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Section I: Introduction and Password Reset 
This guide provides step-by-step instructions for use in completing responsibilities within 
the Qualitrac health management system.  

Provider users should direct their browser to the Sign In screen for the contract that the 
provider is submitting a utilization review for. The URL will vary depending on which 
client(s) the provider has access to and is submitting for.  

Log in to the application using credentials provided when your Qualitrac user account 
was created. Each new user will receive an email from donotreply@telligen.com with 
instructions for creating their initial password. Access the email within 7 days, click the 
link provided and follow the instructions to create a password.  

Users can access the ‘Reset Password’ link at any time on the Sign In screen. Users are 
required to change their Qualitrac password every 90 days.  

 

 
 
  

mailto:donotreply@telligen.com
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Single Sign-On (SSO) 

Qualitrac offers Single Sign-On (SSO) capabilities to users associated with organizations 
that have single sign-on enabled. SSO allows users to securely log in to Qualitrac 
without having to enter a username and password if they are already authenticated 
through their organization's network. To use the SSO functionality users must first be 
logged into their organization’s network. Upon navigating to myqualitrac.com click the 
associated sign in to SSO button for your organization, which is located below the Sign 
in button. 

In the rare instance that you have multiple accounts you will need to ensure that only 
one of your accounts is set up with your organization’s email address to use SSO. The 
SSO function only works with the email account associated with your organization. If 
you have multiple accounts associated with your email, you will not be able to use the 
SSO feature and will need to sign in using your username and password. 

System Dashboard and Navigation Ribbon 

Upon a successful login, users are taken to a System Dashboard screen. The system 
dashboard provides users with the ability to search for members or cases using the 
Search function, or to see tasks using the Start Tasks option.  

Click the Utilization Management ‘Portal’ button to be directed to the Task Queue 
(refer to Section II: Task Queue). 

 

 
 

The main navigation for Qualitrac is displayed at the top of the screen and is referred to 
as the ‘Navigation Ribbon.’ The navigation ribbon contains the Qualitrac logo and 
clickable icons that may vary based on the client/contract and the user’s role. 

 
Click the Qualitrac logo, displayed in the upper left of the navigation 
ribbon, to return to the System Dashboard (Home) screen. 
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Navigation Ribbon Icons 

 
 

 User Way: click this icon to access accessibility options 

 
System Messages: click this icon for any general system messages; a 
number within the icon displays number of messages  

 Search: click this icon to search for a member or case 

 Task Queue: click this icon to access the Scheduled Tasks List 

 
Knowledge Center: click this icon to access this Utilization Management 
User Guide 

 
User Profile/Log Out: click this icon to access/edit user profile; log out of 
application  

 

Section II: Task Queue 
The Qualitrac system has three primary areas for Utilization Management (UM): Task and 
Search queues, the Member Hub, and the Utilization Management screen to create, 
edit and view authorization requests. 

To access tasks, click the ‘Task Queue’                icon. The system will display the Scheduled 
Tasks screen by default with the navigation tab selected. 
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Scheduled Tasks 

Users can choose the columns to be populated on this screen based on individual 
need. Select the down arrow in the ‘Columns’ field and check/uncheck the fields to 
display.  

 
Additional options on this screen are as follows: 

 Tasks can be filtered by fields such as Task Type, Task Status and Solution Type. 
Use the ‘Clear Filters’ button to return to the full task list display. 

 Users may filter the queue to display only tasks assigned to that user by entering 
their username in the Assignee field. 

 A solid-colored Note bubble icon on the task indicates there are Notes 
attached to that task. Click the bubble icon to access the Notes. 

 Clicking on the ‘View Calendar’ button will open a daily or weekly calendar 
view of tasks assigned to the user. 

 Users may navigate directly to the Member Hub for a desired member record by 
clicking on the ellipsis to display the action menu and select ‘Go to 
Member Hub.’ 

 When a user clicks on the ellipsis for a desired member record, users may also see 
the following options in the action menu: Start, Assign to Individual, Assign to 
Group, Reschedule, Delete 

 
 

Section III: Member/Case Search 

Member Search 

A member that does not appear in the Scheduled Tasks list can be searched for in the 
system using the Member Search function. To navigate to the member search form, 
from the Task Queue click the ‘Member Search’ navigation tab.  
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Provider users can search for a specific member by entering a valid Member ID and 
Date of Birth OR by entering a First Name, Last Name and Date of Birth. If the member 
exists in Qualitrac an exact match will be returned.  

Click anywhere on the desired member record entry in the table to be directed to the 
Member Hub and open that member’s record. 

Adding A Member to the System 

If a member is not found in the system after performing a Member or Case Search a 
“Member Not Found” message will be displayed. Depending on the client/contract, 
users can add a member to the system if they cannot be found.  

 

 
 

Click the ‘Add Member’ button to display the Add Member modal and 
enter information to create new member record.  

Note: If the ‘Add Member’ button is not displayed this option is unavailable and users 
cannot add a member for that client. 
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If a First Name and Last Name was entered when searching for the member, this data 
will be carried over to the associated form fields on the Add Member modal but can 
be changed as needed.  

 

 
 

Required fields are indicated with an asterisk (*). 

The Client field will display the contracts that the user has access to. Select the correct 
contract from the drop-down if more than one choice exists.  

The user must provide either a valid social security number or member ID to add a 
member to Qualitrac or check the N/A boxes if that information is not available.  

The Relationship to Subscriber field will default to “Self” which is the typical selection for 
a Medicaid member, however, users can change as needed. For Qualitrac 
commercial members, select the relationship based on who carries the coverage (i.e., 
Self, Spouse, Child, etc.).  

When all data is entered click the ‘Submit’ button to add the member. Click ‘Cancel’ 
to discard any information and close the modal. 

Upon a successful submission the system will open the Member Hub and load the 
member details for the new record.  
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Cases Search 

To navigate to the Cases search form, from the Task Queue click the ‘Cases’ navigation 
tab. 

