[bookmark: backtotop]Novitasphere FAQs
Browser-related questions
Where are the search fields?
Why can't I see some of the fields?
Why am I unable to tab between fields in Novitasphere? 
I previously was able to use Chrome or Firefox to access the Identity Management System (IDM) and Novitasphere without issues, what changed?
Enrollment
We are a group practice. Do we need to enroll each provider separately?
Why do I need a new submitter ID?
If I have multiple Novitasphere submitter IDs with the same tax ID, how do I register in IDM?
Can providers continue to use their billing service/clearinghouse when enrolling for Novitasphere Portal?
Can providers use their existing software when enrolling for Novitasphere Portal? 
How can I convert multiple linked PTANs to my new portal submitter ID?
Where can I locate my new Novitasphere submitter ID? 
If my billing service/clearinghouse enrolls for Novitasphere Portal, what features will they have access to?
Can I have access to Novitasphere if I am outside of the United States?
IDM user IDs 
I already have an IDM ID. How do I get access to Novitasphere?
When I try to register, I get an error message saying the Social Security number (SSN) is already in use. What should I do?
Why are SSNs needed when users register in IDM? 
I need to make a change in IDM, what do I need to do?
One of my end users has left the company. How do I remove their Novitasphere access?
 Novitasphere roles 
How does additional staff get access to Novitasphere?
I need to update the office approver for my organization. What steps do I need to take?
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Comprehensive instructions for using all features in Novitasphere are available in the Novitasphere user guide. Always refer to the user guide for questions related to Novitasphere. 

Browser-Related questions
1. [bookmark: searchfields][bookmark: one]Where are the search fields?
The search window may be minimized. It is located on the left of each feature's initial screen, but it may be minimized. Click the blue box with a magnifying glass located next to the instructions to reopen the search box. Scrolling may also be necessary based on your browser's zoom settings. 
[bookmark: whycantiseefields]Why can't I see some of the fields?
They may not fit on the screen. Try zooming out or scrolling to view all fields.
Why am I unable to tab between fields in Novitasphere?
Customers accessing Novitasphere using the Firefox browser will be unable to use the “Tab” key to move between fields.
[bookmark: two]I previously was able to use Chrome or Firefox to access the Identity Management System (IDM) and Novitasphere without issues, what changed?
Google has announced that they are no longer supporting certain browser add-ins in Chrome, which may cause you to experience difficulties using IDM or Novitasphere. If you are experiencing issues using Chrome or Firefox, we suggest utilizing another supported browser instead.
[bookmark: enrollment]Enrollment
[bookmark: three]We are a group practice. Do we need to enroll each provider separately?
No, you will complete the enrollment with your group information.
[bookmark: four]Why do I need a new submitter ID?
Due to updates in the Novitas Solutions EDI systems, a new submitter ID must be assigned. Customers cannot enroll for access to Novitasphere in the IDM system until their enrollment form has been processed and the new submitter ID assigned. If this step is not completed, the IDM access request will be rejected.
[bookmark: five]If I have multiple Novitasphere submitter IDs with the same tax ID, how do I register in IDM?
For organizations that have multiple Submitter IDs with the same tax ID (e.g., billing services and clearinghouses), the office approver must only register the organization and tax ID once in the IDM system. Creating multiple organizations with the same tax ID in IDM will cause errors messages when using Novitasphere.
[bookmark: six]Can providers continue to use their billing service/clearinghouse when enrolling for Novitasphere Portal?
You can continue to submit claims and retrieve your reports through an existing billing service or clearinghouse and still use the other features in Novitasphere.
[bookmark: seven]Can providers use their existing software when enrolling for Novitasphere Portal?
You can continue to create claims through your existing software and submit claims through your current method while using the other features in Novitasphere.
[bookmark: eight]How can I convert multiple linked PTANs to my new portal submitter ID?
Direct EDI submitters, billing services and clearinghouses can use the Novitasphere Migration List Template to request the conversion of multiple PTANs from their current submitter ID to their new Novitasphere submitter ID, rather than EDI Enrollment forms for each provider. Otherwise, customers may send a letter on office letterhead and include the PTAN and NPI of each customer converting, the name of the provider, the current submitter ID, electronic remittance advice (ERA) designation (default is to maintain current setup if nothing is indicated), and an authorized signature. If you wait to send this request until after your enrollment request is processed, please also include the new Novitasphere submitter ID that has been assigned and send it with the EDI Fax Cover Sheet.
