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Welcome
Dear Healthbridge client,


Congratulations on joining the thousands of practitioners in South Africa who have chosen to partner with Healthbridge. Healthbridge is committed to delivering proven business solutions to your practice, resulting in improved efficiency, less administration and greater practice profitability. This is why we have consistently been ranked number one by all independent industry surveys.

The Healthbridge solution is a powerful set of products which includes a one stop solution for all your claims. We transact with medical aids covering over 98% of all insured lives in South Africa.

As part of our commitment to ensuring the success of your practice, we have assigned you a dedicated Client Owner, who is focused on ensuring that you derive the full benefit of the Healthbridge solution. Expect to hear from him / her in the near future!  In addition, the Healthbridge Client Service Centre is available to assist you with any queries. 

You can contact the Client Service Centre by:


· Sending an e-mail to csc@healthbridge.co.za 

· Calling 0860 200 222 or

· Sending a fax to (011) 388 2120

We are passionately committed to ensuring that your practice is not only kept updated with the latest and best technology but that you are also kept abreast of medical aid and other news as it breaks. Look out for these news flashes and for our competitions, brought to you via your Healthsuite home page.
Remember, we are only a call away if you need any help!
Regards
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Mpho Mackay

Training Manager
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Using this manual
This manual is designed to make sure that getting up and running with Healthbridge is simple. There are four sections to the manual, namely:

Section A: Submitting your claims via Healthbridge
This section of the manual follows a simple 4 step screen-by-screen guide for submitting your claims via Healthbridge:


Step 1: Creating your claims


Step 2: Sending your claims


Step 3: Reading your responses


Step 4: Acting on your responses
Section B: Working smarter

This section explains the powerful additional features and products that will help you to work more efficiently, such as:

· Managing your claims in Healthsuite
· Reporting functions

· Patient validations and benefit checks

Section C: Troubleshooting

This section contains a brief guide to various error messages and frequently asked questions, explaining how to take action accordingly.

Section D: Easy reference section

This section is a summary of all the details you may need to refer to on a regular basis, found at the end of the manual for easy reference.
Key:

Helpful hints and important notes are highlighted throughout the manual. Look out for the following symbols to assist you in maximising the value of our product:
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This symbol is used to indicate tips that highlight the most important points or information about instructions on that page
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This symbol highlights crucial information that you must take note of to ensure efficient running of your practice
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This symbol indicates a notes section, usually at the bottom of each page. You can use this to make your own remarks and tips as you need to

The Healthbridge claims modelThe Healthbridge claims model below illustrates the process by which your Healthbridge Processed Claims are sent to the medical aid and responses are sent back to you.
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The Healthbridge Received Claim offers you a guarantee of delivery of the claim. Received Claims are submitted to those medical aids that are unable to perform online processing in batches. You will receive further information with regards to payment of this claim in your remittance advice.
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 Section A: Submitting your claims via HealthbridgeStep 1: Creating your claims

1. Double click on the Healthsuite 3 icon on your desktop
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2. The login screen will open 
3. Type in your Healthbridge username and system password
4. Click on ok
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5. The Healthsuite 3 home page will open

6. Log in to EminancE
7. Capture your line items for the claim as you normally would 
8. Click on save to save the details of the invoice

Step 2: Sending your claims
You are now ready to send your claims to the medical aid. You will have direct access to the medical aid processing systems and receive an immediate response. Once you have created and saved a claim in the transactions screen a window will open with the following options:
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· Send now: Submits the claim immediately. Healthsuite 3 will establish a connection to the internet and send the claim to the medical aid

· Send later: Saves the claim in a to be sent status in EminancE, from where it can be sent later
· Cancel: Saves your claim in EminancE without sending it via Healthbridge
2.1.
Send now
9. A window will open asking you how you would like to send your claim
10. Click on send now 
11. A window will open indicating that your claims are being sent to the medical aid via Healthbridge
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12. A Healthbridge popup will open with the medical aid response as soon as it is received
13. Check the status area for the status of the claim, the amount claimed, the amount accepted and the balance outstanding
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14. If any claim is still in awaiting response status when the Healthbridge popup opens, click on send & retrieve to retrieve the response

2.2.
Send later

15. A window will open asking you how you would like to send your claim 
16. Click on send later
17. The claim is saved
18. When you are ready to send your saved claims go to the EminancE start screen and click on     e-commerce
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19. The e-commerce wizard will open
20. Click on the Healthbridge tab
21. Click on send your claims via HB now
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22. A window will open asking you to confirm sending of all your to be sent claims. Click on yes to confirm or no to cancel
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23. A window will open indicating that your claims are being sent to the medical aid via Healthbridge
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24. When all claims have been sent a Healthbridge submission summary report will open. This will display the number of lines and number of claims submitted via Healthbridge 
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25. Click on print if you want to print the report
26. Click on close
27. A Healthbridge popup will open displaying the final Healthbridge submission report. This report contains a summary of the status of the submitted claims
28. Click on close
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29. The claim status will be updated in EminancE under every patient’s patient enquiry screen
2.3.
Cancel (not sent via Healthbridge)
30. A window will open asking you how you would like to send your claim 
31. Click on cancel
32. The claim is updated in your patient enquiry screen but the HB status column will not contain a response as it was not sent via Healthbridge
33. If you want to send this claim via Healthbridge select the relevant claim line

34. Click on send
35. A window will open asking you how you would like to send your claim 
36. Click on either send now or send later
37. Follow the instructions for either 2.1. send now or 2.2. send later from this point onwards to continue sending your claim via Healthbridge
Step 3: Reading your responses

Having direct access to the medical aid with an immediate response allows you to take action without delay. You need to understand the various Healthbridge statuses to know what action you need to take.

3.1.
How to read your responses

Healthbridge responses can be viewed in four different ways :

· Healthbridge claims status report
· The patient enquiry screen
· Your daily to do list
· Healthsuite 3 message centre
3.1.1.
Healthbridge claims status report
The Healthbridge claims status report offers a consolidated view of all your claims, grouped by status. If you choose to, this report can be printed for your records.

