
Overpayments for Molina Healthcare 
providers on Availity Essentials

Use this application to view, dispute, resolve claim overpayments,     
and more. 



Important Notes About Using Availity

When you use Availity Essentials, results and data come 
from payer systems. Information can vary by payer, plan, 
product, member, your user account permissions, etc.

Information and images were current at the time this 
presentation was developed. Screen images and 
demonstrations are from a demo environment containing 
pre-loaded generic, de-identified information. Information 
might also be redacted or blurred.

It is a violation of HIPAA regulations to share credentials to a 
system that contains PII/ PHI. Do not share an Availity user 
ID with others. Your organization’s Availity administrator sets 
up user IDs and assigns roles.

YOU SHOULD KNOW…
Availity supports Google Chrome, 

Firefox ®, Microsoft Edge v79 or higher

Be sure to allow pop-ups from:

www.apps.availity.com,
www.availity.com, or

any third-party websites accessed from  
Availity Essentials, such as a payer's 

website.
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 Accessing the Overpayment Application and the roles you’ll need for the application
 The 5 statuses that define the Overpayment Process
 A quick review of the Overpayment dashboard, overpayment Summary and Detail Cards
 The process to follow when you receive a new Overpayment from Molina Healthcare.

 View the Overpayment letter electronically
 Take Action on the Overpayment!

• Make an inquiry with Molina Healthcare about the overpayment
• Dispute an Overpayment with Molina Healthcare
• Resolve the Overpayment (agree to refund of overpayment amount and your repayment options)

How you know the status of the Overpayment and when it has been processed by Molina 
Healthcare

 We’ll review additional helpful features and then wrap up the webinar
With any time remaining we’ll address any questions that were trending during the webinar

What We’ll Cover in Today’s Webinar



Molina Healthcare Overpayments 
using Availity Essentials
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Overpayment definition

An overpayment is any 
payment that a provider 
receives in excess of the 
amount payable for a 
service rendered. 
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Do you have all the permissions that you need?
To use the overpayments application, your 
organization’s Availity administrator must assign the 
Claim Status and Claims Overpayment Recovery
roles to your user account.

Contact your administrator(s) to get more or 
different permissions.

HIGHLIGHTS AND INSIGHTS 
In My Account Dashboard, click My 
Account > Organizations > Open My 
Administrators to find administrators for 
your business. 
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Purpose of the Demonstration

How to Access the Overpayment Application in Essentials
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Purpose of the Demonstration
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The Five Statuses that are possible in the use of the application

Action
Required Inquired Disputed Resolved Closed

8

Overpayment 
is new, and no 
action has 
been taken.

The Provider 
requests more 
information 
from the payer.

The provider 
disputed the 
overpayment 
with the payer.

The provider 
resolved the 
overpayment 
with the payer.

The payer has 
closed the 
overpayment.

Overpayments always start 
with Action Required and 
always end with Closed (by 
the payer). But in between, 
you have 3 options available 
on each overpayment. 

In fact, you can even use 
more than one of these 3 
options (NOT AT THE 
SAME TIME!) during the 
life cycle of the same 
overpayment.



Purpose of the Demonstration
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How to use the Dashboard to manage inventory



Purpose of the Demonstration
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How each overpayment is represented by a Unique Card

Summary view of an overpayment card



Purpose of the Demonstration
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How to work an overpayment using the Detail View



Purpose of the Demonstration
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How to use the Conversation functionality in the App



Purpose of the Demonstration
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How to upload and access Attachments



Purpose of the Demonstration
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Other Key Features



Manage Overpayments
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If you have a significant number of Overpayments to manage, there are 
several ways to easily organize your overpayment inventory!

Using the Search By, Filter and Sort options, you can navigate to, and 
manage your overpayments just the way you want to manage them.
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To access the overpayments application, click 
1. Claims & Payments
2. Overpayments. 
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The overpayments worklist displays. Use the 
‘Show overpayment statistics’ toggle switch to 
display the statistics dashboard.
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The default view is to ONLY show 
the Active Results. I have used 
Filter and Sort options (much more 
to come on those!) to see Active 
Results for just Molina and All of 
my Organizations. 
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Select a Search By option and 
enter the requested information in 
the second Search By field. 
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Click Search. If it finds a match to 
that claim number, it will display 
only that Overpayment card.



