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Impact to Provider Operations Changes for RightCare

• Effective 11/1/2019, RightCare will utilize FirstCare Health Plans as the 
TPA for Medicaid. 

• Changes are specific to updates to Provider Materials, Process, & 
Provider Portal

• Paper Claims Submission – Address change
• New Provider Portal 
• Prior Authorization List – less burdensome requirements
• Interactive Voice Response (IVR) System 

• Call tree options have changed 
• Multiple Explanation of Payments (EOPs)

• Dependent upon date of service of claim
• Electronic Funds Transfer (EFT)

• Enrollment through Change Healthcare
• EFT Requests received after 09/30/19 will not be processed to avoid payment delays. 

Providers can submit requests directly to Change Healthcare on 11/1/19.
• Member ID Cards

• Updated to add Payor ID
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Impact to Provider Operations

Claims Address
• Paper claims submitted to new PO Box
• New claims address included in Provider 

Manual

Provider Portal
• Consolidation of three portals into one (new 
URL)
• Additional enhanced features

Interactive Voice Response (IVR)
• Routing options in IVR have changed.

Prior Authorization List
• Updated list will be published on provider 

website. 
• Providers  will not have to request a new PA 

on 11/1 for open PA’s.

Electronic Funds Transfer (EFT)
• New registration will be handled via Change 

Healthcare. Providers currently enrolled in 
EFT prior to 11/1/19 may not have to re-
register with Change Healthcare.

Explanation of Benefits (EOB)
• Providers will receive 2 EOBs for claims 

submitted pre and post implementation.

ID Cards
• Members will receive new cards
• Images of the member ID cards will be 

updated in the Provider Manual
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Provider Portal Changes

Provider Portal Changes
• Moving from three separate provider portals to one portal
• Enhanced views and easier navigation
• All inclusive Provider Portal

• Member Eligibility
• Claim Search
• Claim Appeals/Redeterminations (NEW Feature)
• Authorizations
• Provider Panel Roster
• Texas Health Steps report (NEW Feature)

Single, unified portal

Above 
Health

UM Portal

New Claim 
Entry 
Portal



Provider Portal: Member View
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Updates
•Now includes: ID Card Image, View Authorizations, and Authorization request.
•Easier access to claim status, PCP/OBGYN, and other insurance coverage.
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Provider Portal: Claim Search

Updates

•Now includes: Search criteria by Practitioner or Supplier account.
•Practitioner access to claims, EOPs, and the ability to submit Claim Appeals/Redetermination (this feature is NEW).
•Supplier account is NEW and has access to the above along with the ability to see payments and Negative Balance.  They are 

also able to search by Check Number or the 835 Trace Number which will assist providers in resolving AR issues.
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Provider Portal: Claim Appeal/Redetermination

Updates
•NEW: Providers now have the ability to submit claim appeals/redeterminations electronically.
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Provider Portal: Authorizations

Updates

•Providers will still be able to submit, view, and print authorizations.  Submitting the request are now easier and user friendly. 
•New features include: Exporting a list of requested authorizations, detailed denial reasons and a code look up tool that assist 

with determining if an authorization is needed.
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Provider Portal: Panel Roster and Texas Health Steps Reports 

Updates
•Panel Roster now includes archive data.
•Texas Health Steps Reports is a NEW Feature that informs a provider if a member is due/overdue for the service.



Important Phone Numbers

• Provider Relations (including claims questions)
– 1-855-TX-RIGHT (1-855-897-4448)
– 8 a.m. to 5 p.m. Central Time, Monday to Friday (except for state-approved holidays)

• Prior Authorizations and Notifications
– RightCare: 1-855-691-7947
– Pharmacy: 1-877-908-6023
– Behavioral Health: 1-855-395-9652

• Visit the RightCare website for additional information
– https://rightcare.swhp.org/en-us/
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https://rightcare.swhp.org/en-us/
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