1. From the EminancE start screen click on e-commerce
2. Click on the Healthbridge tab
3. Click on claim status report
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4. The Healthbridge claim status window will open
5. If you want to view a report for a specific practitioner select the relevant practitioner
6. If you want to view a report for a specific medical aid select the relevant medical aid
7. Select the from date and to date
8. Tick the check boxes of the statuses you want shown on your report

9. Click on print
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3.1.2.
The patient enquiry screen
The patient enquiry screen displays the status of every line in a claim and the amount that the medical aid has accepted for each line.
10. Open the patient enquiry screen for the patient

11. Select a line from a claim

12. View the HB status for the claim 
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13. Scrolling to the right will show the amount not accepted by the medical aid in the pat portion column and the amount accepted by the medical aid in the med portion column
14. For further details refer to the Healthbridge information at the bottom of the screen




15. To view the claim response from Healthbridge, highlight a claim line in the patient enquiry screen 
16. Click on response 
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17. The Healthbridge popup will appear displaying all the details of the claim
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3.1.3.
Your daily to do list

This is a list of all your submitted claims that have outstanding balances and require you to take action. It is e-mailed / faxed to you the day after any day you have sent claims via   Healthbridge .
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How the daily to do list helps you:

· Contains a detailed list of all the claims that require action 
· Claims are grouped by the action you need to take
· Claims are listed with full claim and response details for easy reference
· Easy to print and file away for future reference

3.1.4.
Healthsuite 3 message centre

To be discussed in section B: Working smarter with Healthbridge.
3.2.
Understanding your responses
3.2.1.
Statuses that DO NOT require reading of response detail
The following Healthbridge statuses will provide you with sufficient information as to what action, if any, should be taken. You do not need to read the detailed responses.
· To be sent
Your claim has not been sent and is still on your computer. When you are ready to send your saved claims go to the EminancE start screen and click on e-commerce. The e-commerce wizard will open. Click on the Healthbridge tab and click on send your claims via HB now
· To be sent*
You tried to send this claim but it was not successfully sent. This could happen because of a problem with your modem or the Internet connection. These claims will be sent the next time you click on send your claims via HB now
· Awaiting response
Your claim has reached Healthbridge but there has not yet been a response from the medical aid. If the response is available the next time you click on send & retrieve the status of the claim will update 
· Received by Healthbridge
Healthbridge has received your claim and will send it to the medical aid. This is your guarantee of delivery for this claim. The medical aid that this claim has been sent to is unable to perform online processing. 
You will not receive a processed response for this claim. Refer to your remittance advice for further information about this claim
· Validated by Healthbridge
Healthbridge has received your claim and validated the patient details against the medical aid cardholder file. This is your guarantee of delivery for this claim. The medical aid that this claim has been sent to is unable to perform online processing.
You will not receive a processed response for the claim. Refer to your remittance advice for further information about this claim
· Validated by funder
The medical aid has received your claim and validated it against patient details. This is your proof of delivery of the claim. 
You will receive a processed response for the claim, unless your claim requires manual intervention
· To be reversed
Your claim reversal  has not been sent and is still on your computer. Go to the EminancE start screen and click on e-commerce. The e-commerce wizard will open, click on the Healthbridge tab and click on send your claims via HB now
· Awaiting reversal
Your claim reversal has successfully reached Healthbridge but there has not yet been a response from the medical aid. When the response is available the status will be updated
· Reversal accepted
Your claim reversal has been accepted but has not yet been processed
· Reversal processed
Your claim has been reversed
3.2.2.
Statuses that DO require reading of response detail
For the following Healthbridge statuses you will need to read the detailed line level responses to decide what action to take.
· Processed
The medical aid has processed your claim including against benefits. The response includes what portion the medical aid will pay and what portion the patient is liable for. Note that the portion from the medical aid is not guaranteed
· Rejected*
Healthsuite 3 has rejected your claim. Read the response to find out why
· Rejected
The medical aid or Healthbridge has rejected your claim. Note that most medical aids do not keep a record of rejected claims

· Part Rejected
The medical aid has rejected one or more of the claim lines

· Reversal Rejected
Your attempt to reverse the claim has been unsuccessful. To reverse the claim you will have to contact the medical aid telephonically

Step 4: Acting on your responses
By acting promptly on your responses you can prevent bad debt and fraud. You will also free yourself from the corresponding administrative burden.
You will need to act on any messages in the following statuses:

· Rejected, rejected* and part rejected claims

· Processed claims with outstanding balances
· Received by Healthbridge and validated by Healthbridge claims that have outstanding balances on your remittance
The simplest way to see what claims need to be acted on is to print a Healthbridge claims status report in EminancE (see 3.1.1. Healthbridge claims status report). Select the relevant from date and to date then select all the rejected, rejected*, part rejected and processed statuses. Print the report so that you can refer to it. You will then have a list of all the lines of the claims on which you need to take immediate action.

4.1.
Rejected, rejected* and part Rejected claims

38. Open the patient enquiry screen in EminancE
39. Select the relevant claim line

40. Click on response
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41. The Healthbridge popup will open displaying all the details of the claim

42. Read the medical aid claim comment and the line comment of every line to see why a claim was rejected
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Claims can be rejected for the following reasons:

· Incorrect or missing patient details

· Incorrect or missing practice details

· Incorrect or missing claim line details


4.1.1.
Editing your claim – incorrect patient, practice or claim line details
18. In the case of incorrect/missing patient details, contact the patient to ensure you have all the details as they appear on his/her medical aid card 
19. In EminancE edit or add any required practice details and save the edited details
20. Open the patient enquiry screen
21. Select a line of the claim you want to edit

Click on edit transactions
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22. A window will open displaying all line items for the claim you selected

23. In the case of incorrect patient details click on edit patient details
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24. The patient – edit window will open

25. Edit the necessary patient details

26. Click on save
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27. These details will be updated in your patient’s records, you will not have to edit the details in the patient wizard 

28. The patient – edit screen will close and you will be return to the transactions for Healthbridge claim no. xxx screen

29. Edit any of the following claim line details where necessary

· Date

· Patient

· Diagnosis

· Narrative

· Practitioner
30.  Click on save
31. All the claim lines that were rejected, rejected* or part rejected will now be in a to be sent status, ready to be sent the next time you submit your claims
4.1.2.

