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Chapter 9: Insurer Management

OVERVIEW

Insurer Management involves the setup and maintenance of Insurer organization structures within the
HCAI system.
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Insurer Management Structure

Insurer Management is used to create an organizational structure, or domains, within HCAI that are
closely linked with and support the roles assigned to individual users discussed in Chapter 10: Insurer
User Management Overview. Insurer organizations are structured using entities arranged in a
hierarchical format:

Insurer (parent) > Insurer (child) > Branch(es) > Adjuster(s)

A clearly expressed organizational structure in HCAI ensures that Plans and Invoices submitted by
Facilities are routed and assigned to the correct Insurer, Branch, and Adjuster.

An Insurer is defined within HCAI as an entity that insures the policyholder and owns any claim
information generated by the policy. A parent Insurer is one that is comprised of several subsidiary
organizations (child Insurers), each of which functions as a distinct insuring entity. Each Insurer can be
associated with one or multiple Branches. A child Insurer that can use only the Branches and Adjusters
associated with its parent Insurer and does not have any Branches or Adjusters of its own is classified
as a “virtual Insurer.”

A Branch is defined as a location entity or domain responsible for handling and adjusting claim
information. Branches are subsets of Insurers; a Branch can belong to only one Insurer.

An Adjuster is defined as an individual, or a team / workgroup responsible for direct claim handling
within HCAI. An Adjuster can either be created in HCAI as a single user or as a team to which any
number of users are associated.

Only a user with the role of Insurer Administrator has access to the Insurer Management module of
HCAI. HCAI provides the functionality to create, view, update, deactivate, and reactivate Insurer,
Branch, and Adjuster entities.

General Business Rules
The following business rules apply to Insurer, Branch, and Adjuster management at all times:

= An Insurer can be associated with zero or more Branches.
= Asingle insurer must have at least one Branch.
= An Insurer can be specified as a parent or child Insurer.

= Achild Insurer that uses only Branches and Adjusters associated with its parent Insurer, and
does not have any Branches or Adjusters of its own, is categorized as a “virtual Insurer.”

= A Branch cannot be added to or associated with virtual Insurers.

= An Adjuster cannot be deactivated until all open Claimants are reassigned to another Adjuster.
= A Branch cannot be deactivated until all Adjusters belonging to the Branch are deactivated.

= An Insurer cannot be deactivated until all Branches belonging to the Insurer are deactivated.

= A deactivated Insurer, Branch, or Adjuster cannot be referenced in new plans and invoices
created in HCAI.

= New plans and invoices can not be submitted to a deactivated Insurer and Branch.

= An Insurer must have a unique IBC reporting company number.

= All activated Branches belonging to an Insurer must have a unique Branch identifier.
= All activated Adjusters belonging to an Insurer must have a unique Adjuster identifier.
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Insurer Branch Management
This section describes how to search, add, update, deactivate and reactivate Branches of an Insurer.

The Insurer Branch Management functionality is found in the Insurer Management module, which is
accessible from the Manage tab on the Insurer home page. Click on the Manage tab. If the Insurer
Management sub tab is not the resulting default selection, select it. (Depending on either on your
organization type or your role and corresponding access privileges, at the top of the page you may see
the “Select Insurer” drop-down list, which contains one or more Insurer companies. Selecting an
Insurer from this list refreshes the Browse Branches section in the bottom of the screen to contain all
Branches associated with a given Insurer.)

KOH Global Re

Searon for Cizim Numiper| W anFoms  ugl ) Exact Match (oo Aaes Losour

INSURER MANAGEMENT

e fields 10 20d or &df 20 nsurer
NOTE © All fedds win an asienisk [ ane feguined

DEACTIVATE

Inswrer Status: Acthe

2011/03/03

Insurer Dietails

= Insurer Name:! (KO- Ghoosi S
= IBC 1D
= Agdrzss:

= City: |hamon

* Prowince:

- Postsl Code: |
* Phone:

Fact |

Contsct One Name: |
Contsct One Phone:
Contzct One E-mail:
Confirm Contact: One E-mail:

Gontact Two Name: |
Contact Two Phone:
Contact Two E-mail:

Confirm Contact Two E-mail:’ |

Configuration Management

= Virtual [nsurer? :

= Owrtboiend Payment Fead? ©

= Invbeosisnd Clzinn /. Claimant Fead?
= Outbound Insurer Extraction? :

* Privacy Consent? :

Browse Branches ADD NEW BRANCH

ri

A Branch Name

Acton

Active

Rockwood Activ
[save

© 2011 Healh Claims for Auto Insurance Processing | Priecy Paolicy | Change Passwand
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Adding a Branch

The button located in the Browse Branches section of the Insurer Management
screen and is available only when the Insurer details have been previously completed and validated
through the HCAI Helpdesk:

KOH Global Re HC B .