© 2023 Availity, LLC. All rights reserved. Confidential and proprietary—do not distribute.23

To custom filter your worklist, make 
sure to click Clear All to remove any 

existing filters and then click the 
Filter button.
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From the Filters selection box, choose as many 
filter’s as you’d like. Careful not to choose too many 
filters, as you may not get your desired results.

NOTE: Molina does not 
use the Vendor filter. 

You can now select 
multiple filter selections at 
the same time from the 
same filter option. For 
example, selecting Action 
Required and Disputed 
from the Status filter.
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Notice the Sort By options. As mentioned, you can select the organization 
(if you belong to more than one or select All) and sort the list by:
Date of Service or Last Update Date – Newest to Oldest or Oldest to 
Newest , or by Overpayment Amounts – Largest to Smallest and 
Smallest to largest.



Each overpayment is displayed as a card and provides a 
summary in the worklist view. 
Remember, the status bar on the left side of an 
overpayment card indicates the overpayment's status.
A New badge displays on the Action Required status for 24 
hours after they are added to the Overpayment application. 
Also, a New Updates badge displays when the status is 
changed by the payer or when a new message is received. 

A message icon displays 
on overpayments that have 
messages. A badge or 
counter, next to the 
message icon identifies the 
number of new messages.
The attachment icon 
(paper clip) displays on 
overpayments that have 
attachments.
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On Action Required, If no action is taken within 60 
days (from letter), the payer will recover the claim 

overpayment via an offset from a future claim 
payment. 

For questions, please contact a Molina specialist at       
866-642-8999. 



View Details
(Conversation and Attachments)
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Through the actions 
menu you can choose to 
view the details page. 
You can also get there by 
clicking on the 
Overpayment card.
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You can see quite a bit of detail about the overpayment, 
the Overpayment Reason and in this case, the Dispute 
Reason. (More to come on Disputing an Overpayment!).

Notice the conversation and attachments BADGES. 
They’re letting you know that there is a conversation to 
view. (As we saw earlier, if a new entry comes into the 
conversation, there will be a number on the badge). The 
Conversation tab displays messages sent within 
Essentials between the provider and payer.
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You can print out a 
PDF of the 
Overpayment Details 
and the conversation 
thread. Click on the 
Action Menu and then 
Download PDF.
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We’ve scrolled to the bottom of the 
message thread. To send another 
message, type up to 2500 characters in 
the text box. Then click Send Message. 

NOTE: Any messages received FROM 
Molina would also display here, with the 
Molina logo and date/time stamp.

There’s also a tab for attachments. The 
attachment tab allows providers and 
payers to submit attachments associated 
with the overpayment.
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Switching over to the Attachments tab, you can view any attachments and download the ones that are in the status 
of received. 

Very important: Notice that Molina provides you with the Overpayment Request Letter for each Overpayment –
under Payer Documents. You can download and save a copy of that letter. It contains quite a lot of information about 
the overpayment, including contact information for that specific overpayment if you have any questions. 

To Submit an attachment, click Add Attachments.
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The combined file size cannot 
exceed 128 MB and the max 
number of documents allowed to 
upload in a single session is 10. 
Also, notice the supported file types. 

First, we’ll click on ‘Add File’.
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Your computer’s file explorer displays. 
Navigate to wherever you store your 
files. (Hard drive, network drive, the 
cloud). Select the file to add, then 
click Open.

Note: File names cannot contain 
special characters, like & or %. If your 
file name contains a character, 
rename the file before attempting to 
click Open to attach the file.
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For this demo I have tried to attach 4 
documents. You can see that the first 
three documents attached correctly.  
The fourth document is an 
unsupported document type, and the 
error message is very specific.  You 
would click on the little garbage can to 
remove that file. 
You can also click on the garbage can 
next to one of the successful 
documents if it turns out not to be the 
one you intended. You can continue 
adding file attachments until you get 
to 10 in one session. 
NOTE: Until you click Submit, they 
are not sent to Molina.



Request more information
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Let's look at the 3 different actions you can take with an 
overpayment, starting with Request more information.
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Each card has an action menu, and options vary based on the 
status of the overpayment. 

