic Data: 
[image: ]

Date of Service: Provides Detail Service Information
[image: ]

Service Description: Provides Service Code Definition 
[image: ]
Guarantor Payments: Provides Payment Detail 
[image: ]

Claim Number: Provides Claim Detail
[image: ]

When finished viewing Client Ledger, click on “Dismiss” button with “X” in lower right corner to close “Simple” report and click “X” in upper right corner to close “Crystal Report. Screen will return to Client Ledger Report form. 

NOTES:  
1. If you notice inconsistencies with the type(s) of insurance, service codes, payments, or if there’s credit balances and suspect the client should not have been billed or that there’s a billing issue with their account  you will need to do further research to investigate. This research may take some time so in the interest of providing excellent customer service it’s best to let the client now that you need to do further research and ask if you can call them back once you’ve had a chance to do a full review of their account. Let them know that you don’t want them to have to wait while you review and provide an estimated date and time you will contact them.   
2. You will need to go to the Financial Eligibility Form so see all current guarantors; the Client Ledger will not have guarantors listed that have never been billed for the account. See page 3 for instructions. 
3. Not all clients will be set up with a self-pay or self-pay UMDAP guarantor. The following are examples of potential billing guarantor set ups:
a. Medi-Cal MH (32765) or Medi-Cal SUD (32766) or Katie A Medi-Cal (32767) and County MH (5000) or County SUD (5001)
b. Medi-Cal with share of cost and Self-Pay MH (4000)  or Self-Pay SUD (4001) or Self-Pay UMDAP (4002), and County MH (5000) or County SUD (5001)
c. Medicare and Medi-Cal MH (32765) or Medi-Cal SUD (32766) [Medi-Medi, with  share of cost Medi-Cal or without shared of cost Medi-Cal] and Self-Pay MH (4000) or Self-Pay SUD (4001) or Self-Pay UMDAP (4002 [ if SOC Medi-Cal]), and County MH (5000) or County SUD (5001)
d. Medicare and Self-Pay MH (4000) or Self-Pay SUD (4001)  or Self-Pay UMDAP (4002), and  County MH (5000) or County SUD (5001)
e. Insurance (Commercial) and Self-Pay MH (4000) or Self-Pay SUD (4001) or Self-Pay UMDAP (4002), and County MH (5000) or County SUD (5001)
f. Self-Pay UMDAP (4002)[no insurance, no Medi-Cal, no Medicare and has a current UMDAP period] and County MH (5000) or County SUD (5001)
g. Self-Pay MH (4000) or Self-Pay SUD (4001) [no insurance, no Medi-Cal, no Medicare, no current UMDAP period/no financial eligibility done] and County MH (5000) or County SUD (5001)
Notes: 
(1)Clients with an HMO insurance will be set up for full pay so they will have a Self-Pay guarantor, not a Self-Pay UMDAP guarantor. It’s important to note that if you are looking at the Client Chart, UMDAP Info Widget you will still see their UMDAP period and an Annual amount which could be confusing. You need to go into the Financial Eligibility form and look at the notes which will verify that a client is set to full pay due to HMO and corroborate that the guarantor is set up correctly. 
(2)Clients with Medicare Part C (HMO Risk) will only be set up with the HMO Risk insurance. FIs will not insert Medicare Part B. 
(3) Medicare Part A is only inserted if there are services for ARMC
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