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[bookmark: _Toc413972419]MODULE 1: TOW (Time Of Wire) 

I. [bookmark: _Toc413972420]Version Control and Signoffs 

	Document Revision History

	Version
	Status
	Comment
	Prepared By
	Date
	Verified By
	Approved By

	1.0
	Completed
	
	Merlin. G
	29-Jun-2016
	Mohd Irfan Mohiuddin
	Thomas Doyker

	2.0
	WIP
	
	Merlin G
	14-Mar-2018
	Vijaya Kumar
	





II. [bookmark: _Toc413972421]List Of Acronyms
1. [bookmark: _Toc413972422]Acronyms
	Sr. No.
	Abbreviation/Acronyms
	Description

	1
	TOW
	Time Of Wire

	2
	PHI
	Protected Health Information

	3
	AEPPAYS
	Aetna’s Product and Payment System

	4
	PS
	Plan Sponsor

	5
	ESW
	Employee Secure Website

	6
	CRS
	Claim Reporting System

	7
	PSU id
	Plan Sponsor Unique ID

	8
	CDR
	Claim Detail Reporting

	9
	CSA
	Control Suffix Account

	10
	CSAB
	Control Suffix Account Benefit





2. [bookmark: _Toc413972423]Key Definitions
	Sr. No.
	Term
	                                                        Definitions

	1
	AEPPAYS
	The Aetna product and payment system provides Electronic Remittance Advices as well as Electronic fund transfer to providers and members.

	2
	ESW
	ES Website helps us to complete the new customer setup.

	3
	PHI
	PHI link is to verify the plan sponsor’s contact access for the report (Customer/vendor).





III. [bookmark: _Toc413972424]Accounting Procedure 
a. [bookmark: _Toc413972425]Key Information 
	Objective

	The main objective of TOW is to setup new or existing customer and provide them the claims details at the time of funding is requested from a customer.

	Critical Success Factors: 
	Key Performance Indicators (KPIs): 

	· Verify the contact email address matches in the PHI site with that of the company or the broker.
· On daily basis we have to complete TOW Setup within 24 hours from the time of request.
· Details of the customer updated should be accurate.
· Proper Sub type report should be provided as given in the Setup sheet.
· Proper access id should be sent to the manager (specified in the Sutherland setup sheet).
· If there is any mismatch in the information provided in Sutherland setup sheet and tools make sure to update the comment in the spreadsheet (for example: PSUID, Customer name, etc...) and do not process further until the sheet is again updated by the onshore team.
· If the contact name is way off from the contact email provided, need to send back for clarification.

	· Make sure that correct level of report, wire line number, name and plan sponsor contact name is provided in AEPPAYS tool. 
· Make sure to copy the correct CRS id.
· Make sure to give correct email address, PSUID, CRS unique id and list the right details of the customer (if it is new customer).
· Make sure that right access id is sent to the manager.
· In case of new customer, check for expires date.
· Once done with the process, make sure to move the mails to the said mail boxes.



	Potential Data Integrity Issues:

	 PHI clearance should be verified and ensure that correct report is provided to the contact and the access id is sent to the manager.

	Business Risks 
	Key Controls Related to Business Risk: 

	Once the file is updated we should complete within 24 hours.
	Two write off from Sutherland team to make sure the accuracy.




b. [bookmark: _Toc413972426]Support Notes
	Sr. No.
	Ref #
	Description

	1
	
	Sutherland Setup sheet

	2
	
	AEPPAYS(Aetna product and payment system)

	3
	
	ESW(Employee secure system)

	4
	
	PHI(Protected health information)





IV. [bookmark: _Toc413972427]Calendar of Event 
	Sr. No.
	Activities
	Frequency and date
	Person Responsible
	Timeline

	1.
	Creating new and existing customer setup and providing claim details.
	Daily
	SGS
	One day
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V. [bookmark: _Toc413972428]Annexure (ATTACH any report, format etc. related to the procedures)
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Documentation





Introduction



What is CDATOW?

