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Provider Portal 
Table of Contents 

This training will include in instruction to allow you to: 

• Work in Jiva: 

• Search for a Member 

• Enter a Request: Inpatient / Outpatient (Referral / ECM) 

• Search for a Request 

• Modify Requests 

• Saved but not Submitted Requests 

• Submitted Requests 

• Extending an Inpatient stay request 

• Respond to Requests for Further Information 

• Add Documents 

• Add Diagnosis 

• Add Note 

• Correspondence 

• Log out of the Jiva application 

• View Authorizations entered prior to Implementation of Jiva 
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Provider Portal 

Log In 

From the Provider Portal, 
choose Jiva under Auths 

and Referrals 
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Each time you log in, you 
will need to agree to the 

disclaimer 



Provider Portal - Navigating the Application Banner 

The Dashboard 

Once logged in, you will be directed to your dashboard. Your dashboard provides you 
quick access to the task list and notifications for the episodes assigned to you. 
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Provider Portal - Navigating the Application Banner 

The Dashboard - Widgets 

A widget is a “sneak peek” into a larger set of information. Jiva’s widgets track 
work and facilitate communication between the Alliance and providers. 
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My Requests Widget links to a list of all 
open requests for the user. Changes can 
be made to requests in this view. 

Work in Progress Widget graphically 
represents the status of requests in real time. 
Click on any bar in the graph to view the 
request(s). 



Provider Portal - Navigating the Application Banner 

The Dashboard - Widgets 

A widget is a “sneak peek” into a larger set of information. Jiva’s widgets track 
work and facilitate communication between the Alliance and providers. 
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Requests by Type Widget graphically displays the 
status of each open request by request type (Inpatient, 
Outpatient). Click on any bar in the graph to view the 
request(s). 

Decisions Made Today Widget graphically represents 
Alliance authorization decisions in real time. Click on 
any bar to view the request(s). 

NOTE: The widgets on the Dashboard will not update unless the 
“Refresh” button is clicked. Jiva displays the time since the last refresh 
next to the “Refresh” button. 



Provider Portal - Navigating the Application Banner 

Menu 

From the menu, you can access your inbox, search for members for whom 
you have submitted a request, search for requests entered by others, 
create a new request, and search for a previously submitted request: 
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Provider Portal - Navigating the Application Banner 
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• The Memory List is intended to aid in navigation of the provider portal and to save steps for users submitting requests. 

• The Memory List holds the last 10 records left open. “Records” include pages such as the request initiation screen, searches, 
and patient panel. 

• Requests “held” in a user’s memory list cannot be accessed to edit by other users. This ensures that duplicate work does not 
take place. Consequently, it is important to release an episode from your memory list once you are done making changes. 

• Open the Memory List by clicking “Memory List” on Jiva’s top menu bar. 

Memory List 



Provider Portal - Navigating the Application Banner 
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Help and User Functions 

The “Help” button guides users to information that applies to the page from which it is launched. For 
example, if “Help” is clicked while in the calendar screen, Jiva displays information specific to the 
Calendar. 

User functions 
are accessed 
from the profile 
icon (username 
on far right) 



Searches 
Jiva Training 



Provider Portal – Working in Jiva 

Search for an Episode (Request/Authorization) 

User can search all requests associated with their facility and 
member linked. From Search Request screen, there are several 
ways you can search for requests. 
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• To populate one specific auth submitted by the 
user, search by Auth #, search and result will 
display below. 



Provider Portal – Working in Jiva 

Search for an Episode (Request/Authorization) 
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• Search requests by member’s name will display all 
requests submitted by the user and associated 
facility for the member. 



Provider Portal – Working in Jiva 

Search for an Episode (Request/Authorization) 
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• Search for a list of requests associated with your 
facility, without entering any search criteria, click 
the Search button to display results below. 



Provider Portal – Working in Jiva 

Search for an Episode (Request/Authorization) 
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• You can also filter your search by Non PCP, 
Provider Name, and Submitted By.  



