How to File a Prompt Payment Complaint with the Ohio Department of Insurance

Medical providers who are not reimbursed for claims made to a patient’s insurance company within 30 days can lodge a prompt pay complaint with the Ohio Department of Insurance. 
Since its launch in 2003, the Department’s Ohio Complaint Handling and Monitoring Program –OCHAMP – offers providers a secure, web-based appeal process to resolve prompt payment disputes in a timely fashion. 

The OCHAMP system – the first of its kind to be implemented in the country – has fielded a total of 10,160 complaints since its inception. There were 2,174 provider prompt payment complaints last year. The majority of the complaints have been about slow reimbursement and denied or partially paid claims. OCHAMP cannot address claims being made to self-funded entities, Medicare and federal employee benefits plans because these claims are all outside the scope of Ohio’s prompt payment law due to federal preemption. 

To access OCHAMP, providers need to visit the Department’s web site at www.ohioinsurance.gov and click the “File a Complaint with ODI” link, located under the “Quick Links” section of the home page. Next, click the “Provider Complaint Information Page” to submit a complaint and to review information on the prompt payment law, frequently asked questions, and other information especially tailored to providers. A hard copy complaint form can also be obtained in this area to be mailed or faxed to the Department. 

Providers should note that they are to first follow all contract grievances and appeal procedures with an insurer before filing a complaint with the Department.

After these steps are completed, OCHAMP electronically forwards the complaint to the insurer for a response. The insurer will be directed to resolve the complaint directly with the provider and notify the Department and the provider of the resolution of the complaint.  

Meetings were recently held at the Department with providers, insurers and businesses to ensure that the Department is effectively addressing needs of stakeholders involved in this process. The discussions were informative, productive and insightful. The Department is currently reviewing the prompt payment complaint processes and procedures in light of the feedback provided. 

A sampling of the topics discussed were: different ways to file a complaint and collect and share prompt payment complaint data, retaliation issues, and the Department’s enforcement authority of prompt payment violations. For a complete summary of the topics discussed and responses provided by the Department, please visit the “Prompt Pay-IRO Meetings” link, located in the “Featured Links” section on the Department’s web site.
How to Navigate OCHAMP:

1. OCHAMP can be accessed by visiting the Department’s web site at www.ohioinsurance.gov. 

2. Click the “File a Complaint with ODI” link in the “Featured Links” area, located at the bottom right of the home page.

3. Click the “Provider Complaint Information Page” link. The prompt payment web page can be accessed directly at www.ohioinsurance.gov/Company/insprmpt5.htm. 

4. Next, click the “Prompt Payment Complaint Form” link in the first paragraph. Select the option to “Fill this form out Online.”

5. Scroll down, then either use your User ID and Password or if you are a new user, select Healthcare Provider in the “New Users” section.

6. You will receive the necessary log-in information via email. Use that information to log-in the “Registered Users” area.

7. Select the company you wish to file a complaint against from the selection list provided.

8. A one page form will appear and you need to populate all fields on the form within a 20-minute timeframe and submit.

9. You will receive a pop-up complaint number assigned automatically and a copy of the email that goes to the company notifying them of the complaint.  

10. The company has 21-days to respond and you will be notified by email when a response has been provided. The email will include instructions on how to retrieve the response electronically.

To access detailed instructions for submitting complaints on OCHAMP please visit www.ohioinsurance.gov/Company/INS0505Instructions.pdf. 
Anyone with prompt pay questions or providers who can only file a paper complaint can contact the Department’s Tate Chaney at 614-644-3428. Emails can be sent to PromptPayComplaints@ins.state.oh.us. Please fax hard copy complaints to 614-644-3744. The Department’s mailing address is 50 W. Town St., Suite 300; Columbus, OH 43215.

This information was provided by the Ohio Department of Insurance.
