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Disclaimer
National Government Services, Inc. has produced this material as an informational reference for providers furnishing 
services in our contract jurisdiction. National Government Services employees, agents, and staff make no 
representation, warranty, or guarantee that this compilation of Medicare information is error-free and will bear no 
responsibility or liability for the results or consequences of the use of this material. Although every reasonable effort 
has been made to assure the accuracy of the information within these pages at the time of publication, the 
Medicare Program is constantly changing, and it is the responsibility of each provider to remain abreast of the 
Medicare Program requirements. Any regulations, policies and/or guidelines cited in this publication are subject to 
change without further notice. Current Medicare regulations can be found on the CMS website.

https://www.cms.gov/
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Recording
Attendees/providers are never permitted to 
record (tape record or any other method) 
our educational events. This applies to 
webinars, teleconferences, live events and 
any other type of National Government 
Services educational events.

Objective
The purpose for this webinar is to introduce 
the provider community to all the available 
self-service tools. Learn how to empower 
yourself and staff through accessing these 
helpful resources to troubleshoot issues 
independently.
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Agenda
NGSConnex

Interactive Voice Response (IVR)

HIPAA Eligibility Transaction System (HETS)

Fiscal Intermediary Standard System 
(FISS)/Direct Data Entry (DDE)

Common Working File (CWF) 

Digital Platforms

Resources
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What is the Medicare Program?
• Federally-administered health insurance program which covers people 

over 65 and certain younger people with disabilities or ESRD
• Medicare benefits offer coverage for

• Part A - Hospital Insurance
 Examples: hospital, SNF, HH+H

• Part B – Supplementary Medical Insurance (SMI)
 Examples: Outpatient (Part B of Part A), Physician (Part B)

• Part C - MAO/HMO
 Example: Medicare Advantage

• Part D - Prescription drugs

• Who are the MAC’s | CMS

https://www.cms.gov/medicare/coding-billing/medicare-administrative-contractors-macs/who-are-macs
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What is Provider Self-Service?
• Not all issues and questions require calling the Provider Contact Center

• We have many provider self-service tools to:
• Verify beneficiary entitlement and eligibility

MSP
 Home Health and Hospice
MAO plan enrollment

• Help avoid coding errors that cause claims to RTP or reject



NGSConnex



Browser Compatibility

• Access NGSConnex using one of the supported browsers 
below:

• Microsoft Edge version 88.0 and above
• Google Chrome version 45.0 and above
• Mozilla Firefox version 31.0 and above
• Apple Safari version 9 and above
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https://www.ngsmedicare.com/NGS_LandingPage/
https://www.microsoft.com/en-us/edge
https://www.google.com/chrome/browser/desktop/
https://www.mozilla.org/en-US/firefox/new/
https://support.apple.com/downloads/safari
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Combined Landing Page – Log into 
NGSConnex 
• NGS website

https://www.ngsmedicare.com/NGS_LandingPage/
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Logging In
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System Access
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NGSConnex Home Page
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Navigation: Breadcrumbs
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Navigation
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Left Side Navigation
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Progress Bar

NGSConnex transactions often include multiple steps. The 
progress bar will help you navigate through each step
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Eligibility Lookup
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Claim Status Lookup
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Appeals
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Additional Documentation Requests
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Inquiries
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Additional Buttons



IVR
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What Is the IVR?

• Interactive voice response (IVR) system
• Research application used to provide general/common Medicare 

beneficiary and/or claim information
• Text-to-speech technology
• Uses natural language
• Allows you to speak directly into the telephone to make a selection

• CMS mandate

25

https://www.ngsmedicare.com/web/ngs/contact-details?artid=248111&artfid=248052&lob=93617
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Benefits of Using IVR

• No sign up and minimal training needed
• Need phone access; No need for computer
• All provider departments can use

• e.g., admissions, billing, accounting

• Extended hours to serve many schedules 
• Stay on call as long as needed to get as much information as 

necessary
• Uses same system as PCC, NGSConnex, FISS DDE  
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IVR Research (Main Menu) Options
• Patient eligibility

• Claims status

• Checks

• Remittance statements

• Provider enrollment status

• Patient status

• Check appeals status

• General Information (available 24 hours)
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Patient Eligibility Provider Validation 
Elements 
• NPI

• PTAN

• Last five (5) digits of TIN

• Beneficiary MBI

• Beneficiary first and last name

• Beneficiary DOB

• DOS
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Patient Eligibility Available Information