Provider Portal – Working in Jiva 

View any requests (episodes) submitted by any user for a Member 

Go to Menu > New Request 

Search by Subscriber ID 
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Provider Portal – Working in Jiva 

Click on Member name to view member overview (MCV or also called 
the Nurse’s View) 
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Provider Portal – Working in Jiva 
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All Episodes will populate on the left of the screen 



Provider Portal – Working in Jiva 

Click on gear (action) icon to view Episode abstract 
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There are 
restrictions to open 
any pending 
request, but user 
can view the 
Episode abstract in 
full detail. 



Provider Portal – Working in Jiva 

Search for a Member 

• From the menu, click ‘My Members’ Link 

• Enter Name and select dropdown in ‘View Cases’ field 

• Note, member will only populate if 
associated with either PCP or non-PCP case. 
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Provider Portal – Working in Jiva 

Search for a Member 

• Click on Member Name to go to their Member 
Overview (MCV- old “Member 360” 
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Provider Portal – Working in Jiva 

Search for a Member by Episode ID 
Click on Menu and choose “My Members” 
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Provider Portal – Working in Jiva 
Search for a Member by Last Name 

22 



Provider Portal – Working in Jiva 
Search for a Member by Auth # 
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Entering New Request 
Jiva Training 



Provider Portal – Working in Jiva 

Submitting a Request 

• Select “New Request” from the Menu 
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You must use Subscriber ID as the Member ID. Click Search. 

llll llll
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Provider Portal – Working in Jiva 

Submitting a Request 

• Member Populates, 

• Select Add Request 

• Choose type of request 
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Provider Portal – Working in Jiva 

Submitting a Request 

• You can also add a request by clicking on the member’s name (blue hyperlink) which 
takes you to the MCV. Click on +Request and choose inpatient or outpatient. 
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Provider Portal – Working in Jiva 

Submitting a Request 

Either method will allow you to enter an inpatient or outpatient request and the process is the 
same for both. Note: Referrals are outpatient requests. 
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Provider Portal – Working in Jiva 

Submitting a Request 

In Jiva, mandatory fields have a *. 

Enter Request Type and Reason for Request. 
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Provider Portal – Working in Jiva 

Submitting a Request 

Note: If this is an Outpatient request, under Reason for Request, you 
have all the choices for referrals, pharmacy, and outpatient auths 
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Provider Portal – Working in Jiva 

Submitting an ECM Request 
For example, for an ECM Request, choose ECM as reason for request and choose ECM under 
service type 
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Provider Portal – Working in Jiva 

Submitting a Request 

Note: If this is an Inpatient request, under Reason for Request and Stay 
Request Service Type , you have different choices. 
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Provider Portal – Working in Jiva 

Submitting a Request 

If you change the Request Priority from Routine to Urgent, you MUST enter a note explaining 
why your request is urgent. 
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Provider Portal – Working in Jiva 

• Enter the Diagnosis or Diagnosis Code 
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Notice you can free-text search 
for a diagnosis in addition to 
simply entering the actual 
diagnosis code. 



Provider Portal – Working in Jiva 

Submitting a Request 

• What if you realize you entered the wrong diagnosis? Notice there is no action icon to change 
the diagnosis because there is only one diagnosis, so it is primary.   You cannot delete a primary 
diagnosis. 

35 

Simply go back and add the correct diagnosis and click on the star to make it the primary diagnosis 

Notice that you now have an action icon next to the incorrect diagnosis 
because it is no longer the primary diagnosis 



Provider Portal – Working in Jiva 

Submitting a Request 

• Click on the delete icon under actions and you will receive an alert asking if you are 
sure you want to delete the diagnosis. Click ok and you will see that the incorrect 
diagnosis is gone. 
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Provider Portal – Working in Jiva 

Submitting an Outpatient  Request 

Anything other than an Inpatient stay (Inpatient includes Acute, SNF and Custodial Care) is requested 
as an Outpatient Request. The Reason for Request and Service Type drop downs provide an 
opportunity to request Outpatient services, DME, Home Health, Referrals, Transportation, ECM/CS. For 
Outpatient requests (and Inpatient Preservice and LTC), the Code Type is also required and may 
include HCPC, CPT, or CUS (for Custom). If it is a CUS Code Type, you will need to enter the first few 
letters of the code to get dropdown choices. 
Custom codes include Acupuncture (ACUVISITS), Dental Anesthesia (DENTALANESTHI), MRI, Referrals 
(CON to bring up choice of ConsultVisit or ConsultvVsit with FollowupVisit, FOL to bring up 
FollowUpVisit only), Palliative Care (PLTVCR), ECM (ECM01, ECM02) and CS (CS01 – CS08) 
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Provider Portal – Working in Jiva 

Submitting an Outpatient  Request 

Note that there is a rule and assessment associated with submitting an outpatient request for 
Diagnostic > MRI. 
• Provider must select “CUS” as code type and do a search for an MRI. 

