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Welcome to  

 

 
1. WELCOME  

Hill inSite is a powerful tool to assist your practice in better managing your interactions 
with Hill Physicians. Hill inSite allows your practice access to information from Hill 
Physicians transaction systems to get the most up-to-date information available via the 
internet. Hill inSite allows you access to other Hill eSolutions that can be used 
separately or combined for even greater benefit. 

To begin using Hill inSite, Hill Physicians will issue each member of your staff a user 
name and password. See Section 2.0: Logging into Hill inSite for additional information.  

 
2. SUMMARY OF FEATURES 

Inquiry  - Hill inSite Inquiry allows you to verify patient eligibility and benefits, as well as 
specific information regarding co-payments and co-insurance.  Inquiry also allows you 
to check on claim and Authorization Request statuses for your patients. 

eAuth (Electronic Authorization Requests) - Hill inSite electronic Authorization Requests 
allows instant transmission of eAuths to Hill Physicians without worrying about lost 
faxes.  The accuracy is also improved as your eAuths are automatically input into our 
transaction system. 

eEOB (Electronic Explanation of Benefits)  - With eEOB, your Explanation of Benefits 
is delivered right to your desktop, without waiting for the mail. It arrives the same time 
every week and that allows better allocation of your office resources. You may also 
download your eEOB and save it to floppy disk or CD, reducing the need for additional 
storage solutions. 

CS Reference (Customer Service Reference)  - This allows you to submit eligibility, 
benefit and eAuth questions on line and to check the status of those questions on a real 
time basis. 

eFT (Electronic Funds Transfer)  - This feature allows you to have your fee-for-service 
claims payments deposited directly into the bank account of your choice. Notice of your 
eFT will be delivered to your desktop, via Hill inSite, at the same time you receive your 
eEOB. 

eRA (Electronic Remittance Advice)  - With this feature a file is generated and sent to 
you via Hill inSite so your system can post your check to your patient accounts.   

RelayHealth Single Login  - If Hill inSite users in your practice are also using any of the 
RelayHealth suite of services, your practice administrator has the ability to grant 
permission for the user to access RelayHealth from within Hill inSite.  See your 
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RelayHealth representative for additional information.   

Quest Diagnostics  - We also provide a link to Care360, the web site provided by Quest 
Diagnostics (formally Unilab) that allows physicians to check lab results online.  For 
more information about Care360, contact Quest via the web site link or see your Quest 
Diagnostics representative. 

Ascender - There is a link to Ascender from Hill inSite for Primary Care Physicians that 
sign up for the system.  Ascender is a web-based system designed to help primary care 
practices identify patients who are due or overdue for important screenings and 
immunizations. 

 
3. ABOUT THE TABLE OF CONTENTS 

 

 
 
Hill inSite is logically divided into two main sections: Patient�  and Practice� . On the 
main page, there is also links to Practice Resources and the Online Physician Directory 
that are updated regularly. 

�  

�  �  



 
 
 

 
Hill inSite User Guide v7.0  Page 3 

 
The Patient section allows the user to find demographic, eligibility and benefit 
information on all Hill Physicians patients. Practices may also submit eAuths (electronic 
Authorization Requests) and Customer Service (CS) Contact forms to Hill Physicians in 
this section. The Patients section provides information on the practice’s pending, 
approved and rejected authorizations, claims for the selected patient and check CS 
Reference Status. A link to Quest Diagnostics is provided to access patient lab results, 
if desired. 
 
The Practice section reports status of claims, authorizations and CS Reference by 
physician or the practice as a whole. The user may filter by both date and status. 
Primary Care Physicians (PCPs) also have access to their HMO assigned patient list. If 
the practice has other eSolutions (e.g. eEOB, eFT, eRA), then they will be delivered 
here. A link to RelayHealth is provided for practices that participate in their suite of 
services. Now there is a link to Ascender which is a web-based system designed to help 
primary care practices identify patients who are due or overdue for important screenings 
or immunizations. 
 
To navigate around Hill inSite, click on the menu selections on the left or on the main 
page. On the main page, there is helpful information to assist your practice. 
 
�  What’s New : This section is your place to stay current on the various eSolutions 

available to Hill Physicians participating providers. 
 

�  Provider Search : This is a link to our Provider database, where you can find 
demographic information on Hill Physicians’ participating providers. UPIN, NPI and 
fax numbers are available here, as well. 

 
�  Practice Resources : This feature allows the user to access the password-protected 

area of the website without leaving Hill inSite. Patient and Practice Resources are 
available, including Hill’s clinical guidelines. Also, copies of correspondence and 
other information from Practice Support are also on-line in this section. 

 
�  User Guide : The most current copy of the Hill inSite user guide is available here for 

your practice to view or print. Technical assistance is also available in this 
document. 

 
�  Contact Customer Services : This is a form within Hill inSite to contact our 

Customer Services department directly. There are also custom forms available to 
address specific eligibility, claims and authorization questions.    
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4. USER DESKTOP SPECIFICATIONS 

In order for your practice to experience full Hill inSite functionality, your PC (personal 
computer) must meet the following minimum requirements. In addition, you must also 
ensure that your Internet Explorer browser settings have the correct values. See 
Section 5 for Troubleshooting Tips. 
 

