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Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid 

PTAN, Medicare Number and Patient Last Name 
The Part B IVR can be accessed at: (866) 931-3903 

 
This job aid is designed to assist providers in keying the PTAN, Medicare Number 
and Beneficiary Last Name in the Palmetto GBA IVR. 
 
I. PTAN: 
Use the following chart to enter the alphabetic characters in your PTAN. 
For example: if your PTAN is V123456789, you would key *83123456789.    
 

A B C D E F G H I J K L M 

*21 *22 *23 *31 *32 *33 *41 *42 *43 *51 *52 *53 *61 

N O P Q R S T U V W X Y Z 

*62 *63 *71 *72 *73 *74 *81 *82 *83 *91 *92 *93 *94 
  

 
II. Medicare Number: 
Use the following table to enter the alpha portion of a Medicare number. 
For example: If the Medicare number is 987654321A, you would enter the numeric 
portion of the Medicare number (987654321) as instructed by the IVR. When the IVR 
asks for the alpha character, you would enter *21 to represent the “A”. 
 

A B C D E F G H I J K L M 

*21 *22 *23 *31 *32 *33 *41 *42 *43 *51 *52 *53 *61 

N O P Q R S T U V W X Y Z 

*62 *63 *71 *72 *73 *74 *81 *82 *83 *91 *92 *93 *94 
 

 
III. Beneficiary’s Last Name: 
Use the following table to enter the first six characters of the beneficiary’s last name. 
For example: If the beneficiary’s last name is Smith, you would enter 76484. For a 
beneficiary with a last name of McDonald, you would enter 623662. 
 

ABC DEF GHI JKL 
2 3 4 5 
    

MNO PQRS TUV WXYZ 
6 7 8 9 



 
 
 

Press 1 to receive 
information on a 

specific claim or to 
inquire on a 

specific cliam

Press 2 to receive 
payment 

information

Press 3 to check 
eligibility, benefits 

and deductible 
information

Press 4 to request 
a duplicate copy of 

a Remittance 
Notice

Press 6 for details 
on how Medicare 

pays and the 
redetermination 

process

Press 7 for a list of 
helpful Web site 

addresses

Press 8 for 
general 

information or for 
our hours of 

operation

Press 9 to end this 
call

Press * to repeat 
information in the 

IVR

Press 5 to obtain 
information using 
a different NPI or 

PTAN 

Enter NPI

Claim 
information 

given

Enter Date 
of Service

Enter first 6 
letters of 
patient’s 

last name, 
then enter 

first letter of 
first name

Enter 
Medicare 
Number

Enter PTAN

Enter NPIEnter NPIEnter NPI

Enter NPI

Press 1 
for 

Payment 
Floor

Press 2 
for last 
three 

checks

Enter PTAN

Enter PTAN Enter PTAN Enter PTAN

Enter 
Medicare 
Number

Enter 
patient’s 
Date of 

Birth

Enter first 6 
letters of 
patient’s 

last name, 
then enter 

first letter of 
first name

Press 5 for 
information 

about ABN and 
elective surgery

Press 4 for info 
about the 

allowed amount 

Press 6 for 
Hours of 

Operation

Press 3 for 
multiple surgery/ 
bundled services

Press 2 for 
managed care/

rural health clinic 
info

Press 1 for 
general eligibility 

information

Web addresses 
for new legislation, 

provider issues, 
provider 

workshops and 
other information

Payment 
information 

given

Information 
given for 
Part B 

services

Press 1 to 
Enter 

Internal 
Check 

Number

Duplicate 
Remittance 
Notice sent 
to address 

on file

Medicare payment 
& redetermination 

process

Press * to 
inquire with 

different 
provider #

Press 3 
for 

Managed 
Care info

Press 1 to 
repeat info

Press 2 
for Part A 

info

Press 4 
for MSP

Press 5 to 
inquire for 
a different 
Medicare #

Use menu 
prompts to 

select 
options

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“IVR Overview”

 Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to provide an overview of the Palmetto GBA IVR.

Please have this information 
available when you call the 
IVR:
* Your Medicare NPI and PTAN
* Your Tax ID Number (TIN)
* Any necessary dates or ident-
  ification numbers for the type
  of information you are 
  requesting, such as:

- The beneficiary’s HICN, or 
    Medicare number

- The beneficiary’s date of 
    birth (MMDDYYYY)

- Date(s) of Service, 
    beginning & end dates
    (MMDDYYYY)

User TIPS:
- If you know what option you 
  need, you may enter it at any 
  time
- Press 9 to end the call