We have the capability to provide claim details at the time funding is requested from a customer and the report is called TOW (Time of Wire).  The reports are housed on ESW (Employer Secure Website) and archived for 13 months. To determine the setup you will need to know:

Level of detail

Multiple reports (if multiple wire lines are setup) or single report

Who are the contact(s)?

To determine information you will use the Sutherland setup sheet

\\winp-sfs-005\siclmrpt-actv\CDATOW





**** PLEASE SUBMIT ANY QUESTIONS OR CONCERNS TO THE CDATOW@AETNA.com MAILBOX 

****IF YOU MADE AN ERROR SETTING UP TOW – SEND AN EMAIL TO CDATOW MAILBOX AND EXPLAIN THE ERROR







Sutherland Setup Sheet

This represent the setup document you will need when setting up customer in APPEAYS and ESW

This represent Sutherland’s tracking area

Each header contains a detailed descriptions of what each column represents









CRS AEPPAYS
(Sutherland responsibility)

Go to this Website(CRS WEB): https://aetnet.aetna.com/aepays/aepays?action=menu









CRS AEPPAYS
(Sutherland responsibility)

Then CRS Reporting









CRS AEPPAYS
(Sutherland responsibility)

To begin to setup a new contact –  you will need to drag curser over to Maintain Contact – select Add Contact









Enter in the Policyholder number and click Search Records















CRS AEPPAYS
(Sutherland responsibility)

Contact type should be Plan Sponsor, use the dropdown and select Plan Sponsor.  This can be selected even if you are setting up an Aetna Employee











CRS AEPPAYS
(Sutherland responsibility)

Filling in the info, that is listed on the ESW Survey

Input the customer first and last name as shown below

Go to contact email address and input customer’s email address

It is important to check and verify that the users name and email address logically match (ie last name or name within the email address matches the users name)

Click on submit once completed





























Repeat these steps for each contact added.

















CRS AEPPAYS
(Sutherland responsibility)

When you hit submit it brings you back to the main page.  Now you want to go back in to get the person CRS Unique ID.  You will need this for a later step.  Go to Maintain Contact then Modify Contact:















CRS AEPPAYS
(Sutherland responsibility)

Put the PH# back in and hit Search records:





Then use the drop down and select Plan Sponsor











CRS AEPPAYS
(Sutherland responsibility)

Use the drop down to select the person you want the CRS Unique ID for.  If adding multiple people you will need to record the CRS Unique ID for each contact, use dropdown to select the contacts name.  CRS unique ID for each contact can also be placed in the setup tracking sheet at this time in column “T – Unique CRS ID”.  Cancel out of the screen when done:















CRS AEPPAYS
(Sutherland responsibility)

After adding all the contacts and documenting the CRS unique ID’s for each contact, at the main screen:

 Move your curser to Plan Sponsor Setup, within the dropdown click on Add Plan Sponsor















CRS AEPPAYS
(Sutherland responsibility)

Input the PH # and click Search Records





Next to PHI Compliant input “Y” ( You confirm in prior step if the customer has PHI clearance)

Next to Report Type – click on the drop down arrow and select Time of Wire Report

























CRS AEPPAYS
(Sutherland responsibility)

Go to the Report Sub Type - Select the level of detail that is displayed on the setup sheet for the contact you are adding.









CRS AEPPAYS
(Sutherland responsibility)

Complete the following areas for each contact listed on the setup sheet:









Wireline Number

Wireline Name

MBF indicator – 

(always “N”)

Plan Sponsor contact

  Name





Employee Secure Website
(Sutherland responsibility)

Employee Secure Website Registration Administration  (ESW) 

To complete new customer setup, you will need to login into ESW using this link

https://aetnet.aetna.com/psreg/registration/viewMain.do 





You will need to click on Manager Users





































Employee Secure Website
(Sutherland responsibility)

You will now be on the Active Directory User Administration for ESW.  You need to confirm the individual you are setting up has an existing user id or if you need to create one 

IF the customer already has existing user id , you will be able to skip a few steps.  

