
  

CHAPTER 6 
Tracking Your Plans and Invoices 
Determining Why a Plan or Invoice Was Not Approved or Was Partially Approved 
Once a plan or invoice has been adjudicated, health facilities may open the plan or invoice and determine 
why the plan was not approved or was partially approved (Figure 6.1). To do this, follow the steps 
outlined below to review the plan or invoice. When you review the section where goods and services were 
proposed, you will notice which services were approved and which were not. For all services not 
approved, the adjuster must provide an Adjuster Response code and explanation. These are summarized 
in Chapter 9 “Reason Codes Utilized by Adjusters.”  
 
Figure 6.1 – Review Adjuster Decision 
 

 

Reviewing a Plan that Has Been Submitted but Not Adjudicated  
To review a submitted plan: 

1. Select the Plans or Invoices tab and then the Work in Progress sub-tab.  
2. Select the desired plan/invoice from the worklist. 

a. To search for a plan/invoice, you can also use Advanced Search in the Search tab. 
 

Figure 6.2 – Locate a Submitted Plan 

 

3. Click the Review Form button  next to the plan; it opens the Summary page.  
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Summary Page 

The Summary page is automatically generated after a plan is submitted to an insurer. It provides an 
overview of the plan and related documents and displays the plan’s transaction history and current state. 
 
Figure 6.3: Review Summary of Submitted Plan

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In the upper part of the page, there are three sections containing data specified when the plan 
was created: 

1.  

2.  

3.  
 

In the Plan Details section you will see: 

• Document Number: This is a system-generated number unique to the plan. 
• Owner: This field displays the name of the adjuster who is working on the plan. 
• Status:  

o Submitted – The plan has been submitted but not yet reviewed. 
o Review Required – The insurer has opened the plan. 
o Amended – The plan has been amended by the provider and resubmitted to the 

insurer. 
o Pending – The insurer has placed the plan in a suspended state awaiting further 

information. 
o Privacy – This field is not always visible. It is set by the privacy officer in case the 

claimant/applicant is disputing his or her privacy information under the Personal 
Information Protection and Electronic Documents Act (PIPEDA). For further details, 
contact the HCAI Privacy Officer via the HCAI website at www.hcaiinfo.ca. 

 

From the Summary page, you are able to: 

1. Create a new plan based on the current plan (Create Plan). 
2. Create an invoice based on the current plan (Create Invoice). 
3. Print the current plan (Print). 
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4. Withdraw the current plan unless it has already been reviewed by the insurer (Withdraw). 

Reviewing Steps 1 to 5 

Each step of a submitted OCF contains read-only details presented in the same order as they 
were entered. To navigate through the plan use the Step tabs. 

Reviewing a Plan that Has Been Responded to (Adjudicated) by Insurer 
Figure 6.4: Review Adjudicated Plan  

 
1. Select the Adjuster Response tab on the provider homepage.  
2. Search for a required plan. 

a. To search for a plan, you can also use Advanced Search on the provider homepage. 
3. Click on the Review Form button  next to the plan you want to open. The plan opens the 

Summary page.  

Summary Page 
Figure 6.5: View Summary of Adjudicated Plan
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The Summary page is automatically generated after a plan is submitted to an insurer. It 
provides an overview of the plan and related documents and displays the plan’s transaction 
history and current state. 

In the upper part of the page, there are Claim Identifier, Return This Form To, and Plan 
Identifier sections containing data as specified during the creation of the plan. 

In the Plan Details section you will see:  

• Document Number: This is a system-generated number unique to the plan. 
• Owner: This field displays the name of any adjuster who is currently working on the plan. 
• Status: 

o Approved – The adjuster has approved all the goods and services proposed under the 
plan. 

o Partially Approved – The adjuster has approved only some of the goods and services 
proposed under the plan. 

o Declined – The adjuster has not approved any of the goods or services proposed under the 
plan. 

 
• Privacy: This field is set by the privacy officer in case the claimant/applicant is disputing his or her 

privacy information under PIPEDA. For further details, contact the HCAI Privacy Officer via the 
HCAI website at www.hcaiinfo.ca.  

From the Summary page, you are able to: 

1. Create a new plan based on the current plan (Create Plan). 
2. Create an invoice based on the current plan (Create Invoice). 
3. Print the current plan (Print). 
4. View OCF-9. “EOB” (Explanation of Benefits) provides the same information as the paper 

Explanation of Benefits. 