 
 
The system displays a list of cases associated to the user/organization. The system can 
filter to a specific case by entering any combination of Member ID, Last Name or First 
Name. 

Click anywhere on the desired member record entry in the table to be directed to the 
Authorization Request Summary screen. 

Case/Request/Claim Search 

To navigate to search for a specific case, from the Task Queue click the 
‘Case/Request/Claim Search’ navigation tab. 

 

 
 
Users can search by Case ID, Authorization ID, Claim Number or Request ID. 

Tip: A client drop-down menu may appear depending on the client/contract. Selecting 
an option from the ‘Client’ drop-down menu may reduce the system processing time to 
display search results, is useful to filter returned data and locate a desired record. 
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Click anywhere on the desired member record entry in the table to be directed to the 
Authorization Request Summary screen. 

Section IV: Member Hub Screen 
The Member Hub section of Qualitrac displays all the data for a member. Record 
modifications are initiated from this screen. After accessing a task or performing a 
search for a specific member, the system will navigate a user to the Member Hub 
screen. This screen displays demographic data for a member and the Utilization 
Management panel for users to view/add authorization requests.  

 

 
 

Member Details 

The Member Hub screen opens with the Member Details section collapsed by default. 
The Member’s Name, ID Number, Date of Birth and Phone Number are always visible at 
the top of the member details panel.  

Click the ‘View Member Details’ button to toggle between expanded and collapsed 
panel views.  
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When the member details panel is expanded, users can 
click the ‘View Even More Member Details’ link located at 
the bottom of the panel to open a new browser window 
tab with additional demographics, eligibility, historical contact information, and other 
available data.  

This information can also be accessed by clicking on the link, located below the 
navigation ribbon, which displays the “Member Name - ID - Date of Birth” at the top of 
the Member Details section.  

 
Example Member Name and ID Link 

Section V: Member Hub - Utilization Management Panel 
The Utilization Management panel is where a user will create, view, and manage 
authorization requests.  

To create a new Authorization Request, click the ‘Add’    button to be 
directed to the New Request screen and begin the process (refer to Section VI: Add a 
New Authorization Request for more information). 

 

 
 
By default, any canceled authorization requests will be hidden in the panel.  Click the 
‘Show’ toggle button next to “Hiding canceled cases.” to display canceled cases.  
When clicked the system will update the panel and display “Showing canceled cases.” 
and the toggle button will switch to ‘Hide’. 
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There are two separate ways to view authorization requests: Request view and Case 
view. By default, the Utilization Management panel in the Member Hub will display 
information in Request view. To view assessments by case, click the ‘View Cases’ toggle 
button on the panel heading. 

Request View 

The Request view of the Utilization Management panel is loaded by default and 
displays a list of all authorization requests for a member. Entries can be sorted by 
clicking on the column headings for the record(s) listed in the table or by performing a 
search to filter records. 

The information displayed in the Request view may vary based on the client/contract, 
type of review and status of the authorization request.  

 
 
The following is a list of the table column headings and the description of the data in 
each for the record: 

 Status: the status of the request 

 Case ID: identification number for the episode of care 

 Request ID: identification number of the request 

 Review Type: type of authorization request 

 Timing: prospective, concurrent, retro, continued stay review (CSR), appeals, 
and adjustments 

 Treating Provider/Physician (Prov./Phys.): the treating provider for outpatient 
requests or treating physician for inpatient requests 

 Treating Facility: the treating facility for the authorization request 

 Req. Start: admission date for inpatient and start date for outpatient 

 Req. End: discharge date for inpatient and end date for outpatient 

 Outcome: an outcome calculated using determinations for all requested 
services 
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 Action: the action menu (displayed when clicking the ellipsis) will dynamically 
display a list of options to select an action for the record based on the 
client/contract and the status of the review; and may include the following 
options: View Request, Delete, Continued Stay Review, Cancel, Peer to Peer 
Appeal, 1st Level Appeal, 2nd Level Appeal, Adjustment and/or Edit 

Case View 

The Utilization Management panel in the Member Hub, by default, displays information 
in Request view. To switch to view requests by case, click the ‘View Cases’ toggle 
button on the panel heading. The toggle button will switch to display the ‘View 
Requests’ button. 

A Utilization Management “case” is a term used in Qualitrac to represent an episode of 
care. Each case may consist of one or more authorization requests. 

When the system displays the Utilization Management panel in the case view the 
authorization requests are displayed as an accordion. Each heading, displaying the 
review category for the authorization request, may be clicked on to expand/contract 
the section within the panel.  

The information displayed in the Case view may vary based on the client/contract, 
type of review and status of the authorization request.  

 

 
 

 
 

1. Toggle View: switch from Case View to Requests View 

2. Add: click this button to create a new authorization request 

3. Review Type: review category for the authorization request(s) 

4. Case ID: identification number for the case 
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5. Treating Provider or Treating Physician: provider if outpatient and physician if 
inpatient 

6. Treating Facility: provider/facility associated with the request 

7. Case Status: identifies the status of the most recent authorization request for that 
case (i.e., Complete, Case Creation, Discharge Information Required) 

Case Details  

To view case details including all authorization requests for the episode of care, click 
the case heading to expand the accordion section. Each authorization request will 
display as a record row in a table.  

 

 
 
The following is a list of the table column headings and the description of the data in 
each for the record: 

1. Module: defines the utilization management module: Medical Necessity, Diagnosis 
Related Grouping (DRG), or Quality of Care (QOC) 

2. Timing: timing for the authorization request 

3. Status: current stage in the review cycle  

4. Date Request Received: date and time the authorization request was received in 
Qualitrac 

5. Case Completed: date the review cycle was completed 

6. Outcome: review level outcome that is calculated from determinations for all lines 
of requested service 

7. Action: the action menu (displayed when clicking the ellipsis) will dynamically 
display a list of options to select an action for the record based on the 
client/contract and the status of the review; and may include the following 
options: View Request, Delete, Continued Stay Review, Cancel, Peer to Peer 
Appeal, 1st Level Appeal, 2nd Level Appeal, Adjustment and/or Edit 
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Status 

There are three categories of status depending on how the user is viewing the case or 
request. A list of Status Types is available in the Glossary. 