To find out search by E-mail Address and PSUID.  In the dropdown select Claim Reporting System and click Find User.  Ensure that the email address is input correctly, incorrect email addresses will result in a new user ID being created in error.















ESW
(Sutherland responsibility)

If the contact is setup all you need to do is add the CRS Unique ID and click Save & Update.  At this point you will need to update the setup sheet with the User ID (tsimonton2 in this example).  If this screen does not appear, the contact is not in the system and you will need to move on to the next steps on slide 18.  































If the contact was in the system – you can move to slide 21















ESW
(Sutherland responsibility)

If the contact is not setup you will need to follow these steps for each contact listed on the setup sheet.  This blank screen will popup showing the contact is not setup.  Complete each of the “starred” fields using the setup sheet and the CRS Unique ID that you obtained earlier.  Then Click Save & Update:























ESW
(Sutherland responsibility)

To obtain the User ID that is required on the setup sheet, go back into the Main Menu and search user.  Put in the information and click Find User:















* Note it is imperative to check that the user name and email being used from the setup sheet are a logical match ie user last name matches last name from email address being used – if not, stop and reach out to the Aetna team.





ESW
(Sutherland responsibility)

Now the information will pop up and take note of the User ID.











For Existing User
(Sutherland responsibility)
Email notifications

This notification is sent to the Account Manager listed on the setup sheet - multiple contacts added can be included in the same email.

Include the users access ID  and the following wording used in this sample



******************************************************************************************



Hi – 

I have linked the TOW reports to Amy Thaler’s existing access id athaler3 

I have linked the TOW reports to Olga Perez’s existing access id operez18



To access the reports 

Click on this link:



https://www.aetna.com/pssel/loginPssel.fcc



Log in using the access ID above and the current user created password associated with that user ID

Claim detail can be found under 

Reports and Files 

Then - Claim Reports







New User
(Sutherland responsibility)
Email notifications

Once a new user is setup and the steps are completed in ESW an email will be produced with the new users ID and temporary password.  This email is sent from EmployerSecureWebsiteRegistration@AETNA.com with the subject line: Account Sponsorship Completed.  The link that is within the email will need to be clicked on:

This email will need to be stored in the “Account Sponsorship Completed” folder located in the CDATOW mailbox





Note this information as it will be needed for the step in slide 26







New User
(Sutherland responsibility)

Once you click on the link, the box below will be prefilled and you will be asked to send an invite out to the new contact to start the registration process.  Click CONTINUE to send the invite.















New User
(Sutherland responsibility)

Once you click continue you will get this confirmation.  Note the Expiration date











New User
(Sutherland responsibility)

The invite that was sent to the contact looks like this.  It provides a link for user to complete the registration and it also advises of the expiration date.  A copy is also sent to the individual setting up the contact as well – this copy MUST be moved to the “Your new Aetna Employer Server Website Account” folder in the CDATOW mailbox.

Note that this email doesn’t provide is the User ID and Temp Password.  











New User
(Sutherland responsibility)

Email the Account Manager or contact listed in the setup sheet with the User ID and Temp Password.  In your email you need to advise the Account Manager all of the specifics, here is a sample email:





New email subject line;



Immediate Action Required To Complete CDATOW Report Access - New Setup – Insert Plan Sponsor’s name here - CDATOW

 

Items in body of email that will have to be updated with each new set up;

 

Insert contact’s name access ID and temp password to be used to activate the account: 

 

Your access ID and temporary password to be used to activate the account:

 

Access ID: Insert contact’s system generated ID you just created

Temporary Password: Insert contact’s system generated password you just created

Please note - I used a generic date of birth for you: 01/01/2012 - when you are activating your account you will need to use the generic date of birth, if you don’t use the generic date of birth you will not be able to activate your account. 

You have 13 days from (date in “Your new Aetna Employer Server Website Account” email) to activate your account. If you do not - the temp password will expire and your account will have to be reset which will result in delays in you ability to obtain reports.

 

A separate email has already been sent to you and in that email where you will find the link to activate your account.