• Part A and Part B effective and termination dates

• MSP type and insurer information

• Hospital inpatient, SNF, LTR benefit days

• Amount applied to Part B deductible, PT/OT limits (current and 
prior year)

• Home health and hospice effective and termination dates
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Accessing the IVR 

State IVR Number Hours Available

Connecticut, Maine, 
Massachusetts, New Hampshire, 
New York, Rhode Island, Vermont

877-567-7205 Monday–Friday: 6:00 a.m.–7:00 
p.m. ET
Saturday: 7:00 a.m.–3:00 p.m. ET

Illinois, Minnesota, Wisconsin 877-309-4290 Monday–Friday: 6:00 a.m.–7:00 
p.m. ET
Saturday: 7:00 a.m.–3:00 p.m. ET



HETS



What is HETS?

• Allows users to submit HIPAA compliant 270 eligibility request 
files over a secure connection and receive 271 response files

• R2020Q100 HETS 270/271 Companion Guide 

• Replaces CWF eligibility transactions HIQA, HIQH, ELGA and 
ELGH 

• Provider access revocations began 2/1/2020
• CWF Eligibility Sunset Frequently Asked Questions (FAQ)

32

https://www.cms.gov/files/document/r2020q100-hets-270271-companion-guide.pdf
https://www.cms.gov/files/document/cwf-eligibility-sunset-frequently-asked-questions-faq.pdf
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HETS

• Available 24/7, except Mondays

• Provides same eligibility data as HIQA
• Currently does not provide

• Lifetime psychiatric day availability
• Hospice revocation information and election period breakdown*
• Home health episode dates*

• *Will be included in upcoming release
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Where to Find Information on HETS

• CMS website
• Research, Statistics, Data and Systems > HIPAA Eligibility Transaction 

System (HETS) Help (270/271)
• CMS website has section devoted to HETS, including:

• Vendor and registration information
• HETS user guide

• MCARE Help Desk 
• Monday through Friday, 7 a.m. to 7 p.m. ET
• mcare@cms.hhs.gov
• 866-324-7315

https://www.cms.gov/
https://www.cms.gov/
http://www.cms.gov/Research-Statistics-Data-and-Systems/CMS-Information-Technology/HETSHelp/HowtoGetConnectedHETS270271.html
https://www.cms.gov/Research-Statistics-Data-and-Systems/CMS-Information-Technology/HETSHelp/Downloads/HETS-UI-User-Guide.pdf
mailto:mcare@cms.hhs.gov


FISS DDE
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What is FISS DDE?

• Process that allows remote user connectivity to Medicare 
mainframe

• NGS uses FISS DDE to
• process claims
• maintain records

• Providers access through online computer system

36



37

Why Use FISS DDE?

• Providers use FISS DDE to 
• Research coding
• Submit claims
• Track submitted claims
• Correct, adjust, and cancel claims
• View reports
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Accessing FISS DDE

• FISS logon ID and password required 
• NGSMedicare 

• Claims > Electronic Data Interchange (EDI) Enrollment 
• EDI Guided Enrollment User Guide

• User logon ID and password are for individual use only
• Do not share with coworkers or other staff

http://www.ngsmedicare.com/
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FISS Main Menu
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Inquiries Submenu
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Claims/Attachments Submenu 
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Claims Correction Submenu 



43

Online Reports Submenu (R1) Summary of 
Reports
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Claim Count Summary  – Option 56

• The Claim Count Summary option provides a review of the 
total claim count and total dollar amount for claims pending 
in a specific location 

• Updated in the system daily
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Claim Status/Location Reminder

• RTP (T/B9997) claims 
• Can be corrected, but cannot be adjusted or cancelled

• Denied (D/B9997) claims 
• Can be appealed, but cannot be adjusted or cancelled

• Suspended (S) claims or those on the “payment floor” 
(P/B9996) 

• Not finished processing yet and cannot be adjusted or cancelled



CWF
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What Is CWF?