Case View Status 

The status displayed for the Utilization Management panel in Case view represents the 
status for the entire case. A case may include several different requests such as the 
original and any extensions, CSR’s or appeals that may be generated for a specific 
case. 

 

Request View Status 

The status displayed for the Utilization Management panel in Request view represents 
the status for specific requests within a case. When in the Request view users will see the 
status of each individual request that makes up the case.  

In the example screenshot below, Case 4097 has only one request associated with it 
and the status is “Not Submitted”. Case 4096 has two requests: (1) Request ID 4110 has 
been submitted but not yet processed with the status of “Request Has Been Submitted” 
and (2) Request ID 4108 is complete with the status of “Request is Complete”.  

 

 

Authorization Request Summary Screen – Review Status 

Once the review process begins, and a reviewer has begun the case, the status of the 
request is visible on the Authorization Request Summary screen. The example screenshot 
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below of the Authorization Request panel shows the Review Status as “Request for 
Information.” The case is awaiting additional information from the submitter before it 
can proceed.  

Section VI: Add a New Authorization Request 
To start a new Authorization Request, click the ‘Add’ button on the 
Utilization Member Panel. The system will load the New Request screen and begin the 
process. 

 
 

 

New Request 

The foundation of a request is built through the Request screen. This section of the UM 
User Guide will outline the panels (organized sections of information) that are displayed 
on the Request screen.  

The system will display the text “New Request” on the breadcrumb trail to indicate the 
screen functionality and data submission forms are to submit a new request. 

 
 

The Qualitrac system will dynamically display data collection fields based on the 
information entered, which guides users through the process of submitting the request.  

Required fields for each panel are indicated by an asterisk (*). 

Note: The panels described in this section may vary based on the type of 
review and the client/contract.  
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Authorization Request Panel 

The system will first display the Authorization Request panel when creating a new 
request. This panel is the foundation for building a request. The form fields are 
dynamically displayed and populated as data is entered.  

The following screenshot is an example of this panel. The form fields and options may 
vary based on the client/contract. 

 
 

1. Date Request Received: read-only field that displays the users date and time when 
accessing the request screen to build a case 

2. Review Type: drop-down menu to select the review category (i.e., Acute Behavior 
Health, Medical Necessity, etc.) 

3. Place of Service: drop-down menu to select the location where service was or will 
be rendered (i.e., Inpatient, Outpatient, etc.)  

4. Type of Service: drop-down menu to select the detailed service type that was or 
will be performed (i.e., Neurology, Hospice, Psychiatric, etc.) 

5. Timing: drop-down menu to select when the request is submitted 

 Prospective: request submitted prior to services rendered  

 Concurrent: request submitted for services currently being rendered  

 Retrospective: request submitted after services rendered 

 
When all required fields are entered click the ‘Add New Request’ button 
to save the information and complete the first step in building the case.  

Click the ‘Cancel’ button to discard any information and return to the Member Hub. 

 
Note: The information captured in the Authorization Request panel 
cannot be modified after clicking the ‘Add New Request’ button. 

 

Once the information is added and saved, the system will display a success message 
and update the request screen. The system will display the text “Request” on the 
breadcrumb trail. 
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Once the information is added and saved, the system will display a success message 
and update the new request screen.  

The authorization request panel will show the saved information as read-only and 
display the Case ID and Request ID. A request will have only one Case ID, however, 
based on any future modifications there may be more than one Request ID associated 
with the Case ID. 

 
An ‘Actions’ button will become available with the options to Delete or Edit the request. 

The functionality of the Edit option and availability of the Delete option will vary 
depending on the progress and status of the new request.  

A user may exit this screen and return later to resume entering information.  

When a user re-enters this screen, clicks the ‘Actions’ button and selects the “Edit” 
option, the system will open the request for the user to continue building the case. 

Admission and Discharge Panel 

Once the Authorization Request has been successfully submitted, the Request screen 
will display the Admission and Discharge panel.  

Note: If the request is for an outpatient review, this panel will not be displayed (refer to 
Dates of Service panel). 

This panel contains form fields that are dynamically displayed based on the timing for 
the authorization request, and populated as data is entered. The form fields and 
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options may vary based on the client/contract. The following screenshot is an example 
of what the Admission and Discharge panel may display. 

 
 
The form fields in this panel may include: 

 Admission Date: field to enter the date the patient was admitted in 
MM/DD/YYYY format 

 Actual Discharge Date: field to enter the date the patient was discharged (this 
field may not display based on the timing of the review) 

 Length of Stay: this value is calculated using the admission and discharge date 
(this field may not display based on the timing of the review) 

 Admission Type: drop-down menu to select the type of admission 

 Admission Source: drop-down menu to select the source of admission 

 Discharge Disposition: drop-down menu to select where the patient went after 
leaving the facility (this field may not display based on the timing of the review) 

 Diagnosis Related Grouping (DRG): form field to enter the DRG information (the 
display of this field will vary by client/contract) 

Dates of Service Panel 

The system will display the Dates of Service panel after a user adds information in the 
authorization request panel to build the case. 

Note: If the request is for inpatient, this panel will not be displayed (refer to the 
Admission and Discharge panel). 

 

 
 

Enter the Service Start Date and the Service End Date in the format of MM/DD/YYYY. 
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Coverage Panel 

The coverage panel contains member eligibility information and can be used to 
determine if the member has applicable coverage for the authorization request.  

The form fields and options may vary based on the client/contract and type of review. 
The following screenshot is an example of what the Coverage panel may display. 

Any plan information contained in the Qualitrac system, associated to the member, will 
be displayed on a table at the top of the Coverage panel. If more than one plan is 
available, select the radio button to specify the primary coverage. 

 

 
 
If the Qualitrac system does not have coverage information for the member, a Member 
Not Eligible banner is shown, a “No Coverage Found” message is above the form fields 
in the panel and a comment box for an ‘Eligibility Comment’ is displayed. 