[7 - User Manual|

‘Searo mr Clam Moot | i a0 7ome () [] Exant Mateh ) aneces
IHSURER MANAGEMENT
2011103103
Insurer Management > KOH Global Re = Branch Details

Tl in T Nielcs %0 300 or o0l 20 Rsuner
NOTE: All Delds Wi an asterizk () ane reguired

Branch Status: Ache
= Branch Name:
= Branch |D:

= Address:

* Ciby:
* Provinocs:

= Postsl Coda:

* Phone:

Fax:

Contact One Name:

Contact One Phone:
Contzct One E-mail: |

Contsct Two Mame:

Contact Two Phone:

Contact Two E-mail; |

22011 Healih Clalms for A0 Insurance Processing | Privacy Paolicy | Crange Password

To add a new branch:

1. Click . The Branch Details screen appears with empty fields waiting to be
filled with Branch details. The Branch Status value is “Active.”

2. Type in the Branch name as assigned by the Insurer. The name is to contain no more than 50
characters.

Specify the Branch ID. The ID is the unique Branch identifier provided by the Insurer.
Enter the address of the Branch, selecting the province from the drop-down list.

Enter the first and last name, phone number and email address of Contact 1 in the respective
fields.

6. Enter similar information for Contact 2 (if any) in the respective fields.

7. Click m to save the new Branch.
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If this information is incomplete, or invalid, you are returned to the Branch Details screen, with an error
message at the top identifying the field name(s) that are either incomplete or invalid. You must correct
the information and save the Branch information again.

If the Branch information is validated, you are returned to the form with a message, indicating the
successful creation of the Branch entity.

To clear the form and reload the Branch Details screen, click BEasiEssl

After you have created and saved a new Branch, the button appears at the top of the
Branch Details screen:

KOH Global Re

INVCICES

S=zroh for Dizim Numbsr in 2 Forrrs [0 [7] Exact Matoh [l Adusnces | LOGOUT |

INSURER MANAGEMENT
2011/03/03

Insurer Managsment = KOH Global Re = Branch Details
Fill in the y add or edit an Inswrer

NOTE: All fislds with an asterisk (7} are reguired.

Add ! Edit / View Details of "GeFilte" m ADD BRANCH

New Branch created.
Branch Status: Activ

= Branch Nams: "
* Branch |D:
© Agdrass

= City: [Taro
* Provinoe:
* Postal Code: |
= Phone: ||
Fax:
Contact One Name:
Contact One Phone: ||
Contsct One E-mail: |¥
Contact Two Name:

Contact Two Phone:

Contact Two E-mail:

Associated Adjusters ADD NEW ADJUSTER

» Adjuster ID A Adjuster Hame Status |

® 2011 Health Claims for Auto Insurance Processing | Privacy Policy | Change Password

To add another branch:

»  Click SEs==lEiElZil to add another Branch. This clears the form and you can enter information
required to create another Branch entity, as described above.
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Searching for a Branch in the Insurer Management screen:

Go to the Browse Branches section. This section contains a list of Branches associated with a given
Insurer.

If an Insurer has multiple Branches, you can sort the list to facilitate the search:

= To sort by the Branch name, click the “Branch Name” column header. This sorts the names in
ascending alphabetical order. Click it again to sort the list in descending order.

= To sort by the Branch’s city of residence, click the “City” column header. This sorts the city list in
ascending alphabetical order. Click it again to sort the list in descending order.