Editing you claim – incorrect / incomplete claim and amount capture 
32. Open the patient enquiry screen

33. Select a line of the claim you want to edit

34. Click on edit
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35. A window will open informing you that a credit note will be posted against the claim. Click on yes to continue and no to cancel
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36. If you clicked on yes the invoice screen opens and is automatically populated with the previous claim details
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37. Edit the claim where necessary
38. Click on save
39. A window will open asking you how you would like to send your claim 
40. Click on either send now or send later
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41. Follow the instructions for either 2.1. send now or 2.2. send later from this point onwards to continue sending your claim via Healthbridge
4.2.
Processed Claims with outstanding balances

If the balance column on the Healthbridge popup shows a balance greater than zero, you will need to take action.

43. Open the patient enquiry screen in EminancE
44. Select the relevant claim line

45. Click on response 
46. The Healthbridge popup will open displaying all the details of the claim
47. Read the medical aid claim comment and the line comment of every line to see why a claim was not fully paid
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Having read the responses you can now take action. You can do one of the following:

· Recover the balance from the patient

· Write off the balance
· Reverse the claim 
4.2.1.
Reversing a Processed Claim

It may happen that you need to reverse a submitted claim . Only once a claim has been reversed can a new one be submitted.

42. Open the patient enquiry screen in EminancE
43. Select the relevant claim line

44. Click on reversal
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45. A window will open asking you how you would like to send your claim reversal

46. Click on send now to send immediately, click on send later to send the reversal when you click on send your claims via HB now
47. The claim will be changed to a to be reversed status and will be sent the next time you submit your claims via Healthbridge
4.3.
Claims rejected in your remittance

Some medical aids cannot process claims in real time. They provide you with the processing results in your remittance advice. These claims are referred to as received claims and will have a received by Healthbridge or validated by Healthbridge status. Any received claims that have been rejected in your remittance advice (for incorrect patient, claim line or practice information) must be resubmitted in the following manner:
· Pass credit notes for those invoices in EminancE
· Recapture the claims with the correct details
· Resubmit them via Healthbridge

Step 5: Healthbridge Recon Relief

Healthbridge and Eminance have made the reconciliation process more accurate, faster and simpler by introducing Healthbridge Recon Relief. 

Healthbridge Recon Relief is a product that allows an enabled medical aid to send electronic remittance advices to Eminance where they are matched and reconciled automatically.
Your business processes remain the same, but Recon Relief will take the hassle out of the posting payments in the PMA.
1. Discuss the best time to stop reconciling paper RAs with your Healthbridge consultant

2. The first time you receive an eRA from an enabled medical aid, the new RA enabled window will open
 This window will keep on opening until you select yes for each enabled medical aid to ensure  that no payment is double captured
· Select No if you have manually reconciled already 

· Select Yes to reconcile electronically 
3. Click on OK
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5.1 Recon Relief in Healthsuite 3

Step 1: Confirm payment

The first step is to confirm that the RA payment amount matches the amount reflected in your bank account.

1. Click on RA centre
[image: image32.png]/2 healthsuite 3 (3.5.0.43)
A 3 healthasuite3

Home Message Centre Config Help Bt




2. Select the RAs that you want to confirm

3. Use the RA date, paid amount and payment ref. no. as a guide to look for the payment in your bank account
4. Once found, click on step 1 of 3: confirm payment
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5. The new RA enabled window will open. This window will keep on appearing until you select yes for each enabled medical aid to avoid any double capturing of payments

· Select no if you have manually reconciled already 

· Select yes to reconcile electronically

6. Click on ok
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7. The payment confirmation window will open. Select one of the options below: 
· Select payment confirmed if you have received the payment into your ac-count. The RA will change to accepted status  

· Select proceed without confirmation if you want to continue without confirming payment into your account.   The RA will change to accepted status
· Select payment not yet received if you have not yet been paid. The RA will change to awaiting payment status but remain under the Received tab. Once payment has been confirmed click on step 1 of 3: confirm payment and select the relevant option
· Select amount differs – reject RA if the amount does not match the payment into your account. The RA will change to rejected status. To view the RA click on the rejected tab.  Once payment has been confirmed click on step 1 of 3: confirm payment and select the relevant option
8. Click on ok
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Step 2: Activate the RA
An RA must be activated to proceed to the next step. Once activated it is possible to view the full details of payment.
1. Highlight the RA(s) that you want to activate
2. Click on step 2 of 3: activate RA
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3. The RA will change to activated status

4. Double click on an activated RA if you wish to view the claim details

5. When viewing claim details, claims will appear in the fully paid, part paid or zero paid tabs, depending on the portion that has been paid by the medical aid. You can see, at a glance, if the patient is liable
6. Click on close to return to the list of RAs
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Step 3: Send RA to PMA
Once you have activated the RA, the RA must be sent to Eminance for reconciling.