Component Requirements 

Computer (CPU) 586 PC (100 mhz or higher). 

Operating system 
Microsoft Windows 98, 2000 or XP 
Mac OS 9.0 or higher. 

RAM (memory) 64 megabytes. 

Hard disk drive capacity 100 megabytes free space available. 

Modem 

High-speed internet access is 
recommended.  56 kbs or higher, DSL, 
cable or other high-speed service is 
recommended. 

Monitor 15” or larger; 17” is recommended.  

Video card 
800 x 600 x 65,000 colors, minimum 
1024 x 768 recommended. 

Multimedia 
No recommendations at this time: sound 
and video not currently in use on the Hill 
Physicians web site. 

128 bit encrypted Browser software Microsoft Internet Explorer version 6.X or 
higher. 

Internet Service Provider (ISP) Most reliable ISPs are acceptable. NetZero 
and Juno are not recommended. 

Phone line Any single dedicated phone line  
(data line, if possible). 

 
NOTE:  This feature is in limited deployment and only available to practices using the 
Centricity practice management system.  
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5. TROUBLESHOOTING TIPS 

Trouble logging in? 
 
Always start at the www.hillinsite.com  home page. Do not add any other Hill inSite 
pages to your Favorites, as you will not be able to access them later. 
 

5.1. TROUBLE WITH HILL INSITE FUNCTIONALITY? 

If you are experiencing problems with Hill inSite, please verify that your computer 
system meets the minimum requirements in Section 4. If all requirements are met, use 
the following to ensure that your browser settings are correct. If you continue to have 
problems, please contact your Practice Support Advisor or send an email to 
inSite.Support@hpmg.com  for assistance. 
 
To ensure that Hill inSite performs as expected, please make certain that you are using 
Microsoft’s Internet Explorer as your browser. Version 6.0 or higher is recommended, 
with cipher strength of 128 bits. To verify which version is currently installed on your PC, 
launch your browser. Select Help from the menu, then About Internet Explorer. This will 
display the version and cipher strength.  

 
Once you have determined that you have a suitable version of Internet Explorer, verify 
that the following settings are set correctly: 
 
Setting  Value To set it...  
Check for 
newer 
versions of 
stored pages 

Every visit to 
this page. 

On the Tools menu, click Internet Options. On the 
General tab, click the Settings button at the bottom. On 
the Settings window, select “Every visit to the page”. 

Cookies  Always 
accept 
cookies  

I.E. 6.0: On the Tools menu, click Internet Options. On 
the Security tab, move the slider to the bottom. 

Disable script 
debugging 

Checked On the Tools menu, click Internet Options. On the 
Advanced tab, under the Browsing heading, click the 
Disable script debugging check box. 

Show 
Pictures 

On On the Tools menu, click Internet Options. On the 
Advanced tab, under the Multimedia heading, select the 
Show Pictures check box. 

Security 
protocols 

SSL3 is On On the browser’s Tools menu, click Internet Options. 
On the Advanced tab, under the Security heading, 
verify that SSL 2.0 is not checked, and that SSL 3.0 is 
checked. 
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Screen 
Resolution 

800 x 600 
minimum, 
1024 x 768 
preferred 

Right-click on your desktop and select properties. Click 
on the Settings tab and use the Screen Resolution 
slider to choose the appropriate setting. Click on Apply, 
and then OK. 

 

5.2. HOW TO CHANGE INTERNET SETTINGS        

 

1. Click on Tools 
from the menu. 

 
2. Select Internet 

Options. 
 

 

 

3. Under the General tab, go to 
Browsing History.  Click on the 
Settings  button. 
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4. Make sure that the 
bullet is indicated 
by: Every time I visit 
the webpage. 

       
5. Close the Internet Options window and the current Internet session. 
 
6. Open a new Internet session. 
 
7. Type the Hill inSite address manually (www.hillinsite.com).  Do not use the link in 

your Favorites. 
 
8. Log in. 
 
Note:  After logging in successfully, then you can delete the old link in your Favorites 
and add the updated version. 

�
5.3. HOW TO CLEAR YOUR CACHE 

�

1. Click on Tools 
then Internet 
Options. 

 

�
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2. Under the General tab, 
go to Browsing History.  
Click on the Delete… 
button. 

 

 

 

3. Delete Browsing History 
window will come up.  Click 
on Delete files…  button 
under Temporary Internet 
Files (The hour glass will 
appear. It might take longer 
for some to clear). 

 
4. Still in the same window, 

click on Delete cookies…  
button under Cookies. 

 
5. Click on Close  button (it will 

close the current window). 
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6. Click on OK button. This 
will close the Internet 
Options window. 

 
7. Close the current Internet 

session then open a new 
session. 

 
 

    

Need more help? 
 
For specific information, consult the appropriate section of this User Guide. For 
additional assistance, contact your Practice Support Advisor or send an email to 
inSite.Support@hpmg.com . 
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6. LOGGING INTO HILL INSITE 

For your protection, as well as that of Hill Physicians’ patient population, Hill inSite 
assigns each user a unique user name. The user has the ability to create and maintain 
a unique password. 
 
Your user name is faxed to you under separate cover for added security. The password 
you will use the first time you log in is “Password3” (without the quotation marks). The 
following pages describe, in detail, how to log in. 
 