KOH Global Re

Searon for Claim Nambsr| I8 anmorms g [¥] Exact Match [Bo) 20ses LOGOUT

INSURER MANAGEMENT

Flll In the felds 10 200 or g 2 nsunsr
NOTE AN Teics w20 asterise ) 2re renuine

201110303

DEACTIVATE
Insurer Details

Inswrar Status: Acte
* Insurer Mame: xor Gloos Re
“IBC ID: xor
* Address: |3 KO Drie

= City: |haimon
= Province:
= Postal Code: am
* Phone: |
F= |
Contsct One Nams: |
Contsct One Phone:
Contzct One E-mail; [kon
Confiirmy Gontact One E-mail: |kon
Gontact Two Name: |
Contact Two Phone: |
Contact Two E-mail: [

Confirm Contact Two E-mail! |

Configuration Mznagement

= Virtusl |nsurer? :

= Ourtbeoiend Payment Feed? ©

= |vtsowsnd Claim / Clsimant Feed? ©
= Cutbound Insurer Extraction? ;

* Privacy Conssnt? :

Browse Branches ADD NEW BRANCH

Fi

A Branch Name F City Status

Acton Active DEACTIVATE

Milor Aciive )y

Moffat Activ

Rockaood Active
[save.

©:2011 Healh Claims for Aulo insurance Processing | Prisc) Policy | Crangs Passwond
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Updating a Branch

1. Select the Branch from the Browse Branch section on the screen

2. Inthis screen, update the Branch details as required.

3. To validate and save the details, click m If any of the fields are incomplete or contains
invalid information, the changes are not saved and you are returned to the Branch Details

page. HCAI highlights the fields needing attention with the - symbol.

4. To exit the form, click Beaassa.

Deactivating/Reactivating a Branch

1. Select a required Branch from the list in the Browse Branches section of the Insurer
Management screen.

2. Click the button next to the Branch to deactivate. This Branch is successfully
deactivated if all of the Adjusters associated with the Branch have been deactivated and there

are no outstanding Elans or invoices that require approval. Uion successful deactivation of the
Branch, the button is replaced by the button.

Browss Branchas w
& Branch Harme > City fua
b i P | m
] Witz Cdstoated m *—__._.
B i Biocarasad AR m

If the Branch cannot be deactivated by this process because there are associated Adjusters in an
active state, click on the name of the Branch and proceed to the Branch Details screen.
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KOH Global Re HCA .

[%F = User Manual |

Sezron tor Cain Numbar| [ sumorm: [0 [ Emct Mstch | laa) Adences
INSURER MANAGEMENT
2011/03103

il In £ve Belas o 20d or egh an nsurer
NOTE - All fi2ias win 37 3sterisk () ane reguired

DEACTIVATE
Insurer Details

Insursr Status: Ace
* Instrer Name: KO- Goosi Re
*|BC ID: KOH
= Address: |3 KOm Dk

= City: .

= Province: | o
* Postsl Cods: [

* Phorn

Fax: |
Contsct One Mame:
Contact One Phone; [
Contact One E-mail; |
Confirm Contsct One E-mail: |
Contact Two Name: |
Contact Tao Phone: [
Contact Tawo E-mail: [

Confirm Contact Two E-mail: |

Configuration Mznagement

= Wirtusl Inswuner? ;
= Outbound Payment Faad? |

= Inbound Claim / Clzimant Fead? |

= Cutbound Insurer Extraction?
= Privacy Consent? :
BErowse Branches ADD NEW BRANCH

4 Branch Name

Acton

© 2011 Healih Clzims for Atso insurance Processing | Priasy Polley | Crangs Passwond

To deactivate from the Branch Details screen:

1. Go to the Associated Adjusters table at the bottom of this screen and review the status of all
Adjusters associated with the Branch.

2. Deactivate any remaining Adjusters by selecting the button. Deactivating Adjusters
is only possible if all of the Claimants associated with all the Adjusters are deactivated and there
are no outstanding plans or invoices that require approval.

3. After you have deactivated all Adjusters, click the button at the top of the Branch
Details screen.

4. Click <OK> in the confirmation dialog box that appears. The Branch is deactivated.
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To reactivate a deactivated Branch:

1. Select the desired Branch from the list in the Browse Branches section of the Branch Details
screen.

2. Perform one of the following actions:

= Click S22 next to the selected Branch. UEon successful activation of the Branch,

the button is replaced by the

button.
s
4 Braogh Npme L fuea
fsten Asren Aty m/
D itz ety itk ACTIVATE

IS O el D B Ak meurance Pracessinyg | Py Proiics | [hange Pasecrs

= Click on the name of the Branch to proceed to the Branch Details screen and activate the
Branch.