1. Select the activated RAs you want to send to Eminance
2. Click on step 3 of 3: send RA to PMA
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3. The RA has now been sent to Eminance
4. The RA will change to sent to PMA status
5.2 Recon Relief in Eminance
In Eminance, the import Healthbridge ERAs screen can be accessed from the E-commerce wizard under the Healthbridge tab – Import ERAs.
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The import Healthbridge ERAs window will open. From this window you are able to view and manage your RAs:
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Step 4: Match the RA

48. The eRAs received from Healthsuite will be shown in the ERA Files section

[image: image42.png]J& Import Healthbridge ERAs
Fle Help _Addiional

[E=SB{ECR ==

oo~ vx&w

Suspense focount [GO00002  [GHBMMFFGGLLE SHEMMFFGGLLE oy eeheecein [
Payment Code. [P [MEDICAL AID PAYMENT FY
ReversalCode [P FEFuNG #

Payent Date (0971072015 7]
ES
Remitance Advice No [EFT o Payment D] Amount Paid [Saved]Posted [oual Selecl -
» 85741103650 151003095 12002050y 031072015 =i
|| Hsdeoeadssee 15101610152481 26uwdn2s R T Yo i W A
Inveices
Trweice Mo, [Acoount | Paent [TDate [ ClimAmours| Pad mount Balance | ~
2 0000003 MOBMHFFKHKFL MABHMFFKHKFL (7 T T
Taal I W 0w
Alocations
T Date [ Taril Code [NAPP Coce] Clamed__[Paid __[Balarce [Reason 7
0371072075 0190 E R T
Total 3 w0 0w




The eRA files section:

a) The Remittance Advice No: Uniquely identifies the eRA

b) The EFT No, Amount Paid & Payment Date: Identify the payment on the bank statement

c) The Saved column: Shows if the eRA is recorded in the batch payment section of Eminance

d) The Posted column: Indicates if the payments have been posted to the individual accounts

e) The Journal column: Indicates if there is a journal in the eRA. Note that journals in the eRA have no bearing on any particular account and no financial transaction will be posted

f) The Select column: Allows the user to choose which eRA to work on
49. To work on an eRA, select the RA by ticking in the select column
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50. Ensure that the payment date is correct. If not, you can edit the payment date field to reflect the correct payment date

51. The invoices being paid by the selected eRA  will be shown in the Invoices section
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52. The payments/allocations for the selected invoice in the Invoices section will be displayed in the Allocations section

Please note:

a) Where the invoice is blank but the account number is present, the payment will be posted to that account but will not be allocated since the invoice number is unknown

b) Where both the account number as well as the invoice number is blank, the payment will be posted to the suspense account since the account and invoice numbers are unknown
53. Click on the post button to post the allocations to the accounts
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54. You will be asked to confirm if you want to post the payments. Click on yes
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55. All payments to the individual accounts will be posted and allocated where possible
56. Eminance will indicate when it’s done with posting and allocating the payments
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57. The saved box will be ticked to indicate that he batch payment for this eRA was created as well as the posted box which indicates that this eRA has been posted
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4.1 Suspense account

58. It is important that a suspense account is created. In the event that a payment is received in an eRA that could not be matched positively to any existing account in the Eminance database, such payment will be posted to the suspense account that is selected
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Instance where payments will be allocated to the suspense account:

· Where both the account number as well as the invoice number are blank, the payment will be posted to the suspense account as the account & invoice numbers are unknown

59. The payment code is the txtype that Eminance would use when posting the eRA payment to individual accounts. It is recommended that the ‘PM’ txtype be selected as this is used for medical aid payments
60. The practice can however make use of a different credit txtype but it must be marked as a medical aid payment type
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61. The reversal code is the txtype that will be used where a negative payment is received
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4.2

How to allocate in the suspense account

1. Go out of all screens and select ‘Transactions’ and then ‘Payment Transfer’ on the drop down list.

2. In the Payment Transfer screen, click on the binocular icon in order to search for the suspense account
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3. Type in either ‘Healthbridge’ or ‘suspense’ in the search column and press tab on the keyboard. Highlight the correct account in the drop down list and double click on it.
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4. The suspense account will then be populated onto the ‘Original Account’ column. Click on the 2nd binocular icon in order to search for the patient whose claim was paid into the suspense account.
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5. Search either using the patient’s name or surname and press tab on the keyboard. Highlight the correct patient’s name from the list and double click. 
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6. Once the patient info is populated in the patient account column, click on the ‘search for transactions’ icon on the top.
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7. This will open a page with the payment of the patient that is in the suspense account. Select the correct payment by highlighing and double clicking. This will populate the payment in the ‘Narrative’ Column. 

8. Click on save. This will withdraw the payment from the suspense account into the patient’s account where you will then allocate manually.
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Journal entries
Journal entries have no bearing on any account and no financial transaction will be posted. 

Step 5: Manual matching

After trying to automatically match, you might find some payments could not be matched to an invoice and remain unallocated. Overpayments will also remain unallocated.

In these instances you will have to manually allocate any unallocated payments.

62. Click on the unallocated transactions button which will show all payments for the selected eRA with an unallocated amount

[image: image59.png]Bod e~y x4d





63. The unallocated transactions screen will open. This will allow you to quickly allocate any unallocated payments manually
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64. Select the account you want to make an allocation for & click on the allocations button
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65. The patient allocations screen will open with a list of transactions and payments
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66. To manually allocate a payment, select the transaction then double click on the payment to allocate it to the selected debit

67. A pop up will appear asking you to confirm if you want to allocate the potion to the patient balance
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68. All the allocated lines will have a green tick next to them 
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69. All lines that have been partially allocated will have a green dollar sign [image: image65.png]



70. Allocations can be deleted by clicking on either of the delete bins
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71. Once all allocations have been made, click on the save button
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72. All allocations are now complete
Printing RAs from Healthsuite 3

73. Select the RA
74. Press Print Preview Options
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75. Select Print RA
76. Click on Print Preview
77. Print the RA
78. Click on Close
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Viewing posted eRAs

All posted eRAs will reflect in the batch payments section of Eminance.
79. From the Eminance main screen, click on transactions then batch payments
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80. The batch payment window will open. Select the eRA you want to view then click on the view button
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Batch payment report

A report containing all the batch payments posted for a certain date range can be printed from Eminance.

81. To print the batch payment report, click on reports, financial, monthly then batch payments report
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82. The batch payment screen will be displayed. Select the date range & click on the print button to get a report of all the batch payments

83. Tick the print batch lines box to include the accounts to which the payments were posted
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Section B: Working smarter with HealthsuiteThe Healthsuite 3 home page

Healthbridge provides you with additional features and products to help you work more efficiently. They will be discussed in this chapter.

