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SECTION 1 – INTRODUCTION & LOG IN 

Introduction 

This document details all of the functionality and data included in the Employer/Plan Sponsor portal. As 
the Employer/Plan Sponsor it is critical that you review this information and audit the data included in 
the website on a regular basis. Much of this website is self-service and it contains everything needed to 
manage your COBRA and/or Direct Bill administration. 

 

Login Information 

HealthEquity/WageWorks will provide the authorized client contacts with a username and password 
to access their company's records through the website. Once you have received your username and 
password, you can log in to the website. 

 

To access our client website, go to cobrabenefits.wageworks.com and select the Employer Log In 
button. 

 
 

For help with username and/or password problems, or other technical issues, please contact your 
Service Delivery Management team. 

https://cobrabenefits.wageworks.com/
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SECTION 2 – CLIENT ACCESS HOME PAGE 

Once you log in to your account, you’ll see the Client Access Home page. This home page is where 
you will find general contact information, regulatory changes, and system enhancements. Take a 
moment to read any messages that identify new information. 

 

 

From the home page, you will have easy access to the following options: 

 

Primary Menu Options 

▪ Employer Setup – View the information or settings for your account 

▪ Health Plans – View your carriers, health plans and rate structures. 

▪ Reports – View the standard reports that are available through this website. 
▪ Help – View a number of resources including our contact information, a list of frequently asked 

questions and resources. 

▪ Log Off – Allows you to log out of your account. 
▪ Participants – View and access participant listings or records, update information and add 

employees. 

▪ COBRA – Notify HealthEquity of your new COBRA participants, including entering 
qualifying events and/or takeover participants. 

▪ Direct Bill – Notify HealthEquity of your new Direct Bill participants, or access Direct Bill 
reports. Note, this option will only show if HealthEquity is assisting with the administration of 
your Direct Bill services. 

 

Secondary Menu Options (Gray Tabs) 

▪ Messages – Read updates and other important communications from us. 

▪ Cases – Create cases and follow their progress through to resolution. 

▪ Preferences – Receive daily reports of open cases or change your password. 
▪ Contact Us – See our address, contact numbers, and links to various email addresses and an 

online request form. 
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SECTION 3 – EMPLOYER SETUP 

The Employer Setup page allows the user to view client information. 
 

 
There are seven different sections within Employer Setup. The sections are as follows: 

 
▪ General – Plan sponsor information, employee count, number of continuants and historical 

turnover rate. 

▪ Services – A summary list of services being provided by HealthEquity/WageWorks. If this list 
does not match the employer's understanding of the services HealthEquity should be providing, 
please notify us immediately. 

▪ Contacts – HealthEquity/WageWorks maintains a contact list for all key contacts 
associated with the relationship including executive, administrative, billing and carrier 
contacts. 

▪ Divisions – Displays the different divisions within the employer’s company. 

▪ Classes – Existing employee classes currently in our system. 
▪ Security – A list of users with access to the records. Administrative users can view this list. 

Administrators should visit this webpage periodically to verify that only authorized users have 
access to the records. 

▪ Summary – A summary of all plan sponsor settings for employer and health plan information. 
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General 

Allows you the ability to view and update general plan sponsor information that we have on file. 
 

 

 
Services 

Shows you a listing of the current services that are being provided by HealthEquity/WageWorks. 
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Contacts 

Allows you to view, update and add new contacts to your account. This information should be reviewed 
regularly to ensure client, TPA and carrier contacts are always up to date. 

 

 
 

Divisions 

Allows you to view and update divisions associated with your account. 
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Classes 

Allows you to view and update classes associated with your account. 

 

 
 
 

Security 

Includes a listing of any contacts who have access to view your account. 
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Summary 

Shows a full summary of all aspects of your account, including system settings, contacts, carriers, plans 
and rates. 
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SECTION 4 – HEALTH PLANS 

 

There are seven different sections within the Health Plans tab, including: 

 
▪ Open Enrollment Workbook Wizard – This will only show if you are approaching your 

upcoming open enrollment period and is used to provide important OE and plan / rate 
information to HealthEquity. 