£ Note: Activating a deactivated Branch does not activate any Adjusters associated with the
Branch. Each Adjuster must be activated individually.
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Insurer Adjuster Management
This section describes how to search, add, update, deactivate and reactivate an Adjuster in HCAI.

The Adjuster Management functionality is found in the Insurer Management module, which is
accessible from the Manage tab on the Insurer home page. Click on the Manage tab. If the Insurer
Management sub tab is not the resulting default selection, select it. At the top of the page, the “Select
Insurer” drop-down list contains one or more Insurer companies, depending on your role in HCAI.
Selecting an Insurer from the list refreshes the Browse Branches section in the bottom of the screen to
contain all Branches associated with the selected Insurer. Selecting a Branch from the list displays the
Branch information and a list of associated Adjusters.

Adding an Adjuster

The button located in the Associated Adjusters section of the Branch Details
screen is available only when the Branch details have previously been provided and validated.

KOH Global Re

INVOICES

Search for Claim Numbsr| in Al Farms. 'h_dl Exzct Match m&jvmﬂad LoGouTt

INSURER MAWAGEMENT

2011/02/03

NOTE

Add [ Edit / View Details of "Dudkao" m ADD BRANCH

Branch Status: Active

* Branch Mame: (Dudko
= Branch ID:
* Address. (42 Cs

= City: |Miltan
* Provinoe: |
* Postal Code: L
- Phone: |13
Fax:
Contact One Nams:
Contact One Phons:
Contact One E-mail:
Contact Two Mame: 1

‘Contact Two Phons:

Contact Two E-mail: |

Associated Adjusters .\* ADD NEW ADJUSTER

*» Adjuster ID A Adjuster Name

Imess Messi, Lionel m

B 2011 Health Claims for Auto Insurance Processing | Privacy Policy | Change Password
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Click . The Add/Edit Adjuster screen appears for you to fill in Adjuster details.
Because you are creating a new Adjuster, the Adjuster status is “Active” by default.

KOH Global Re

INVOICES
Sasrch for Claim Numbsr 0 A1l Forms [Q Exact Match mgvamed LoGouT

2011/02103

Insurer Mansgement > KOH Globsl Re » Dudks > Add/Edit Adjuster

Add/Edit Adjuster

Adjuster Stetus:

= Lest Mam=/Team Nams: |

First Name: ;“ arla

= Adjuster D¢ |

Phone;

E-msil:

& 2011 Health Claims for Auto Insurance Processing | Privacy Policy | Change Password

= Enter the last name of the Adjuster or the name of the Adjuster team / unit / workgroup in the
“Last Name/Team Name” field.

= Enter the first name of the Adjuster in the respective field Specify the Adjuster ID. The ID is the
unique Adjuster identifier provided by the Insurer.

= Enter the phone number and email address of the Adjuster in the respective fields, if desired.

= Click m to save the Adjuster information.

If this information is incomplete or invalid, you are returned to the Add/Edit Adjuster screen, with an
error message at the top identifying the field name(s) that are not complete or valid. You must correct
the information and save the Adjuster information again.

If the Adjuster information is validated, you are returned to the Add/Edit Adjuster screen with an inline
message, indicating the successful creation of the entity.

To reload the Add/Edit Adjuster screen, click .
1. After you have created and saved a new Adjuster, the button appears
at the top of the Add/Edit Adjuster screen:

To add another Adjuster:

= Click . This clears the form and you can enter the information required to
create another Adjuster entity, as described above.
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KOH Global Re HCAH .

INVGICES [7 = User Manual |

Search for Claim Mumbsr -i'ialaf-_-: Forms m [¥] Exact Msten mﬁvanusd

2011/03/03

Insurer Mansgement > KOH Globsl Re > Dudko > Add/Edit Adjuster

Add/Edit Adjuster

m ADD NEW ADJUSTER |

Fill in th
NOTE: = = isk {

The adjuster has been successfully saved.
Adjuster Status. Active

= Lest Mama/Team Nams:
First Name:
* Adjuster ID: |zouy
Fhans: |

E-msil: ;;:.ség.kar;-:-:s lLes
[save

8 2011 Health Claims for Auto Insurance Processing | Privacy Policy | Change Password

Searching for an Adjuster
In the Add/Edit Branch screen:

= Go to the Associated Adjusters section. This section contains a list of Adjusters associated with a
given Branch.

