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Start

Claims are denied by 
Payor via 835 EDI 
transactions and 

sent to UTSW

Claim 835 data is 
tied back to invoices 

in EPIC

Select next row from 
the WQ to open the 

item

For each item in the 
WQ

For each item in the 
WQ

Check Activity 
History to determine 
if the WQ item is a 
follow-up appeal or 

not

End

Denial and remark 
codes are populated 
for the invoice item

An EPIC WQ item is 
created for the invoice 

and routed to the “34394 
TD DUPLCIATE DENIAL” 

WQ

In-Scope for 
Automation

Out-of-Scope for 
Automation

Upstream Process

Login to EPIC

Navigate to the 
“34394 TD 

DUPLCIATE DENIAL” 
WQ

Invoice already 
appealed?

Availity Payor?

No

UHC?

No

Cigna?

Yes
Login to Availity 
Provider Portal

Yes
Login to UHC 

Provider Portal

Yes
Login to Cigna 
Provider Portal

Navigate to Claim 
Status

Yes

Check Activity 
History to determine 
if payor denied the 

code(s) again 

Appealed claim 
denied again?

No

Check Activity 
History to see if we 

received 
correspondence 
from the payor

Received 
correspondence 

from payor?

Yes

Payor upheld 
denial?

No

No

 Navigate to the Prof 
Tx Inquiry > 

Transactions tab

Filter by the denied 
CPT code(s) of the 

claim

Capture all details of 
each transaction 
which shares the 
same CPT code & 

Service Date

True duplicate?

Yes

WQ item is routed to the 
Clinical Denials team which 
corresponds with the Billing 

Providers specialty with what 
adjustments need to be made 

to the claim

Crosswalk for this criteria in 
progress with Business

No
Initial claim 
submitted 

incorrectly?

Yes

Yes

No
Pull and save all 

charts related to the 
invoices

Consolidate charts 
into a single PDF

Yes

No

Defer WQ item to 
allow time for 

payment processing

Login to EPIC
Navigate to the 

assigned specialty 
WQ

For each item in the 
WQ

For each item in the 
WQ

Select next row from 
the WQ to open the 

item

Check Activity 
History for Technical 

Denials team 
assessment

True duplicate?
Initial claim 
submitted 

incorrectly?
No

Yes

Add Note to WQ 
item detailing 

findings and actions 
to be taken

Perform charge 
correction for claim 
in EPIC with correct 

pricing modifier

No
Clinical Denials team 

goes through the 
claim appeal process

No

Login to Other payor 
portal OR call payor 

to appeal/check 
claim status

Search for Claim
Verify Claim Status, 

Check for denied 
CPT codes

Performing claim 
appeal?

No

Yes

Appeal Claim

Denied codes? Yes
Extract denied claim 

details

Document details in 
Epic WQ item and 

defer

LLM/Agent Potential

Save consolidated 
PDF of clinical 

records into O drive 
(APPEALS folder)

Process/Step logic 
TBD

End

Claim in 
progress?

Yes

Document details in 
Epic WQ item and 

defer

No

No

Extract paid claim 
details

Defer WQ item to 
allow time for 

payment processing

Yes

Claim change is an 
informational 

modifier?
Yes

Edit claim in EPIC 
with informational 

modifier

No

Navigate to Claim 
Search

Review all Charts 
which correspond 
with each related 

invoice

Performing claim 
appeal?

Yes

Appeal Claim

Verify Claim Status, 
Check for denied 

CPT codes
No

Claim in 
progress?

Document details in 
Epic WQ item and 

defer

Yes

No Denied codes?

Extract paid claim 
details

No

Defer WQ item to 
allow time for 

payment processing

Extract denied claim 
details

Yes
Additional Info 

needed?
Document details in 

EPIC

Call payor to gather 
additional claim 

details

No

Document details in 
Epic WQ item and 

defer

Yes

#1

GOTO #1

Additional Info 
needed?

Document details in 
EPIC

Call payor to gather 
additional claim 

details

No

Yes

GOTO #1

Search for Claim

Navigate to Claim 
Search

Performing claim 
appeal?

Yes

Appeal Claim

Verify Claim Status, 
Check for denied 

CPT codes
No

Claim in 
progress?

Document details in 
Epic WQ item and 

defer

Yes

No Denied codes?

Extract paid claim 
details

No

Defer WQ item to 
allow time for 

payment processing

Extract denied claim 
details

Yes
Additional Info 

needed?
Document details in 

EPIC

Call payor to gather 
additional claim 

details

No

Document details in 
Epic WQ item and 

defer

Yes

GOTO #1Search for Claim

Add Note to WQ 
item detailing 

findings and actions 
to be taken

Escalate to Billing 
Team WQ in Epic to 
perform the charge 

void

Ensure the latest 
ICN is listed in 

Override Claim ICN 
section

Send Replacement 
Claim and Accept

Invoice drops to 
Completed tab of 

the WQ

 Navigate to the Prof 
Tx Inquiry > 

Transactions tab

Filter by the denied 
CPT code(s) of the 

claim

Capture all details of 
each transaction 
which shares the 
same CPT code & 

Service Date

Review all Charts 
which correspond 
with each related 

invoice