▪ Carriers – Carriers or TPAs for the company's health plans should be set up under the Carriers 
tab. 

▪ Plans – Health plans are the options that employees select when choosing their plan types 
such as a PPO or HMO. 

▪ Rates – Provides a list of all carriers, plans and rates that are configured in the system. 
▪ Enrollment Periods – Users can view enrollment periods defined for rate changes and/or 

annual/open enrollment periods. 

▪ Eligibility – Verify existing eligibility notations by plan. 

▪ Availability – View existing plan availability rules. 
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Open Enrollment Workbook Wizard 

If you are approaching your upcoming open enrollment period, you can access the Open Enrollment 
Workbook Wizard. This feature will help you gather your OE information and help get your new plan 
and rate information for HealthEquity to process. 

 
For more information about this process, you can access a dedicated user guide that walks you through 
the steps. 

 

Carrier 

Allows you to view, update and add new carriers to your account. This should be reviewed and updated 
annually at open enrollment, or when there is a change in carrier 
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Plans 

Allows you to view, update and add new plans to your account. This should be reviewed annually at 
open enrollment, or when there is a change in plans. 

 
 

 
 

Rates 

Allows you to view all of the rates associated with your plans, including current, historical and 
subsidized. We encourage you to print, audit and validate these rates, since these are the amounts 
that will be billed to COBRA continuants and remitted to the plan sponsor. 
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Enrollment Periods 

Allows you to view all of your open enrollment materials sent out by HealthEquity/WageWorks. 
 

 

 
Eligibility 

Allows you to view all of your eligibility details and rules that have been established for each of your 
carriers. 
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Availability 

Allows you to view the current availability policy and details associated with all your plans. 
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SECTION 5 – REPORTS 

The Reports section includes a list of all the standard reports scheduled for delivery to the website for 
your use. Users can view new reports and see a history of reports. Types of reports include eligibility 
reports, reinstatement notifications and cancellation notifications. Our website gives the plan sponsor 
access to COBRA participant reports, which are always available. 

 

 
 

Within the reports page, you can view standard reports available through this website. You’ll see a 
listing and a description of each. There are seven different sections within the reports, including: 

 
▪ Eligibility – A series of reports to view participants in their waiting period, continuants and 

canceled participants. 

▪ Scheduled Reports – A list of reports that HealthEquity will produce. You can view a history 
of scheduled and produced reports. Common reports under this tab include eligibility reports, 
reinstatement notifications and cancellation notifications. 

▪ Exception – This section includes reports that are important for monitoring error and exception 
conditions. You should visit this section often to stay apprised of important conditions such as 
returned mail, ineligible dependents or dependent coverage exceptions. 

▪ Activity – This section provides a way for employers to monitor the activity on their account. 
Searches can be done by user, division or activity type for a specified date. 

▪ Employees – This report allows you to select the employees to include in the report, optionally 
include addresses and dependents, and to sort by various criteria. 

▪ Monthly – Access to monthly reports including statements and carrier remittance. 

▪ Cases – Tools for viewing client and participant case history. 

▪ Export – Request a file export containing participant data. 

▪ Processing Reports – Includes results from the processing of the inbound electronic files. 
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Eligibility 

These reports allow you to see all participants that are pending, enrolled or in canceled status. 

 

 

 
▪ COBRA Continuation Pending Report – List of participants who are in their 60-day waiting 

period and their election expiration date (deadline) 

▪ Status of COBRA Continuants – Shows COBRA participant’s payment status and coverage 
details; participant inquiry can also be accessed through this option 

▪ Status of Direct Bill Participants – Shows direct bill participant’s payment status and 
coverage information; participant inquiry can also be accessed through this option 

▪ Status of Direct Bill Participants with History – Shows direct bill participant’s payment status 
and coverage information, including history 

▪ Canceled Eligible Employees and Continuants – This report includes participants who were 
eligible to elect COBRA but never elected coverage; it also includes a list of participants who 
were canceled for non-payment of premium 