Associated Adjusters
E -~

* Adjuster ID% A Adjuster Name{ Status

JBen Beneer Jill Deactivated m

ADsg Degss Alberto Active

MelD DeGut, Melsnis Active m

JE=t Eet, Johnny Active m

IS Clivier, Marco Deactivated

PThor Thornbury, Pamela Desctivated m

8 2011 Health Claims for Awto Insurance Processing | Privacy Policy | Change Password

You can sort the Associated Adjuster list to facilitate the search:

= To search by the Adjuster ID, click the “Adjuster ID” column header. This sorts the Adjuster
entries in ascending alphanumerical order. Click it again to sort the list in descending order.

= To search by the Adjuster name, click the “Adjuster Name” column header. This sorts the names
in ascending alphabetical order. Click it again to sort the list in descending order.
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Updating an Adjuster
1. Search for the desired Adjuster in the associated Adjuster list.

2. Click on the name of the Adjuster in the “Adjuster Name” column (which is a link) to proceed to
the Add/Edit Adjuster screen.

Associated Adjusters ADD NEW ADJUSTER
» Adjuster ID 4 Adjuster Hame Status
JBen E=n=sr Jill Deactivatad m

3. Inthis screen, update the Adjuster details as required.

Gainsborough Trinity P&C HEB H .

— %l §
ser Manual |

LOGOUT
INSURER MANAGEMENT ‘Weloome. Ran 1o HCAL

2009/09/03

Insurer b it = Gainsborough Trinity PEC = Speyside * Add/Edit Adjuster

Add/Edit Adjuster

DEACTIVATE ADD NEW ADJUSTER

The adjuster has been successfully saved.
Adjuster Status: A

= Last NameTeam Name: |D
First Mame: |Lz
= Adjuster ID: |Lzs
Phone:

Email:

& 2007 Healn Claims for Aua insurance Processing | Priecy Policy | Change Password

4. To validate and save the details, click m If any of the fields are incomplete or contain invalid
information, your changes are not saved and you are returned to the Add/Edit Adjuster screen.

5. To exit the form, click .

Deactivating/Reactivating an Adjuster

Search for the desired Adjuster in the associated Adjusters list.

Click the button next to the Adjuster to deactivate. Upon the successful deactivation of the
Adjuster, the Bl button is disabled.
To activate a deactivated Adjuster:
= Search for the desired Adjuster in the associated Adjusters list.
= Select the desired Adjuster from the list in the Associated Adjusters section of the Add/Edit
Adjuster of Branch screen.

= Click S22l next to this Adjuster in the list. On the successful activation of the Adjuster, the
button is replaced by the button.
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KOH Global Re

Sezrck for Olzim Nomber fin{ &l Farms m Exzct Matech mgum LOGOUT

2011/03/03

Insurer Management > KOH Global Re > Branch Details

Fill in the fisk add of an Ins
NOTE: All figkds with sn asterisk {7} are requinsd.

Bdd / Edit / View Details of "Acton” [ DEAcTIVATE [ ADD BRANCH

Branch Status: Active

* Branch Mamse:; Er'--Dl:-"
* Branch [0: Acton_ON

= Addrass: 2 El:—;_ys-:e Way

= City: |&zten
= Provinoe:
* Postal Code:
* Phans: il

Fax:

Contact Ons Nams:
Contact One Phone:
Contact On= E-masil:
Contact Two Name:
Contact Two Phone:

Contact Two E-mail:

Associated Adjusters ADD NEW ADJUSTER
> Adjuster ID A Adjuster Hame Status \

JB=n B=nser, Jill Desctivated

AD=g Degss, Aloerio Adlive
MelD DeGut, Melanis Active m
JEst Eet, Johnny Active
MO Clivier, Marca Czactivatad m

PThor Thombury, Pamels Deactivated m

B 2011 Health Claims for Auto Insurance Processing | Privacy Policy | Change Pasoword

= Click on the Adjuster name link to proceed to the Add/Edit Adjuster screen.

= Click the button at the top of the Add/Edit Adjuster screen to reactivate the Adjuster.
The button becomes disabled.
' Note: Activating a deactivated Adjuster does not activate any Claimants associated with the

Adjuster. Each active claim should be reassigned to another Adjuster or deactivated
before deactivating an Adjuster.
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