 
 

 
 
If the user determines that a review should be created for this member regardless of 
coverage, then an Eligibility Comment must be entered to proceed. If the user 
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determines that the request should not be submitted for review, the entire request can 
be deleted.  

 
1. Plan and Policy Information: This section will populate any eligibility data in a 

table layout. Eligibility determines if a person is eligible for the dates of service 
entered, however, a user can override this information by entering an eligibility 
comment. 

2. Medicare Indicator: This drop-down field will default to the Medicare information 
received; however, a user may select another option as needed. 

3. Third Party Liability: This drop-down menu will show “No” by default, however, a 
user may select another option as needed. 

4. EPSDT Indicator: This field is for the Early and Periodic Screening, Diagnostic and 
Treatment (EPSDT) benefit that provides comprehensive and preventive health 
care services for children under age 21 who are enrolled in Medicaid. The system 
defaults to the “No” radio button, however, a user may change the selection as 
needed. 

5. IMD Waiver Indicator: This field is to indicate the beneficiary is on the IMD waiver. 

6. Eligibility Comment: If the user determines that a review should be created for 
this member regardless of coverage, then an Eligibility Comment must be 
entered to proceed.  

Personal Representative Panel 

A personal representative for the member can be entered in the Personal 
Representative panel. This panel may or may not display based on the client/contract. 
The following screenshot is an example of what the panel may display.  

 
 
Click the ‘Add’      button to display the form fields to enter the personal 
representative information for the member. 

If the Qualitrac system has existing information a table will be displayed to select the 
radio button next to “Add New” or choose the desired representative record. 
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If the Qualitrac system does not have existing representative record information when 
the ‘Add’ button is clicked, or the “Add New” radio button is selected, the panel will 
display form fields to enter the representative information for the member. 

 
 
Enter all required fields and click ‘Submit’ or click ‘Cancel’ to discard any data and 
close the form. 

Upon a successful submission the system will display a success message and the panel 
will display the personal representative record. 
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To delete the record, click the trash can icon. The system will display a message asking 
for confirmation. 

To designate a Primary representative, click the star icon on the desired record. The 
system will display a confirmation needed message. Click ‘Yes’ to confirm. 

 
 
The Personal Representative panel will display a solid-colored star icon next to the 
primary designation. 

 

Providers Panel 

Provider information can be entered in the Providers panel for the new Authorization 
Request. This panel may vary based on the client/contract and type of review. The 
following screenshot is an example of what the Providers panel may display.  

 

 
 
Click the ‘Add’      button to conduct a search for the desired provider type (i.e., 
Treating Physician, Treating Facility, Ordering Provider). The system will update the panel 
and display the corresponding search for the selected entity. 
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Example Screenshot Shows the Treating Physician Search Form Fields 

Help icons provide additional tool tip information or data entry criteria for that 
section of the search. When a user hovers over the icon with their cursor the system will 
display the tool tip.  

Enter pertinent information in any of the fields and click the ‘Search’ button. The system 
will search the Qualitrac database. Entering the National Provider Identifier (NPI) 
number will result in the most accurate match.  

If configured, users can also search using the linked National Plan and Provider 
Enumeration System (NPPES) database to access records not held in Qualitrac’s system. 
Enter search criteria and then click the ‘OFF’ toggle button located by “Search using 
NPPES.” When the ‘OFF’ button is clicked, the button will display ‘ON,’ and this search 
option becomes active. 

Click the ‘Back’ button to return to the request screen. 

 
Example Shows the Treating Physician Search Results 

The search results will return “Multiple Found” on a record when the NPI Number 
matches a provider that has more than one address. Refer to “Multiple Addresses 
Found” for more information on adding a provider with a NPI that is associated with 
multiple addresses. 

Note: Clicking on the provider’s name link will open a new browser window tab and 
display the Provider Summary screen (refer to Section XII: Provider Summary).  
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Locate the correct record in the search results and click the ‘Add’   button. When 
the ‘Add’ button is clicked the system will update the authorization request screen 
showing the selected entity in the Providers panel. 

 
 

 
 
A provider listing can be replaced by clicking the ellipsis to display the action menu for 
the desired record. The ‘Replace’ option will display a system confirmation, upon 
clicking “Yes” to confirm, the Providers panel will display the search form fields to 
replace and update the record. 

 
Ordering Provider Copy Function 

Qualitrac has built-in functionality that allows users to copy a previously entered 
provider or facility to the Ordering Provider. 

Note: If a provider or facility has not been added or a copy of the information is not 
applicable, follow the same steps as listed in the section above to add the Ordering 
Provider. 

 
The ‘Add’ button will change to include a down arrow 
which indicates an action menu.  

Click the ‘Add’ button to display the action menu and 
choose an option.  

 
Once an option has been selected the system will display a success message at the 
top of the screen and update the panel. 

 
Multiple Addresses Found 

The search results will return “Multiple Found” on a record when the NPI Number 
matches a provider that has more than one address. 
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Locate the correct entry in the search results and click the ‘Add’ button. When the 
‘Add’ button is clicked the system will display an Add Provider modal to find the 
provider’s address that should be used for the request. 

 

 
 
The Add Provider modal will display the message “Multiple Addresses Found” and a list 
of the addresses. The search field can be used to narrow the list of addresses. 

Select the radio button next to the correct address for the provider. 

Click the ‘Cancel’ button to discard any information and close the modal. 

Click the ‘Add Provider’ button to insert the information to the Providers panel. When 
the ‘Add Provider’ button is clicked the system will close the multiple addresses modal 
and return to the authorization request screen. 

Provider Organization Visibility 

The Provider Organization Visibility panel is where users define who has permission to 
view an authorization request. Permissions can be granted to make requests visible to 
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organizations associated with the user and Providers. The following is an example of 
form fields that may be displayed in this panel. 

 

 
 
This panel will populate after information has been entered into the Providers panel. 

To indicate the visibility, select the appropriate option for each drop-down menu 
displayed in the panel to allow visibility to the authorization request. 