▪ Future Qualifying Events – The events will not be processed completely until the actual 
qualifying event date passes, depending on your account setup 

▪ Covered Participants by Plan – Displays historical information of participants on a plan 

▪ All Covered Employees by Plan – Lists all employees that are covered by plan 
▪ COBRA Continuants as of December 31 of the Prior Year by Plan – Historical lists of 

participants most frequently used for employers’ 5500 form filing requirements, sorted by plan 
▪ COBRA Continuants as of December 31 of the Prior Year by Participant – Historical 

lists of participants most frequently used for employers’ 5500 form filing requirements, 
sorted by participant 

▪ Participants in COBRA Election Phase with Effective Dates Prior to December 31 of 
Previous Year by Participant – Historical lists of participants in election phase who have 
effective dates prior to December 31 of previous year 
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Scheduled Reports 

A list of reports that have been or can be scheduled for delivery to the website. Users may view new 
reports and look up the history of scheduled and sent reports. Common reports configured under this 
tab include eligibility reports, reinstatement notifications and cancellation notifications. 
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Exception Reports 

 

 
 

▪ Returned Mail Report – If mail is returned to HealthEquity/WageWorks as undeliverable, the 
information will be available in this report. To update the address, go to the Participant Search 
webpage, click Update and enter the new information. 

▪ Ineligible Dependents of Employee Report – Employers should run this report at least once 
a month to stay current as to when a dependent ceases to be eligible for active or COBRA 
benefits due to the limiting age. A qualifying event may be processed directly from this report. 
HealthEquity will NOT automatically terminate an ineligible dependent due to limiting age. 

▪ Ineligible Dependents of COBRA Participants Report – This report uses the earliest non- 
student and student age limits based on the configuration of each of your carriers. If you have 
different age limits for your various carriers, some of the dependents on this report may not be 
ineligible. A qualifying event may be processed directly from this report to remove a dependent 
from the report. 

▪ Ineligible Dependents of Direct Bill Participants Report – This report uses the earliest non- 
student and student age limits based on the configuration of each of your carriers. If you have 
different age limits for your various carriers, some of the dependents on this report may not be 
ineligible. 

▪ COBRA Participants with Impending Medicare Eligibility Report – This report should be 
used to determine when COBRA eligibility should end because of Medicare eligibility. This 
report could also potentially display Medicare-eligible participants, who should not be canceled. 
Please consult with your legal advisors before canceling COBRA based on information 
contained in this report. 

▪ Dependent Coverage Exception Report – When dependent information is not complete 
and accurate or when a dependent's coverage option does not match the family 
configuration, users can either update the HealthEquity/WageWorks records here or mark 
them as acceptable to remove this exception from the report. 

▪ Active Employee Compliance Status for Initial Rights Notifications – General summary 
showing purchased or unpurchased Initial Rights Notification compliance status for active 
employees. 

 



4363-CXWW-CBD-Client-Portal-User-Guide Copyright © 2020 HealthEquity, Inc. All Rights Reserved. 

21 

 

 

Activity 

Employers can use the activity page to retrieve statistical COBRA participant information, found under 
the Reports tab, Activity Reports page. Data can be retrieved by a submission date range or time 
period. Users then have the option to sort the data by date, employee name, activity type or Social 
Security number. For example, if the Department of Labor (DOL) wants to see all of the HIPAA notices 
sent out to a particular employee, the company would select the activity type option. Then select HIPAA 
Rights Sent by Employer from the pull-down menu. After displaying the results, the view option can be 
used to access the Participant Inquiry page for a particular client. 

 

 
 

Employees 

Users may generate a report that lists the plan sponsor participants by employee name, COBRA 
continuants, employee and continuants, and selected division. 
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Monthly 

Users may view standard monthly reports including statements and carrier remittance reports. 
 

 
 

▪ Premium Statements – Monthly statements listing qualified beneficiaries’ names, types of 
coverage and premiums collected throughout the month. 

