
Clearinghouse End-to-End Workflow (Overview)

Clearinghouse

1) Mailroom 2) Registration 3) Screening 4) Determination 5) Case 
Maintenance

6) Customer Service

Core Processes

Supporting Processes

Training Quality 
Assurance

Management 
Reporting
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1) Mailroom

Mailroom

No

Yes

Generate “application 
return” notice to 

customer

Perform new application 
packet checklist review

Date stamp, sort, batch, 
and image the 

application

Proceed to 
“Registration” process

Create appropriate case 
log entry in PSI 

Platform

Receive new 
application

(mail, fax, walk-in, SRS, 
other)

Application 
pass initial 
screening?

PSI Platform creates 
Registration work 

request

Return application, 
notice, and BRE to 

customer

Route paper documents 
to file room
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2) Registration

Registration Specialist

No

Yes

Proceed to “10.1.8 
Duplicate Applications”

PSI Platform creates 
“Screening” 

work request

Research household 
information in 

KAECSES and Platform

Select work request 
from PSI Platform

Receive KAECSES ID 
and update PSI 

Platform

“Original” (non-
duplicate) 

application?

Complete member 
research in KAECSES

Proceed to “Screening” 
Process

PSI Platform creates 
“potential duplicate” 

work request
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3) Screening

Eligibility Specialist

Yes

No

No

Yes

Push all needed 
information into 

KAECSES 
determination screen

Complete preliminary 
determination

Assess case to 
determine if all info 

needed for “Screening” 
is present

Receive “Screening” 
work request

Proceed to 
“Determination” process

Send notice to applicant 
w/ information on how 

to re-apply.

Info obtained 
within 

designated 
timeline?

Verify identity, 
citizenship and income

Complete income 
worksheet

Update case in PSI 
Platform (data push to 

KAECSES)

All information 
present?

Research “secondary” 
systems and perform 
outreach as needed
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4) Determination

KHPA Staff Eligibility Specialist

Yes

No

Yes

No

Update PSI Platform 
and KAECSES

Preliminary 
determination complete

SCHIP only 
application?

Review preliminary 
determination

Generate “Medicaid/
blended family” work 
request and assign to 

KHPA queue

Update PSI Platform

Authorize determination 
in KAECSES

Create case log entry 
and work request to 
return to Eligibility 

Specialist

Correct/ update 
preliminary 

determination as 
needed

Authorize determination 
in KAECSES

Complete SCHIP 
eligibility determination, 

calculate premium, 
determine effective date 

of coverage

Send notice to 
customer re: 

determination outcome

Approve 
preliminary 

determination?
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5) Case Maintenance

Case Maintenance Specialist

Source: KHPA, SRS and other Contractors, 
Customers, KDHE, QEs , etc.
Mode: E-mail, phone, written correspondence, 
walk-ins, system reports, KAECSES alerts, etc.

No

Yes

Initiate registration, 
screening, 

determination process 
(as needed)

Input info and create 
appropriate PSI 

Platform work request

Send appropriate notice 
to customer

Receive case 
maintenance request

Update information in 
KAECSES

Eligibility or 
category of 

service 
affected?

Proceed to 
“Determination” process
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6) Customer Service

Customer Service RepresentativeCustomer

Yes

No

No

Yes

Yes

No

No

Yes

Yes

No

Receive IVR self-
selection options 

Proceed to “Voicemail” 
process

Identify call reason

Attempt to resolve call

Log call into PSI 
Platform

Greet customer, verify 
identity and account 

information,

Call resolved 
by CSR?

Resolve customer call, 
document in PSI 

Platform (KAECSES 
data push)

Place incoming 
customer call to the 

Clearinghouse

Transfer to Eligibility 
Specialist.  Document in 

PSI Platform.

Can call be 
resolved on 

first call?

Transfer caller to 
appropriate Call Center 

or Department

Leave voicemail

Call 
Clearinghouse 

related?

Select speak to 
CSR?

Select leave 
voicemail 
option?

Create work request 
and assign as needed. 

Document in PSI 
Platform (KAECSES 

data push)
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6a) Voicemail

Eligibility SpecialistCustomer Service Representative

No

No

Yes

Yes

No

Yes

Retrieve voicemail 

Record voicemail 
details into PSI Platform 

case log

Customer 
answer or 
available?

Leave voicemail for 
customer indicating 

response to customer’s 
voicemail.  Provide 

instructions for 
customer call back.

Research case in PSI 
Platform and KAECSES 

(as needed)

Create PSI Platform 
case log entry and 

update work request

Generate and assign 
work request to 

appropriate Eligibility 
Specialist

Retrieve work request 
from PSI Platform

Place outbound call to 
customer

Create PSI Platform 
case log entry and 

update work request

Place outbound call to 
customer

Able to resolve 
call “on the 

spot”?

Leave voicemail for 
customer indicating 

response to customer’s 
voicemail.  Provide 

instructions for 
customer call back.

Customer 
answer or 
available?

Proceed to “”Customer 
Service” process

Customer leaves 
voicemail
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