If you have any difficulty logging in, please contact your Practice Support Advisor. 
 

 
 
 
 
 
 
 
 
 

�  
�  

�  
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6.1. FIRST TIME LOGGING INTO HILL INSITE 

1. Go to www.hillinsite.com and the above screen displays. 

2. Enter your assigned user name, which is provided via facsimile, in the User Name  

field� . 

3. Enter “Password3” (without the quotation marks) in the Password  field�  

4. Click on Login. ��� �  

 
 
Hill inSite will recognize this as your first time logging in by your default password.  
Fields marked with a red asterisk are required. 

5. In the Old Password  field, enter your default password.  

6. In the New Password field, enter a new password that is strong and meets the 
following requirements: 

·  Must be at least 6 characters 

·  Has not been used in the previous 24 passwords 

·  Does not contain the account or full name 

·  Contains at least 3 of the 4 character groups: 

o Uppercase (A thru Z) 
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o Lowercase (a thru z) 

o Numbers (0 thru 9) 

o Non-alphabetic characters (such as !, #, $, %, etc.) 

7. In the Confirm New Password  field, re-enter your new password. 

8. In the Email Address  field, enter your email address.  This field is optional. 

9. From the Security Question  drop-down menu, select your security question.  If you 
ever forget your password, you will be prompted to answer this security question. 

10. In the Security Question Answer  field, enter the answer to your security question.  
Remember this answer.  You will be asked this question if you ever want to reset 
your password. 

11. Click the Change Password  button.  

12. You will receive a confirmation message that your password was successfully 
changed. 

 
6.2. RESET/CHANGE YOUR HILL INSITE PASSWORD 

1. Click the Reset your password  link 
on the Hill inSite home page. 

 

The Reset Password page displays. 

2. Enter your user name and then click 
Submit . 

 



 
 
 

 
Hill inSite User Guide v7.0  Page 13 

 

 

3. A new field appears. Enter your security answer under your security question. 

4. Click the Submit  button. You will receive a message with a confirmation and 
temporary password. 

5. Copy  (highlight the temporary password, right click and choose Copy) the temporary 
password and navigate to www.hillinsite.com. 

6. On the login page, enter your Hill inSite user name and then paste (right click in the 
password field and choose Paste) your temporary password in the password field. 

7. Click the Login  button.  

8. You are taken to the Change Password Page. 
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13. In the Old Password  field, enter the temporary password one more time (right click 
in the password field and choose Paste).  

14. In the New Password field, enter a new password that is strong and meets the 
following requirements: 

·  Must be at least 6 characters 

·  Has not been used in the previous 24 passwords 

·  Does not contain the account or full name 

·  Contains at least 3 of the 4 character groups: 

o Uppercase (A thru Z) 

o Lowercase (a thru z) 

o Numbers (0 thru 9) 

o Non-alphabetic characters (such as !, #, $, %, etc.) 

15. In the Confirm New Password  field, re-enter your new password. 

16. In the Email Address  field, enter your email address.  This field is optional. 
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17. Your Security Question  displays based on what you entered and saved before.  If 
you ever forget your password, you will be prompted to answer this security question.  
At this time, you may change your security question, but it is not required. 

18. Your Security Question Answer displays based on what you entered saved before.  
Remember this answer.  You will be asked this question if you ever want to reset 
your password.  At this time, you may change your security question answer, but it is 
not required. 

19. Click the Change Password  button.  

20. You will receive a confirmation message that your password was successfully 
changed. 

21. You may now navigate back to Hill inSite and login with your new password. 

Note: Every 90 days, you will need to change your password. 

 
7. EXISTING USERS LOGIN INSTRUCTIONS 

 

 
 
1.  Go to www.hillinsite.com, the following screen will be displayed. 

2.  Enter your assigned user name in the User Name field� . 

3.  Enter your password in the Password field� . 

4.  Click on Login� . 

5.  You are now in Hill inSite. 

 
 

�  
�  

�  
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8. ABOUT YOUR PATIENT 

 
 
In the Patient section of Hill inSite, there are seven (7) individual sections as well as a 
Patient Search to find your patient. 
 

��� �  Eligibility  is a snap shot of your patient’s current eligibility status.  It lists basic 
demographic information, eligibility, their current PCP and commonly-used 
copays. 

��� �  Benefits is an alphabetical list of coverage categories, along with a Yes or No 
flag that indicates that the benefit is covered.  Also listed are any applicable 
copays. 

��� �  eAuth Submission  allows practices to submit their authorizations electronically. 

��� �  eAuth Status  displays all authorizations for the selected patient where someone 
in your practice is either the referring or rendering provider. 

�  �  �  
�  �  �  �  
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��� �  CS Reference Status shows the status of a customer contact form for an 
individual patient. 

��� �  Claims Status  displays all claims for the selected patient where someone in your 
practice is the rendering provider. 

��� �  Quest Diagnostics is a link to their web site that allows providers to check 
Care360 for lab results online.  

9. PATIENT SEARCH 

 
 
The user may search for by patient name, partial name�  or health plan identification 
number� .  You may also look at a list of patients that have been recently viewed� . 
 
�  To narrow down your search results, you may add the date of birth and/or sex to your 
search. 
 