▪ Fee Invoices – Monthly plan sponsor account fee invoice using a breakdown of administration, 
activity and setup fees. 

▪ Divisional Premium Statements – Monthly premium statements by division. 

▪ Divisional Fee Invoices – Plan sponsor account fee invoice by division. 
▪ Client Remittance Report – Provides detail to support the net settlement check for 

COBRA and Direct Bill clients. 

▪ Carrier Remittance – Shows participants who have elected and paid for COBRA continuation 
coverage through the active coverage period. If there is more than one health plan, the report 
will have multiple pages. 

▪ Supplemental Fee Invoice – Lists participants that make up Direct Bill billing line item in fee 
invoice. 

▪ Select Monthly Reports by Time Frame – You can select a specific month (via dropdowns) 
for Premium Statement, Fee Invoice and Carrier Remittance. 

▪ Severance Statements – Invoices applicable to pay carrier clients when a participant is on 
severance. 

▪ 941 Subsidy Reports – Historical reporting used during American Recovery and Reinvestment 
Act (ARRA). 

▪ Subsidy Admin Fee Detail Report – Lists participants that make up the administrative fees line 
item in Premium Statement. 

 
Please note: Adobe Acrobat Reader software is needed to view and print statements and fee invoices. 
Adobe Acrobat Reader is available to download at no cost from www.adobe.com. 

 

 
 
 

http://www.adobe.com/
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Cases 

This section provides tools for viewing client and participant case history. 
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Export 

This section allows you the ability to extract some of your data from the system, including data for your 
active employees, enrolled and pending COBRA participants and enrolled Direct Bill participants. 
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SECTION 6 – PARTICIPANTS 

The Participant pages are used to view or update employee or dependent records. They are also used 
to process employee or dependent qualifying events, rehires, disability extensions and takeovers. You 
can search for a participant’s information by Social Security number, employee name and hire date. 

 

Participant Search 

 

At this level you have the option to search for a specific participant record by entering in their Social 
Security number, name, account number or other information. You also have the option to show all you 
participants, both current and former. 

 

Tips: Social Security numbers can be entered with or without hyphens. Also, when searching by name, 
users do not need to enter the whole name - searching for “At” in the last name field would return 
participants with last names beginning with “At.” 
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Once you locate your participant(s), the following options are available based on their current status: 

 
▪ View – View all history at the participant level. Email can be sent to 

HealthEquity/WageWorks with any questions or concerns about the participant. 

▪ Update – Make necessary changes to the employee or dependent information including, but not 
limited to, address, date of hire, date of birth, dependent address and dependent qualifying 
event. 

▪ Process QE (Qualifying Event) – Process a qualifying event. 
▪ Rehire – Make changes to the participant information for rehired employees (i.e., address or 

dependent changes). 

▪ Disability Extension – If a qualified beneficiary meets legal requirements for a disability 
extension, the information can be added in this section. 

▪ Takeover – Client will send HealthEquity/WageWorks the files containing employees with 
different company numbers. If the client realizes that an employee was listed under a certain 
company number by mistake, they can go into the takeover option from the Participant Inquiry 
page to correct the mistake. 
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View 

The view option allows you to identify and see your active employees as well as your pending, current 
and terminated COBRA & Direct Bill participants. 

 

 

 
Update 

The update option allows you to quickly view and update key information for your active employees and 
COBRA participants. 
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Add 

At this level you have the ability to enter a new employee’s compliance information into the 
HealthEquity/WageWorks system. 

 

 
 

Adding a New Employee 

To add a new participant: 

▪ Within the secure website, select the top menu option of Participants. 

▪ A new set of gray sub-menu options will appear. Select the Add option. 
▪ Enter the new employee's Social Security number, and the system will search for an existing 

Social Security number. If none appears, you will need to complete the form. 
. 
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▪ Complete all fields and click Next. 
 

