“Who You Gonna Call?”

	Problem or Question Description
	Try This First….  (If this doesn’t work continue to the contacts to the right)
	Phone #
	Email Address
	Contact Agency

	ACCOUNT APPROVAL, PROVIDER PORTAL ACCESS, PORTAL NAVIGATION 

	Questions on how to request an account, or how to gain access to the Provider Portal
	Read the information available in the Accounts section of the KICCS Provider Portal News Site 
	502-564-0104

1-866-231-0003

Option 6
	CHFS.KICCSHelpDesk@ky.gov

	KICCS HelpDesk

HelpDesk Hours

7:30 a.m. to 5 p.m.  EST.
Monday - Friday

	I receive an error message, or the page does not display when I try to open my logon page
	Verify that the URL address is correct.
	
	
	

	Locked out of Sign In Page

Password Reset
	Read the information available in the Accounts section of the KICCS Provider Portal News Site 
	
	
	

	I received a message saying ‘Our records show that you have already registered.’


	Wait 30 days from the date you first registered to be notified of account approval/access.  After 30 days, contact the HelpDesk.
	
	
	

	Provider Portal Access Issues

Navigation Issues

PBF Processing Questions
	Can you access other internet sites?  If yes, contact the KICCS HelpDesk.  If 
no, verify your internet cable is secure.  If yes, contact your Internet service Provider.
	502-564-0104

1-866-231-0003

Option 6
	CHFS.KICCSHelpDesk@ky.gov

	KICCS HelpDesk

OR

Your Personal Internet Service Provider (ISP)

	

	WORKING ON PBFs (Provider Billing Forms) and QUESTIONS ABOUT PBFs

	Questions relating to rates, care levels or copay amounts shown on the PBF
	Review certificate details
                   or

Communicate with the child’s parent or guardian
	
	
	The Child’s CCAP Caseworker (as shown on the DCC-94 Certificate)

	
	
	
	
	

	Questions about schedule changes
	Review certificate details
                   or

Communicate with the child’s parent or guardian
	
	
	

	Questions about payment
	Has it been at least ten (10) days since you clicked the “Sent” button?

View the PBF for detail information
	
	
	Your Local CCAP Billing Staff

	Questions about the Remittance Report
	View the PBF (Provider Billing Form) for detail information
	
	
	

	
	
	
	
	

	Problems with your Internet Service
	Contact your Internet Service Provider (ISP)


	
	
	Your Personal Internet Service Provider (ISP)

	How do I Print a copy of a PBF that I’ve already Sent for payment?


	From the Print PBFs screen, Select Search, enter the Child Name and PBF Date Range and click Search.  (Also refer to the Print PBFs link on the Provider Portal Webpage.)


	502-564-0104

1-866-231-0003

Option 6

	CHFS.KICCSHelpDesk@ky.gov
	KICCS HelpDesk

HelpDesk Hours

7:30 a.m. to 5 p.m.  EST.

Monday - Friday

	I have pushed the Send button but the PBFs are still there.  What do I need to do?
	Have you placed a check in the box beside the required text on the lower portion of the Process PBFs page?  The “Save and Send” button is disabled until this box is checked.  When you click the “Save and Send” button, the PBF is Sent and the PBF Status changes to “Sent”.  Items listed in the grid refresh and Sent PBFs are removed.  


	
	
	

	

	PRINTER ISSUES

	For problems with your Printer


	Check all connections between your computer and printer; check paper tray
	
	Printer Issues
	Your Personal Internet Service Provider (ISP) or local computer expert

	

	ERROR MESSAGES AND SCREENSHOT INSTRUCTIONS

	I received an error message including a long string of letters and numbers.  What do I need to do?
	Copy and Paste the entire string of numbers and letters into an e-mail and send it to the HelpDesk. Include what action you were taking when you received the error message.
	502-564-0104

1-866-231-0003

Option 6

	CHFS.KICCSHelpDesk@ky.gov

	KICCS HelpDesk

HelpDesk Hours

7:30 a.m. to 5 p.m.  EST.

Monday - Friday

	
	
	
	
	

	How do I send a screenshot of what I’m seeing on the screen to the HelpDesk?


	For step-by-step instructions, review the 10th bullet of the ‘Navigating the Portal Page’ link, on the Provider Portal Webpage.
	
	
	

	

	
	
	
	
	

	I got this message.  What’s it mean?
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	This is a warning that you will see this when you have your portal account open longer than 30 minutes with no action.  If you do not take an action within the portal account within 5 minutes you will be logged out.
Have you already Saved information that you entered? 
	KICCS HelpDesk

CHFS.KICCSHelpDesk@ky.gov
HelpDesk Hours

7:30 a.m. to 5 p.m.  EST.

Monday – Friday

	

	
	
	
	
	

	I want to log in to review my PBFs and I keep getting this message.
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= Invalid user name. Format: domainName\username

Sanin

Foraot vour password?
Want to sign up for account?






	You will see this error message if you try to login using a forward slash instead of a backwards slash.


	KICCS HelpDesk

CHFS.KICCSHelpDesk@ky.gov
HelpDesk Hours

7:30 a.m. to 5 p.m.  EST.

Monday - Friday
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