38 



Provider Portal – Working in Jiva 
Submitting A Request 

If requesting a referral, code type must be ‘CUS’ for custom and under Service Code, type con 
(for consult) or fol (for follow-up) and make appropriate choice 
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Provider Portal – Working in Jiva 

Submitting a Request 

• Next, Click ‘Attach Providers’>  You must add a Requesting and Servicing Provider. 

• Note: When submitting an Inpatient request, the Requesting Provider is the same as the 
Admitting Provider. 
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Provider Portal – Working in Jiva 

Submitting a Request 

• In the attached providers screen, you must search by the practice or facility level (not an 
individual provider name)  Search by facility or practice name or facility or practice level NPI 
and click ‘Search’.  The results will appear to the right. 
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And 
And 
And 
And 
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Provider Portal – Working in Jiva 

Submitting a Request 
• Choose the type of provider from the dropdown menu. 
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Click the settings icon on the left of the provider 
you wish to attach. Because you must enter at 
least a Requesting and Servicing Provider, 
Choose Multiple Attach. 



Provider Portal – Working in Jiva 

Submitting a Request 

• Each Provider chosen in a “Multiple Attach” appears at the bottom of the screen while you 
continue searching. If, before you click the green ‘Attach’ button, you want to remove a choice, 
you can remove the provider you added by mistake by clicking on the delete icon to 
remove. Once you are satisfied with your choices, click the green attach button to add. 

43 



Provider Portal – Working in Jiva 

Submitting a Request 

• If you wish to remove a provider you added by mistake after you have attached them, click on 
the delete icon.  You will get a pop up asking you if you are sure you want to delete.  Click ok to 
delete 
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Provider Portal – Working in Jiva 

Submitting a Request 
• You need to attach a document with relevant clinical information supporting the request being made on behalf of 
the member. To upload supporting documents, enter document title, type and then, hit browse. 
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Double click on the document to 
upload. 

The uploaded 
document title is 
displayed next 
to the Browse 
button 



Provider Portal – Working in Jiva 

Submitting a Request 
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Next, complete the Provider Contact Information section.  Include the name of someone in the office to contact with 
questions, phone and fax numbers, and the name of the individual provider providing care or making the referral. 
If you wish to include a note for the nurse reviewer, you may do so. For a new request, choose Web Note as the note type, 
add your note and then click submit to submit request. If using a template, choose the template icon as shown below. 

Click ‘Save as Draft’ to finish later, or ‘Cancel’ to cancel request. 
If you are ready to submit, click the green ‘Submit’ 



Provider Portal – Working in Jiva 

Submitting a Request 
Note: If requesting for OP Rx-
PAD, please select Web Note 
and use Note Template, Rx 
Request Details. 
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Click ‘Save as Draft’ to finish 
later, or ‘Cancel’ to cancel 
request. 

If you are ready to submit, 
click the green ‘Submit.’ 



Provider Portal – Working in Jiva 

Submitting a Request 
After submitting, the Request Details Page will be displayed. You can click on Episode Abstract to review episode or 
the ‘Authorization Type’ hyperlink to open the episode to add further details. 
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Provider Portal – Working in Jiva 

Submitting a Request 

From the Episode Abstract, you may print a copy if you desire. 
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Provider Portal – Working in Jiva 

Submitting a Request 

If you prefer to fax your request after enter in Jiva or fax an attach document, you will need to print the view episode 
abstract and faxed to 831-430-5851 for Rx-PAD, all other request types faxed to 831-430-5850. 
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Provider Portal – Working in Jiva 

Reviewing a Request 

From the episode screen, you can review details such as status and Decision. In the example below, the status is 
‘Open’ and the decision is ‘Pending’ 
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Provider Portal – Working in Jiva 

Auto Approve Requests 
Jiva will automatically approve and close some requests upon submission. This streamlines commonly approved authorization 
requests and will improve the speed in which your requests are completed. Additional service codes may be automatically added to 
your request upon submission. 

