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About MDwise
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MDwise Mission and Vision

Who Are We?

MDwise is your provider-led, local, Indiana-based nonprofit health care 
company. Our parent organization, McLaren Health Care, is a nonprofit 
integrated health system that believes all Indiana families should have access 
to high-quality health care regardless of income.

What Is the MDwise Mission?

MDwise provides high-quality, affordable health care services and improves 
the well-being of our members by bringing together exceptional employees, 
community leaders, and health care professionals.

What Is the MDwise Vision?

MDwise strives to be the most influential, trusted choice in health plans by 
doing what is best for the communities we serve.
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MDwise Values

Trust
We trust each other and act with integrity. We are authentic, 
empowered to act and communicate openly with candor and 
caring. We make decisions for the greater good. We earn the 
trust of those we serve through transparency and accountability. 
We are dependable – a promise made is a promise kept.

Innovation
We continuously improve to be easier to do business with. We 
challenge the status quo, generate ideas, collaborate, value 
diversity and demonstrate agility. We are courageous, learn from 
experience and adjust quickly.

Excellence
We make sound decisions and deliver quality programs with 
precision. We are subject matter experts and perform at our full 
potential by working as a team.

Stewardship

We are mission-driven. We are entrusted as stewards of a 
company that serves members, associates, customers, business 
partners and our community. We care deeply about each other 
and all stakeholders. We are privileged to take care of our 
members and treat every dollar as if it were our own. We are 
efficient, set priorities and ensure our processes add value to 
enhance the member experience.

Leadership
We are industry thought leaders and advocates. We take 
initiative, are accountable for results and empower those around 
us to be their best. We roll up our sleeves and dig in to help. We 
lead by example.
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Provider Customer Service 
Unit (PCSU) Overview
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PCSU Roles and Responsibilities

Role: 

• Trained and knowledgeable group of live representatives

• 16 Representatives

• One (1) Team Lead

• One (1) Supervisor

Responsibilities:

• One-to-one interaction with providers

• Advising claim status

• Identifying denials

• Assisting in claim processing results

Focus: Hoosier Healthwise and Healthy Indiana Plan Products 
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PCSU Goals

Goals:

• Provider satisfaction

• Education 

• Root cause analysis

• First call resolution

Ways to Contact:

• Phone: (833) 654-9192 Monday – Friday from 8:00a – 8:00p EST

• Email: mdwiseclaims@mdwise.org

mailto:mdwiseclaims@mclaren.org


9

PCSU Can Help
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When to Contact PCSU

The PCSU can help you with the following:

• Claim status 

• Claim denials/Claim edit questions 

• Dispute status (please allow 30 days for a reply)

• Create service ticket if follow-up is required

• Status of previous service ticket 

• Verify Provider network status 

• Verify Member eligibility on date of service

• Verify authorization status

• Verify Coordination of Benefits (COB) in the MDwise system
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PCSU Education 
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PCSU Education – IHCP Resources

The PCSU can direct to helpful IHCP Resources:

• IndianaMedicaid.com Indiana Medicaid: Home

➢IHCP code sets 

➢IHCP modules 

➢IHCP bulletins 

➢IHCP fee schedules 

https://www.in.gov/medicaid/
https://www.in.gov/medicaid/providers/business-transactions/billing-and-remittance/code-sets/
https://www.in.gov/medicaid/providers/provider-references/bulletins-banner-pages-and-reference-modules/ihcp-provider-reference-modules/
https://www.in.gov/medicaid/providers/provider-references/bulletins-banner-pages-and-reference-modules/ihcp-bulletins/
https://www.in.gov/medicaid/providers/business-transactions/billing-and-remittance/ihcp-fee-schedules/
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PCSU Education – MDwise Resources

PCSU can direct to helpful MDwise Resources:

• MDwise.org 

➢MDwise Provider Page 

➢MDwise Provider Manual 

➢MDwise Prior Authorization and Exclusion List 

➢MDwise Prior Authorization Behavioral Health 

➢MDwise Forms 

➢MDwise Provider Relations Territory Map 

https://www.mdwise.org/mdwise/mdwise-home
https://www.mdwise.org/mdwise/mdwise-for-providers
https://www.mdwise.org/mdwise/mdwise-provider-manual
https://www.mdwise.org/mdwise/mdwise-prior-authorization-forms
https://www.mdwise.org/mdwise/mdwise-prior-authorization-forms
https://www.mdwise.org/mdwise/mdwise-physician-forms
https://www.mdwise.org/mdwise/mdwise-provider-contact-information
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PCSU Team Coordination
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PCSU Coordination

Objective: 
To direct the caller to the right department to meet their needs

Key Point:
Several departments work with the PCSU to ensure providers get their questions 
answered. Certain lines have specific system access, so it’s very important to 
coordinate and direct providers to the correct lines. 

