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What is online claim reconsideration?
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Online claim reconsideration is a new feature on the Cigna for Health Care 

Professionals website (CignaforHCP.com) where you can request a finalized claim be 

reviewed for possible adjustment.  

Key features:

 Request a claim review at your fingertips. 

 Eliminates the need to call Cigna Customer Service to 

request a review or check the status of a review. 

 Follow a brief online questionnaire to determine if your 

request is a simple adjustment, or requires a written 

appeal or a corrected claim.

 Gives a notes and documentation section for you to 

describe your reason for the request and upload any 

needed documentation.  

 Assigns a reference number to your request.

 Easily check the status of the request.

 Requests typically take five to 10 days.



Begin with a claim search
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Initiate a claim 

search

Enter search 

criteria 



Select your claim
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Select the claim



Start a reconsideration request 
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Start

Claim has to be 

in finalized 

status: 

Processed, Paid, 

Denied, or 

Duplicate.
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Fill in information to begin the questionnaire
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Click to 

continue

Select the 

provider, the 

service state, 

and if the claim 

was processed 

as in- network or 

out-of-network.

Please note:

The questionnaire responses 

drive the path of the 

reconsideration request (Note: 

you can change your answers 

prior to clicking submit). 

The paths are: (1) You can 

submit the reconsideration 

request, (2) you will be directed 

to submit a written appeal or (3) 

you may be directed to submit a 

corrected claim.  

The reconsideration feature is 

unable to accept and process 

written appeals and corrected 

claims at this time. Please use 

other channels for these 

submission types.    



What do I want to request for this claim?
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1 2

3

5

4

6

Select the tile 

that most closely 

aligns with your 

claim scenario. 



Reconsideration help
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If you need 

assistance, 

check out the 

frequently asked 

questions and 

answers.

12345678690



Example 1: Dispute an authorization decision
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Select 

See where 

you are in 

the 

process. 



Example 1: My issue is related to Precertification of Services
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 This part of the 

questionnaire will 

have choices 

related to 

precertifications.

 Chose the most 

appropriate 

option.

 The next step is 

dependent upon 

the tile you 

choose here.

 Note: You can 

save your request 

and complete it 

later. (Within 5 

days)

Click



Checking the status in the reconsideration history section
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Status

• Open Draft – request was started and saved, but not submitted.  

Reconsideration access is required to open and review the 

details of a draft.

• An open draft will remain open for five calendar days.

• Anyone with reconsideration access can update or complete the 

request.

Only one 

reconsideration 

request can be 

open at a time 

for each claim.
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Example 1: If I choose Dispute an Authorization

12Confidential, unpublished property of Cigna. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel. © 2020 Cigna

Select 



Example 1: Dispute an Authorization (continued)
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 Disputing an 

authorization  

results in a 

message –

Cannot Submit a 

Reconsideration 

Request. 

 This dispute 

requires an 

appeal so you 

can’t proceed 

with the request.  
You can close and go 

back to the claim 

detail screen. Or, start 

a new 

reconsideration 

request.

See how you 

answered the 

previous 

question.



Example 2: If I choose Denied but Precertification is On-File
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Select 



Example 2: Denied but Precertification is On-File (continued)
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 An appeal is not 

required in this 

case, so you can 

proceed to the 

next step in the 

questionnaire. 

 Click “Continue” 

to proceed to the 

notes and 

documents 

screen, save 

your work for 

later, or cancel 

your request. Click 



Example 2: Denied but Precertification is On-File (continued)
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 Advances to the 

Documents 

portion of the 

request.

 In the notes 

section you can 

explain there is 

a precertification 

on file and 

provide the 

number. There 

is a 1,000 

character limit.

Authorization is on file.  # 456798

Input a note 

here, and 

scroll down 

to attach a file 

if needed.



Example 2: Upload supporting documentation
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 You can upload 

supporting 

documentation 

for your request 

if needed. 

 You can drag 

and drop the 

files, or browse 

your computer 

to attach a file.

 See the status 

of your upload. 

Reminder: The 

site is secure. It 

is not necessary 

to encrypt or 

password-

protect files. 

You can 

attach up to 

10 files.

Maximum 

size of each 

file is 

64MB. 

Two files 

cannot 

have the 

same file 

name.

Click X to 

remove a 

file. 

Click 

Important note: Upload only necessary documentation for this 

specific claim.  Do not attach a list of claims or upload claims 

for submission.



Example 2: Review before submitting
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 Before submitting 

the request, 

review your 

submission. 

 Click “Previous” if 

you need to 

change 

something, save 

for later, cancel 

or “Submit 

Reconsideration”.

Authorization is on file.  # 456798.  Also attaching a copy.

Click 



Example 2: Receive a confirmation number
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 You can click 

“Copy Number” 

to copy the 

reference 

number. 

 You can 

download a 

copy of the 

request to print 

or save.



To check the status of a reconsideration request
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 Find the claim: 

Is it in your 

recent searches 

on the 

dashboard, or  

did you flag the 

claim so it would 

stay on your 

dashboard? If 

no, simply  

search for your 

claim. 

 Go to the “Claim 

Details, 

Reconsideration 

History” section 

and check the 

status. 

Status: Received,

In Process,

Adjusted,

Upheld (reason in 

notes),

Pended for Review, or 

Request Failed (Virus)



Is your request outside of standard timeframes?
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 This screen will 

pop up only if the 

last date the 

claim was 

processed is 

outside standard 

timeframes. 

 In order to 

continue, you will 

need to make a 

selection and 

click one of the 

four tiles.

 The next step 

depends on the 

tile you choose.  

Upload proof on the  

documents screen

Will redirect you to 

submit an appeal*

*At this time, we are unable to accept 

appeals using online reconsideration. 

Provide a note or upload 

proof on the documents 

screen

Provide a note or upload 

information on the 

documents screen
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Reconsideration feature access
Click on 

triangle, then 

choose 

Settings & 

Preferences



Reconsideration access (continued)
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Click Online 

Access

Click View 

access rights
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Choose TIN

After October 29, 2020, if you don’t see Reconsideration, 

speak to your website access manager.  

Reconsideration access (continued)
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CONGRATULATIONS! 

You have completed the 

Online Claim Reconsideration 

eCourse.
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