[bookmark: nine]Where can I locate my new Novitasphere Submitter ID?
Your Novitasphere submitter ID will be included in your initial Novitasphere enrollment letter from us. If you do not have your letter, the submitter ID can be found in the My Account Profile link accessed on the bottom menu bar in Novitasphere.
[bookmark: ten]If my billing service/clearinghouse enrolls for Novitasphere Portal, what features will they have access to?
They will have access to all available features in Novitasphere.
[bookmark: eleven]Can I have access to Novitasphere if I am outside of the United States?
No. CMS restricts work that is performed outside of the United States. System functions include the transmission of electronic claims, receipt of electronic remittance advice, or the access to any system for beneficiary and/or eligibility information. Any request for access to Novitasphere by an overseas party will be immediately denied by Novitas Solutions, Inc. Additionally, users who are identified as accessing the system via an IP address outside of the United States will have their Novitasphere access removed.
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[bookmark: idmuserids]IDM user IDs
[bookmark: twelve]I already have an IDM ID. How do I get access to Novitasphere?
Sign in to IDM using your existing account and request a new role for Novitasphere. Do not create another user ID. If your provider office is not yet enrolled, complete the EDI Portal Enrollment form (8292P or 8291P) before submitting the role request. Once the form is processed and you have been notified, please follow the steps in our Novitasphere IDM Instructions to request the appropriate Novitasphere role (step 2). This will add the Novitasphere application to your existing IDM lD. 
[bookmark: thirteen]When I try to register, I get an error message saying the Social Security number (SSN) is already in use. What should I do?
This message means that the SSN entered has an IDM account. First, validate that the SSN is typed correctly. If the SSN is correct, you may have an account. To verify this, use the Forgot User ID? feature on the Login screen. Your User ID will remain yours, even if you have moved to a different organization. Do not create another User ID.
Navigate to https://home.idm.cms.gov
Select “Forgot your User ID?”
Enter E-mail address, first name, last name, date of birth, zip code
Click submit
You will receive confirmation that your information has been successfully verified, and an e-mail will be sent to you with your User ID. If you are unable to retrieve your User ID, please contact the Novitasphere Help Desk at 1-855-880-8424 for assistance.
[bookmark: fourteen]Why are SSNs needed when users register in IDM?
The Novitasphere portal utilizes IDM for Identity management. IDM requires a user to enter their SSN during registration. The name, address, telephone number, SSN and date of birth are collected for identify verification purposes only.
[bookmark: fifteen] I need to make a change in IDM, what do I need to do?
Updating name, SSN or date of birth: Legitimate changes to the first name, last name, SSN or date of birth will require a service request. Contact the Novitasphere Help Desk, who in turn, will submit the service request directed to the Novitasphere IDM Administrator to modify your personal information. Refer to the Contact Us tab on Novitasphere for contact information.
Updating E-mail address, phone number, challenge questions and answers, and address: Once logged into IDM, select “My Profile”. You can modify your e-mail address, personal phone number, challenge questions and answers, and personal address from this screen. This will not update the address on file for the organization.
[bookmark: sixteen]One of my end users has left the company. How do I remove their Novitasphere access?
If possible, have the end user remove the Novitasphere role in IDM. If the end User is unable to do so (e.g., has left the company), please complete the steps outlined in the IDM Instructions for Office approver/Office back-up approver steps to terminate user access.
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[bookmark: novitasphereroles]Novitasphere Roles
[bookmark: seventeen]How does additional staff get access to Novitasphere?
Each user must request their own access. Instruct your colleagues to access IDM and register as the office back-up approver or end users as appropriate. Office back-up approver requests will be reviewed by Novitas staff. End User requests will generate an email to the office approver that they have a request that is “pending approval”. They will need to log in to IDM and approve the request.
[bookmark: eighteen]I need to update the Office Approver for my Organization. What steps do I need to take?
Complete the EDI Submitter ID Update Request Form to update the office approver name. Once this form is processed, the new office approver will need to log into IDM and register as the approver for your office.
