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Third-Party Payer Instructions for the Electronic Complaint Resolution Process 

Ohio Complaint Handling and Monitoring Program (OCHAMP) and the 
Credentialing & Contract Complaint System 

 
Overview 
 
The purpose of instituting electronic complaint submissions is to streamline the provider complaint 
process, capture data, and further enhance overall analysis of the complaints by the Department. 
 
The following pages show the pertinent screens used in this process and include instructions on 
completing a response once a complaint has been filed against your company. 
 

  
Figure 1:  This is our main page at www.insurance.ohio.gov 
 
To register new users without having received a complaint, please follow these instructions: 
 

• Please select File a Complaint With ODI. 
• This will take you to the Complaint Center. 

 

Click 
Here to 
Select 



 2

 
 
 
 
 
 
 
 
 
 
 

 
Figure 2:  Complaint Center:   

• Select Provider Complaint information page. 
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Figure 3: Provider Complaint Information Page 

• Select one of the two links to access the provider complaint application, depending on the 
type of complaint you have received. 

 
 
 
 
 
 
 
 
 
 

Click here to go 
to OCHAMP- the 
online provider 
complaint system 

Click here to go to 
the Contract & 
Credentialing online 
provider complaint 
system 
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Figure 4: Provider Complaint Forms page-This will basically look the same for either provider 
complaint application, other than the form number listed above the selection options. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Select this option to access 
the Secured Logon Screen to 
sign up a New User 
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Figure 5:  Secured Logon Screen  

• Registering as a new user requires you to select "company" as the user type. 

• An email will be sent with your password to be activated. 
 

• After you activate your password and become a registered user, when a complaint has been 
filed involving your company, an email will be directed to the appropriate contact at your 
company informing them of the complaint. 

 
• Follow the instructions in the email which will direct the user to the logon screen to sign in 

and retrieve the complaint details. 
 

• You will have the equivalent of 21 straight days to respond to the complaint back through the 
online system. This is 15 working days, consistent with Ohio Administrative Code 3901-1-07. 
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Figure 6:  Application Index Page 
 

• Once you are a registered user, after you logon you will be directed to the application index 
screen. 

• Select the application you need to use depending on what type of complaint you have 
received. 
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Figure 7:  Company-Account Setup Information 

• Complete your information on the Account Information (new user) screen and then follow all 
the instructions from the activation email which will be sent after you register.   

• You are required to click on the link in the email to activate your account.  

• Write down your password, as you will be redirected back to the Logon Screen (Figure 5) 
where you may retrieve the complaint for resolution. 

 
Figure 8:  Employer Identification Number 
 

• To register as a new user, your company’s Employer Tax Identification Number is also 
needed. 
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Figure 9:  After logging in to the Secured Area, enter the case number you wish to retrieve 
(which will be identified when you receive and email from the Department notifying you of a 
complaint). 
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Top Half of Resolution Form 

 

 
Figure 10:  Resolution Form 

• Please verify the information that the provider entered is correct and complete the form as 
indicated.   

• Make sure to contact the provider as instructed.  

• Notice that you can view the provider complaint in its entirety by clicking the appropriate link 
located in the top-right corner. 

 
 
 
 
 
 

Click Here 
for Detail of 
Complaint 

Claim 
Identifying 
Information 
Will Be Here 

Provider Details 
Will Be Here 
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Bottom Half of Resolution Form 
 

 
Figure 11:  Resolution Form (Continued) 

• Enter the Resolution Details, including claims information. 

• Please indicate the appropriate reason(s) for the final disposition of the claim.   

• Additional comments can also be included if you feel it is necessary to substantiate your 
company’s position in the adjudication of the claim.  This information will also be shared 
with the provider.   

• Submit the resolution when every applicable field on the form has been completed. 

 

Final Note:  Confirmation of Resolution Completion 

• You will receive a pop-up resolution number being assigned to the case, in addition to an 
email that is sent to the email address the complaint notification had gone to.  Record the 
resolution number and/or save the email. It is at this stage that the provider has now been 
informed the response is available and can sign back onto the website to retrieve the response 
you have provided.   

• If you have further questions, please contact the Department’s Office of Consumer Affairs at        
1-800-686-1526. 

Provider Details 
Will Be Here 