Note: If a provider is not part of a registered organization with Qualitrac, then they will 
not appear in the visibility panel.  

Diagnosis Panel 

The Diagnosis panel is where the user will search for and add a diagnosis for the 
request. At least one diagnosis is required for each request.  

Click the ‘Add’ button to display the search form in the panel.  

By default, the system will load the Add Diagnosis form with the “Search by Code” radio 
button selected for the search Method and the associated search form fields. 

 

 
Example Screenshot showing Search by Code as the Search Method 

To search by code, select the “Search by Code” radio button for the Method. The 
system will load the associated form fields. Enter the full ICD code and click the ‘Search’ 
button.  
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To search by term (diagnosis name), select the “Search by Term” radio button for the 
Method. The system will load the associated form fields. Fill in the necessary fields and 
click the ‘Search’ button. 

Diagnoses matching the entered search criteria is/are displayed. Select the radio 
button on the correct diagnosis and click the desired submit action. 

 

 
 

Click the ‘Cancel’ button to discard any information and close the search. 

The ‘Submit and Add Another’ button allows a user to submit the diagnosis and 
continue to work in the search to add additional diagnoses.  

When done entering diagnoses, click the ‘Submit’ button. The system will display the 
submitted diagnosis as an entry in the table and close the search. 

The system will update the Diagnosis panel view on the screen to display the diagnosis 
code, description, and additional details. To delete the record, click the trash can icon. 
The system will display a message asking for confirmation. 

 

 
 
Users can indicate that a diagnosis is the “final diagnosis” by selecting the 
corresponding radio button in the Final Dx column. 

To identify that one or more diagnosis was present on admission by using the checkbox 
in the Present on Admission (POA) column. 

To rearrange the diagnosis sequence, click and drag the rows to the desired order in 
the diagnosis table. 
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Procedures Panel 

The Procedures panel is where the user will search for and add a procedure for the 
request. All requests for non-Durable Medical Equipment (DME) related cases must 
have at least one procedure documented. If the request type is “DME” the procedures 
panel will not be displayed. 

Click the ‘Add’ button to display the search form in the panel.  

By default, the system will load the Add Procedure form with the “Search by Code” 
radio button selected for the search Method and the associated search form fields. 

 

 
Example Screenshot showing Search by Code as the Search Method 

To search by code, select the “Search by Code” radio button for the Method. The 
system will load the associated form fields. Enter the full HCPCS or ICD code and click 
the ‘Search’ button.  

To search by term (procedure name), select the “Search by Term” radio button for the 
Method. The system will load the associated form fields. Fill in the necessary fields and 
click the ‘Search’ button. 

Procedures matching the entered search criteria is/are displayed. Select the radio 
button on the correct procedure and the system will display additional form fields for 
Modifiers and Procedure Details. 
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Users can identify up to four modifiers for each procedure. The system will display 
modifier options depending on the client/contract. Enter the required 
quantity/measure for Units and any additional information for Frequency, Total Cost 
and Allowed Amount.  

The Total cost may pre-populate if fee schedules have been loaded into Qualitrac for 
the desired procedure and will vary by client. 

Click the ‘Cancel’ button to discard any information and close the search or click the 
desired submit action when all data has been entered. 

The ‘Submit and Add Another’ button allows a user to submit the procedure and 
continue to work in the search to add additional procedures.  

When done entering procedures, click the ‘Submit’ button. The system will display the 
submitted procedure as an entry in the table and close the search.  

 

 
 
Users can rearrange the sequence of added procedures by clicking and dragging the 
rows in the procedures table to be displayed in the desired order.  

To delete the record, click the trash can icon. The system will display a message asking 
for confirmation. 

To edit a record, click the Edit icon located in the Action column for the record 
row and the system will display the form fields for Modifiers and Procedure Details.  

Click the ‘Cancel’ button to discard any edits and close the form fields. Clicking the 
‘Submit’ button will close the form fields and refresh the record display in the panel. 
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Durable Medical Equipment (DME) Panel 

The system displays the Durable Medical Equipment panel when “DME” is entered as 
the review type for the request. DME requests use Healthcare Common Procedure 
Coding System (HCPCS) codes. 

Click the ‘Add’ button to display the search form in the panel.  

By default, the system will load the “Search by Code” radio button selected for the 
search Method and the associated search form fields. 

 

 
 

To search by code, select the “Search by Code” radio button for the Method. The 
system will load the associated form fields. Enter the full HCPCS Level II Code and click 
the ‘Search’ button. The system will display DME records matching the entered search 
criteria.  

Note: HCPCS Level II codes are alphanumeric medical procedure codes used primarily 
to identify products, supplies, and services not included in the CPT codes. These codes 
are composed of a single letter in the range A to V, followed by 4 digits. 

To search by term, select the “Search by Term” radio button for the Method. The system 
will load the associated form fields. Fill in the necessary fields and click the ‘Search’ 
button. 

The system will display DME search results matching the entered search criteria. When a 
user selects the radio button for the correct record form fields for Modifiers and DME 
Details will be shown on the panel. 
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Users can identify up to four modifiers for each DME. The system will display modifier 
options depending on the client/contract. Enter the required quantity/measure for Units 
and any additional information for Frequency, Total Cost and Allowed Amount.  

The Total cost may pre-populate if fee schedules have been loaded into Qualitrac for 
the selected DME and will vary by client. 

Click the ‘Cancel’ button to discard any information and close the search or click the 
desired Add action when all data has been entered. 

The ‘Add Another’ button allows a user to submit the DME and continue to work in the 
search to add additional DMEs.  

When done entering DMEs, click the ‘Add’ button. The system will display the submitted 
DME as an entry in the table and close the search.  

 

 
 
To delete the record, click the trash can icon. The system will display a message asking 
for confirmation. 

To edit a record, click the Edit icon located in the Action column for the record row and 
the system will display the form fields for Modifiers and DME Details.  