To search for a patient, type the name or partial name in the Patient Name box or the 
Health Plan ID from the patient’s identification card in the Health Plan ID box and click 
on the Search  button. 
 

�  
�  

�  

�  
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A list of possible matches will be returned. Click on the desired patient�  and you will be 
directed to the Health Plan List.   
 
If there are more matches than will fit on your screen, you may page with the 
Previous/Next buttons� . You may modify your search from this screen as well. Type 
the new name or ID number�  and press Enter on your keyboard. For advanced search 
options, click here�  and you will be returned to the previous screen. 
 
If your patient is not found  in Hill inSite, and you are sure they are assigned to Hill 
Physicians Medical Group by their health plan, click on the Contact Customer Service 
link�  and the following form will appear. 
 

�  
�  

�  �  

�  
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Complete your contact information� , the patient name and demographics�  and the 
issue�  you want Customer Services to research. 
 
Click the Submit  button. The Customer Contact Form is submitted when a customer 
reference number�  appears, in red, at the top of the form followed by the status OPEN 
ELEC. After the status the following message will appear: “Thank you for your inquiry. 
You will receive a response from Customer Service within two business days.  Please 
allow 1 business day from the time of the response for any updates noted to show on 
the authorization or claim in question.”  
 

�  

�  

�  

�  
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From the Health Plan List, the various health plan contracts are listed.  If the contract is 
terminated, there will be a date in the Termination Date Field and it will be highlighted in 
red� . 
 
Select the desired record by clicking on the corresponding Health Plan Name�  and you 
will be directed to the Patient Eligibility screen. 
 

�  
�  
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The Patient Eligibility screen is a snap shot of the patient’s current status, from the 
contract selected in the Health Plan List. The following information is available:  
 

�  Demographic information (e.g. Name, Address, Date of Birth, Sex) 

�  PCP name, region and effective date with the PCP 

�  Insurance Information (e.g. Id Number, Health Plan, Insurance Type,  

Effective and Termination dates) 

�  Common Copays 

�  Contact Customer Services link, see next page for details 

�  Medi-Medi Flag  (If the member is Medi-Medi a “Y” will appear in this field) 

�  For more specific information on benefits, click the link “Click Here for Benefit 

Details”. This will take you to the Benefit Details screen 

	  Displays additional plan details of Subproduct Type information 

Note: If you or your patient feels that any patient information in Hill inSite is incomplete 
or incorrect have the subscriber contact their health plan or employer. 
 
 
 
 
 
 

�  

�  
�  

�  

�  
 

�  

�  
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10. ELIGIBILITY/BENEFITS QUESTIONS 

 
 

When you have a question about a patient’s eligibility or benefits, click on the 
Eligibility/Benefits Question, contact Customer Services link and a pre-populated form 
will appear. 

Complete your contact information and explain your question. 

Click the Submit  button. The Customer Reference Form is submitted when a customer 
reference number appears, in red, at the top of the form followed by the status OPEN 
ELEC. After the status the following message will appear: Thank you for your inquiry. 
You will receive a response from Customer Service within two business days.  Please 
allow 1 business day from the time of the response for any updates noted to show on 
the authorization or claim in question.  
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11. BENEFITS DETAIL 

 

 
The Benefit Detail screen summarizes the patient’s benefits by category. The first 
column�  is the category field, the second column�  indicates whether that benefit is 
covered (e.g. C is covered, N is not covered). The third column�  lists the copay for that 
service. 

For any applicable benefit limits and exceptions, c lick on the coverage category 
name and the following screen will appear. 

 

�  �  �  
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Any benefit limits and exceptions are displayed her e. 
 
To return to the Benefits Detail or Patient Eligibility screens, use the back button�  or 
the menu on the left� . 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

�  

�  
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12. EAUTH SUBMISSION 

  

 

 

To being completion of the eAuth, first verify that the desired contract number�  is listed 
on the screen. If the contract is terminated, the submission will fail. To verify the 
eligibility selection, click on the Eligibility button in the left hand menu. 

1. Select the eAuth Type by clicking on the down arrow to the right of the eAuth 
Type box� .  The list of available eAuths will be displayed. Click on the desired 
type and that selection will populate in that field. Note: If the eAuth Type is 
Obstetrical, you will also be asked to complete the EDOC (Expected Date of 
Confinement)�  or if the eAuth is for a retro request check the Retro eAuth box�  
and complete the Requested From date box� .   

2. Select the Ordering Provider by clicking on the down arrow to the right of the 
Ordering Provider box� . The list of providers attached to your account will be 
displayed. Click on the desired provider and that selection will populate in that 
field. 

3. To select a rendering provider, type the name (or partial name) of the physician 
or facility in the box and click on the search button�  and the following screen will 
appear. 

�  
�  

�  

�  
�  

�  
�  
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1. Click on the desired record�  and the window will close; your selection will be 
saved. 

2. Alternately you may use the Frequently Used List� , which stores the last used 
providers. 

�  

�  
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1. Select the Urgency by clicking on the down arrow to the right of the Urgency 
box� . The choices are Elective, Urgent and Retro. Validation is required on 
Urgent Requests and you will be required to choose one of the following: 

·  Patient is experiencing severe intractable pain. 