Healthsuite 3 allows Healthbridge to communicate with you quickly and effectively. Every time you open Healthsuite 3, the Healthsuite 3 home page, displays the latest communication available from Healthbridge. Please ensure that you read this carefully as it contains important information.
[image: image74.png]72 Healthsuite 3

=~ S healthasuite3

Message Centre RA Centre Archive Viewer Config Help Exit

@ health

Talk to Us

f you have any compliments, comments or complaints we would love to hear
from you!

We have a dedicated Client Service team waiting to hear what you have fo say.

mail the Client Service Centre at
Call the Client Service Centre on 0840 200 222
O fax us on (011) 388 2120

“‘/‘zt\/‘féyeérfdje

am

FriNovember 30 07 01:30:59 pm @ Orline




Healthsuite 3 also contains the most comprehensive Healthbridge reporting, available in the Healthsuite 3 message centre. This provides the fastest, easiest access to all Healthbridge messages.
1. The Healthsuite 3 message centre

The message centre contains tools that have been designed specifically to save you time on administration.  These tools allow you to:
· Access and read detailed claim and line comments
· Search for messages in the message centre

· Mark claims as resolved once you are finished working with them

· Organise your message centre to display certain messages every time it opens
· Print reports

· Hide claims allowing you to keep your message centre current and easy to use
84. If Healthsuite 3 is not already open on your screen, double-click on the Healthsuite 3 icon in your task bar in the bottom right hand corner of your screen
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85. Click on message centre from the Healthsuite 3 home age
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1.1.
Sort by action
The action buttons allow you to sort messages in your current view by the type of action required. This allows you to quickly and easily determine which claims you need to take action on.
86. Clicking on one of the action colours will bring all the claims requiring that action to the top of your view 
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The different colours indicate:
· Red – Action required
These claims have either not been sent or they have an outstanding balance according to the last response from the medical aid. These claims require immediate action
· Orange – Observe
These claims have been successfully sent but you have not yet received a response from the medical aid. You cannot take any further action until you have received a response. Once the status of the claim is updated the colour will change

· Green – No action required
There is no outstanding balance on these claims according to the last response from the medical aid. You can only take further action on these claims once you have received your remittance advice
· Blue – Resolved
You have already taken action on these claims and there are no further steps to be taken
1.2.
Using the status tabs
All the messages in the message centre are automatically grouped by status. These groups can be accessed quickly and easily.
87. Click on the tabs at the top of the window to see the messages in each status

88. The tab selected will be displayed in bold
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The available tabs are:

· All 
Messages in all statuses will be displayed
· Rejected
All rejected, rejected* and part rejected messages will be displayed, including rejected patient validations. Patient validations will only be shown if selected as the Message Type
· To be sent
All messages in a to be sent or to be sent* status will be displayed

· Awaiting response
All messages that have been sent successfully but have not yet received responses will be displayed

· Accepted
All messages in a validated by funder, validated by Healthbridge and Received by Healthbridge status will be displayed

· Processed
All messages in a processed status will be displayed
· Reversals
Reversal messages in all statuses will be displayed
1.3.
Using the search criteria

By using the search criteria in the message centre, you are able to search for only those messages you need to view at that time.
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89. Message type selects the type of message you want to see, for example a patient validation or a practice claim
90. Medical aid allows you to search by the medical aid messages have been submitted to
91. The practice list contains all the practices for which you submit claims, allowing you to view only the messages for a specific practice
92. The custom criteria list allows you to search for a specific message by account number, MA ref. no., last name or membership number. Select the criteria you want to search by from the drop down list and then type the information you want searched for in the field underneath your selection

93. When searching by date, select either date of submission or date of service first, then select the from and to dates (or time period, depending on your date settings)

94. When you are done click on search. All the messages matching your criteria will now be displayed
1.4.
Reading your claims
Detailed claim information may be viewed for every claim in Healthsuite 3. Highlight any claim in the message centre to view individual claim detail.
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95. This area displays the list of messages. To view a claim in detail, highlight the claim you wish to view 
96. The line response for every line of the highlighted claim will be displayed in this field
97. The claim comment of the highlighted claim will be displayed in this field
98. To view all the details of a particular claim double click on the claim


99. A Healthbridge report will open, displaying  full details for the claim

[image: image81.png]2 Healthsuite 3

©

| Message Centre |

Healthbridge Report: Claim Details Date: 30112007 m
@healthbridge
Report summary
hessage Type: Pracice Ciam
Medical Aid: (All)
Practice: (All)
Date Crtens: Dt o Subrission
Date Selecion:03-07-2000 -30-11-2007
Viw:Untigen
Status: Processed Dats o Sence:05-07-2005 HB isssage D:071127090837562080%38m
edica s Date o Submission: 27-11-2007 PHAInioios o 05072811342390349
uth o Ao
Practos Name:Dr krain PatientName: Busisiwe Princsss Zia sosourtho. 22
Practos No: 1512458 Dep.Code: 00 DOB: 06-12-1955 Wembershis o 02023280403
A N Auth.
Status. Code Balance Claimed Accepted  Line Comment Ref. Qty (ane ICD Codes
No. fo-
prosssses o1t 000 10850 10550 rocessed Gnsc 1 s10
Prossssed o036 000 1500 1500 Processed  onge 15
Prossssed o201 000 1263 7263 Processes  onsc 2 m
Prossssed o107 000 1780 8s  Processed  ongc 10 sz
Prossssed 000 216 2216 Processes oo 20 G2sea7oen 13 2




1.5.
Printing reports

Healthsuite 3 reports show information relating to the claims displayed in the message centre. You have the option of using the search criteria prior to printing to display only the claims you want to view.  
From the message centre you can print four different reports . The options are:
· Claim rejections
When this option is selected, only claims in a rejected status will be printed
· Claim details
This report will provide you with a line-by-line detailed breakdown of each claim
· Claim summary
This will provide you with a rolled up, one line summary of each of the claims
· Highlighted claim/s
A selection of claims may be highlighted by holding down the <Ctrl> key and clicking on individual claims. When you select this report option, only those claims that you have highlighted will be printed in detail
100. Run a search for all the messages you want to print in your report
101. Select the report type from the drop down list above print preview
102. Click on print preview
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103. A preview of your report will be shown

