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CSl AlayaCare Portal FAQ’s

I am not finding my patient accounts on my client list
Be sure your filters are capturing the status of all options available you want to view

Client List

Status

Pending ® Active ®@ OnHold (
»

x

Active

0On Hold
Pending
Waiting List

Discharged

Why am | seeing duplicate patient accounts?

If you are part of an agency that has multiple locations, be sure you are in the correct
location when submitting and new referral. If a new referral is submitted under the Parent
Account, this will create duplicate account once the service lines are processed.

Be sure you are choosing + service when processing service lines for an already active
account. If +client & +service option is chosen it will create duplicate accounts.

Can | delete a duplicate account? There is no way to delete a duplicate account, however
you can change the status of the account to discharged, delete the first name, and put the
firstinitial and last name in the last name box, and put “DO NOT USE”. So for example, it
should be J. Ace DO NOT USE. This will prevent any other users from requesting or
submitting under the wrong account.

First Name Last Name

J. Ace DO NOT USE

Phnana fDarennall Dhnana fMthar

The system won’t allow me to Discharge a case with the effective date | selected Be
sure to check the effective date for the Patient. You can find this by going to the Patients
account, the Overview tab, and scrolling to the bottom to the Status History. If you need to
Discharge after the effective date, you should not have an issue selecting the Discharge
date you need of your Client. If you need to select a date PRIOR to the effective date,
AlayaCare will not allow you to make that selection. In this case, just choose a date, select
discharged, and include the actual discharge date in the note, and hit save.
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Client Notes Status History

Y + Add Client Status

Status Effective Date «+ Reason Note Last Modified on Last Modified by
= 01/14/2025 09:33 AM 01/14/2025 09:33 AM Edit
Add Client Status X
Effective Date * Status *
01/15/202512:00 AM Q Discharged v
Reason *
Other v

Please note that all services for this client will be discharged.
Any visits scheduled for after the effective date will be
cancelled and any recurrences set beyond the effective date
& will be set to end on that day.
All billing premiums associated with this client will be set to
end on the day of the effective date. Any billing premiums
that should be billed past the effective date should be
adjusted manually.

Note

Patient was discharged on 12/31/2024|

| am uploading documents under the attachment’s sections in the client account, but
CSlis not receiving them. Remember you must submit a form to get anything needed to
CSI. To send documents to CSI. In the client chart, go to client forms, click + client form,
select the form Mail Message, complete the form and upload documents, then click
submit form.

| am adding a new client, but no form is showing for me to populate the new referral
information. You must choose CSI New Referral Request under Intake form when
entering a new client for the form to appear to populate.
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Add New Client

asic Information
Name Last Name Date of B Ema 10ne Number
o

Matching Profiles
Name + Daotdirh Phone Wumber  Email Profikes Typels;

040172000 440440444 Cret A Choose
1-10f 1 entries

Intake form

Intake form

[ CSI New Referral Request v ]

| want to submit a Benefits Check to CSlI, but | don’t know how To submit a Benefits
Check, you need to complete and submit a CSI New Referral Request, complete all
required fields, and note in the Service section under the field, additional request
comments BENEFIT CHECK ONLY. Once the case is processed by CSl and you receive the
benefits back, use the patient additional auth request form to request your auth.

| am not seeing a patient | submitted in the old portal on the client list in AlayaCare.
Check your authorization service lines under the Marketplace referrals screen to confirm if
they need processed. If you submitted a referral in the old portal and did not receive auth
before your GO LIVE date you must process those services lines to create a patient
account. In this situation you will need to click +New Client & Service for the first service
line to create the account, all subsequent service lines you only need to click + New
Service. (if you continue to click +New Client & Service for more than one service line, this
will create duplicate accounts).
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| submitted a new referral, but my patient is a non-admit and | need to cancel.

Notify CSl via a Mail Message that the patient is a non-admit and the referral can be
cancelled. In AlayaCare, change the status of the case from pending to discharged, you
can add in your note patient is non-admit for your records. Under Marketplace Referrals,
when you Process the service lines, select “mark as processed” under the action drop
down menu for each service line. This will not create an account or add a service line but
will show a processed status.

Processed Date 2 Action
- View o

— Process w

Mark as Processed

For Carelon (Aetna and Anthem) cases, we do not submit referrals through the CSI
AlayaCare Portal, will these be processed differently?

Yes, for any patient you do not submit as a new referral on the CSI AlayaCare Portal, they
will not appear on your client list, so when you go to process the first service line in
Marketplace referrals you will need to choose +New Client and Service in order to have
the patient added to your client list. For all subsequent service lines choose + New Service
to continue adding the service lines to the same client.

How long will it take to get the authorizations back to process in Marketplace? Once
your agency submits a form to CSl, we will work on your request just as we always have.
There are no changes in timelines of receiving authorization from CSI. Once CSl has an
update on the status you will find the posted services under Marketplace referrals to be
processed. Your agency will still receive email/faxes for when your authorization comes
through from CSI.
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| am processing Service Lines under Marketplace Referrals, but multiple accounts are
being shown If you go to Process Service Lines and there are multiple accounts that are
populating, that means there are multiple accounts for that Patient on your Client List. (it
would look like the image below). In this case, you will need to Discharge all the duplicate
accounts, only leaving one account standing. The steps on how to do that are located on
Page 1.

Process Referral 126920 X

Step 1. Create or Select a Client

Client Name L External Service ID a559578d-2953-4c53-918d-
592ec8959394

Date of Birth Tmae

AlayacCare ID Status Client Name Date of Birth Health Card #

AC000758554 pending o 3 [ PSR, - Choose

AC000770218 Active v a. 3 [V - Choose

ACO000770222 Active o PRI - Choose

ACO000770226 Active W - - Choose

AC000774658 Active o : [ VTR TR, - Choose

AC000774665 Active W e LT e - Choose

AC000804994 Active o i eeimio [T AR - Choose

1-7 of 7 entries n 10 ~

Cancel

Where can | submit claims, or anything regarding billing in the AlayaCare Portal?
AlayaCare is not associated with anything regarding claims or billing, You will need to
submit claims through the CSI| Agency Claims email agencyclaims@optioncare.com
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