·  Delay may impose imminent & serious threat to patient’s health. 

·  Delay could result in loss of life, limb or major bodily function� .  

Note: For Retro Authorizations, you will be required to enter a date of prior to the 
date of submission.  

2. To select a diagnosis code, type the description or number in the Primary 
Diagnosis box then click on the search button�  and the Diagnosis Code Search 
screen will appear. 

�  
�  

�  
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1. Click on the appropriate diagnosis�  and the window will close; your selection will 
be saved. 

2. If you do not find the correct diagnosis, you may search again by typing in the 
Enter Name box and click on Search. You may also use the Frequently Used list 
to select a frequently used diagnosis. 

3. If additional diagnoses are needed to support the Authorization, use the 
secondary and/or tertiary diagnosis fields. 

�  



 
 
 

 
Hill inSite User Guide v7.0  Page 29 

 
 

1. Select the place of service by clicking on the down arrow to the right of the Place of 
Service� .  The list of available places of service will be displayed. Click on the 
desired type and that selection will populate in that field. 

2. To request procedures, type the procedure code in the first Procedure Code box� . If 
you are unsure of the code or would like to search by description or view the 
Authorization Requirements, click on the [..]  button�  and the Procedure Code 
Search window will appear. 

 

�  

�  �  
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1. Click on the desired procedure�  and this window will close. 

NOTE: The Authorization Requirements are listed as well� . See Appendix 1 for 
definitions. 

2. If you do not find the correct procedure, you may search again by typing in the 
Enter Name box and click on Search.  You may also use the Frequently Used list 
to select a frequently used provider. 

3. If additional procedures are needed, use the additional procedure fields (up to 
five). If more procedure codes are required, use the Indications/Previous Studies 
field. 

 

�  �  
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1. If a procedure needs a modifier, type the modifier code in the Modifier box next to 
the applicable Procedure Code box�  and click on the [..] button� .  If you are 
unsure of the code and would like to search by description, click on the [..]  button 
and the Modifier Search window will appear. 

2. Click on the desired modifier and it will populate in the Enter Name field.  Click on 
the Select button to close the window. 

3. If you do not find the correct modifier, you may search again by typing in the 
Enter Name box and click on Search.  You may also use the Frequently Used list 
to select a frequently used modifier. 

4. Type the number of units requested in the Units box� . 

5. In the Indications/Previous Studies box� , type in the reason for the request 
along with any additional documentation needed by Hill Physicians to approve 
the procedure. 

6. Before submitting the Authorization request, please make sure you have included 
your contact information in case the reviewer needs additional information. 

7. Hit the Submit button� .  You will be returned to the top of the form.  See next 
image. 

 

�  �  �  

�  

�  
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The Authorization number�  and status will be displayed� . 

Note: The status will be either Electronic, which indicates that the eAuth was 
successfully filed and is waiting for review by Hill Physicians. If the Authorization meets 
specific criteria, it may be immediately approved and the status will be App Electronic. 
This indicates that the eAuth has already been approved and no further review by Hill 
Physicians. 

There is also an option of printing the eAuth at this time. To print a “printer-friendly”, 
chart-ready copy of the Authorization, click on the Print button� . 

 

 

 

 

 

 

 

 

 

�  
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13. EAUTH STATUS 

 

 

To view previously submitted Authorization Requests for the selected patient, click on 
eAuth  

Status�  on the Table of Contents and the following screen will appear. 

To view and/or print the Authorization Request, click on the desired Authorization 
number� . 

The Authorization Detail screen will open, see next page. 

 

Note: Authorization statuses are updated every two hours.  
 

�  

�  
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In column one� , the Authorization Request headers are: 

�  Patient Name 

�  Authorization Number 

�  Authorization Type 

�  Urgency 

�  Ordering and Rendering Providers 

�  Diagnosis Codes 
 
In column two� : 

�  Status (see Appendix 2 for definitions) 

�  From and To dates 

�  Ordering and Rendering Provider specialties 
 
In column one of the Authorization detail are the procedures requested by the 
practice� . 
 
In column two are the procedures considered by Hill Physicians� .   

Note: Procedures are approved only if there is a value in the units field� . 

�  
�  

�  �  �  
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The comments displayed are a combination of the original comments�  entered with the 
Authorization request and comments by Hill Physicians staff� . 

You may also print the Authorization using the buttons provided at the top of the screen. 

If you would like to contact Hill Physicians Customer Services department with a 
question about the displayed Authorization Request, click on the link�  at the bottom of 
the page and a pre-populated form will appear.  See next page. 

 

�  

�  

This is free text that allows Hill Physicians to communicate back to the practice about the authorization 
request.   

�  
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By completing your contact information and the Comments section and clicking on the 
Submit button� , you are sending a secure message to Hill Physicians Customer 
Services department. 

Click the Submit  button. The Customer Contact Form is submitted when a customer 
reference number�  appears, in red, at the top of the form followed by the status OPEN 
ELEC. After the status the following message will appear: “Thank you for your inquiry. 
You will receive a response from Customer Service within two business days.  Please 
allow 1 business day from the time of the response for any updates noted to show on 
the authorization or claim in question.”  
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14. CS REFERENCE STATUS 

�
 

To view previously submitted Customer Service Request Form for the selected patient, 
click on CS Reference Status�  on the Table of Contents and the following screen will 
appear. 