Press 2 to 
Enter 

Medicare 
Number

Enter Date 
of Service

Enter 
TIN

Enter 
TIN

Enter 
TIN

Enter 
TIN

Enter 
TIN

Press 7 for 
Provider 

Outreach & 
Educational 

updates

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Press 1 for
Hawaii, Nevada, 

American Samoa, 
Guam or Northern 

Mariana Island

J1 - Part B Regions

Select the appropriate Part B Region

Press 1 for 
information about 
a specific claim  

Press 3 to check 
eligibility, benefits 

and deductible 
information

Press 6 for 
instructions on how 
Medicare pays and 
the Redetermination 

Process

Press 8 for 
General 

Information and 
Hours of 

Operation

Press 2 for 
provider payment 

information 

Press 9 to 
End Call 

Press * to 
Repeat Menu

Press 4 to request 
a duplicate copy of 

a Remittance 
Notice 

Select a Menu Option to 
obtain specific information

Press 7 for helpful  
Web site 

addresses

Press 2 for 
Northern California

Press 3 for 
Southern California

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Palmetto GBA IVR Introduction”

 Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to assist providers in accessing information from the Palmetto GBA IVR.

Job Aids are available for some of the above menu items.

These Job Aids, for Options 1, 2, 3 and 4, are indexed by 
title and are designed to provide detailed instructions to 

assist providers in obtaining specific information. 
 

 
 
 
 
 
 
 



Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“General Information” 

Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to assist providers in obtaining General Information 
from the Palmetto GBA IVR.

From the Main Menu,
Press 8 

for General Information or 
Hours of Operation 

Press 1 for general 
eligibility information

Press 2 for 
information about 

Managed Care

Press 3 for 
information about 
Multiple Surgery & 
Bundled Services

Press 4 for 
information about the 

Allowed Amount

Press 5 for 
information about 
ABN and Elective 

Surgery

Press 6 for Hours of 
Operation

Press 8 to return to 
the Main Menu

Press 9 to end this 
call

Menu options to receive 
information

Press 7 for    
Provider Outreach 

and Education   
updates

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



From the Main Menu, Press 3 to 
obtain eligibility, benefits and 

deductible information

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Eligibility, Benefits and Deductible Status”
 Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to assist providers in obtaining Claim Status from the Palmetto GBA IVR.

Enter your PTAN followed by the # key 

Press 1 if correct
Press 2 to reenter 

your PTAN

Press # for 
instructions to enter 

your PTAN

Press 1 to enter 
your PTAN

Provider PTAN

Enter your NPI followed by the # key

Press 1 if correct Press 2 if incorrect

Press 2 for 
information about 

your NPI

Provider NPI

Press 1 to enter 
your NPI

See PTAN Job Aid

Enter the last 5 digits of your Tax 
Identification Number (TIN) 

Press 1 if correct
Press 2 to reenter 

your TIN

Press # for 
instructions to enter 

your TIN

Press 1 to enter 
your TIN

Provider TIN

Continued 
on page 2

 
 
 
 
 
 



 

Continued 
from page 1

Press 1 to Repeat 
the Information 

Press 5 for 
Different Medicare 

Number

Press * to 
Change Provider 

Number

Press 4 for
 MSP information

Press 2 for Part A 
Eligibility and 

Deductible Status  

Press 8 to return 
to the Main Menu

Press 9 to 
end this call 

Press 3 for 
Managed Care 

information

Menu options to select additional 
information

Press 2 if 
incorrect

Press 1 if 
correct

See 
Patient Last Name 

Job Aid

Enter the patient’s Date of Birth
(MM/DD/YYYY format)

Press # to Cancel

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Eligibility, Benefits and Deductible Status” – continued

 Part B IVR can be accessed at: (866) 931-3903

- Crossover
- Skilled Nursing Facility
- Hospice and/or Home Health
- Pneumonia vaccine
- Part B effective date/status
- Amount of Part B deductible
  met/satisfied

- Amount of Physical therapy 
  cap met
- Amount of Occupational 
  therapy met
- Number blood pints 
  remaining to meet deductible
- Number of Psychiatric days 
  remaining

The IVR will return eligibility & benefits information including:

Enter the numeric portion of the 
Medicare Number, immediately 
followed by the alpha portion.

Press 1 if Medicare 
number entered is correct

Press 2 if Medicare number 
entered is incorrect

See the
Medicare Number 

Job Aid for 
assistance

Medicare Number

If there is a number following the 
letter, enter it now. 

If there is no number following the 
letter, press 0.

If Medicare number begins 
with an alpha character, 

contact Railroad Medicare

Enter the first six letters of the 
patient’s last name. Then, once 

prompted, enter the first letter of the 
patient’s first name.

 
 



Enter your PTAN followed by the # key 

Press 1 if correct
Press 2 to reenter 

your PTAN

Press # for 
instructions to enter 

your PTAN

Press 1 to enter 
your PTAN

Provider PTAN

Enter your NPI followed by the # key

Press 1 if correct Press 2 if incorrect

Press 2 for 
information about 

your NPI

Provider NPI

Press 1 to enter 
your NPI

See PTAN Job Aid

Press 1 from the Main Menu to obtain 
Claims Status or information about a 

specific claim

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Claim Status”

 Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to assist providers in obtaining Claim Status from the Palmetto GBA IVR.

