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HistoryHistory

• Initial push for self service began in 2000

• Opt-in process was promoted through Provider and 
EDI Reps

• Value of self service

T BCBSAL– To BCBSAL:

• Reduction in calls to Customer Service

• Increased consistency of information provided

– To Providers:

• Immediate access to information 

• Dedicated toll-free number

• Priority handling of calls – moved to front of the queue

PolicyPolicy

• Applied to participating providers only

• Provider must have electronic access

– Practice management system

– Clearinghouse

– ProviderAccess (BCBSAL web portal)

• Provider must utilize electronic methods to obtain 
information, for example:

– Eligibility & benefits

– Claim status

Exceptions to PolicyExceptions to Policy

• Provider can contact Customer Service when:

– Additional clarification is needed on information in 
electronic transaction

– Information needed is not provided in electronic 
transaction

– System is experiencing down time (BCBSAL, provider 
site, vendor)

Non Par ProvidersNon Par Providers

• Use electronic methods to obtain information

– Practice management system

– Clearinghouse

– ProviderAccess (BCBSAL web portal)

OR

• Use Interactive Voice Response (IVR) system to 
obtain information

Non Par ProvidersNon Par Providers

• Non par providers can contact Customer Service 
when:

– Additional clarification is needed on information in 
electronic transaction

– Information needed is not provided in electronic 
transaction

– System is experiencing down time (BCBSAL, provider 
site, vendor)
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Then Then 

In 2000 
• Limited adoption of electronic access within the provider 

community

• ProviderAccess web portal had limited functionality

• Majority of providers called into our Customer Service 
Department to obtain eligibility & benefits, claim status, 
etc 

NowNow

In 2010 
• Provider Inquiries

– 63% are conducted through a practice management system 
vendor or clearinghouse

36% d t d th h th P id A b t l– 36% are conducted through the ProviderAccess web portal

– Less than 1% of provider inquiries are made to our Customer 
Service Department

• 99% of provider inquiries are self service

Current VolumesCurrent Volumes
January 2009 January 2009 –– March 2010March 2010
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Eligibility & Benefits by Electronic Method

Vendor-Clearinghouse

ProviderAccess
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Average per month = 1.9 million
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Summary Plan Description by Electronic 
Method

Vendor-Clearinghouse

ProviderAccess

Average per month = 850,000
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Claim Status by Electronic Method 

Vendor-Clearinghouse 

ProviderAccess

Average per month = 475,000
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Referrals by Electronic Method

ProviderAccess

Vendor-Clearinghouse 

Average per month = 1,800
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Customer Service
All Inquiry Types

Average number of provider calls per
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Customer Service

Average number of provider calls per 
month to Customer Service = 36,000

Average number of electronic 
transactions per month = 3.2 million

Separate Public and Secure 
Pages

Current Portal Current Portal 
ViewView

Medical Hospital
NPI: 123456789
Location ID: 123456
123 Medical Drive
Anywhere, USA 12345

Change Location
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Goals for Portal RedesignGoals for Portal Redesign

•• Integration of public and secure toolsIntegration of public and secure tools

•• Improve usabilityImprove usability

•• Improve provider communication Improve provider communication 
–– Messaging CenterMessaging CenterMessaging CenterMessaging Center

•• Offer additional self service functionalityOffer additional self service functionality
–– Online provider enrollmentOnline provider enrollment

–– Provider performance profilesProvider performance profiles

•• Mobile integration for physician toolsMobile integration for physician tools

ProviderAccess

 My Online Account

Special Bulletins(4) Alerts new! Provider Facts new!

My Message Center Change my preferences

 This is a really important alert!

 You need to take this training for certification | Video

As of Thursday, July 16 3:00 pm CST

 Time to vote for your representative to the board

 This is a really important alert!

View More

Home

User Administration  Contact us

Eligibility & Benefits Claims & PaymentsHome Pharmacy Education/ManualsClinical Resources/Policies

ProviderAccess has a new look!

Take Video Tour

New ProviderAccessNew Thing   |New Thing   |

Look Up Tool

 Concentrate on the patient
 Reduce office work.

I want to…

Future Portal Future Portal 
ViewView

Integrated Public 
and Secure Pages

Quality & Transparency

 Program Details
 Hospital Tiered network
 Adverse Events

 Really Important Policy 1 (MM/DD/YYYY)

 Really Important Policy 2 (MM/DD/YYYY)

 Really Important Policy 3 (MM/DD/YYYY)

View More

View More

Claim Status Eligibility/Benefits Provider

* Contract Number:

* Last Name:

* First Name:

* Date of Birth: (mm/dd/yyyy)

SEARCH

Search for multiple records

Date of Service: (mm/dd/yyyy)

If different from today’s date.

ManualsPolicies Fee Schedules

Online Tools

 Prescription Drug Guide
View More

 Update my profile
 Find a Healthcare Professional
 Enroll for an upcoming event
 View Important Telephone Numbers

View More

Questions?  Call Heather Natter x6023

Timeline for Portal RedesignTimeline for Portal Redesign

• Currently in planning phase

• Expect to begin business requirements 
development in June/July

• Phased roll out to achieve quick wins early• Phased roll-out to achieve quick wins early

• Total project will span 18 – 24 months

Questions?Questions?

Contact InformationContact Information::
Amy  JonesAmy  Jones

Blue Cross and Blue Shield of AlabamaBlue Cross and Blue Shield of Alabama
amyjones@bcbsal.orgamyjones@bcbsal.org

(205) 220(205) 220--62696269


