
 

 
Fixing Patient Accounts 

 

Patient & Insurance Responsible Balances  
Adjusting Patient Balances  Fixing Insurance Balances  

If users need to transfer a balance on patient account 
from Insurance responsibility to patient responsibility, 
follow the steps below. 

1. Click on the Patient Account    button. 

2. Click on the Payment  tab on the 
left. 

3. Click on + Payment   button.  

4. Select Adjustment Only in the Pay Method 
dropdown. 

  

5. Click into the Pat Adjustment 
 field and enter in the amount assessed to patient 
and reason for adjustment. 

6. Click Save+Close button. 

 

1. Click on the Patient Account   
button. 

2. Click on the Claims   tab 

3. Highlight the claim line.  

4. Click on the Revert Pat Resp 

button. 

If patient’s account balance is $0, the following 
steps should be taken. 

5. Follow steps 1 & 2 above. 

6. Click the + symbol to the left of the claim # 
to expand the claim line to view details. 

7. Highlight the adjustment line from the 
initial payment.  

8. Click the Void   button. This will 
place the voided adjustment amount in the 
Insurance Balance column.  
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Fixing Patient Accounts 

 

Invalid Codes & Payers 

Correcting NDC Codes  Correcting Invalid CPT codes  

The following are the steps to correct claims that have 
rejected for missing/invalid NDC numbers. 

1. Click on the Patient Account  button. 

2. Click on the Claims  tab. 
 
3. Highlight the claim line and click on the Edit 

Pencil  button.  The Edit Archived Claim 
Transactions window will open.  
 

  
Claims: Edit Archived Claim 

4. On the Summary: Charges vs Payments tab, 
highlight the transaction line at the bottom that is 
desired to be corrected. 

5. Click the Edit pencil  button. 
 
6. Verify NDC is 11 digits, if not place the cursor into 

the NDC ID field and enter the corrected NDC 
number. 

 
7. Click on the Green Checkmark at the top to Save 

the changes. 
 

1. Click on the Patient Account   button. 

2. Click on the Claims   tab.  
 
3. Highlight the claim line and click on the Edit 

Pencil   button.  The Edit Archived Claim 
Transactions window will open.  

 

Claims: Edit Archived Claim 
4. Highlight the transaction line at the bottom that 

is desired to be corrected.  

 
5. Place your cursor into the CPT field and enter 

the corrected cpt code.  
 
6. Click on the Green Checkmark at the top to 

Save the changes.  
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Fixing Patient Accounts 

 

 

Correcting Invalid Diagnosis Codes  
Correcting Insurance Payer on Submitted 

Claim 

1. Click on the Patient Account   button.  

2. Click on the Claims  tab.  
3. Highlight the claim line and click on the Edit 

Pencil   button.  The Edit Archived Claim 
Transactions window will open.  

 
4. Select the Basic Information tab, highlight the 

transaction line at the bottom.  

5. Click on the Edit Pencil   button at the top. 
This will allow you to edit the ICD-9 Desc fields. 

6. Users may highlight the existing diagnosis code, 
then click the red Minus button at bottom to 
delete. They can also click into the ICD-9 search 
field to enter the code.  

7. Click on the Green Checkmark at the bottom of 

the ICD-9 Desc field   to add the 
diagnosis.  

8. Click on the Summary Charges tab along the top 
to associate the “new” dx codes to the CPT line 
item.  

9. Click on the Green Checkmark at the top of the 
Edit Archived Claim window to Save the corrected 
claim changes.  

Transmitted claims may be returned with claim 
status of "Subscriber ID cannot be found".  
Users will need to update patient's insurance 
record and update the claim by changing the payer 
on the original submitted claim.  

1. Click on the Patient Account  button. 

2. Click on the Insurance  tab. 
3. Update the Insurance information by 

invalidating the existing payer and adding the 
new payer. (See info on how to add a new 
insurance information.) 

4. Click on the Claims  tab. 

5. Click on the Change Payer 
 button. 

6. Highlight the claim lines in section 1 to 
resubmit to different insurance carrier, or 
highlight the new insurance carrier in section 2 
or 3 for the selected transactions. If there are 
no other insurance carriers, users will need to 
select the Omit check box so the Primary 
insurance doesn't link as a secondary 
insurance.     

 
7. Click on Requeue as Primary or Requeue as 

Secondary.     
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Fixing Patient Accounts 

 

Posting Insurance Takeback, Recoups & Retractions on ERA 
Step 1: Recouping payments from Patient’s 

Account 
Step 2: Applying recoups to another 

Patient’s Account 

1. Click on the Billing Center  button. 
 

2. Click on the Adjudications  tab. 
 

3. Enter the Payment ID . 
 
4. Expand the claim for e-Bill Provider Adj account. 

5. Set the Match Status to Discard   in the 
dropdown. 

6. Select the Aprvd  checkbox. 

7. Click on the Post Payment  button at the 
top. 

8. Print out paper remittance from Payer. 
 
9. In the Patient Account, search for the Patient that 

money is being taken back from. 
 

10. Click on the Claims  tab and highlight 
the claim. 

 

11. Click on the Recoup  button.  This will adjust 
the payment and any adjustments associated with 
that claim. It will also place the adjusted payment in 
the Credits tab. 

 

 

 

 

 

1.  Now search for the patient the Insurance 
Payer applied the takeback amount to.  

 

2. Click on the Credits  tab. 
 
3. Click +Credits button to transfer the credit 

amount from the recouped account.    

 
4. Select the Pay method of Insurance Transfer. 
 
5. Search for the patient in the Debit Patient field 

and enter in the transfer amount. This amount 
will populate in the Insurance Credit amount 
field.  Select the payer that this credit transfer 
applies to. 

 
6. Users can enter a note as a reminder of why 

money is being transferred.  
 

7. Click on the Save/Post  button.  
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Fixing Patient Accounts 

 

Step 3: Applying Transferred Credit   
1. In Patient Account, click on the Payments 

 tab. 

2. Click on Plus Payment   button.  

3. Select Payer Credit in the Pay method dropdown.  

4. Apply the appropriate Payment, insurance 
adjustments, and Pat Resp amounts using the 
Payer Credit. 

5. Select the appropriate adjustment reasons. 

6. Click on Save +Close   button.  
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Fixing Patient Accounts 

 

Electronic Secondary Claims Rejection 

Step 1:  Void Primary Claim Payments/Adj Step 2: Repost Payment for Primary Claim 

When a claim rejection states “Total payer amount paid 
+ sum of all claim and service adjustments is less 
than the total claim charge,” this is due to posting 
the primary ins. payment incorrectly. Users will 
need to take the following steps. 

1. Click on the Patient Acct   button. 

2. Search for a patient  using the Patient 
Lookup. 

3. Go to the Claims   tab. 

4. Highlight the charge line or the claim line. 

5. Click on the Recoup  button. This will 
adjust the payment and any adjustments associated 
with that line item or claim. It will also place the 
adjusted payment in the Credits tab. 

6. Click on the Payments   tab. 

7. Click on the Plus Payment   button.  

8. Select Payer Credit in the Pay method 
dropdown.  

9. Apply the appropriate Payment, insurance 
adjustments, and Pat Resp amounts using the 
Payer Credit. 

10. Select the appropriate adjustment reasons. 

11. Select Xfr sec: in the Insurance Action field.  

12. Click on Save +Close   button.  

  

When payments from secondary payers are in ERA Payments adjudications, Users will need to 
discard the payments and post them manually. 
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