104. To print the report click on print

105. To close the report click on close
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1.6.
Flagging claims as resolved
Once you have completed work on a specific claim it can be flagged (marked) as resolved.  This will show that you have finished dealing with that message, making it easier for you to track which claims you still need to take action on.
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106. Right click on the claim you want to resolve
107. A small menu will appear next to your claim

108. Click on resolve, the claim will turn blue

109. You also have the option of ticking the check box in the resolved column to resolve a claim

1.7.
Configuring your message centre

You are able to change the appearance of the message centre. This allows you to choose what information should be readily available and visible when you open your message centre. 
110. In the message centre, click on my settings
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111. The my message centre settings – claim screen will open

112. Make the required changes

113. To restore all the message centre settings that were active when Healthsuite 3 was installed, 
click on restore Healthbridge defaults
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114. To save your settings and exit this screen click on close
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1.8.
Hiding messages

By hiding messages you can keep your message centre up-to-date and easy to use.  
Think of this as your filing system. For example hiding messages is almost as though you are taking claims off your desk and putting them in a drawer.
115. In your message centre select which messages you would like to hide from the drop down list

116. Click on hide messages
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117. To hide individual messages, right click on the message and click on hide message
118. If you want to view both your hidden and unhidden messages select the all option in view
119. Click on search
120. Should you wish to view only unhidden messages select unhidden 
121. Click on search
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2. Archiving, backup & restore functions
2.1.
Archiving messages

You can set Healthsuite 3 to automatically archive messages that are older than a certain number of days.  An archive is run on the first of each month. This ensures both your message and RA centre stay up to date, showing only your recent claims and RAs.

To continue with the filing system analogy, archiving messages is taking the claims and RAs out of your drawer and putting them in a filing cabinet. Both can still be viewed but are not all over your desk creating clutter.
122. In Healthsuite 3 click on config
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123. In archive settings select the age of all claims you would like archived from the drop down list

124. To change the default archive destination, click on browse 
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125. Once you have selected a location click on ok
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126. Click on archive now
2.1.1.
Viewing archived files

You can view your archived files using the archive viewer.

48. In Healthsuite 3 click on archive viewer
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49. The select archive data window will open
50. Select the date of the batch of claims you would like to view
51. Click on ok
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52. The archive viewer will open, showing the claims for the selected time period

2.2.
Backup settings

Healthsuite 3 has a backup function . This is to ensure you do not lose any data. It is highly recommended that you back up your data regularly.
127. In Healthsuite 3 click on config
[image: image95.png]| 1 1 1 T Help |




128. To change the default backup destination, click on browse
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129. Once you have selected a location in the browse for folder window click on ok
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130. The browse for folder window will close
131. Click on back up
132. A progress bar will open, showing the backup is in progress

133. When it is complete, click on ok
134. Write the file to a separate medium, e.g. a CD and store in a safe place


2.3.
Restore

Healthsuite 3 also has a restore function.  This allows you to restore the data you have backed up in the event of a problem with your computer.

135. In Healthsuite 3 click on config
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136. Click on restore
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137. A message will appear asking you to confirm that you want to restore a backup 
138. If you are sure that you want to restore a backup, click on yes to continue
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139. Select the backup you wish to restore
140. Click on open
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141. A progress bar will open, showing the restore is in progress
142. When it is complete click on ok

3. Popup settings

While a full popup is full of useful information you may prefer to receive a mini popup. This is a new type of popup which is smaller and will display at the bottom right of your screen, enabling you to continue work in other programs at the same time. It displays the most important information and also gives you the option of viewing the full popup, should you choose to do so.

3.1.
The full popup

The full popup displays all claim information, with a line by line breakdown of what has been paid. If selected, this popup will open on screen showing the status of a claim. 

143. Once you have read the information click on close

144. If any claim is still in awaiting response status when the Healthbridge popup opens, click on send & retrieve to retrieve the response
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3.2. The mini popup

The mini-popup opens at the bottom right of your screen and will be displayed for short period before closing. It shows the most important information relating to the claim.

145. Should you want to view the full details click on view details. A full popup will open

146. If any claim is still in awaiting response status when the Healthbridge mini popup opens, click on send & retrieve to retrieve the response
147. To close the mini-popup click on the cross in the top right, alternatively it will close automatically after a short period
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3.3. To change your popup settings

148. In Healthsuite 3 click on config
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149. At the bottom of the screen there is a section called popup settings
150. Select the popup which you prefer, either full or mini
151. Click on save & close
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4. Patient validations and benefit checks

With Healthbridge not only can you send claims directly to your medical aid but you can also determine if a patient is a valid member of a medical aid and in some cases check the available benefits for the patient without submitting a claim.

 Your patient validations and benefit checks will be submitted directly to the medical aid and you will receive an immediate response, allowing you to make an informed choice.

152. In EminancE open the patient wizard screen
153. Select the patient you wish to validate 
154. Click on enquiries
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155. The pateint enquiry screen will open

156. Click on patient validation
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157. A window will open asking whether you want to send your patient validation via Healthbridge
158. Click on send now
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159. The patient validation will be sent and a medical aid response will be returned in the Healthbridge popup
160. In the event that the medical aid supports the benefit check  the available benefits will be displayed as part of the medical aid comment
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161. Should your patient validation still be in an awaiting response status when your Healthbridge popup appears you can click on send & retrieve to attempt to retrieve the response again
5. Medprax
Medprax has been offering an “electronic medical data update service” to practitioners since 1988. Their files are updated weekly and made available to subscribers at a monthly charge through different electronic forms of delivery. 

Healthbridge assigns unique Healthbridge codes that Medprax incorporate into their schemes file to make the correct routing of messages possible. In order to ensure that your medical aid and routing information is always up to date, we recommend that you subscribe to Medprax to receive their weekly file updates.

Medprax also supply medicine and materials files to help avoid claim rejections and to ensure that you receive payment of the most current prices.