Reviewing the Adjudicated Form 

Each step of a responded OCF contains read-only details presented in the same order as they were 
entered. Navigate through the plan by using the Step tabs.  
 
The following sections contain changes or response details from the insurer: 
 
1. Part 1: Applicant Information. The claimant details provided in the initial plan are linked to the insurer 

claimant details. You can see both in this section. 
 
2. Part 2: Auto Insurer Information. The adjuster details may differ from what you provided in the initial 

plan because the insurer has the option to reassign adjusters. 
 
3. Part 12: Proposed Goods and Services. The table has a new column – Adjuster Response – 

containing the adjuster’s decision per service. Yes stands for “approved” and No for “declined.” If No 
is selected, you will see the reason code provided below. 

 
4. Totalling. This section contains Proposed Amount Submitted next to the Approved Amount as 

recorded by the adjuster. 
 
5. The Tab 5 screen contains a new section at the bottom – Signature of Insurer. It contains: 

• Adjuster’s First Name 

• Adjuster’s Last Name 

Reviewing an Invoice that Has Been Submitted but Not Adjudicated 
To review a submitted invoice, select the Invoices tab and then the Work in Progress sub-tab on 
the provider homepage and select the desired plan from the worklist. To search for a plan, you 
can also use Advanced Search on the provider homepage. 
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Figure 6.6: Viewing Submitted Invoices

 

Click the Review Form button  next to the plan; it opens the Summary page.  

 

Summary Page 

The Summary page is generated automatically upon the submission of an invoice and is 
viewable by both the provider and insurer. It provides an overview of the invoice and related 
documents, displays the document’s transaction history, and lists the document’s current state. 

 
Figure 6.7: Viewing Summary of Submitted Invoice

 

 

 

 

 

 

 

 

 

 

 

 

 

In the upper part of the screen, the Claim Identifier, Return This Form To, and Invoice Identifier 
sections display the data that was entered during the creation of the invoice. 

In the Invoice Details section, the following fields are displayed: 



  

Source: Health Claims for Auto Insurance Processing  
 6 

• Document Number: This is a system-generated reference created upon submission of the 
document 

• Owner: Displays the adjuster assigned to the invoice 

• Status: The invoice’s current status 

• First Invoice, Last invoice, Previously Approved Goods and Services  

From the Summary page, you are able to: 

• Print the current invoice by clicking the Print button. 

• Withdraw the current invoice, unless it has already been reviewed by the insurer, by 
clicking the Withdraw Invoice button. 

Reviewing the Adjudicated Form  

Each of the tabbed screens, or pages, of the OCF-21B or 21C contain read-only details of the 
information provided when the invoice was prepared and submitted to the insurer. You can 
navigate through the invoice as described in Chapter 4: Invoices that have been Submitted 

The Step 3 screen has a new section added in the bottom – Signature of Insurer. It contains: 

• Adjuster’s First Name 

• Adjuster’s Last Name 

Reviewing an Invoice that Has Been Responded to (Adjudicated) by Insurer  
To review an adjudicated invoice, select the Invoices tab and then the Adjuster Response sub-
tab on the provider homepage, and select the desired plan from the worklist. To search for a 
plan, you can also use Advanced Search on the provider homepage. 

 
Figure 6.8: Viewing an Invoice that has been Responded to (Adjudicated) by Insurer

 

Click the Review Form button  next to the plan; it opens the Summary page.  

Summary Page 

The Summary page is generated automatically upon the submission of an invoice and is 
viewable by both the provider and insurer. It provides an overview of the invoice and related 
documents, displays the invoice’s transaction history, and lists the invoice’s current state. 
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Figure 6.9 

 

 

 

 

 

 

 

 

 

 

 

 

 

In the upper part of the screen, the Claim Identifier, Return This Form To, and Invoice Identifier 
sections display the data that was entered during the creation of the invoice. 

In the Invoice Details section, the following fields are displayed: 

• Document Number: This is a system-generated reference created upon submission of the 
invoice 

• Owner: Displays the adjuster assigned to the invoice 
• Status: The invoice’s current status 
• First Invoice, Last invoice, Previously Approved Goods and Services  
 

From the Summary page, you are able to: 
 
• Print the current Invoice by selecting the Print button. 
• Withdraw the current Invoice, unless it has already been reviewed by the insurer, by 

selecting the Withdraw Invoice button. 
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