 
 

▪ On the Data Verification page you can review the information. Select Finish to save the new 
employee's data. A confirmation page will appear showing that the employee and associated 
dependent(s) were processed in the system. 
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SECTION 7 – COBRA 

In the COBRA Participant Management section, you can process qualifying events and enter takeover 
COBRA participants. 

 

 
 

▪ Qualifying Event: A qualifying event occurs when an employee, along with any of their eligible 
dependents at that time, lose coverage on a COBRA eligible plan and who should be sent a 
COBRA Election Notice. 

 
▪ Dependent Qualifying Event: This occurs when a dependent loses coverage on a COBRA 

eligible plan and should be sent a COBRA Election Notice. The most common types of 
dependent qualifying events are: 

o Divorce / separation 

o Ineligibility of a dependent child 
 

▪ Takeover: A takeover should be entered when a continuant that has previously elected 
coverage through a prior administrator should now be billed by HealthEquity/WageWorks 
(typically an acquired organization). The billing start date entered on this form determines when 
HealthEquity/WageWorks will begin billing and remitting premiums for this continuant. 
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Processing COBRA Events 

Qualifying Event 

On the Qualifying Event page, you can enter a COBRA qualifying event as soon as the employer is 
notified. The plan sponsor can view and update participant setup information at the same time they are 
processing a qualifying event. Qualifying events that are submitted via the website are mailed the 
following business day. 

 

 
 

To process a participant’s qualifying event: 

▪ Within the secure website, select the top menu option of COBRA 

▪ Select Qualifying Event 

▪ At the prompt enter the Social Security number for the participant 

 

 
 

▪ When the participant information appears on the page, select Process QE. 
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▪ Update any demographic information (if needed). 
▪ Enter the qualifying event date and select the qualifying event reason from the drop-down 

menu. 

▪ Add any covered dependents that are not listed and check the MED/DEN box for the dependent 
to be listed as a covered dependent. 

▪ When finished with adding / updating all information on this screen, click Next. 
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▪ If your company is paying a portion of the COBRA premium, select a severance package (e.g., 
your company will pay a percentage of the qualified beneficiary’s monthly COBRA premium 
should he or she elect COBRA coverage) from the drop-down menu. 

▪ Select the plan(s) in which the qualified beneficiary (QB) was enrolled at the time of the QE (i.e., 
the plan(s) on which he or she was enrolled the date before the QE) and subsequently lost due 
to the QE and the applicable coverage tier. 

o Please note: Individually Rated Price is a monthly premium amount. Usually, 
“individually rated price” indicates when a monthly applicable premium varies from one 
qualified beneficiary to another. 

▪ Review the Original Coverage Begin and Last Day of Pre-COBRA Coverage fields for accuracy 
or update these as applicable. 

o Please note: These dates are generally be populated based upon your plan setup, 
although you have the option to override these fields if needed. 

▪ When finished with adding / updating all information on this screen, click Next. 
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▪ Confirm the QE date, reason and plan(s) affected. 

▪ Enter any employer-paid severance package details here, if applicable. 

▪ When finished reviewing / updating, click Finished to see your confirmation. 

▪ When all the event information is validated, you can continue processing the qualifying event. 

▪ Once the event is processed, a window will appear showing that the event has been processed. 
 

Please note: A qualifying event should be entered upon termination. If a participant is already on 
COBRA when the contract goes into effect, he or she must be entered as a takeover continuant. 
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Dependent Qualifying Event 

Before a qualifying event can be processed for a dependent, they must already be in the system as a 
dependent of the employee. If a dependent is not listed, they can be added by using the Participant 
Update feature. 

 

 
 

To process a dependent qualifying event: 

▪ Within the secure website, select the top menu option of COBRA. 
▪ Select the Dependent Qualifying Event menu option and create search criteria for either the 

dependent or the employee’s social security number. 

▪ Once you locate your employee, select the QE option 
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▪ Update any demographic information (if needed). 
▪ Enter the qualifying event date and select the qualifying event reason from the drop-down 

menu. 