• Maintains national beneficiary records
• Entitlement, date of birth, date of death
• Recent benefit periods (including any deductibles due)
• HH episode
• Preventive services 
• Hospice enrollment
• MSP information

• Assists in verifying patient’s eligibility 

47
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Accessing CWF

• Providers access through FISS system 
• Inquiry submenu (01) 
• Beneficiary/CWF option (10)
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CWF: Preventive Services Information 
(MAP175J)
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CWF: Beneficiary and Benefit Period 
Information (MAP1755)
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CWF: HMO Enrollment Information 
(MAP1756)
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CWF: HHA Episode Information (MAP1757)
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CWF: Hospice Period Information (MAP1758)
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CWF: MSP Information (MAP1759)
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FISS DDE/CWF Resources

• NGSMedicare
• FISS DDE Provider Online Guide
• HIQA Manual

http://www.ngsmedicare.com/
https://www.ngsmedicare.com/web/ngs/fiss-dde-provider-online-guide?selectedArticleId=252941&lob=93617
https://www.hiqa.ie/sites/default/files/2019-10/Regulation-Handbook.pdf


Digital Platforms
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NGSMedicare.com Login Page
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NGSMedicare.com Provider Home Page
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NGSMedicare.com Provider Home Page 
(cont.)
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NGSMedicare.com Provider Home Page (3)
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Medicare University

• NGS educational program designed to provide a broad range 
of Medicare-related training  

• Obtain CEUs from AAPC and professional organizations 
• Two types:

• Computer-based training (CBTs)
• Events: Webinars, teleconferences, and live seminars/face-to-face training events

61
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Using Medicare University is Rewarding!

• Benefits
• Learn about a variety of Medicare topics at your own pace
• Self-report attendance to earn one MU credit per one hour of 

education
• Print report card summary of all events you have taken 

• Use to demonstrate your efforts and use to report earned credit to  AAPC/other 
organizations

• Earn NGS associate’s or bachelor’s MU certificate
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Medicare University Resources

• NGS Medicare University website

• Medicare University User Guide
• Must create a user account unique to you
• Frequently asked questions 

• Technical issues with Medicare University
•  e.g. issues logging on and off the system; Course will not launch; 

Course information boxes will not open; Issues with links
•  Medicare.University@anthem.com  

https://www.medicareuniversity.com/ngs/home.html
https://www.ngsmedicare.com/web/ngs/medicare-university?selectedArticleId=919520&lob=93617
https://www.ngsmedicare.com/web/ngs/medicare-university?selectedArticleId=1525530&lob=93617
mailto:Medicare.University@anthem.com
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What Are Production Alerts? 

• Notification concerning FISS system issues (typically national 
issues) that may impact claim submission and/or processing 

• Notification is sent via Listserv messaging
• You can check NGS website for production alert issues as well as 

updates to those issues
• Active and closed issues
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Production Alerts

Choose:
• All 

statuses
• Active
• Closed
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Production Alert Example

Watch for 
updates!
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Mobile News

• Quick and easy new option to receive your Medicare news via 
text messaging from NGS
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LinkedIn
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YouTube

• NGS 
• NGS YouTube Homepage 
• NGS YouTube Playlist 
• NGS Videos

• Example: Prior Authorization – The Exemption Process

• CMS
• CMS YouTube Home
• CMS YouTube Playlist
• CMS YouTube Videos

https://www.youtube.com/user/NGSMedicare/featured?disable_polymer=1
https://www.youtube.com/user/NGSMedicare/playlists?disable_polymer=1
https://www.youtube.com/user/NGSMedicare/videos?disable_polymer=1
https://www.youtube.com/watch?v=HPcJl2MPJIg
https://www.youtube.com/user/CMSHHSgov
https://www.youtube.com/user/CMSHHSgov/playlists
https://www.youtube.com/user/CMSHHSgov/videos


Listen to Our Part A Podcast

Navigating Medicare: 
Part A Insights for Providers

Listen to our podcast on Spotify and Apple Podcasts! We will have 
a new episode on the 1st and 3rd Wednesday of each month.

Spotify: Apple Podcasts:
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https://urldefense.com/v3/__https:/open.spotify.com/show/07yjM6RRZqyJogkClcb6ek?si=xJaE7CDhRbypaTf8F4tkwA__;!!IZ3lH8c!1JE5lhCjnLaxcTirsa1p3E96NJCn620950Asdy-DYaFkZCeBOJ-42zQ0nfS8PFMrYu3Jq16N5UnNSQe-Jw5_9Pb3TPwjdBHE$
https://urldefense.com/v3/__https:/podcasts.apple.com/us/podcast/navigating-medicare-part-a-insights-for-providers/id1728274445__;!!IZ3lH8c!2iJhZ69m8Kc8VkBFg-ijtFHtQwBKz_9mjkcYqIJBm8hnZAFl77B0Ig6X9g8icuV1BlLE9L3Txa9TLe40SrXFJZh81bEfD2kQpQs$