1. In column one to the previously submitted customer reference numbers�  are 
listed. To view, print and/or respond click on the desired reference number. 

2. In column two the category�  is listed (Auth Question, Claim Question or Elig Ben 
Question). 

3. In column three the date opened�  is listed. 

4. In column four the status�  is listed; Open Electronic, Pending, Open and Closed.   

·  Open Electronic  - when the question is first submitted by the provider.  

·  Pending  - when Hill Physicians is researching the question. 

·  Open - when the question has been closed and then reopened by the 
provider.   

·  Closed  - when the issue has been resolved. 

The Reference Detail screen will open, see next page. 

�  

�  �  �  �  
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The CS Reference Status detail screen is divided in three sections: 

1. At the top of the CS Reference Status Form�  the following patient information is 
listed: 

�  Patient Name 

�  Patient ID Number 

�  Patient Date of Birth 

�  CS Reference Number 

�  Status 

2. In the middle third or the History Section of the CS Reference detail form�  the 
history of all notes from your practice as well as any responses from Hill 
Physicians will appear in descending order, with most recent entry displaying 
first. 

�  

�  

�  
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3. In the bottom portion of the form�  is a free text box for current comments.  This 
section will be used if the practice needs to respond to Hill Physicians, or to 
reopen a case by entering comments.   

 

15. CLAIM STATUS 

  
 
To view claims for the selected patient, click on Claims Status�  on the Table of 
Contents and the following screen will appear. 

To view and/or print a claim, click on the desired claim number� . 

The Claim Detail page will open. 

�  

�  
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Complete your contact information�  and the issue �  you want Customer Services to 
research.  The patient name and claim information�  will be automatically filled in for 
you. 

Click the Submit  button. The Customer Contact Form is submitted when a customer 
reference number�  appears, in red, at the top of the form followed by the status OPEN 
ELEC. After the status the following message will appear: “Thank you for your inquiry. 
You will receive a response from Customer Service within two business days.  Please 
allow 1 business day from the time of the response for any updates noted to show on 
the authorization or claim in question.”  

They will respond to your inquiry with a resolution or a request for additional information 
on line through CS Reference Status.   

 
 

�  

�  

�  

�  
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16. LINK TO QUEST DIAGNOSITICS (CARE360) 

 
 
As an added-value to Hill inSite, we have provided a link�  to the Quest Diagnostics 
website. 
As part of the Quest Diagnostic website you can access Care360 to check lab results 
for your Hill Physicians patients online. To use this service, contact Quest directly. 
 
 
 
 
 
 
 
 
 
 
 
 

�  
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17. ABOUT YOUR PRACTICE 

 

 

In the Practice  section of Hill inSite, there are nine (9) individual sections to help you 
manage your practice. 

�  eAuth Tracker  is a tool to help you find all Authorizations submitted or received 
by your practice.  You can search by date as well as status. 

�  Claims Tracker  is a tool to help you find all claims submitted by your practice.  
You can search by date as well as status. 

�  CS Reference Tracker  allows you to view your Customer Service Reference 
Forms submitted by your practice 

�  HMO PCP List  allows your practice to generate lists by health plan of your 
patients. 

�  eEOB allows you to view, print or download your electronic EOB each week. 

�  �  
�  �  �  

�  
�  
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�  eFT displays the notification of your eFT each week. 

�  eRA is a tool to download your eRA, if applicable to your practice. 

	  RelayHealth  There is a link to the RelayHealth web site, for those practices 
participating in eReferrals. 


  Ascender  Now there is a link from Hill inSite for Primary Care Physicians that 
sign up for Ascender 

·  It’s a web-based system designed to help primary care practices identify 
patients who are due or overdue for important screenings and 
immunizations.  

·  It’s a preventive health prompt - to alert you to services that are needed 
that may not be the reason for the patient’s visit.  

·  It’s a patient outreach tool-via phone calls or letters to patients who are in 
need of these services.  This outreach can be performed by your people 
or our people at your request.  

·  It’s a tool for submitting profile corrections - use the outside service history 
form to submit your abstractions/attestations (faxed documentation will still 
be required). 
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18. EAUTH TRACKER 

  
 

To view Authorizations submitted by your practice, or approved to your practice for 
service, click on the eAuth Status  button and the following screen will be displayed. 

Select the provider of whose Authorizations you want to view by using the drop-down 
boxes�  in either the Ordering or Rendering Provider fields and click the Search�  
button. 

To narrow your search, you may specify a date range�  or the Authorization status� .  If 
you are using the Advanced Search tools, click on the Advanced Search�  button. 

 

�  

�  

�  �  

�  
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The list of Authorizations will be displayed. 

To view and/or print the Authorization Request, click on the desired Authorization 
number� . 

The Authorization Detail screen will open, refer to section 14 for details. 

 

 

 

 

 

 

 

 

 

 

 

 

�  



 
 
 

 
Hill inSite User Guide v7.0  Page 46 

19. CLAIM TRACKER 

 

 
To view claims submitted by your practice, click on the Claims Tracker  button and the 
following screen will be displayed. 

