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Quick Start
Go to the AHCCCS Solutions Center: 
https://servicenow.azahcccs.gov/gsp

Follow the prompts to create your account.

Check your email for login credentials 
and use them to login to your account. 

Submit Health Plan 
Hearing Requests. 

https://servicenow.azahcccs.gov/gsp
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FAQs
• How do I log in?

o To access the AHCCCS Solutions Center, navigate to https://servicenow.azahcccs.gov/gsp. On the top right corner of the 

screen, select “Create an Account”, then select “Health Plan”.  You will need your Health Plan organization’s registration 

code. This is a code provided to the Master Account Holder within your Health Plan organization who serves as the primary 

point of contact between your health plan organization and AHCCCS.

o Once you have created the account, you will receive a confirmation email with account credentials. Use those credentials 

to login. You will be asked to change your password and set up multi-factor authentication (MFA).

• Is this login different from AHCCCS Online and APEP?

o Yes, this will allow you to submit various service requests to AHCCCS. 

• What can I do on the AHCCCS Solutions Center?

o Currently, you can submit Health Plan Hearing Requests to the Office of General Counsel (OGC). You can also report an IT 

issue.  

• What email should I use to set up my account?

o Use an individual email (ideally a personal email account) that you have the ability to check easily. It does not have to be 

the same email that you use for your AHCCCS Online or APEP accounts.

• How do I get help from tech support?

o On the top right corner of the AHCCCS Solutions Center home page, click “Report an IT Issue”

https://servicenow.azahcccs.gov/gsp
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Learning Objectives

This comprehensive user guide will help you:

• Navigate the AHCCCS Solutions Center homepage 

• Create, confirm & update an account

• View the menu of services available to you

• View your requests
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What is the AHCCCS Solutions Center?
• The AHCCCS Solution Center is the 

website where AHCCCS’s customers 
(Providers, Health Plans, and 
Members) can submit requests via 
AHCCCS’s ServiceNow instance.

• Some content and functions are open 
to everyone. Other content is either 
accessible or not, depending on the 
user’s permissions within the AHCCCS 
Solutions Center, therefore, you may 
need to create an account to access 
certain options. 

Everyone sees general news and helpful articles.
Everyone can report an IT Issue. 
Providers see provider options. 
Members see member options.

Health Plans see health plan options. 
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Navigation
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Website Address

Link to the AHCCCS Solutions Center: 

https://servicenow.azahcccs.gov/gsp

Anyone (Providers, Health Plans, 

Members, the general public) can 

access the website. Certain content is 

only accessible to individuals logged in 

as a specific audience.

This disclosure message will appear 

when you first access the site.

https://servicenow.azahcccs.gov/gsp
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Home Page Orientation - 1

AZ quick links Get IT help Check request status
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Home Page Orientation - 2

Return to the 
portal home 

page
Check 
your 

request 
status

Login if you are logged out; If you are logged in, 
update your profile settings and logout
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Home Page Orientation - 3

Search for your 
requests and 

services when you 
are logged in; the 
search bar will not 
appear if you are 

logged out.

Read the 
latest 
news

Share 
feedback

with 
AHCCCS
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Home Page Orientation - 4

Access services 
specific to your needs, 

based on your 
account type and 
whether you are 
logged in or not; 

boxes will appear blue 
when you have 

access.

Access 
services 

specific to 
your 

needs, 
based on 

your 
account 
type and 
whether 
you are 

logged in 
or not
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Home Page Orientation - 5

Read the 
latest news

Follow 
links to 

key 
websites

Scroll down to…
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Home Page Orientation - 6

Read 
helpful 
articles

Keep scrolling to…

Learn 
about 

AHCCCS

Follow 
AHCCCS on 

social media
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Create an account
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Website Address

Link to the AHCCCS Solutions Center: 

https://servicenow.azahcccs.gov/gsp

Anyone (Providers, Members, Health Plans) 

can access the website. You may need to 

create an account to access certain services.

To create an account, navigate to the top 

right corner of the site and click “Create an 

Account”.  Then select the appropriate 

account type for you: Providers, Members, 

Health Plans

https://servicenow.azahcccs.gov/gsp
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Creating Accounts – Email
Regardless of the type of account you set up, you will be 

asked to provide an email address to associate with the 

account.  This email address serves as a unique identifier 

linking you to the account and to your requests. Use an email 

address that:

• Is individual to you personally. Do not use a group 

email. 

• Ideally, is a personal email vs a work email, so that you 

can transition your account easily if you switch jobs.

• Is an email you where can receive and check for 

automated messages regarding your account and 

requests. For example, you will receive an email at this 

address with instructions regarding account set up.

• Is an email you can receive requests from a with Multi-

factor Authentication app (Ex: verification code)

NOTE: You do not have to use the same email as your 

AHCCCS Online or APEP accounts.

What email should I use?
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Creating Accounts – Health Plans
You will be asked to confirm whether you know the Health Plan organization’s registration code. 

This is a code provided to the Master Account Holder within your Health Plan organization who 

serves as the primary point of contact between your health plan organization and AHCCCS.

If you do not have the Health Plan organizations registration code, you will be asked to request it 

in order to create an account.



19

Creating Accounts – Health Plans

Once you confirm you have the registration 

code, you will be asked to enter:

• Your name

• The email address you would like to be 

associated with this account and receive 

relevant notifications.

• Your phone number

• Your Health Plan organization’s registration 

code

• Your street address
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Confirm your account
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Email Confirmation

Once you have submitted the required 

information, you’ll get an email from IT Service 

Desk, ahcccsprod@servicenowservices.com

with account credentials and be directed to use 

those to login to the AHCCCS Solutions Center. 