Click the ‘Cancel’ button to discard any edits and close the form fields. Clicking the 
‘Submit’ button will close the form fields and refresh the record display in the panel. 
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Documentation Panel 

The documentation panel is where users upload clinical documents related to the 
request being created. Click the ‘Add’ button to display the file upload modal.  

 

 
 
The file upload modal allows users to upload files related to the authorization request. 
Additionally, users can categorize the file so that it can be referenced as needed 
during the review process. 

 

 
 

 
1. File Upload Restrictions: on the File Upload modal, information is displayed for 

file type and size restrictions. 
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2. File Upload: files can be dragged and dropped or click the ‘Click here’ button 
to locate the file on your computer.  

3. Name: once the file is uploaded, the file name will display in the Name field, 
and can be modified as needed.  

4. Category: next, select an option from the Category drop-down menu. 

5. Topic: the drop-down is displayed dynamically when a category is selected 
that is associated to a topic. Topics can be used to more explicitly define the 
type of document that is being uploaded. 

 
Click the ‘Close’ button to discard any entered information and close the File Upload 
modal. Click the ‘Upload’ button when complete.  

 

 
 
Documents that have been uploaded will appear in the Documentation panel. To 
delete a document, click the trash can icon. The system will display a message asking 
for confirmation. 

Note: The option to delete a document is not available once a request has been 
submitted and the review process is started. 

Continue Button 

Once all information has been entered on the authorization request screen to build the 
new case, click the ‘Continue’ button located at the bottom of the screen.  

When the ‘Continue’ button is clicked the system will run a validation on the information 
entered and if there are any issues error messaging will be displayed. All errors will need 
to be resolved before the system can proceed. If the system finds no errors the user will 
be directed to the next step to complete and submit the request. 

MCG 

Qualitrac is integrated with MCG to streamline review processes. Some contracts 
require that all requests be initially processed through MCG. If required, Qualitrac will 
automatically send the user to the MCG integrated site. 

When MCG is a contract requirement the user will be directed to the MCG website. 
MCG displays patient information, the type of authorization (diagnosis and procedure 
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codes) and a description of the diagnosis code. Click the ‘Document Clinical’ button 
to display the guidelines available for the listed diagnosis. 

 

 
 
Select the appropriate guideline(s) by clicking on the ‘add’ link in the Action column. 

 

 
 

MCG will display the selected guideline(s).  

If there are no clinical guidelines that apply, a text box will be displayed where clinical 
information relevant to the review can be entered. 

 

 
 
If there are clinical guidelines, check all that apply. 
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Click the ‘Save’ button, and then click the ‘Submit Request’ button. Users will be 
returned to the Qualitrac screens upon clicking Submit Request. 

User Attestation Panel and Completing the New Authorization Request 

After documenting the MCG criteria, the Qualitrac system will redirect users back to the 
new request screen and display the User Attestation panel. 

 

 
 
Enter your username, to confirm acknowledgement, and click the ‘Submit’ button to 
complete the authorization request. The system will display error messages when 
required information is missing.  
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If no errors are found, the system will display a Submit Review modal to enter any 
additional comments. 

Click the ‘Cancel’ button to discard any entered comments and close the modal. Click 
the ‘Submit’ button to finish the authorization request and close the modal.  

When the request has been submitted the system will show a success message and the 
user will be presented with a Summary screen. 

Email Confirmation 

Qualitrac will send an automated email confirmation to the user who submitted the 
request.  

 
 
Additional automated emails may be sent based on activities performed during the 
review process. 
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Authorization Request Summary 

On the Authorization Request Summary screen users will have the option to Print the 
Summary or exit and return to the Task Queue. 

 

 
 
To exit the summary screen, click the ‘Task Queue’ button at the bottom of the page.  

Section VII: Accessing Completed Authorization Request(s) 
Once an Authorization Request has been submitted it will go through a review process. 
A user may perform either a Member Search, Cases Search or Case/Request/Claim 
Search to locate the record.  

Access the Request by a Member Search 

After performing a Member Search (refer to Section III for more information) and 
choosing a record the system will navigate to the Member Hub.  

Authorization requests are shown in the Utilization Management panel (refer to Section 
V: Member Hub - Utilization Management Panel for more information). 

To access an authorization request record, click the ellipsis to display the action menu. 
The menu options will vary based on the request type, status of the request and the 
client/contract. 

 

 
 
To navigate to the Authorization Request Summary screen, click the ellipsis to display 
the action menu and select ‘View Request.’ 
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The action menu may display the option to delete a record depending on the status of 
the request. To delete the record, click the ellipsis to display the action menu and select 
‘Delete.’ The system will display a message asking for confirmation. 

Access the Request by a Cases or Case/Request/Claim Search 

After performing a ‘Cases Search’ or ‘Case/Request/Claim Search’ (refer to Section III 
for more information) and choosing a record the system will navigate to the 
Authorization Request Summary screen. 

Authorization Summary Screen 

The authorization request summary screen is organized by panels containing the 
information submitted for the request. The panels, data available within each panel 
and functionality on this screen may vary based on client/contract.  

The system will display the text “Summary” on the breadcrumb trail as an indication of 
how the authorization request screen data is being displayed. 

 
The summary may be displayed as read-only depending on the steps a user performed 
to navigate to this screen.  

The panels, data available within each panel and functionality on this screen may vary 
based on the type of review and the client/contract.  

Actions Button 

Locate the ‘Actions’   button on the Authorization Request panel. The availability 
of the ‘Actions’ button and menu options may vary based on the status of the request 
and client/contract.  

 
 

The availability of the delete option will vary depending on the status of the request. To 
delete the record, select ‘Delete.’ The system will display a message asking for 
confirmation. 

The availability of the edit or reopen options will vary depending on the status of the 
request. If a user is adding a new authorization request and has not completed the 



Updated December 2023                                                                                                Page | 41 
   

  

 

                

Qualitrac Utilization Management Provider Portal User Guide 

submission, select the ‘Edit’ option to open the panels and continue to build the case 
for submission. 

