
Claims Communication Process

This document outlines where communication from OrthoFi’s Claims team can be found and
how to properly respond to these messages.

Overview:

● Messages from OrthoFi’s Claims team will populate in the OrthoFi Messages filter on the
Dashboard. Certain “Claims” category messages will direct practice users to submit and
upload information via the Message Center.

● The Resolve button directs the user to the Insurance Summary Page (ISP) where the
requested information can be provided.

● Potential “Claims” category requests in the Message Center include Info Requested
From Practice, Payment Upload Requested from Practice, and Payment Upload Error
Re-Upload Requested.

● Tasks appear in different colors on the ISP depending on who is assigned to them. The
task is colored red when assigned to the practice, and the task is colored blue when
assigned to OrthoFi.

★ Info Requested from Practice:

Message example:



Practice steps:

1. Select the Resolve button.

2. Complete the information in the slideout on the right side of the ISP by:
a. Selecting a “Diagnosis”
b. Providing the requested information in the text box
c. Uploading a file (if applicable)

3. Select the Submit button. This will resolve the message from the Message Center.

Note: The ISP Policy Timeline will have a record of the message from OrthoFi and the
response submitted by the practice via the slideout.



★ Payment Upload Requested from Practice

Message example:

Practice steps:

1. Select the Resolve button.

2. Select Upload Payment.



3. On the New Insurance Payment / EOB Upload page, upload the requested
information.

4. Return to the ISP page to complete the remaining fields on the slideout, including
selecting a “Diagnosis” and adding a note.



5. Select the Submit button. This will resolve the message from the Message Center.

Note: The ISP Policy Timeline will have a record of the message from OrthoFi and the response
submitted by the practice via the slideout.

★ Practice Upload Error Re-Upload Requested

Message example:

Practice steps:

1. Select the Resolve button.

2. Select Upload Payment.



3. On the New Insurance Payment / EOB Upload page, upload the requested
information.

4. Return to the ISP page to complete the remaining fields on the slideout, including
selecting a “Diagnosis” and if you were able to re-upload the payment..

5. Select the Submit button. This will resolve the message from the Message Center.

Note: The ISP Policy Timeline will have a record of the message from OrthoFi and the response
submitted by the practice via the slideout.