On an Action Required overpayment, you can resolve an overpayment, 
view details about an overpayment, request more information about 
the overpayment from the payer, dispute an overpayment, and as 
already mentioned, assign an overpayment to yourself.

In this scenario we’ll Request More Information. 



Molina providers will see an invoice number displayed at 
the top of the pop-up window. It serves as confirmation 
on which invoice you are inquiring about with the payer.
Click the drop-down in the Select Inquiry Type field. 



Select an Inquiry Type



I’ve selected Duplicate Payment. 
Now, enter comments and/or questions 
for the payer. You have 2500 characters, 
so please be as specific and detailed as 
possible. Then click Submit.



A success message displays. To return to the 
overpayment worklist, either click worklist or Close.

And there is now a conversation badge, because 
you sent the payer an explanation of your Inquiry.
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Notice that the status has changed to blue –
Inquired. 

REMINDER: You can go into the Detail View and 
add attachments to help explain your inquiry!!



Dispute an overpayment
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Staying with Anna, we received information back 
from the payer on our inquiry, but we’ve decided 
to dispute the overpayment. 

NOTE: You can also go directly from a new 
Action Required right to Dispute Overpayment. 
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Click the drop-down on the Select Dispute Type field. 
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Here are the disputes types that are specific to Molina providers.

For this example, I’ll select Disagree with OP Amount.
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Provide an explanation of the dispute. You have 2500 characters, so 
please be as specific and detailed as possible. Then click Submit.

And… Don’t forget to go into the Detail View and add attachments!
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A success message displays. To return to the overpayment worklist, either 
click worklist or Close.

The status changes to yellow - Disputed. And there is now a conversation 
badge, because you sent them the explanation for your Dispute. 

Now that it is disputed, let’s take a closer look at the Detail view of this 
overpayment. I can do that by clicking close and then clicking on the card 
(or from the Action menu).
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The first item is that the # of days elapsed has reset to 0 
because you took action and changed the status of the 
overpayment. 

Next, you can see the Disputed Reason, Overpayment 
Reason, and Rendering Provider

Finally, it’s a really good idea to come back to the attachments 
tab and add any pertinent documentation that will help the 
payer understand your rationale for disputing this overpayment! 
By the way, we would encourage you to add attachments for an 
inquiry as well, if you think it will help the payer better 
understand your question.



Resolve an overpayment

© 2023 Availity, LLC. All rights reserved. Confidential and proprietary—do not distribute.51



© 2023 Availity, LLC. All rights reserved. Confidential and proprietary—do not distribute.52

Here is another action that Anna can take. 

In this case the payer did not overturn the dispute and provided 
the reasons why. So, we’re ready to resolve the overpayment. I’m 
showing you this from an overpayment in Dispute, but you can 
Resolve Overpayment from any status. 
For example, on the Inquiry we did, if the explanation from Molina 
satisfied your question, you could Resolve Overpayment from the 
Inquired status. 
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Resolving an overpayment means that you agree to -
resolve the overpayment - and pay back the payer. 
Click the drop-down in the Select a payment method field.
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Select a payment method. 

Agree - Offset means the overpayment will be recouped from a future payment.

Agree - Refund means the provider will be sending the payer a check for the overpayment. 

I’ll select Agree – Refund for this example.
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On Resolved Agree - Refund overpayments, If the 
refund is not received within 60 days (from 

agreement), the payer will recover the claim 
overpayment via an offset from a future claim 

payment. 
For questions, please contact a Molina specialist at         

866-642-8999. 

Click the check box 
to acknowledge the 
message that you 
agree to resolve this 
overpayment, and 
then select Agree.
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A success message displays. To return to the 
overpayment's worklist, either click worklist or Close.
The status changes to green - Resolved. 
After the overpayment is settled, the payer will close the 
overpayment. At that point, the status changes to Closed.