Once you log in, you’ll be prompted to change 

your password and enable multi-factor 

authentication (MFA). 

mailto:ahcccsprod@servicenowservices.com
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Multi-factor Authentication (MFA)

Follow the steps to enable multi-

factor authentication (MFA). You 

can use any authenticator app 

(Microsoft, Google, etc). 
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Change your password

Once you login initially, you will be 

prompted to change your password. 
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Update your account Profile
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Profile Orientation - 1

When you are logged in, go 
to the top right corner of the 
homepage to select the  
round icon with your initials. 
You will have the option to 
view your Profile.
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Profile Orientation - 2

You can complete your 
profile by uploading a 
picture, adding a title and 
bio. Select “Empty” to add 
your title and bio; then click 
“Save”.
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Profile Orientation - 3

You can update your contact 
information by clicking on a 
field, making the change, 
and then clicking  “Save”.



28

Profile Orientation - 4

You can update your user 
preferences as desired. 
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Profile Orientation - 4

You can change your 
password by clicking 
“Change Password” then 
entering the required 
information and clicking 
“Change”.
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View your menu of Services
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Website Address

Link to the AHCCCS Solutions Center: 

https://servicenow.azahcccs.gov/gsp

Anyone (Providers, Members, Health Plans) 

can access the website. 

In order to see the menu of services 

available to you, you need to first create an 

account that identifies you as a provider, 

health plan, or member.

Then, once you are logged in, you can click 

“Services” or the appropriate box on the 

home page to see the menu of services that 

apply to you.

https://servicenow.azahcccs.gov/gsp
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Two Avenues to Services on the Home Page

Follow the 
blue boxes to 

access 
services 

specific to 
your needs

Click 
“Services” 
to access 
services 

specific to 
your 

needs
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Log-in Prompt

When you are not logged in and try to access part of 

the portal that requires a log-in, you will see this prompt 

asking for your login information.

The login information should be specific to the 

AHCCCS Solutions Center – this is different from 

AHCCCS Online and APEP. 

NOTE: AHCCCS Call Center staff do not have 

Provider access and therefore cannot view, access, 

or submit requests on behalf of Health Plans.
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Health Plan Services
Health Plan account holders can currently access the following services:
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Report an IT Issue

All Provider types can report an IT Issue by 

clicking on “Report an IT Issue” on the home 

page.

You have this ability whether you are logged 

in or logged out of the AHCCCS Solutions 

Center, regardless of if you have created an 

account or not.
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Report an IT Issue

To report any AHCCCS IT related issue, 

complete the information requested and 

press submit.

As with all requests, you can go to “Your 

Cases” or “See My Requests” on the 

homepage to track the status of the case.
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Health Plan Hearing Request

This section walks through how to submit a Health Plan Hearing Request via 

the AHCCCS Solutions Center.
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Health Plan Hearing Request

The description at the top of the intake form lists the documents that must be 

attached before submitting.
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Identify if you are requesting a member hearing or provider hearing.  The 

information required to submit the form will change based on your response.

Health Plan Hearing Request
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Health Plan Hearing Requests

If you select “Member Hearing”, complete the member information.
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Health Plan Hearing Requests

If you select “Member Hearing”, check the boxes if they apply:
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Health Plan Hearing Requests

If you select “Member Hearing”, if “Representation Required” applies, 

complete the information for the Member Representative:
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Health Plan Hearing Requests
If you select “Member Hearing”, if “Expedited Member Appeal” applies, confirm that 

your request meets the 3 required conditions:
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Health Plan Hearing Requests

If you select “Member Hearing”, complete the Dispute Information section.



45

Health Plan Hearing Requests

If you select “Provider Hearing”, complete the Provider and Member information:

Tax ID Options
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Health Plan Hearing Requests

If you select “Provider Hearing”, and the Provider requires representation, check the 

box next to “Representation required?” to complete the Provider Representative 

contact information.
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Health Plan Hearing Requests

If you select “Provider Hearing”, complete the Dispute Information.
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Health Plan Hearing Requests

If you select “Provider Hearing” or “Member Hearing”, click the paper clip on 

the bottom right corner to attach the required forms.
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Health Plan Hearing Request - Tips
Be sure to select “OK” in order to submit a date. If your screen/window is small, 

you may have to scroll down to see the “OK” option. 
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Click the “?” icon to reveal the help text for each question.

Health Plan Hearing Request - Tips
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View your requests
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Real-time Status for Customers 

From the AHCCCS 
Solutions Center, 
customers will be able 
to see the status of 
their business requests 
(cases) by clicking on 
“Your Cases”. They will 
be able to see the 
status of their IT issue 
requests by clicking 
“See My Requests”. 

See 
business 
request 
(cases) 
Status

See IT Issue requests
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Real-time Status for Customers 

Customers can view all of 
the requests (cases) they 
have submitted, see 
relevant details, and check 
the status via the “State” 
column.

They can also click into the 
active cases and see more 
details about the case.
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Real-time Status for Customers 

- Draft

- Open

- New

Beginning

- Work in Progress

- Awaiting Info

- Inspection in progress

-Work Assignment in Progress

-Ready for Decision

Middle

-Cancelled

-Closed

-Resolved

End

Below are the various status options that displayed the “State” column and the 
stages they occur during the workflow process.
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Real-time Status for Customers 

Customers can select the down arrows in 
the “Filter By” section to select the 
specific type of requests to display.

For example, a Provider Representative 
may filter by “Provider” to view the 
requests submitted on behalf of a specific 
provider that are resolved.
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