▪ If your company is paying a portion of the COBRA premium, select a severance package (e.g., 
your company will pay a percentage of the qualified beneficiary’s monthly COBRA premium 
should he or she elect COBRA coverage) from the drop-down menu. 
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▪ Select the plan(s) in which the dependent was enrolled at the time of the QE (i.e., the plan(s) on 
which he or she was enrolled the date before the QE) and subsequently lost due to the QE and 
the applicable coverage tier. 

o Please note: Individually Rated Price is a monthly premium amount. Usually, 
“individually rated price” indicates when a monthly applicable premium varies from one 
qualified beneficiary to another. 

▪ Review the Original Coverage Begin and Last Day of Pre-COBRA Coverage fields for accuracy 
or update these as applicable. 

o Please note: These dates are generally populated based upon your plan setup, 
although you have the option to override these fields if needed. 

▪ When finished with adding / updating all information on this screen, click Next. 
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▪ Review and confirm the information including QE date, reason and plan(s) affected. 

▪ When finished reviewing, click Finish to see your confirmation. 

▪ Once the event is processed, a window will appear showing that the event has been processed. 
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Takeover 

A takeover continuant should be entered when a participant is actively on COBRA or in the waiting 
period at the time HealthEquity/WageWorks takes over COBRA administration. A takeover continuant 
can only occur when HealthEquity/WageWorks first becomes the COBRA/HIPAA administrator or when 
a new division is added as part of a business reorganization that results in the merger or acquisition of 
a new division, affiliate or subsidiary. The billing start date will determine the date to begin billing the 
participant. If participants are within their 60-day waiting period when the contract goes into effect, they 
should be entered through the takeover continuant page when electing COBRA. The following is the 
procedure for setting up new takeover continuants. 

 

 
 
To process a COBRA takeover: 

▪ Within the secure website, select the top menu option of COBRA. 

▪ Select the Takeover option. 
▪ Enter the new employee's Social Security number, and the system will search for an existing 

Social Security number. If none appears, you will need to complete the form. 
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▪ Complete all fields and when done, click Next. 
▪ Enter the qualifying event date and select the qualifying event reason from the drop-down 

menu. 

▪ Enter the billing start date as this will be used as the first billing month in which 
HealthEquity/WageWorks will send out payment coupons for COBRA coverage. 

▪ Add any covered dependents that are not listed and check the MED/DEN box for the dependent 
to be listed as a covered dependent. 

▪ When finished with adding / updating all information on this screen, click Next. 
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▪ If your company is paying a portion of the COBRA premium, select a severance package (e.g., 
your company will pay a percentage of the qualified beneficiary’s monthly COBRA premium 
should he or she elect COBRA coverage) from the drop-down menu. 

▪ Select the plan(s) in which the qualified beneficiary (QB) was enrolled at the time of the QE (i.e., 
the plan(s) on which he or she was enrolled the date before the QE) and subsequently lost due 
to the QE and the applicable coverage tier. 

o Please note: Individually Rated Price is a monthly premium amount. Usually, 
“individually rated price” indicates when a monthly applicable premium varies from one 
qualified beneficiary to another. 

▪ Review the Original Coverage Begin and Last Day of Pre-COBRA Coverage fields for accuracy 
or update these as applicable. 

o Please note: These dates are generally be populated based upon your plan setup, 
although you have the option to override these fields if needed. 

▪ When finished with adding / updating all information on this screen, click Next. 
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▪ Review the entered information. 

▪ When finished reviewing / updating, click Finish to see your confirmation. 
▪ Once the event is processed, a window will appear showing that the participant has been 

successfully has been processed. 
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SECTION 8 – DIRECT BILL 

The Direct Bill section is used to manage the employer's Direct Bill continuant population including 
retirees and continuants on leave of absence. 

 

 

The available Direct Bill options are: 

▪ Add – Enter the Direct Bill continuant information to notify HealthEquity about direct 
billing services for a new participant. 