• Eligibility and Benefits – (833) 654-9192 option 1  

• Vision Eligibility and Benefits – (833) 654-9192 option 1

• Contract and Enrollment – (317) 822-7300 option 1 

• Authorization – (888) 961-3100 

• Pharmacy – (844) 336-2677 

• Optum – (877) 620-6194 

• Transportation – (800) 356-1204 

• Dental – (855) 453-5286  

Quick contact guide with additional contacts can be found here: Contact Information | MDwise

https://www.mdwise.org/mdwise/mdwise-provider-contact-information
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Provider Complaints 
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Provider Complaints

Objective: 

Provider satisfaction

Key Point:

As a Provider, you have the right to file a complaint.

• To submit a formal complaint, email 

mdwiseclaims@mdwise.org or fax (463) 426-5854 with 

“Complaint” in the subject line 

• All complaints will be reviewed and replied to within seven 

(7) business days 

mailto:mdwiseclaims@mdwise.org
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Claim Adjustment Forms
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Claim Adjustment Form Overview

Objective: 

Provider Satisfaction

Key Point:

Providers who disagree with the reimbursement or processing of a claim 

can submit a request for review before doing a formal dispute.

o Claim adjustment forms must be received within 60 calendar days 

of the most recent MDwise Explanation of Benefits (EOB) 

o Claim adjustment forms will be reviewed and replied to within 30 

calendar days when submitted via email at 

mdwiseclaims@mdwise.org or fax (463) 426-5854 

o Claim adjustment form: Provider Forms | MDwise

Did you know that 

the PCSU works 

the Claim 

Adjustment 

Forms? 

mailto:mdwiseclaims@mclaren.org
https://www.mdwise.org/mdwise/mdwise-physician-forms
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When to Use the Claim Adjustment Form

Common claim adjustment submission types:

oAuthorization Discrepancies  

oCoordination of Benefit Discrepancies

oEligibility Discrepancies 

oAdding a Modifier 

oPricing Discrepancies

oRequest for Recoupment
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Claim Adjustment Form
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Disputing a Claim
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Disputing a Claim Overview

Objective: 

Provider Satisfaction

Key Point: 

Even though disputes are handled directly by the dispute department, the 

PCSU can provide you with claim’s status. 

o PCSU can assist Providers in determining the correct 

documentation needed to process your dispute efficiently 

o Claim disputes must be received within 90 calendar days of the 

most recent MDwise Explanation of Benefits (EOB) 

o Claims disputes will be reviewed and replied to within 30 calendar 

days when submitted via email at cdticket@mdwise.org or mailed 

to P. O.  Box 441423, Indianapolis, IN 46244

mailto:cdticket@mdwise.org
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When to Submit a Dispute

Common dispute submission types:

oAuthorization Discrepancies  

oCoordination of Benefit Discrepancies

oTimely Filing Denials

oEligibility Discrepancies 

oCoding Review  

oAnything that a Claim Adjustment Form did not resolve



25

Beyond the PCSU
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MDwise Support System for Providers

Objective: 

Provider Satisfaction

Key Point: 

MDwise values every provider and if you have worked with the PCSU 

and still have no resolution, we want to know. 

oDedicated Provider Relations Representatives (see region map on 

page 27) can assist with issues that go beyond the PCSU

o Provider Relations Representatives work closely with other 

departments, including the PCSU, to solve problems raised by 

providers

o Cross-team collaboration is key to root cause analysis, which is 

what MDwise aims for
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Online Resources for 

Providers
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Provider Relations Territory Map
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MDwise Provider Relations Team 
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Links and Resources

➢MDwise │ Claims Resources 

➢MDwise │ Claim Forms 

• Claim Adjustment Request Form

• Claim Dispute Form

• Provider Refund Remittance Form

• Vision Eligibility Request Form

➢Claim Inquiries

• Providers can use myMDwise provider portal to view the status of claims quickly.

➢MDwise Claims: Provider Customer Service Unit: (833) 654-9192

➢MDwise │ Contact Information

• Quick Contact Guide

• Provider Relations Territory Map

https://www.mdwise.org/for-providers/claims
https://www.mdwise.org/for-providers/forms/claims
https://www.mdwise.org/Uploads/Public/Documents/MDwise/Provider_Claims_Adjustment_2022.pdf
https://www.mdwise.org/uploads/public/documents/mdwise/claims_dispute_form.pdf
https://www.mdwise.org/uploads/public/documents/mdwise/Provider-Refund-Remittance-Form_fillable.pdf
https://www.mdwise.org/Uploads/Public/Documents/MDwise/Vision-Claim-Eligibility-Request-Form.pdf
https://www.mdwise.org/mdwise/mymdwise-provider-portal
https://www.mdwise.org/mdwise/mdwise-provider-contact-information
https://www.mdwise.org/Uploads/Public/Documents/MDwise/MDwise-Quick-Contact-Guide.pdf
https://www.mdwise.org/Uploads/Public/Documents/MDwise/MDwise-Provider-Relations-Territory-Map.pdf
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QUESTIONS?
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