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Accessing the HCA Support secure messaging system

Follow these steps to access and use HCA Support.

Step 1: Find HCA Support

a. Visit support.hca.wa.gov.

PEBB benefits administrators

Learn about Benefits 24/7

o
. : il
HCA Support (submit a question) (5

. State agencies and institutions of higher education

\ Are you o benefits administrator of  state agency or institution of higher education? Find eligibility worksheets and other
resources you need to successfully determine employee and dependent eligibility for PEBB benefits, process enroliments
end appeals, and correct enroliment errors.

PEBB participating employer groups

Are you a benefits administrotor of a participating employer group (e.g., municipality, educational service district, etc.)?
Find eligibility worksheets and other resources you need to successfully determine employee and dependent eligibility for
PEBB benefits, and process enrollments and appeols.

A PEBB benefits

@ The Public Employees Benefits Board (PESB) Program offers a vriety of benefits including medical (with vision), dental,
life and AD&D insurance, LTD insurance, FSAs, and DCAP.

Learn about the benefits offered by the PEBB Program and your role in administering them

Administrative tools and resources .‘

Find occounting manuols, PAY1 insurance system manuals, PEBB Program rotes, and other resources to assist you with
successfully administering PEBB benefits | 4

(T | )

@ Training resources

Find resources for new benefits administrators, register for training, access training materials, and view recordings of past

. trainings.
How do ... .

Find PEBB Program rates Access the PAY1 manuals ®
Access the accounting manuals Find rules and policies ”A
Submit a question (HCA Support) @ Learn about the PEB Board

Find information about COVID-19 n

- w a

Forms & publications Notices & updates PEBB My Account (4 HCA Support (4 Contact us

b. Selecting the link to HCA Support will direct you to the messaging system where you will
select between two options: “Public inquiry” and “Agency to agency inquiry”.
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https://support.hca.wa.gov/

Agency to agency inquiry
a. Benefits administrators (BAs) who work for a Washington State Government agency and log
into their work computers through the “state government network (SGN)”, will select the
“Agency to agency inquiry” link.

Welcome to the Washington State Health Care Authority support portal. Please select the
option below that best describes you.

0a® il
(1]
s Ll
Public inquiry Agency to agency inquiry

| am a resident of Washington State and do not currently work for a state lama(n):
agency. | am making a request on behalf of myself or someone else.

View login instructions * Active employee of a Washington State agency that uses WaTech’s
Office 365 managed services.
* PEBB benefits administrator and | am making a request related to
my work with HCA.

Note: If you are a SEBB benefits administrator or your agency does
not use WaTech’s Office 365 managed service, please use the public
login.

View login instructions

b. No other “login” is required. HCA Support will recognize your name and email address from
your SGN credentials. You will go directly to the HCA Support system. Skip to the “Using the
HCA support secure messaging system” section to learn how to make and view a request.

Note: Not all state agency employees sign into their workstation through the SGN, such as
DOT and the Dept. of Fish and Wildlife. BAs from these state agencies will receive an error
message if they select the “State Government” link. They will need to select the “Public
inquiry ” link and gain access via a Secure Access Washington (SAW) account. Follow the
steps associated with selecting the Public inquiry link on the next page.
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Public inquiry
a. Benefits administrators (BAs) who work for a PEBB employer group (such as a city, county, or
water district) as well as an Institution of Higher Education, and those who work for a state
agency which doesn’t use the state government network (SGN) will need to select the “Public
inquiry” link. By selecting Public inquiry, you will be directed to sign in through a Secure
Access Washington (SAW) account.

Welcome to the Washington State Health Care Authority support portal. Please select the
option below that best describes you.

0a® i
(]
() i
Public inquiry Agency to agency inquiry

| am a resident of Washington State and do not currently work for a state lama(n):

agency. | am making a request on behalf of myself or someone else.

* Active employee of a Washington State agency that uses WaTech’s
Office 365 managed services.

* PEBB benefits administrator and | am making a request related to

View login instructions

my work with HCA.

Note: If you are a SEBB benefits administrator or your agency does
not use WaTech’s Office 365 managed service, please use the public
login.

