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Effective today, May 1, 2025, OptumInsight (Optum) is the operator of the Provider Services Call
Center.

Dear Providers,

What is Different:

¢ Phone Number: The Provider Services Call Center phone number has changed. The new
phone number is 1-833-468-0362. The phone number has been updated on the Provider
Contacts web page.

o Business Hours: The business hours for the Provider Services Call Center are 8:00 a.m. -
5:00 p.m. MT Monday — Friday.

o Change of Vendor: Providers will no longer contact Gainwell Technologies (Gainwell) for
assistance.

What is the Same:

Provider Processes: Although the vendor answering calls, the phone number, and a one (1)-hour
change to the hours of operation for the Provider Services Call Center are different, provider
processes for working with Colorado Medicaid are the same.

Optum agents have been trained to assist providers with questions about all topics that are
important to providers. Providers will continue to receive assistance with topics typically asked of the
Provider Services Call Center. These include billing and claims submissions, member eligibility,
enrollment, revalidation or technical support for the Provider Web Portal.

There are no changes to the Provider Web Portal for claims submission, provider payments, provider
enrollment and revalidation. However, Secure Correspondence is no longer available in the Provider
Web Portal. Providers may contact the Provider Services Call Center with any questions they would
otherwise have sent through secure correspondence.

What to Expect During the Provider Services Call Center Transition:

The Department of Health Care Policy and Financing (the Department), in partnership with Gainwell
and Optum, has worked to minimize disruption to providers.

Given the complexity and breadth of information that call center agents must assist with, there may
be an initial phase during which agents need additional time to research caller questions. To reduce


https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fhcpf.colorado.gov%2Four-providers&data=05%7C02%7Crequests.co.provcomms%40gainwelltechnologies.com%7Cbe3d7f369a7242276f1f08dd8686af22%7Cc663f89cef9b418fbd3d41e46c0ce068%7C0%7C0%7C638814635218757642%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=iCWKW2Bccr6u0C%2BGOBqxau8RBnTWm181RBDn4i6d948%3D&reserved=0
https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fhcpf.colorado.gov%2Fprovider-help&data=05%7C02%7Crequests.co.provcomms%40gainwelltechnologies.com%7Cbe3d7f369a7242276f1f08dd8686af22%7Cc663f89cef9b418fbd3d41e46c0ce068%7C0%7C0%7C638814635218767889%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=cft8FBigPixNciqbuekNXVCwX1g1FkFBqGsFM%2FbcZsY%3D&reserved=0
https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fhcpf.colorado.gov%2Fprovider-help&data=05%7C02%7Crequests.co.provcomms%40gainwelltechnologies.com%7Cbe3d7f369a7242276f1f08dd8686af22%7Cc663f89cef9b418fbd3d41e46c0ce068%7C0%7C0%7C638814635218767889%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=cft8FBigPixNciqbuekNXVCwX1g1FkFBqGsFM%2FbcZsY%3D&reserved=0
https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fhcpf.colorado.gov%2Fprovider-help&data=05%7C02%7Crequests.co.provcomms%40gainwelltechnologies.com%7Cbe3d7f369a7242276f1f08dd8686af22%7Cc663f89cef9b418fbd3d41e46c0ce068%7C0%7C0%7C638814635218777596%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=xCi6b46Ojnfx7IgaCYqi%2BAMP%2BcjqkMxmHttWE6%2BbDOk%3D&reserved=0
https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fhcpf.colorado.gov%2Fprovider-help&data=05%7C02%7Crequests.co.provcomms%40gainwelltechnologies.com%7Cbe3d7f369a7242276f1f08dd8686af22%7Cc663f89cef9b418fbd3d41e46c0ce068%7C0%7C0%7C638814635218777596%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=xCi6b46Ojnfx7IgaCYqi%2BAMP%2BcjqkMxmHttWE6%2BbDOk%3D&reserved=0
https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Fcolorado-hcp-portal.coxix.gainwelltechnologies.com%2Fhcp%2Fprovider%2FHome%2Ftabid%2F135%2FDefault.aspx&data=05%7C02%7Crequests.co.provcomms%40gainwelltechnologies.com%7Cbe3d7f369a7242276f1f08dd8686af22%7Cc663f89cef9b418fbd3d41e46c0ce068%7C0%7C0%7C638814635218787265%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=qn20kw3%2BWNyjWHL3fF%2FGQ2UYJBuJybFfIDwY3BHXXfQ%3D&reserved=0

wait times, providers can select the new "virtual hold" option to hang up the phone while keeping
their place in line and receive a call back when an agent is available.

Providers are encouraged to note the "case number" given by the agent during a call. The case
number can be referenced by the provider and by the call center agent if the agent needs to
conduct additional research, or if the provider needs to place a follow-up call.

The Department is committed to supporting providers through this transition and will publish
updates through regular provider communications.

Thank you,

Department of Health Care Policy & Financing