After activating your account – you can use the link below to access your reports:

 

To access the reports 

Click on this link:



https://www.aetna.com/pssel/loginPssel.fcc



Log in using the access ID above and temporary password included above

Claim detail can be found under 

Reports and Files 

Then - Claim Reports



All questions  and/or issues must be directed to the CDATOW@aetna.com. 









New User
(Sutherland responsibility)

After sending the emails to the individual that sent the request (slide 26), copies must be moved into the correct folder: ESW Installs folder within the CDATOW REPORTS mailbox. 



Reminder – “Your new Aetna Employee Secure Website Account” email, “Aetna plan sponsor completed” email, “Account Sponsorship completed” email (the email with the user ID and temp password) and the emails sent to the individuals requesting reporting must all be saved in their corresponding folders.  No Exceptions!



An example of an email including both new and existing contacts has been included on the next slide for reference.







New User or Existing User

Email the Account Manager or person you were working with the User ID and Temp Password for new customer and existing customer.

 In your email you need to advise the Account Manager all of the specifics, here is a sample email:





NEW

 

New email subject line;

 Immediate Action Required To Complete CDATOW Report Access - New Setup – Insert Plan Sponsor’s name here - CDATOW

 

Items in body of email that will have to be updated with each new set up;

 

Insert contact’s name access ID and temp password to be used to activate the account: 

 

Your access ID and temporary password to be used to activate the account:

 

Access ID: Insert contact’s system generated ID you just created

Temporary Password: Insert contact’s system generated password you just created

 

Please note - I used a generic date of birth for you: 01/01/2012 - when you are activating your account you will need to use the generic date of birth, if you don’t use the generic date of birth you will not be able to activate your account. 

You have 13 days from (date in “Your new Aetna Employer Server Website Account” email) to activate your account. If you do not - the temp password will expire and your account will have to be reset which will result in delays in you ability to obtain reports.

 

A separate email has already been sent to you and in that email where you will find the link to activate your account.

After activating your account – you can use the link below to access your reports:

 



EXISTING



I have linked the TOW reports to Sally’s existing access id SG0etz4.



To access the reports 

Click on this link:



https://www.aetna.com/pssel/loginPssel.fcc



Log in using the access ID above and temporary password included above

Claim detail can be found under 

Reports and Files 

Then - Claim Reports



All questions  and/or issues must be directed to the CDATOW@aetna.com. 
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Dear Sandra Coxson,

an Email inviting them to activate their account.

You have created an account for Joia Sinco so they can access Aetna's Plan Sponsor Web applications. When their application setup has been completed, click on the following link to send
https://www.myplanportal.com/psextreg/im/notify/notify.jsp?I=jsinco2

In order to activate their account they will need to login with the following credentials:
Login ID: jsinco2
Password: IS&GHS$LK*D
Per Aetna's security standards, this information CANNOT be communicated via Email and must be done over the phone.

Thank you.
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Dear Stephanie Pillar,

I have created a new account for you, which will allow you to access Aetna's web-based tools and information.

Please note: You will need the login ID and password that we previously provided to you. We are sending you this link separately from the ID and password to help keep your data secure.
Please use the link below to activate your account by Friday, July 25th, 2014. For security reasons, this invitation will expire after 13 days.

https://www.myplanportal.com/psextreg/im/activate/activate.jsp

We hope you are pleased with the ease of your online experience with us. If you have any questions, please contact me.

Thank you.

Sandra Coxson
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CDATOW Process.docx
CDATOW Process:

1. Reference the setup document 

\\winp-sfs-005\siclmrpt-actv\CDATOW



2. Use the column from A thru T – when setting up the steps in APPEAYS and Employee Secure Website (ESW)

a. Individual who will be setting up the contact – must complete column U thru Z

3. If there is an issue, you MUST send an email to the CDATOW@aetna.com  mailbox detailing us what the issue is. Please make note in column Z with the issue.

