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Purpose: To guide providers through the process of submitting different request types such as service continuations, program 
discharges, member holds, and service level changes in the Atrezzo portal.

Consumer Search
Click the Consumer tab

Enter the Consumer 
ID, or combination of 
Last Name and Date 
of Birth

Click Search

Click the Consumer’s 
Name Hyperlink

Click Waiver snapshot 
to view key information

https://secure.compliance360.com/ext/YzeuUoLB2t3yxpxAmcrTfg==
https://secure.compliance360.com/ext/YzeuUoLB2t01-YLdDgS-XA==
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Service Access Date

Follow steps for Consumer Search

After an applicant is activated in a program, The agency must enter the service access date
Click the Consumer’s 
name and expand the 
Cases field to view the 
UM Case tab

Click the Actions 
button next to the 
corresponding case 
and click Document 
Service Access 
Date

Enter the Date in the 
selected field then 
click Submit
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Service Continuation 

Click the Consumer’s name to get to the Consumer detail page. Scroll to the Cases field and expand it to view all case 
types.

1. Click on the UM 
Case Tab

2. Click the Actions 
button next to the 
most recent case

3. Select Request 
Service 
Continuation

Enter the Service 
Continuation Date

Enter the Service 
Continuation reason

Click Submit to 
complete

Note: The provider will receive a portal message with the outcome of the determination. This outcome will automatically 
update the most recent authorization, which can be found under the Clinical tab on the member dashboard.
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Requesting a Program Discharge
1. Click on the UM 

Case Tab

2. Click the Actions 
button next to the 
most recent case

3. Select Program 
Discharge 
Request

Enter the Discharge 
Date > Program 
Discharge reason

Choose Yes or No from 
the dropdown Services 
were accessed within 
the service year

Optional: Add 
notes/attach 
documents

Click Submit to 
complete

Requesting Member Hold

1. Click on the UM 
Case Tab

2. Click the Actions 
Button next to the 
most recent case

3. Select Add/Edit 
Consumer Hold
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Enter the Start Date 
and End Dates

Enter the Hold Reason

Click Submit to 
complete

*Entering notes or 
uploading a file are 
optional

Note: Holds are 
allowed for up to 180 
days per policy

While the member is on 
hold, an alert will 
appear indicating the 
hold status. This alert is 
visible from both the 
provider dashboard and 
the assessment view

After 180 days, the 
provider will receive a 
notification in the 
message portal 
indicating that the hold 
requires review
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Requesting a Service Level Change
1. Click on the 

Assessment Case 
Tab

2. Click the Case ID 
hyperlink next to 
the most recent 
case

Expand the 
Documents field

Select Click Here to 
Upload File

1. Select Document 
Type: Service 
Level Change 
Request

2. Select Browse 
Max File to locate 
the document

Select the file and click 
Open to attach or 
double click the 
document text

To complete, click 
Upload +

Note: The provider will receive a portal message with the outcome of the determination. This outcome will automatically 
update the most recent authorization, which can be found under the Clinical tab on the member dashboard.
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