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CURRENT 
STATE
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Currently, to initiate a claim 
inquiry online, providers 
would use the provider page 
on NebraskaBlue.com to 
submit the request. 



Current State 
• Eligibility & Claims

• Hard to find
• No tracking number 
• No running history  

3

NaviNet is a healthcare provider portal providing services for Blue Cross and Blue Shield of 
Nebraska, an independent licensee of the Blue Cross and Blue Shield Association.

https://www.nebraskablue.com/Providers/Eligibility-and-Claims


NEW 
With our new NaviNet Claim 
Investigation application, 
providers now submit claim 
inquiries directly to the Blue Cross 
and Blue Shield of Nebraska 
Customer Service team straight 
from their NaviNet account. 



New-
Instructions
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Sign in to your NaviNet Account
Under HEALTH PLANS

Select Blue Cross and Blue Shield of Nebraska to access 
the plan. 



New-Instructions
cont. 
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The next screen is known as “Plan Central.”
It contains the workflows that the user can now execute to 

obtain data on our claims and members. 



New-
Instructions
cont. 
Prior to using the Claim Investigation 
application for the first time, providers 
would need to set up notifications for 
new responses to an investigation by 
clicking on the notifications (bell icon).

We recommend choosing this option to 
be notified of new Claim Plan 
documents as well as responses. 
Users may set up notifications to alert 
within NaviNet or by email. 

Users who do not have an email 
attached to their profile user will be 
prompted to set one up. 

7



Starting a new Claim 
Investigation
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From the Plan Central screen, search for a claim by going to the “Claim Status” workflow:
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On the “Claim Status Search” 
screen, enter the member’s 
information in the required fields.

Providers may search by single 
date of service or a date range.  
Search results will reflect any claim 
with a date of service up to six 
years in the past, but you must 
limit your total maximum search 
range to 24 months.  

A claim investigation may be 
started on any claim searched 
regardless of status.  

Communication history for this 
investigation will be visible for as 
long as the claim remains on 
NaviNet. 
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Claim status results will appear as follows. Claim Status Details will now contain a new “Investigate” button:
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The “Investigate” link brings up an “Investigation List”
Users may start a new investigation by clicking “Start Investigation”
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Member Name
Member ID



In the “Reason” drop down, users may choose from the 
investigation reasons below:
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Appeals Inquiry

Claim Preauthorization Issue

Claim in process over 30 days from 
submission

Denial – Processed with denied 
services

Payment Questions – Check or Remit 
Reconsideration Inquiry

Rejection - Claim not accepted due to 
errors

Returned Claim - Letter Question
Other Claims Questions



After a reason is selected, a user 
may choose to add additional 
details in the box below. 

The “Save as default contact 
information” check box allows 
this information to be saved as 
default for future use. 
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NOTE:  A pop up will temporarily appear indicating “Thank you for your inquiry. Please allow up 
to 5 business days for a response”. 

This is confirmation the request is complete.  



An error box will appear if there was an issue with the submission.  

Users should attempt the request later and if issues still occur may contact NaviNet support to resolve. 

Once the request is complete users may close out of the Investigation List to return to the Claim Status Details 
page for the claim in question or click “Start a New Investigation” to submit another inquiry on the same claim.  
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Viewing Responses and Documents sent 
to NaviNet on a Claim Investigation
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Once a response has been sent by BCBSNE, users who have set up notifications will see an 
indicator/popup alerting them to the response the next time they log in.  



Investigation responses may be viewed by clicking “View Response” on the popup itself or if 
the popup has disappeared. 

Users may click the bell icon, and then “Notifications” tab to see alerts.  
Then simply hover over responses and click “View Response”:



Users may also view responses by going to the “Claim Status” workflow and searching for the claim in question.  
The “Investigate” link will show a list of all investigations started on this claim, and the subject of each investigation.

Users may access and respond to replies on any investigation regardless of who submitted the original inquiry. 

Users will see a red exclamation point     when there is a response waiting on a current investigation. 



Each investigation is now an ongoing open conversation between the provider in NaviNet and BCBSNE. 
It is never “closed” and can always be responded to via this screen if there are additional questions.
New responses from BCBSNE that have not yet been read will be flagged with the “NEW” alert: 
The user can click on the specific investigation that they wish to read or reply to.



The Investigation will contain your member info, claim info, investigation start date, reference number (this will be 
the BCBSNE Inquiry reference number, populated once we respond).

Any conversation to and from the provider user and BCBSNE on this investigation/topic. 

The user that responds to BCBSNE is specifically noted in the response text bubble, so if a reply is sent by a 
separate user, it is easily identifiable.



While the Investigation List will contain a history of each investigation requested. 
Clicking the “History” button back on the Claim Status Details page will also show any previous 

investigations started on this claim as well as any documents sent. 



Documents Sent to NaviNet for a 
Claim Investigation
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BCBSNE will have the ability to send documents to NaviNet related to a Claim Investigation response.  

If a document has been sent, there will now be a “Documents” table on the Claim Status Details screen, located 
beneath the “Claim and Service Line Details”.  

If notifications are also set for documents, an alert will appear to let the user know of a new document arriving:



"In case a document does not 
appear as expected within the 
Claim Status Details document 
table, these documents are 
also available under the 
WORKFLOWS, Patient Clinical 
Documents:"

When in the Patient Clinical Documents, 
search by the Document Category of 
“Patient Consideration” and/or by the 
Patient’s last name. 

Here the user can view, download and print 
your patient documents, or mark them 
unread if needed. Documents sent as a part 
of a Claim Investigation response will remain 
on NaviNet for one year from the date they 
were sent.
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Questions
Please reach out to your Blue Cross 
Blue Shield of Nebraska representative 
with any questions.
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