▪ Reports – These are specific reports for the Direct Bill population, including: 
o Past Due Report – This report notifies you of Direct Bill participants that are past due 

and gives you the option of canceling them from the plan. 
o Direct Bill Participant with Impending Medicare Eligibility – This report notifies 

you when you have participants who are approaching Medicare eligibility. 
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Processing Direct Bill Participants 

To add a new Direct Bill participant: 

▪ Within the secure website, select the top menu option of Direct Bill. 

▪ Select the Add option. 
▪ Enter the new employee's Social Security number, and the system will search for an existing 

Social Security number. If none appears, you will need to complete the form. 
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▪ Add all personal and demographic information. 

▪ Enter the direct bill type from the drop-down menu, the start date and end date. 
▪ If your company is paying a portion of the premium, select a severance package (e.g., your 

company will pay a percentage of the qualified beneficiary’s monthly premium should he or she 
elect coverage) from the drop-down menu. 

▪ Add any covered dependents that are not listed and check the MED/DEN box for the dependent 
to be listed as a covered dependent. 

▪ When finished adding information on this screen, click Next. 
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▪ Select the plan(s) in which the participant was enrolled at the time of the event (i.e., the plan(s) 
on which he or she was enrolled the date before the event) and subsequently lost due to the 
event and the applicable coverage tier. 

o Please note: Individually Rated Price is a monthly premium amount. Usually, 
“individually rated price” indicates when a monthly applicable premium varies from one 
qualified beneficiary to another. 

▪ Review the Coverage Begin Date for accuracy or update as applicable. 
o Please note: These dates are generally populated based upon your plan setup, 

although you have the option to override these fields if needed. 

▪ When finished adding / updating all information on this screen, click Next. 



4363-CXWW-CBD-Client-Portal-User-Guide Copyright © 2020 HealthEquity, Inc. All Rights Reserved. 

47 

 

 

 
 

 

▪ Review and confirm all of the information including start dates, direct bill type and affected 
plan(s). 

▪ When finished reviewing / updating, click Finished to see your confirmation. 
▪ Once the information is processed, a window will appear showing that the participant 

information is in the system. 
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SECTION 9 – CASES 

Cases are a way to communicate with HealthEquity/WageWorks and your Service Delivery 
Management team. Cases can be added at both a client level and a participant level. These can be 
used to ask a question about a specific item or concern that you may have. 

 
Cases are logged into the applicable account and your Service Delivery Management team will 
respond to the case(s). 

 

Creating a Web Case 

Client Level 

To add a new case at the client level: 

▪ Within the main client home page, select the Case option. 

▪ Select the Create a New Case option. 
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▪ Under the Request section 

o “What can we help you with today” – Select the product 

o “How would you categorize your question?” – Select the category that best fits your 

inquiry 

▪ Under the Details section 

o Share the details of your request or inquiry. 

o Click Proceed to Submit Request. You’ll receive an email confirmation once your 
case is updated.  

▪ You will then have option to upload documents, if applicable 

o Click Browse to upload and select the document you would like to attach 

o Click Submit Request (even if you do not upload documents) 

▪ You will receive a Case Number for reference and can go back to “Home” then “Cases” to 
check the status of your inquiry
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Participant Level 

To add a new case at the participant level: 

▪ Within the website, select the Participant option. 

▪ Search for a participant’s record by Social Security number, name, account number, etc. 

▪ Once you’ve located a participant’s record, click View or Update. 

▪  

 

 
▪ Scroll to the bottom of the participant record and click Contact WageWorks about this 

participant. 
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▪ Under the Request section 

o “What can we help you with today” – Select the product 

o “How would you categorize your question?” – Select the category that best fits your 

inquiry 

▪ Under the Details section 

o Share the details of your request or inquiry. 

o Click Proceed to Submit Request. You’ll receive an email confirmation once your 
case is updated.  

▪ You will then have option to upload documents, if applicable 

o Click Browse to upload and select the document you would like to attach 

o Click Submit Request (even if you do not upload documents) 

▪ You will receive a Case Number for reference and can go back to “Home” then “Cases” to check 

the status of your inquiry 