To subscribe to Medprax, contact them on (031) 904-9200, or visit them at www.medprax.co.za
5.1.
Keeping your medical aid information updated

162. Once you have obtained the latest Medprax schemes file (PRX00E6.prx), save it to the correct location (C:\Program Files\Health Focus\Eminance Server\Download) for EminancE to import
163. From your EminancE  start screen click on e-commerce
164. Click on the download tab
165. Click on download
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166. Select medical aids
167. Click on download
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168. The process status window will open 
169. Click on start to begin updating your Medprax schemes
170. When the update is complete click on exit
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Section C: TroubleshootingWhen you come across a situation you are unsure of, try these handy troubleshooting tips.
	Problem
	Solution

	The Healthbridge message statuses in your EminancE  do not match those in your Healthsuite 3 message centre

	Contact your Health Focus support representative

	You cannot find the Healthsuite window to maximise
	You may have clicked on exit
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Healthsuite 3 will not close, but will only be seen as an icon next to the time on the taskbar, double click on this icon to open Healthsuite at any time
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	You receive the following error message:

Unable to connect to Healthsuite (Code 02). Please restart Healthsuite
	This means that Healthsuite 3 is not running and needs to be started.

Double click on the Healthsuite 3 shortcut on your desktop: 
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Once it has opened, enter your Healthbridge username and system password in the appropriate fields and click on ok

	You look in the Healthsuite 3 message centre for a specific claim/s and cannot find it/them

	1. Make sure there are no search criteria active that hide the claim/s you want to see

2. If the claim you are looking for is resolved, make sure that your resolved claims are not hidden



	A Healthbridge representative requests that you provide them with a message ID
	In the Healthsuite 3 message centre, right click on the claim in question and click on show HB message ID. Alternatively, look at the HB message ID provided in EminancE


	You have clicked on send your claims via HB now and some or all of your claims remain in a to be sent or to be sent* status when the process is complete.
	1. If you have a modem, check that it is switched on
2. The Healthbridge switch may be temporarily unavailable. Wait for a couple of minutes and try again
3. If the problem persists, please contact the healthbridge Client Service Centre at csc@healthbridge.co.za or 0860 200 222


	After first install of EminancE, an error message will appear that the printer is not setup.
	Click on utilities, select system and then select printer setup 
Select printer from the installed dropdown, tick the preview check box, select type of printer from the printer type dropdown and click on the save icon

	When the submission summary report does not display, only prints.
	Click on utilities, select system, and then select printer setup
Select printer from the installed dropdown, tick the preview check box, select type of printer from the printer type dropdown and click on the save icon.

	Your ICD10 codes do not pull through to the second line of a claim
	From the EminancE start screen select defaults  and then select medical defaults

Insert relevant details in the tarrif, anaesthetics and selections tab before you click on the settings tab
Tick the repeat previous diagnosis on transaction line check box
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Section D: Easy reference section
1.

Healthbridge claim responses

· To be sent
Your claim has not been sent and is still on your computer. Go to the EminancE start screen and click on e-commerce. The e-commerce wizard will open, click on Healthbridge and then click on send your claims via HB now
· To be sent*
You tried to send this claim but it was not successfully sent. This could happen because of a problem with your modem or the Internet connection. These claims will be sent the next time you click on send your claims via HB now

· Awaiting response
Your claim has reached Healthbridge but there has not yet been a response from the medical aid. If the response is available the next time you click on send & retrieve the status of the claim will update
· Received by Healthbridge
Healthbridge has received your claim and will send it to the medical aid. This is your guarantee of delivery for this claim. The medical aid that this claim has been sent to is unable to perform online processing. 
You will not receive a processed response for this claim. Refer to your remittance advice for further information about this claim
· Validated by Healthbridge
Healthbridge has received your claim and validated the patient details against the medical aid cardholder file. This is your guarantee of delivery for this claim. The medical aid that this claim has been sent to is unable to perform online processing.
You will not receive a processed response for the claim. Refer to your remittance advice for further information about this claim
· Validated by funder
The medical aid has received your claim and validated it against patient details. This is your proof of delivery of the claim. 
You will receive a Processed response for the claim, unless your claim requires manual intervention
· To be reversed
Your claim reversal has not been sent and is still on your computer. Go to the EminancE start screen and click on e-commerce. The e-commerce wizard will open, click on Healthbridge and then click on send your claims via HB now
· Awaiting reversal
Your claim reversal has successfully reached Healthbridge but there has not yet been a response from the medical aid. When the response is available the status will be updated
· Reversal accepted
Your claim reversal has been accepted but has not yet been processed
· Reversal processed
Your claim has been reversed
· Processed
The medical aid has processed your claim including against benefits. The response includes what portion the medical aid will pay and what portion the patient is liable for. Note that the portion from the medical aid is not guaranteed
· Rejected*
Healthsuite 3 has rejected your claim. Read the response to find out why
· Rejected
The medical aid or Healthbridge has rejected your claim. Note that most medical aids do not keep a record of rejected claims
· Part rejected
The medical aid has rejected one or more of the claim lines

· Reversal rejected
Your attempt to reverse the claim has been unsuccessful. To reverse the claim you will have to contact the medical aid telephonically
2.

Healthsuite 3 message centre action colours

· Red – Action required
These claims have either not been sent or they have an outstanding balance according to the last response from the medical aid. These claims require immediate action
· Orange – Observe
These claims have been successfully sent but you have not yet received a response from the medical aid. You cannot take any further action until you have received a response. Once the status of the claim is updated the colour will change

· Green – No action required
There is no outstanding balance on these claims according to the last response from the medical aid. You can only take further action on these claims once you have received your remittance advice
· Blue – Resolved
You have already taken action on these claims and there are no further steps to be taken
3.

