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START

PCS Researches 
Claims Issue 

Who does the 
Provider 
Contact?

Provider Call Center 

Provider Relations

Provider Contracting

Did the Claim 
Process 

Correctly?

END

NO

Issue is forwarded to 
the Appropriate 

Business Owner for 
Action

Claims Adjustment 
Team* triages issue

Does Business 
Owner Agree with 

Findings?

NO

JIRA is Created with 
Operations for 

Correction 
YES

Operation Services 
Performs Intake 

Is this issue a 
true system 

issue?

Case is assigned to a 
BSSA 

BSSA works with 
Business to 

Document Complete 
Requirements

Execution of 
Configuration & 

Testing

System Updates 
Implemented in 

Production 

BSSA Pulls an Impact 
Analysis  

Impact Analysis is 
Scrubbed and Sent 

to Claims for 
Reprocessing

YES

Claims Reprocessing 
& QC Performed

END

Did the Provider 
Contact PCS 

First?

Transfer the 
Provider to the 

Provider Call Center 
for Assistance.

NO

PR Reviews & 
Researches the Issue 

YES
Is there an Open 

JIRA for this 
Issue?

YES

Contact the 
Opsanalysts@nhpri.

org Inbox for 
Escalation on Case

BSSA Provides  
Update and Target 

Dates on Case

 Provider is advised 
on Expectations. END

Did the Provider 
Contact PR First?

Transfer the 
Provider to the 

Provider Relations 
Rep for Assistance.

NO

Claims 
Adjustment 
Determines 

Issue 

Defect/Unsure

Configuration Issue

Claims identified will 
be reprocessed

Adjustment Required

END

YES

Provider Education 

Route back to the 
Requestor NO

YES

COTF Reviews 
Grid/

Documentation 
Sent by Provider

COTF

Can Issue be 
Resolved by Claim 

Reprocessing?

NO

YES

Is the Issue 
Valid?

YES

NO

Claims Research 
Team

Manual & Fallout 
claims  to 

adjustment team via 
Issue

Is the issue 
Valid?

NO

YES

NO

Timeline Needed for Transition

Note: Non-Issues will be sent back 

through requestor for education

Note: If sent to the incorrect business area, the 
issue will be forwarded to the correct area – not 

sent back

General Process Note:  All research 
performed must be documented and 

shared anytime an issue is moved along 
to a new area. 

*Claim adjustment team is inclusive of 
COTF
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