Resources
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Resources

• NGSConnex User Guide
• Interactive Voice Response System

• Part A Provider IVR User Guide

• Part A IVR Flow Chart

• Part A Touch-Tone Card/Eligibility Checklist

• Interactive Voice Response Conversion Tools
• Beneficiary Name to Number Converter

• PTAN and Beneficiary Medicare Number Converter

• IVR Conversion Tables

• FISS DDE Provider Online Guide

https://www.ngsmedicare.com/web/ngs/ngsconnex-user-guide?selectedArticleId=1365618
https://www.ngsmedicare.com/web/ngs/contact-details?artid=248111&artfid=248052&lob=93617
https://www.ngsmedicare.com/web/ngs/ivr-user-guide?selectedArticleId=1252897&lob=93617
https://auth.ngsmedicare.com/documents/20124/229628/ngsmedicare_ca6f9758_f54f_4a86_930e_0f90befb46da_907_0116_PartA_IVR_Flowchart.pdf/2a59a844-5b13-37f0-66e4-aa0fccbbfb46?t=1611701148519
https://www.ngsmedicare.com/documents/20124/121641/296_combo_ttcard_pa_eligibility_checklist_508.pdf/ea7237ca-994a-ff60-60b3-2b79ed6bee28?t=1657908268770
https://www.ngsmedicare.com/web/ngs/interactive-voice-response-conversion-tools?lob=93617
https://www.ngsmedicare.com/web/ngs/fiss-dde-provider-online-guide?selectedArticleId=252941&lob=93619


Resources (2)

• National Uniform Billing Committee

• Medicare University
• CBT list

• Medicare University User Guide
• Must create a user account unique to you
• Frequently asked questions

• Technical issues with Medicare University
• E.g., issues logging on and off the system, course will not launch,

course information boxes will not open, issues with links
• Medicare.University@anthem.com
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http://www.nubc.org/
http://www.medicareuniversity.com/
https://www.ngsmedicare.com/web/ngs/medicare-university?selectedArticleId=1104101&lob=93617&state=97269&rgion=93624
https://www.ngsmedicare.com/web/ngs/medicare-university?selectedArticleId=1283351&lob=93617&state=97269&rgion=93624
https://www.ngsmedicare.com/web/ngs/medicare-university?selectedArticleId=1525530&lob=93617
mailto:Medicare.University@anthem.com
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Resources (3)

Person(s) on Medicare

• Annual version of Medicare & You publication - A CMS handbook for Medicare beneficiaries

• Published annually in various version

• Beneficiary Resources

• 1-800-Medicare (1-800-633-4227) / (TTY users: 1-877-486-2048)

• Available 24 hours/day; 7 days/week

• To speak to a live person: either say “agent” or press “0”

• Medicare.gov

• State Health Insurance Assistance Program Regional Ship Locator (Find Your State
SHIP Resource – local assistance)

• Senior Medicare Patrol (Find Your State SMP Resource – local assistance)

• Social Security Administration

https://www.medicare.gov/medicare-and-you/medicare-and-you.html
https://www.medicare.gov/
https://www.shiptacenter.org/about-medicare/regional-ship-location
https://smpresource.org/locator/
https://www.ssa.gov/


Questions?
Thank you!
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Connect with 
us on social 
media

YouTube Channel
Educational Videos 

Text NEWS to 37702; Text GAMES to 37702

www.MedicareUniversity.com
Self-paced online learning 

LinkedIn
Educational Content 

http://www.youtube.com/ngsmedicare
http://www.medicareuniversity.com/
https://www.linkedin.com/company/ngsmedicare
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Find us online

www.NGSMedicare.com
Online resources, event calendar, 
LCD/NCD, and tools

IVR System
The interactive voice response system 
(IVR) is available 24-hours a day, seven 
days a week to answer general inquiries

NGSConnex
Web portal for claim information

Sign up for Email Updates
Subscribe for Email updates at the top 
of any NGSMedicare.com webpage to 
stay informed of news

http://www.ngsmedicare.com/
http://www.ngsmedicare.com/
https://www.ngsmedicare.com/web/ngs/get-email-updates?lob=93617&state=97256&rgion=93623
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