View login instructions

b. If you already have a SAW account proceed to step 2.
Note: Username and password information may already be displayed on the screen.

c. Ifyoudo not already have a SAW account, you will need to sign up for an account, skip to step

to your login for Washington state.

LOGIN
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Step 2: Log into your SAW Account

a. Ifyour username/password is already displayed, then select the submit button. If not, enter
your username and password and select the submit button.

b. You will be prompted to select your Multi-Factor Authentication (MFA) method. Select the
method by which you wish to receive your verification code.

0]

Choose Method

Multi-Factor Authentication (MFA)

This service requires additional verification beyond username and password to prevent
fraud and identity theft. You will need 10 enter a verification code.

Choose Method
How would you like to receive your verification code?

“els@hcawa.

= Qov
m Recawe the cooe n an emall and enter 1 on the next screen

c. Afterreceiving the code, enter it into the code field and select the submit button. SAW will
authenticate your access to the messaging system.

@

Enter Code

Multi-Factor Authentication (MFA)

Enter Code

Please entef the co;

220799 [ s ]

d. Onceyour access has been authenticated, you will be redirected to HCA Support.

e. Skip to the “Using the HCA Support secure messaging system” section to learn how to
submit and view requests.
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Step 3: Register for a SAW account (if needed)
a. From the SAW portal login page, select the SIGN UP! button.

WELCOME

to your login for Washington state.

b. Enterthe required fields and then select the Create my account button. We recommend using
your work email address in the Primary Email field.

Sign Up For An Account

Filllin the following form to sign up for an account. If you are not sure if you already have an account.
check hege.

Personal Information

First Name
Last Name

Primary Email

Contact Information For Security (Optional)
Provide additional contact information ta receive security codes and reduce the chance of losing
access bo your account. You can add or edit additional contact information later in your SAW account

settings.

Additional Email Address (Optional)

Mobile Phone Number (Optional)

Message and 03fa rates may apply. A message wil only be sent when you request if. View o Mpbile
Terms af Service or Privacy Policy far mare information.

TIP: Adding a mobile phone number will give you the option of receiving your authentication code
via email or phone.
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Username and Password
Ussmmame

c. Ifyouraccount was successfully created, a message will display prompting you to check the
email account you used. The email will include an activation link which will activate your new
account.

CHECK YOUR EMAIL

Ain actwvetion link has been sent 1o your email. You must chck the link So sctivate your account
befare you can kogn

d. Openyour email and select the link to activate your account. This action will take you to the
SAW login portal in a new tab on your browser.

e. Closeoutthe “old” tab in your browser.

f. Enteryour username and password and select the SUBMIT button.

WELCOME

to your login for Washington state.

g. You will be prompted to select the method by which you will receive your verification code.
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h. Select your method

@— (2} 3)- (a)
Choose Method nter Co Remember Device Access Service
Multi-Factor Authentlcatlon (MFA)
This service requires addi fication beyond and 1o prevent

fraud and identity theft. You will need to enter a verification code.

Choose Method

How would you like to receive your verification code?

els@hca.wa.
Receve memcsmmemannuem 1t on the next screen.

i. Aunique code will be sent to you via the method you selected. Below is an example of
receiving the code via email.

SAW MFA Code

hel pllsecureaccess.wa gov
T

H
L

External Email

ashington Code/Cadigo:

Q306-2207949

Copy the verification code you received and enter it into the SAW website. You only need to
enter the numbers that come after the dash (-), the first set of numbers will already display in
SAW.

k. Selectthe “Submit” button.

@

Choose Method  EnterCode  Remember Device A

Multl Factor Authentucatlon (MFA)

Enter Code

Please enter the ¢
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[.  Onceyou have been successfully authenticated you will be redirected to HCA Support.

e St 5
Health Cane /itharity [PV — ™

Note: After activating your account (and randomly thereafter), the following screen appear with
three options:
e You can review/update your SAW profile information.
e You can “Add An Authenticator,” which allows you to add options on how you can receive your
verification code, such as an additional email address or a mobile phone number.
e Oryou can skip these options by selecting the “Not Right Now” button.