Healthsuite 3 shortcut keys

· <F3> - Search

· <F6> - Send & Retrieve
· <F9> - Print preview

· <F10> - Print

· <F11> - Hide

· <F12> - Close

· <Ctrl> + <-> - Hide claim

· <Ctrl> + <+> - Unhide claim

· <Ctrl> + <A> - Select all 

· <Alt> + <A> - Open select archive data
· <Alt> + <B> - Backup

· <Alt> + <C> - Close

· <Alt> + <G> - Opens the config tab
· <Alt> + <I> - Hide

· <Alt> + <M> - Opens the message centre

· <Alt> + <O> - Open home page
· <Alt> + <P> - Print

· <Alt> + <R> - Restore

· <Alt> + <S> - Search

· <Alt> + <V> - Print preview

· <Alt> + <X> - Exit Healthsuite
· <Alt> + <Enter> - Send & Retrieve

· <Space> - Hide claim

Notes:
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 When your computer starts up, Healthsuite 3 will always ask you to log in. If you are not logged in to Healthsuite 3, you will not be able to send your claims via Healthbridge





 Always check the information provided by the patient against the details on the patient’s medical aid card. Remember the patient’s card details are the same as those held by the medical aid
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 Sending every claim immediately provides an immediate response, showing what amount the medical aid has accepted for payment, and what amount the patient is liable for
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 If there are any lines with problems in the error summary there has been an error in � DOCPROPERTY  Subject  \* MERGEFORMAT �EminancE�. Please print this report and contact Health Focus for support
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 Healthbridge recognises that different practices have different business processes. Use the method of reading your responses that best suits your business process
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The Healthbridge information





�








Submission date: Shows the date the claim was sent via Healthbridge


HB status: Gives the status of the line. See 3.2 understanding your responses for an explanation of these


HB message ID: The unique reference number generated by Healthbridge for every claim


HB claim invoice no.: The unique number generated by � DOCPROPERTY  Subject  \* MERGEFORMAT �EminancE� for every claim


HB batch no.: The batch number generated by Healthbridge for every batch of Received Claims


MA ref. no.: The reference number generated by the medical aid for a Processed Claim
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d
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e
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7





 Work through the list daily to ensure that all your rejected claims are corrected and resubmitted and that your claims with outstanding balances are resolved





 Rejected* claims will not appear in the daily to do list as they have been rejected by Healthsuite 3 on your computer. Refer to the Healthbridge claims status report to monitor and then fix your rejected* claims




















 If you have selected send your claims via HB now more than once and you still have claims in a to be sent or awaiting response status, contact the Healthbridge Client Service Centre on csc@healthbridge.co.za or 0860 200 222 for assistance

















 Only some medical aids are able to process electronic claim reversals. Healthbridge continuously works on enabling more medical aids to process electronic reversals




















3








 Always read and act on your rejected, rejected*, part rejected and processed claims first. Responses for these claims contain valuable information that enables you to take appropriate action immediately�


Rejected* claims are claims where information is missing and the claim has not been sent to the medical aid





	Rejected claims are claims that have been submitted to the medical aid but returned because information is incorrect
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Please note that editing claim line details will in no way alter the claimed amount or tariff codes originally captured, nor will you be able to add or delete claim lines. If these details are incorrect please follow the steps as outlined in 4.1.2. editing you claim – incorrect / incomplete claim capture
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 Only claims that are less than four months old and have a status that allows editing can be edited
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 Only claims in a processed status can be reversed electronically. To reverse claims in other statuses, please contact the medical aid





 Only some medical aids are able to process electronic claim reversals. Healthjbridge continuously works on enabling more medical aids to process electronic reversals
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 Using the tools provided will help keep your message centre current and ensures that you view only the claims                             that are relevant. This saves you time on administration
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 A Healthbridge report is available for every claim in your message centre. This provides more detail than is available in the message centre view. This is discussed on the next page, see 1.5. printing reports
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 The reports from the message centre provide a view of claims that conform to certain criteria. This saves having to scroll within search results in the message centre. These reports can also be printed for your records
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 Resolve every claim immediately after you have taken action on that claim. You will then know, at first glance, which claims you have already taken action on without having to open and read the responses. Think of this as your check list
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 When all columns are displayed, you will need to scroll to the right to view some of the details. By selecting only to view the columns that are most important to you, you minimise the need for scrolling











The my message centre settings – claim screen


�


Claim column display: You have the ability to change the claim columns you want displayed in your standard view. For the columns that you do not want to view, remove the ticks by clicking on the check boxes





Line column display: To change the columns you want displayed in the line level view click on the line tab and either place or remove ticks from the desired columns. This can also be done for optometry, dental  and patient validations 





Default date settings: To change the period for which you want your claims displayed in your default view, select the desired option from the drop down list. If you choose today, only claims submitted for that specific day will be displayed when you open your message centre. 





When you do searches by date in the message centre, you are able to search either for a specific time period, for example the last thirty days, or in a specific date range, in other words specifying from and to dates between which you want to search. To select a time period, click on search by time period. To select the from and to date option, click on search by date selection. Your view in the message centre will change accordingly





Default view settings: You are also able to select the default fields by which to sort your claims – in other words, which claims you want displayed at the top when you open your message centre. Select the default sort order by clicking on the desired option from the drop down lists 
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Optometry: In addition to the claim level and line level columns, you may select optometry script fields to view   �     in your message centre





     Dental: You have the option to have a tooth numbers column in your message centre
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 Hiding your messages will make searches faster by ensuring that there are fewer claims to search through
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 It is not advisable that you change the default archive destination, as this will affect your archive viewer. If you do change the location please bear in mind that you will have to browse for the location in your archive viewer.
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 Backing up your messages every day will ensure that you do not lose more than one day worth of data in the  �      event of your hard drive failing or another critical problem occurring on your computer








Optometry: In addition to the Claim Level and Line Level columns, you may select Optometry script fields to view in your Message Centre





Dental: You have the option to have a Tooth Numbers column in your Message Centre























Optometry: In addition to the Claim Level and Line Level columns, you may select Optometry script fields to view in your Message Centre





Dental: You have the option to have a Tooth Numbers column in your Message Centre
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 Only do a restore if you have lost data. Restoring your data will delete any work you have done since your last �     backup
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 Not all medical aids support benefit checks but at Healthbridge we are constantly working with the medical aids   �     to provide this valuable function
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