4. Setup at customer level, including all contacts that are listed in the spreadsheet.

5. Follow the detail steps in the Time of Wire Documentation.



Tentative training schedule:



Training 1 – introductions – overview of the entire setup for TOW

· Verifying all access to systems for CDATOW and mailbox

· Going over Sutherland Setup Sheet

· Time permitting – Will start showing how to setup a new customer in APPEAYS.

Training 2, 3, 4 - Steps for Setup 

Training 5, 6, 7, TBD  – Watching Sutherland complete the process 
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TOW meeting - PHI 03/07/2018

		From

		Overstreet, Cori A

		To

		P, Vijaya Kumar; G, Merlin; D, Deepak; E, Umamaheswari; K, Kottaiah; Kennedy, Vignesh; Kumar, Siva

		Cc

		Doyker, Thomas; Mielo, April

		Recipients

		PV3@AETNA.com; GM1@aetna.com; DD1@aetna.com; EU@aetna.com; KK@aetna.com; KennedyV1@aetna.com; KumarS27@aetna.com; DoykerT@aetna.com; amielo@aetna.com



Good afternoon,


 


Here is a recap what has been discuss during our meeting this afternoon regarding the incident that has happen and to provide more clarification on PHI website.


 


1.     During our meeting, I showed on Sutherland spreadsheet how Blank Knight PH# 868448 that customer was setup to have access to Claim Detail Report exclude SSN without PHI clearance. 


2.     I stated that this incident could have been avoided if Sutherland validated the information on the PHI website. 


3.     I address how there was no two signed off to validate the setup was accurate and the correct PHI was in place.


4.     I have typed up a quick reference on how to validate PHI information on the website. Please refer to the attachment.


 


During the meeting it was brought to my attention that a time frame should be created when TOW team uses the spreadsheet and when should Sutherland team.


 


A suggested– TOW team would use the Sutherland spreadsheet between the hours of 7:00AM EST though 1:00PM EST. From 1:00PM EST through 4:00PM EST Sutherland team will be in the spreadsheet.


 


Will confirm time frame once Tom Doyker approves the time frame.


 


If I miss anything, please let me know.


 


Thanks!


 


Cori A. Overstreet -


OA Senior Consultant


Reconciliation and Reporting


Operational Accounting


OverstreetC@Aetna.com 


New Phone #:   860-273-4292 


Fax: 860-907-2841


Mon - Wed  6:00 AM to 3:00 PM EST


Thurs – Fri 6:00 AM to 12:30 PM EST


 


The following contains information which is personal and confidential.  This information should not be used or disclosed for any purpose other than auditing or evaluating the contract holder's financial data.  This information should not be disclosed to any person or entity without proper compliance with Aetna's HIPAA and privacy guidelines. 


Self Insured Claim Reporting Website


 


Requests for Disclosures with Protected Health Information


 


External customers: Aetna's Claim Reports contain information which is personal and confidential and, without the express written consent of the individual to whom the information pertains, should not be used or disclosed for any purpose other than auditing and/or evaluating the contractholder's financial benefit program. 


Internal customers: Aetna's Claim Reports contain information which is personal and confidential and intended for your internal Aetna use only.  This information should not be used or disclosed for any purpose other than auditing or evaluating the contractholder's financial data.  This information should not be disclosed to any person or entity without proper compliance with Aetna's HIPAA (Health Insurance Portability and Accountability Act) and privacy guidelines. 


Life isn't about waiting for the storm to pass. It's about learning to dance in the rain


 



PHI Website.docx

PHI Website:





How to determine if the company has clearance and who can have clearance to receive PHI information:


Scenario = 1 customer


Scenario = 2 – only certain individuals can have access


Scenario = 3 – broker/vendor 





How to look up a customer in the PHI website.





1) You must input the customer POLICY NUMBER. IF nothing shows up by  the POLCIY NUMBER you can look up the company(s)


2) Make sure the email address matches the company or the broker. If it does not, please do  not setup the individual until you get further clarification from TOW team. Which will be noted on the Sutherland spreadsheet; column G in the comment section.


3) [bookmark: _GoBack]Two write off from Sutherland team to make sure the accuracy is correct and the proper PHI is in place.
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