Select the provider whose claims you want to view by using the Rendering Provider 
drop-down  
box�  and click the Search�  button. 

To narrow your search, you may specify a date type� , date range�  and/or the claims 
status� .  
If you are using the Advanced Search tools, click on the Advanced Search�  button. 

Note:  If you are searching for claims on a particular EOB, you should use a date range.   

For example: Wednesday, January 23, 2008 (entered as 01/23/2008) through Monday, 
January 28, 2008 (entered as 01/28/2008). This will ensure that you have all claims 
adjudicated during the EOB period. 

 

�  

�  �  �  

�  

�  
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The list of claims will be displayed. 

To view and/or print the claim, click on the desired claim number� . 

The Claims Detail screen will open. Refer to section 16 for details. 
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20. CS REFERENCE TRACKER 

To view Customer Service Forms submitted by your practice, click on the CS 
Reference Tracker  button and the following screen will be displayed. 

�

�
�

Select the provider who’s CS Inquires you want to view by using the Ordering Provider 
drop-down box�  and click the Search�  button. 

To narrow your search, you may specify a date range�  and/or the inquiry status� .  
If you are using the Advanced Search tools, click on the Advanced Search�  button. 

Note:  If you are searching for CS Inquires on a particular date, you should use a date 
range.   

For example: Wednesday, January 9, 2008 (entered as 01/09/2008) through Tuesday, 
January 15, 2008 (entered as 01/15/2008). This will ensure that you have all inquires 
submitted during that week. 

�

�  �  

�  
�  

�  

�  
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�
 

The list of CS Inquires will be displayed. 

To view and/or print the inquiry, click on the desired reference number� . 

 

After choosing the desired reference number the following screen will appear. 

�  
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�
�

The CS Reference Status detail screen is divided in three sections: 

1. At the top of the CS Reference Status Form�  the following patient information is 
listed: 

�  Patient Name 

�  Patient ID Number 

�  Patient Date of Birth 

�  CS Reference Number 

�  Status 

2. In the middle third or the History Section of the CS Reference detail form�  the 
history of all notes from your practice as well as any responses from Hill 
Physicians will appear. 

3. In the bottom portion of the form�  is a free text box for current comments.  This 
section will be used if the practice needs to respond to Hill Physicians.  

 

 

�  

�  

�  
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21. HMO PCP LIST 

To view your practice’s list of HMO assigned patients, click on the HMO PCP List  
button and the following screen will appear.  

 
 

Use the drop-down box�  to select the provider you wish to view and click Search� .  If 
you want to narrow down your list, use the health plan box�  and click on the Advanced 
Search�  button. 

When you click on Search OR do an Advanced Search, the total number of patients will 
display above the list� . 

To print your entire list of HMO assigned patients, click on the Print List�  button and the 
following screen will appear. 

�  �  

�  �  �  

�  
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From here you can print your full OR filtered HMO PCP List� . 

 

 

 

 

 

 

 

 

 

�  
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22. ELECTRONIC EXPLANATION OF BENEFITS (EEOB) 

If your practice has elected to receive eEOBs, then you can access them by clicking on 
the eEOB button on the Table of Contents and the following screen will appear. 
 

 

 
 

Use the Practice Name drop-down box�  to select the practice.  Then use the drop 
down menu from the date box�  to select the desired eEOB. 

Once the date box has been selected, the Print Preview�  button (to view the EOB), the 
print button�  (to print the EOB) and the Download file button�  (to download the file for 
more permanent storage) will appear and you can choose your desired action. 

 

 

 

 

 

 

�  

�  

�  �  �  
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23. ELECTRONIC FUNDS TRANSFER (EFT) 

If your practice has elected to receive eFTs, you can access them by clicking on the 
eFT button on the Table of Contents and the following screen will appear. 

 

 
Use the Practice Name drop-down box�  to select the practice.  Then use the drop 
down menu from the date box�  to select the desired eFT. 

Once the date box has been selected, the Print Preview�  button (used to view the eFT) 
and  the print button�  (used to print the eFT) will appear and you can choose your 
desired action. 

 

 

 

 

 

 

�  

�  

�  �  
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24. ELECTRONIC REMITTANCE ADVICE (ERA) 

If your practice has elected to receive eRAs, you can access them by clicking on the 
eRA button on the Table of Contents and the following screen will appear. 

 

 
Use the Practice Name drop-down box�  to select the practice. Then use the drop down 
menu from the date box�  to select the desired eRA. 

Once the date box has been selected, the Download file�  button will appear and you 
can download the file. 
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25. LINK TO RELAYHEALTH 

 

 

 

As an added value to Hill inSite, we have provided a link�  to RelayHealth. 

This service is provided in partnership with Hill Physicians by RelayHealth for 
eReferrals, eScripts and other on line services.  If Hill inSite users are also using any of 
the RelayHealth suite of services, your practice administrator has the ability to grant 
permission for the user to access RelayHealth from within Hill inSite using a single 
logon.  To use this service, contact your Practice Support Advisor. 

 

 

 

 

 

�  
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26. RESOURCES 

 

 

 

Here you will find links to various Hill Physician resources that are of value to your 
practice. 

�  Practice Reference Topics  is a link to the Reference Materials for your practice. 