If the system does not display the ‘Action’ button, the summary screen cannot be 
edited except for adding documentation in the Documentation panel. 

Outcomes Panel 

The Outcomes panel displays information related to the outcome of the review. By 
default, this panel will show a panel title, procedure heading and outcome status. The 
procedure heading is a clickable bar to toggle between expanding or collapsing the 
view of information. This panel may vary based on the client/contract and type of 
review. 

 
 
When the Outcomes panel procedure bar is expanded the information requested in 
the Authorization Request for review and any information available for the Final 
Recommendation is displayed. 

 

Additional Navigation & Buttons 

When editing or viewing an authorization request, buttons are displayed at the bottom 
of the screen. The buttons that are displayed may vary based on the client/contract, 
type of review, status of the review and if the request is open for edits. 

 
The ‘Print Summary’ button will display a printable 
version of the Authorization Request to download 
and save or print.. The ‘Task Queue’ button will 

take a user back to the Task Queue in the Qualitrac system. 
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Section VIII: Request for Information (RFI) Task 
Once an Authorization Request case has been submitted it will go through a review 
process where it may be approved, denied, partially denied, or technically denied if 
requested information is not provided.  

When a reviewer needs additional clinical documentation for the case, the submitter 
will be notified that additional Information is needed. The user will see a “Request for 
Information” task in their Scheduled Tasks queue.  

Users associated with the same organization NPI have the ability to view and start 
scheduled tasks. 
 

 
 

Note: The “Request for Information” task is available for a limited period depending on 
the client/contract. If the task is not accessed and the requested information is not 
uploaded, then the task will disappear from the provider user’s queue. At that time, the 
case/request is technically denied due to lack of response. If the contract/client allows, 
providers may have the ability to reopen a technically denied case and submit the 
previously requested information for review. 

A solid-colored Note bubble icon on the task indicates there are Notes attached 
to that task. Click the note icon to display the Notes modal and determine what 
documentation is required. 

Clicking on the ellipsis to the left of the task will display the action menu. The action 
menu will display either ‘Start’ or ‘Resume’ and ‘Go to Member Hub’ options.  
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If a user has previously selected ‘Start’ for the Task, but has not completed the task to 
submit documentation, the system will display the option to ‘Resume.’  Selecting either 
option will direct the user to the Authorization Request summary screen. 

 

 
 
The summary screen will display “Request for Information” as the ‘Case Status’ and the 
‘Review Status’ on the Authorization Request panel. A correspondence panel may be 
displayed on the summary screen based on client/contract. 

 
 

 
 
Click the name of the letter link to open the correspondence file and see the details 
regarding what information is being requested. The letter will have “Request for 
Information” in the title.  

To complete the RFI task, locate the Documentation panel and click the  
‘Add’ button to display the file upload modal. Upload the requested 
document(s) and click the ‘Submit’ button on the modal.  

When all documentation has been uploaded, click the ‘Continue’ button at the 
bottom of the screen. Complete any additional steps the system may require (i.e., 
Attestation). When all steps are finished, the system will display a success message. 

Once all the necessary information has been added, the system will trigger a task for 
the reviewer and the task will no longer be visible for the user on the Scheduled Tasks 
screen. 
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Section IX: Reopen a Technical Denial 
If the contract/client allows, providers may have the ability to reopen a technically 
denied case and submit the previously requested information for review. 

A review goes to Technical Denial status when a RFI is initiated, and the user does not 
attach the requested information to the reviewer within the allowable time. Only 
reviews in a Technical Denial status will have the Reopen option. 

Steps to Reopen from a Case Search 

Users can perform a Case Search to locate the record that has the status of “Technical 
Denial” and click the record to navigate to the authorization request summary screen. 

 
 
Once a user is on the summary screen, to reopen a case click the ‘Actions’ button and 
select ‘Reopen.’ 

 
 

When the ‘Reopen’ option is selected, the system will create and display a new request 
ID for the reopened Technical Denial in the Authorization Request panel. The case 
number will remain the same. The panel will also display “Reopen” to indicate the case 
status.  
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Note: Panels on the screen will display editable form fields for users to apply any 
modifications needed, however, not all previously entered data will become editable.  

Steps to Reopen from the Member Hub 

Users may search for the member and navigate to the Member Hub to view the 
Utilization Management Panel. In the UM panel users can locate the record with the 
status of “Technical Denial” shown for the Outcome, click the ellipsis to display the 
action menu and select ‘Reopen.’ 

 

 
 
When ‘Reopen’ is selected a user is navigated to the summary screen. The system will 
create and display a new request ID for the reopened Technical Denial in the 
Authorization Request panel. The case number will remain the same. The panel will also 
display “Reopen” to indicate the case status.  

 

 
 
Note: Panels on the screen will display editable form fields for users to apply any 
modifications needed, however, not all previously entered data will become editable.  

Complete & Submit the Reopen Request 

Documentation that was requested in the RFI should be added to the Documentation 
panel.  

When all documentation has been uploaded, click the ‘Continue’ button at the 
bottom of the screen. Complete any additional steps the system may require (i.e., 
Attestation). When all steps are finished, the system will display a success message and 
a new task is automatically created to notify the reviewer that the case is ready to be 
re-reviewed. 
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The user will now see the previous review and the current review for the reopen request 
in the Utilization Management panel. 

 

 
 
Note:  The Case ID has remained the same across both reviews and each review has its 
own Request ID. These IDs can be used to search for either the case or the individual 
reviews.  

Section X: Appeals 
An appeal can be requested when an adverse determination has been made for an 
authorization request. There are several types of appeals available based on the review 
type and the contract/client.  

To request an appeal, locate the record to appeal in the Utilization Management panel 
on the Member Hub screen. Next, click the ellipsis to display the action menu and 
select the desired appeal type from the options (the example screenshot shows the 
option for ‘1st Level Appeal’). 

 

 
 
When an appeal option is selected the system will copy all information from the 
originally submitted review and create a new review.  