• Your “Auth End Date” and “Requested #” may be updated with the standard approval dates and units upon submission. 

• No information can be changed in the request once it is auto approved and closed. 

o If a change is required, submit a new request and reference the cert # or Episode # of the previous request so that it can be 
easily found and voided. 

• If your request is auto approved, the Request Details screen shows the Decision as “Approved” and the Episode Status is “Closed.” 
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Provider Portal –Working in Jiva 

Checking status of a Request 

Jiva provides real-time request status. To find a list of all your requests and their status, you can locate the My 
Request widget on your dashboard which reflects the total number of open requests submitted by you. 
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Click the blue text to open the complete listing of all requests submitted by 
the user. 

After opening My Requests, open the settings icon at the left of the desired 
line item and select either “Open” to access the whole request, or “View 
Episode Abstract” to view a summary. 



Provider Portal –Working in Jiva 

Checking status of a Request 
Jiva provides real-time request status. To find a list of all your requests and their status, you can locate the My 
Request widget on your dashboard which reflects the total number of open requests submitted by you. 
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Click the blue text to open the complete listing of all requests submitted by the user.  

After opening My Requests, open the settings icon at the left of the 
desired line item and select either “Open” to access the whole 
request, or “View Episode Abstract” to view a summary. 

User can filter requests by type, status, and date.  Requests can be sorted by auth type, member name, date, 
and status, 



Modifying Requests 
Jiva Training 



Provider Portal –Working in Jiva 

Modifying a Saved Request (Not yet Submitted) 

Access saved requests to update stay or service details, provider, or documents. The Search Request 
function allows a search for submitted requests. Alternatively, you can click on the pending submission 
bar in the Work in Progress Widget to work on a saved request. 
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Provider Portal –Working in Jiva 

Modifying a Saved Request (Not yet Submitted) 

Click on the gear icon next to the episode you wish to edit. Then, click ‘edit request’. 
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Provider Portal –Working in Jiva 
Modifying a Saved Request 

Make the necessary changes and once completed, click submit or save as draft to save and 
complete changes later. If you choose ‘Delete’, you will get a message that the request was deleted. 
Keep in mind that you cannot delete a request that has already been submitted. 
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Adding a Note to a Submitted Request 

From either My Requests Widget or 
by choosing the Search Request in 
the Menu dropdown, navigate to 
the search result page. 

From the settings icon next to 
the correct request, choose 
‘Open’ 



The Episode screen will 
open. 

From the Notes box on 
the right side of the 
screen. Click on ‘Add 
Notes’ 

When submitting a provider 
change request (PCR) to an 
existing requests, only select 
note type as Add Note to 
Request, Cancel Request, or 
Change Request. 



Add notes in the dialogue box or, 1) click on Insert and Insert Template. 2) Choose the correct template and 
click ‘OK’.  3) This will pull the template into your note. Complete your note and 4) click the green Save 
button. 

1 

2 

3 
4 



You (and the nurse) will see the note in the Member Overview screen (the ‘old’ member 360 - also known in 
Jiva as Nurse Portal or Nurse View). 



Adding a Diagnosis to a Submitted Request 

From either My Requests Widget or 
Search Request in the Menu 
dropdown, navigate to the search 
result page. 

From the settings icon next to 
the correct request, choose 
‘Open’ 



The episode screen will open.  From the 
Diagnosis box on the right side of the 
screen. Click on ‘Add Diagnosis’ 

Enter the diagnosis and click the green ‘Done’ button. You will be returned to the Episode screen and 
can confirm that the Diagnosis has been added 



Adding a Document to a Submitted Request 

From either My Requests Widget or 
Search Request in the Menu 
dropdown, navigate to the search 
result page. 