�  Physician Directory  is an online tool to find a physician or look up and address, 
fax number or UPIN / NPI. 

�  Hill inSite User Guide is a .pdf version of this User Guide. It contains the most 
up-to-date information and is searchable. 

�  Contact inSite Customer Services allows you to contact Support or you may 
email them at inSite@hpmg.com.  

�  RelayHealth includes the most current information on features available through 
Relay Health. 

�  
�  

�  

�  

�  

�  
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�  Ascender is a web-based system designed to help primary care practices 
identify patients who are due or overdue for important screenings and 
immunizations. 

 

27. AUTHORIZATION REQUIREMENT DEFINITIONS 

The following is a list of Authorization Request requirements and a more detailed 
description of each.  If you have any questions, additional information can be found in 
the Practice Operations Manual or by contacting your Practice Support Representative. 

 

Message Meaning 

ADMIN UNLESS POS 11, THEN 
NAR: 

This procedure DOES NOT require an 
Authorization Request if performed in the 
office of an  IN-NETWORK provider . If 
performed somewhere other than the office, 
it DOES require an Authorization. 

AT POS 11 NAR, ELSE ADMIN:  This procedure DOES NOT require an 
Authorization Request if performed in the 
office of an IN-NETWORK provider . If 
performed somewhere other than the office, 
it DOES require an Authorization. 

MMT IN ALL POS:  This procedure ALWAYS  requires an 
Authorization Request. 

NAR POS 11 & 22 IN NETWORK 
ONLY:  

This procedure DOES NOT require an 
Authorization Request if performed in the 
office or in an outpatient setting by an IN-
NETWORK provider.  If performed in other 
locations, it does require an Authorization. 

NURSE UNLESS POS 11, THEN 
NAR:  

This procedure DOES NOT require an 
Authorization Request if performed in the 
office of an IN-NETWORK provider.  If 
performed somewhere other than the office, 
it DOES require an Authorization Request. 

REQUIRES AUTH, AA:   This procedure ALWAYS  requires an 
Authorization Request 

REQUIRES AUTH, NURSE: This procedure ALWAYS  requires an 
Authorization Request 
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28. AUTHORIZATION STATUS CODES 

APPROVED STATUS CODES 
  Status   Definition 
Approved Used when the authorization was approved. 
Approved Member 
Appeal 

Used by the Member Appeals & Grievances Department when a 
member appeals a utilization management decision and the 
appeal is approved. 

Partially Approved Used for authorizations where some CPT codes are approved 
and some are denied based on MMT review for medical 
necessity.  

Approved on 
Provider 
Reconsideration 

Used when a provider appeals a medical necessity denial. 
Approvals can be made by management, medical director or 
MMT based on clinical guidelines or additional information 
submitted. 

No Authorization 
Required 

Used when an authorization is requested but does not require 
an auth for the claim to pay. 

PENDED STATUS CODES 
In Process Used when an authorization has been received in the 

Authorization Unit and is pending review. 
Awaiting additional 
info 

Used when additional information is required to complete the 
processing of the authorization request. 

Pending 
Reconsideration 

Used when a previously denied authorization has been 
submitted for reconsideration by a provider. 

Awaiting correct 
codes 

Used when there are insufficient codes to complete keying in 
the authorization request.  The Auth Representative is 
responsible for obtaining CPT and ICD-9 codes. 

REJECTED STATUS CODES 
Denied Included in 
Global 

Used when services are requested but are covered under the 
surgical global period and no additional authorization is 
necessary. 

Denied benefits 
exhausted 

Used when an authorization is denied because a member’s 
benefits are exhausted. 

Denied based on 
Medical Review 

Used for any authorization that is denied by the Medical Director 
or MMT, other than an ERISA denial. 

Denied on Member 
Appeal 

Used by the Appeals & Grievances Department when a member 
appeals the utilization management decision and the appeal is 
rejected. 

Denied on Provider 
Reconsideration 

Used when any denied authorization is appealed and the MMT 
or Medical Director upholds the denial. 

Denied not a Used for any authorization request for a non covered benefit. 
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covered benefit 
Denied duplicate 
request 

Used when an authorization has been entered and later 
discovered to be a duplicate request. A worksheet is generated 
to the Requesting Provider with reference to the valid 
authorization number. 

Denied not eligible Used when a member is determined as not enrolled or is no 
longer eligible at the time of service. There is no denial letter 
generated with this status. 

Call the Health 
Plan for Review 

Used for tracking purposes for medical review requests that 
require Health Plan review and determination.  

Denied by Health 
Plan 

Used when the Health Plan denies the entire hospital stay 
based on medical necessity. 

Denied additional 
info not received 

Used when additional information requested is not received 
within the 45 day ERISA period and it is denied by MMT. 

Forwarded to 
capitated vendor 

Used for DME requests that we have determined are not Hill 
Physicians responsibility and are covered under capitation to a 
contracted vendor. There is no letter attached to this status but a 
worksheet is sent to the Requesting Provider to inform them that 
the request has been forwarded to the appropriate vendor for 
processing.  

MISCELLANEOUS STATUS DEFINITIONS 
Canceled Used when an authorization is closed for the following reasons: 

When errors are discovered in data entry or when the request is 
withdrawn by the requesting provider. 

 