Don't lose access to your account!

Review your profile to add or update a phone or emall to avoid losing access to your account. You can also add
an authenticator application - it is the fastest and most reliable way 10 receive Multi-Factor Authentication codes

Review My Profile

Add An Authenticator

Not Right Now

m. After responding to this screen, continue with the login process.

Having trouble setting up your SAW account?

If you are having difficulties creating or logging in to your SAW account, please use the Get Help
button.

—
SIGN UP! IGETHELP) TIPS ON
~—

ON BEHALF OF
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Using the HCA Support secure messaging system

Follow these steps to make and review requests as a benefits administrator (BA) in HCA Support.

Make a request (get help)
a. From the HCA Support system, select the “Make a request” button.

Hi JEFF

A page will display all the category topics that can be used to submit a request to HCA.

Itis very important that you select the correct category. Selecting the wrong category will
result in a delay of your request getting assigned to the appropriate unit at HCA for a response.

Admission/Demographic Apple Health Pharmacy
(External L)

Benefits administrator External Data Request FADS help request

inquiry

b. Toensure that the Outreach & Training (O&T) Unit receives your request, select the “For public
and school benefits administrators” link from the table on the left-hand side of the screen

titled “Categories”.

Categories All Categoric
ADA & Language
Accessibility Complaint

Form

Benefits administrator
inquiry

You will see the form in HCA Support that has been designed specifically for benefits

C.

administrators.
Note: The same form will be used by both PEBB BAs and SEBB BAs.
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d. Select the link titled “Benefits administrator inquiry”.

e. Theinquiry form will display. Included on the form is a link to the PEBB BA website.

f. Complete the following actions:
o Select the radio button next to PEBB. (Required information)

o Select the topic your inquiry relates to from the drop-down menu. (Required information)
o Tell us the details of your inquiry. (Required information)

o Select the “Upload” button to add any attachments (if needed). Up to 5 attachments can
be uploaded initially (more can be added later).

o Select the “Submit” button.

g. Amessage will display telling you that a confirmation email will be sent to you shortly.
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h. Select the “Got it” button to close the confirmation message.

j-

Confirmation

The details of your request will display. No further action is required.

Select the “Home” link to return to the HCA Support landing page, or close out of the browser

tab.
, S -
P
e message hes

» Dixon-Ross

SEBB-A1-workshest.xlsx

Jeff Dixon-Ross

SEBB-Al-worksheet.xdsx

Jeff Dixon-Ross

Request Details

Form submited

Sansfit adming

Siginility

a

Request detalls

Mumber State
HCACDOSETST New

Short Consumer
description et Diorr
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View and reply to submitted requests

a. You will receive email notifications from HCA ServiceNow regarding the status of your
requests, which will include a link to the “secure portal” where you can view your requests.

Select the “secure portal” link.
Examples of email notifications:

HC/

Hello Jeff,
Vour beaefits sdminiatrmior lnguiry Request has been received

We'll let vou know if any addinioy

Plense log in @ lew o0 update your pequest
oAl teud theough this porta

ploimation i necded fo falfill voulr request.

HCA

Hello Jefr,

Comments have been added to HCACO0SS7S7

Please log “hr,-. or update your request

All personal communications are routed through this portal

I'hank vou!

b. From the HCA Support portal, select the “My request” button.

@ Make a request H My requests

help with your HCA queestions or concerns View yout HCA support requests

e

c. Alist of your requests will display.
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d. Select the link associated with the request you want to review.

me 3 Request

. ’ .

e. The details of your request will display, including comments from the staff member who is
working your request, as well as any attachments that may have been added.

f. Ifyou need to reply to a response:

o Typeyour message in the text box.
o Add additional attachments (if needed)
o Select the “Send” button.

- -
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g. The details of your message will update immediately.

. > » Q

History @ Agent working on this HCA Case:
ROBERT BLYDEN
t

=

h. Select the “Home” link to return to the HCA Support landing page, or close out of the browser
tab.

Note: All requests will stay open until they have been closed. Once a request has been
resolved, it will close in 10 calendar days, after which any further action will require that a new
request be submitted.
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