From the settings icon next to 
the correct request, choose 
‘Open’ 



The episode screen will open.  From the Document box on the right side of the 
screen. Click on ‘Add Document’ 



Select the document you wish 
to add and click ‘Open’ to 
attach. 

Enter Document Title and 
Type.  Click Browse to open to 
your saved documents. 



Confirm that the 
document is now 
showing next to 
Browse. Click Save to 
attach document and 
return to the Member 
Overview screen 
where you can confirm 
the document has 
been added to the 
episode. 



Extending Inpatient Stay 
Jiva Training 



Provider Portal – Working in Jiva 

Extending an Inpatient Stay Request 

You can extend the inpatient stay request for the requests that are submitted. There is a 
limitation to the number of days that a provider can request an extension. If you try to request for 
an extension beyond the maximum number of days or beyond the days of the initial request, you 
will receive an error message. 



Provider Portal – Working in Jiva 

Extending an Inpatient Stay Request 

To extend a stay request, click on My Requests or the corresponding bar in the WIP widget. 

When the work in Progress screen opens, 
click on the settings icon next to the 
request you want to extend and then click 
open 



Provider Portal – Working in Jiva 

Extending an Inpatient Stay Request 

From this screen you can extend an inpatient stay request 



Provider Portal – Working in Jiva 

Extending an Inpatient Stay Request 

First, select the check box next to an initial or extended stay request and then click the 
Extension button. In the extend stay screen, enter the appropriate values in the 
required fields. NOTE: All the values in the Extend Stay screen are auto populated, and 
you must enter the required value in the LOS Requested # field to extend the length of 
stay 



Provider Portal – Working in Jiva 

Extending an Inpatient Stay Request 

Once you have finished entering the details (remember all fields marked with a * are 
mandatory), click Save to save the extension details. You will receive a confirmation 
message



Provider Portal – Working in Jiva 

Extending an Inpatient Stay Request 

Once you have saved the extension request, add a note and upload documents as 
previously described. 

DRAFT



Responding to Request for 
Additional Information 
Jiva Training 



Provider Portal – Working in Jiva 

Responding to Requests for Additional Information 

After being notified that reviewers need additional documentation for your request, you can 
quickly provide it by adding it to the existing request. 

Requests that require more information for a determination to be made will appear as a bar on   
‘Further Information Required’ bar in the ‘Work in Progress’ widget of the Dashboard. 

To provide additional information to a request, click the” Further Information Required” bar to 
open a list of all requests that need more information. 
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Provider Portal – Working in Jiva 

Responding to Requests for Additional Information 

To open the desired Episode, click the settings icon and select ‘Open’ from the resulting drop-
down menu. 

78 



Provider Portal – Working in Jiva 

Responding to Requests for Additional Information 

Jiva displays the Request Overview screen. Look at the Notes section for the UM Reviewer’s 
documentation of what information is needed. 
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Provider Portal – Working in Jiva 

Responding to Requests for Additional Information 

In this same screen, choose the link needed in order to add the needed information to the 
request. 
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Viewing Correspondence 
Jiva Training 



Provider Portal 

A Note about Correspondence 

• You can view the determination of your request in the service request section of the 
episode screen: 
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You are also able to view letters by following the process on the following screens. 



Provider Portal 

Reviewing Correspondence 
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From the Episode screen, click on 'Workflow' and choose 'Correspondence' 



Provider Portal 
A Note about Correspondence 

84 

Click on the box next to the letter you wish to review. 

The letter will populate, and you can click on the gear icon to print or review the letter. 



Provider Portal 

Logout 

• Click on your profile name and choose ‘Logout’ to exit the Jiva application 
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Viewing Requests Submitted Prior 
to July 15 
Jiva Training 



Provider Portal 

View Authorizations entered prior to Jiva implementation 

• From Provider Portal, under Auths and Referrals, choose Authorization / Referral 
Search – Prior to <go-live date> 
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Provider Portal 

View Authorizations entered prior to Jiva implementation 

• You will be directed to the old Search screen to search for your request. 

• NOTE: this is only to view requests entered prior to the Jiva implementation (go-live 
date). Any new requests must be entered into Jiva. Any extensions or modifications 
to a historical request must be entered into Jiva as a new request. 
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