Closed overpayments
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While the overpayment may be closed, you can still reach 
out to Molina and continue to work the overpayment.
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Locate the closed overpayment(s). In this 
example, I used the Search By: Patient Last 
Name – Delvey.
While it has been closed by the payer, you can 
still communicate with them by going to the 
Conversations tab. Either click on the View 
Detials link or click the action menu and then 
‘View Details’. 
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We’re on the conversations tab. Scroll down to the bottom 
of the thread to send a new message to the payer.
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If you still have questions/concerns over a closed overpayment, 
type in your message to the payer and click ‘Send Message’. 
From the Attachments tab, you can also still attach pertinent 
documents that would help explain your message. They’ll 
receive them and respond back via this conversations thread.



Feedback, Export and 
Assign overpayments
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To assign an overpayment to yourself, click on ‘Assign to User’.
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Click ‘Assign’ or ‘Cancel’. If you click ‘Assign’, the Overpayment 
card will then say ‘Assigned to [your name].
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To share your thoughts with us, 
click Give Feedback.

This overpayment is now assigned to me!  
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Let us know how you feel about the 
overpayments application and 
provide details. Click Send.

NOTE:  This is not the place to 
submit a question or if you need 
assistance. Please contact Availity 
Client Services with any questions 
or if in need of support.
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You can export an overpayments summary in a .csv file format, which can 
then be saved as an Excel spreadsheet if you prefer.

1. Click Actions
2. Click Export Overpayments Summary and it will export all your 

overpayments (except Closed overpayments), even if you are only 
viewing one of your organizations or have added Filters.
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You will see a message informing you that it could take 
a few minutes for us to create the file. We will send you 
a notification when the file is ready to download. Click 
Close in the confirmation message window.
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Once the overpayments CSV file is ready, you 
can download it from the Notification Center 
just by clicking on the hyperlink.
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Sample Overpayments CSV File
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**SPECIAL NOTE:  If you have the 
Provider Overpayments - Manager 
role, you can do bulk assignments of 
overpayments to your team. If you 
do have that role or permission, click 
on Actions…
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Along with the export option, you 
will also have the option for 
Bulk Overpayments Assignment.
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You can select the specific overpayments cards to assign or choose ‘Select All’.

Once you’ve chosen the cards, start typing their name in the Assign To… field. 
Once selected, click ‘Assign’. (Select from all users in your org with the 
Overpayment role)

ONCE AGAIN, YOU MUST HAVE THE PROVIDER OVERPAYMENTS -
MANAGER ROLE TO PERFORM THIS FUNCTION.



Tips
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IF YOU WANT TO… THEN FOLLOW THESE STEPS

Add an attachment 1. Locate an overpayment card that has a status of Inquired, Disputed, Resolved or 
Closed. 

2. Click the overpayment card.

3. Select the  Attachments tab and click Add File.*

4. Select the file to attach, and then click Open.

Generate a report for an 
overpayment

1. Click the action menu in the overpayment card, and then click Export Overpayments 
Summary (.csv).

2. Follow the prompts from your browser to open or save the .csv file.

View a conversation 
history, send a message 
and locate unread 
messages

1. On an Overpayment card, the conversation icon will have a number, indicating the 
number of unread messages.

2. From the overpayment card Detail view, select the Conversation tab and read the 
messages, including any new messages.

3. Send a message – Type in your message in the text field and click Send Message. 

*File sizes and types vary by payer.  For Molina, the total file size cannot exceed 128 MB and the max number of documents allowed to upload in a single session
is 10.



• Use Find Help to launch the Provider Help Center and 
access training documentation plus payer-specifics.

• Use Get Trained to launch the Availity Learning Center 
(ALC) to enroll in on-demand and live training options.

• Use Availity Support to submit a support ticket online to 
Availity Client Services (ACS).

• Use View Network Outages to review current outages 
and scheduled maintenance.



My Account page
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My Account page is all about 
the user and the organization. 
Use it to:

• Change the avatar
• Update user information
• Find organization 

administrator information
• Manage support tickets

Organization administrators can also manage business and team information.

EXAMPLE OF  
MY ACCOUNT DASHBOARD



Q&A
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Note: Some overpayment features vary by payer. We are only able to answer 
generic and Molina-specific questions at this time.



Contact 1.800.282.4548 (1.800.AVAILITY) for assistance or select 
Help & Training > Availity Support to create a support ticket. 

Select Help & Training > Get Trained for additional on-demand training.

Thank you
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