On the authorization request screen, attach the additional documentation to the new 
review to support overturning the previous decision of denial.  
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When all documentation has been uploaded, click the ‘Continue’ button at the 
bottom of the screen. Complete any additional steps the system may require (i.e., 
Attestation). When all steps are finished, the system will display a success message and 
a new task is automatically created to notify the reviewer that the case is ready to be 
reviewed. 

The user will now see the previous review and the current review for the appeal request 
in the Utilization Management panel. 

Note:  The Case ID has remained the same across both reviews and each review has its 
own Request ID. These IDs can be used to search for either the case or the individual 
reviews. 

Section XI: Continued Stay Reviews (CSR) and Extensions 

Inpatient Continued Stay Reviews 

To request additional days for an inpatient review, users can request a Continued Stay 
Review (CSR). 

Navigate to the Member Hub and on the Utilization Management panel locate the 
inpatient authorization request record that requires additional days. Next, click the 
ellipsis to display the action menu and select ‘Continued Stay Review.’ 

 

 
 

When the ‘Continued Stay Review’ option is selected the system will display a 
Continued Stay Request modal. 
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Enter the Date Request Received and select the Submission Method from the drop-
down. Click the ‘Cancel’ button to discard any information and close the modal. Click 
the ‘Request Extension’ button to submit the CSR request. 

Upon a successful submission, the system will navigate a user to the Authorization 
Request Summary screen. 

The Authorization Request Summary screen will display “Continued Stay Review” in the 
Authorization Request panel for the Timing. 

 

 
 

Qualitrac will automatically set the Continued Stay Start Date based on the end date 
of the previous request within the case. Add any necessary additional diagnoses or 
documentation to the Authorization Request. 

When all documentation has been uploaded, click the ‘Continue’ button at the 
bottom of the screen. Complete any additional steps the system may require (i.e., 
Attestation). When all steps are finished, the system will display a success message and 
a new task is automatically created to notify the reviewer that the case is ready to be 
reviewed. 

The user will now see the previous review and the current review for the CSR request in 
the Utilization Management panel. 
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Note:  The Case ID has remained the same across both reviews and each review has its 
own Request ID. These IDs can be used to search for either the case or the individual 
reviews. 

Outpatient Extensions 

To request additional units/days for an outpatient review, users can request an 
extension.  

Navigate to the Member Hub and on the Utilization Management panel locate the 
outpatient authorization request record that requires additional units/days. Next, click 
the ellipsis to display the action menu and select ‘Extend.’ 

 
 

When the “Extend” option is selected the system will display the Extend Outpatient 
modal. 

 
 
Enter the Date Request Received and select the Submission Method from the drop-
down. Next, enter the Extension End Date and enter the Additional Units for the 
Procedures. 
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Click the ‘Cancel’ button to discard any information and close the modal. Click the 
‘Submit’ button to submit the extension request. 

Upon a successful submission, the system will navigate a user to the Authorization 
Request Summary screen and “Extension” will be shown in the Authorization Request 
panel for the Timing. 

 

 
 
Add any necessary additional documentation to the Authorization Request. 

When all documentation has been uploaded, click the ‘Continue’ button at the 
bottom of the screen. Complete any additional steps the system may require (i.e., 
Attestation). When all steps are finished, the system will display a success message and 
a new task is automatically created to notify the reviewer that the case is ready to be 
reviewed. 

The user will now see the previous review and the current review for the Extension 
request in the Utilization Management panel.  

 

 
 
Note:  The Case ID has remained the same across both reviews and each review has its 
own Request ID. These IDs can be used to search for either the case or the individual 
reviews. 

Section XII: Provider Summary 
The provider summary screen displays a read-only view of the details entered in the 
Qualitrac system for the provider. Information cannot be edited on the provider 
summary screen. 
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Section XIII: Contact Support Staff 
To contact support staff, please refer to the information that was provided with your 
registration for the Qualitrac system. Each client/contract for the Qualitrac system has 
individual support services.  

If you are unable to locate the information for your support services, you can contact a 
Qualitrac Expert through the online form at: https://www.telligen.com/contact-an-
expert-qualitrac/  

Section XIV: Glossary 
Below is a list of terms commonly seen by Providers when accessing the Utilization 
Management module in the Qualitrac system, along with a description for each term. 

Status Type Descriptions 

The following list describes each status type the Qualitrac system may display for an 
Authorization Requests.  

Note: The status type displayed when viewing the Member Hub – Utilization 
Management panel authorization request may vary from the status type given on the 
summary screen for the request. 

 Canceled: The authorization request has been canceled. This status may apply 
to the case or one or more requests under a Case ID. 

 Document Uploaded: A document has been uploaded for the task “Request for 
Information” and the case is ready to be re-reviewed. 

https://www.telligen.com/contact-an-expert-qualitrac/
https://www.telligen.com/contact-an-expert-qualitrac/
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 Modify Request: This status displays when the authorization request has a 
modification request from the reviewer. The system will not generate a task in the 
Scheduled Task Queue. 

 Not Submitted: The authorization request has been created in the system but has 
not been submitted for review to render an outcome. 

 Pending Client Eligibility Review: The authorization request shows this status when 
the reviewer is determining the eligibility of the client. 

 Re-Open Request: A provider has elected to re-open an authorization request. 

 Request Corrected: This status displays when a request has been corrected 
(when marked with “Request Needs to be Corrected”) and the case is ready to 
be re-reviewed.  

 Request For Information: The reviewer requires additional information to process 
the request and has sent the request back to the provider. The system will 
generate a task for the provider to view in the Scheduled Task Queue. 

 Request Has Been Submitted: An authorization request has been submitted for 
review. 

 Request In Progress: An authorization request is being reviewed to render an 
outcome. 

 Request Is Complete: An authorization request has been reviewed and the case 
is complete. 

 Request Modified: This status displays when a request has been modified (when 
marked with “Modify Request”) and re-submitted. The system will not generate a 
task in the Scheduled Task Queue. 

 Request Needs to be Corrected: This is the system generated request when a 
reviewer has selected ‘Request Needs to be Corrected.’ 
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