Enter the last 5 digits of your Tax 
Identification Number (TIN) 

Press 1 if correct
Press 2 to reenter 

your TIN

Press # for 
instructions to enter 

your TIN

Press 1 to enter 
your TIN

Provider TIN

Continued 
on page 2

 
 
 
 
 
 



Continued 
from page 

1

Press 1 for 
information on a 
Specific Claim 

Enter the Date of Service

Press 2 for 
Claim Inquiry by 

CCN

Press 3 for 
Claim review 

under a different 
Medicare #

Press 4 to 
change PTAN/
NPI information

Press 8 for the 
Main Menu

Press 1 to Repeat 
Information  

Press 3 to request 
a duplicate 

Remittance Notice

Press 6 to check 
claims under 

another Medicare 
number

Press 7 to return 
to the Claims 

Menu

Press 5 to review 
claims for a 

different date

Press 2 for 
detailed 

information about 
this claim 

Press 8 to return 
to the Main Menu 

Press 9 to 
end this call 

Press 4 to review 
more claims for 

this patient, same 
date 

Menu options to select additional 
information

Press 2 if 
incorrect

Press 1 if 
correct

Enter the numeric portion of the 
Medicare Number, immediately 
followed by the alpha portion.

Press 1 if Medicare 
number entered is correct

Press 2 if Medicare number 
entered is incorrect

See the
Medicare Number 

Job Aid for 
assistance

See 
Patient Last Name 

Job Aid

Menu options

Medicare Number

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Claim Status” – continued

 Part B IVR can be accessed at: (866) 931-3903

If there is a number following the 
letter, enter it now. 

If there is no number following the 
letter, press 0.

If Medicare number begins 
with an alpha character, 

contact Railroad Medicare

Enter the first six letters of the 
patient’s last name. Then, once 

prompted, enter the first letter of the 
patient’s first name.

 
 
 
 



From the Main Menu,
Press 4 

to request a duplicate copy of a 
Remittance Notice

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Remittance Notice”

 Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to assist providers in obtaining a duplicate Remittance Notice 
from the Palmetto GBA IVR.

NOTE: The Provider has 
an option to order 

duplicate remittance 
notices through the IVR 

by using the Internal 
Check Number (ICN) or 

by using a specific 
HICN.

When using a HICN, the 
provider must have the 
corresponding Date of 

Service.

Enter your PTAN followed by the # key 

Press 1 if correct
Press 2 to reenter 

your PTAN

Press # for 
instructions to enter 

your PTAN

Press 1 to enter 
your PTAN

Provider PTAN

Enter your NPI followed by the # key

Press 1 if correct Press 2 if incorrect

Press 2 for 
information about 

your NPI

Provider NPI

Press 1 to enter 
your NPI

See PTAN Job Aid

Enter the last 5 digits of your Tax 
Identification Number (TIN) 

Press 1 if correct
Press 2 to reenter 

your TIN

Press # for 
instructions to enter 

your TIN

Press 1 to enter 
your TIN

Provider TIN

Continued 
on page 2

 
 
 
 
 



 

Continued 
from page 

1

Press 1 for 
information on a 

specific claim  

Press 3 to check 
eligibility, benefits 

and deductible 
information

Press 6 for 
instructions on how 
Medicare pays and 
the Redetermination 

Process

Press 7 for helpful  
Web site 

addresses

Press 5 to 
Change NPI/

PTAN

Press 2 for 
payment 

information 

Press 8 for General 
Information 

Press 9 to 
end this call 

Press 4 to request 
a duplicate copy of 

a Remittance 
Notice 

Menu options to select additional 
information

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Remittance Notice” – continued

 Part B IVR can be accessed at: (866) 931-3903

Your Remittance Notice will be 
mailed to the address you have on 

file with Medicare.

The following menu items will then 
be available:

Enter the date of service 
corresponding to the HICN 

Press 2 if 
incorrect

Press 1 if 
correct

Enter Medicare Number

Press 1 if Medicare 
number entered is correct

Press 2 if Medicare number 
entered is incorrect

If there is a letter following the 
Medicare number, enter it now. 
If there is no letter following the 

Medicare number, press 0.

To order a copy of your 
Remittance Notice using this 

option, you will need one 
Medicare number and the 

corresponding Date of 
Service.

The Remittance copy will 
include all original 

Remittance information

Enter the Internal Check Number 
(ICN) 

Press 2 to re-
enter the ICN 

Press 1 if ICN 
entered is 

correct

Press 1 to order using 
the Internal Check 

Number (ICN) 

Press 2 to order using 
the Medicare number 

 
 
 
 
 



Press 2 for Payment Information

Press 1 Payment 
Floor Information

Menu

Press 2 for Last 
Three Checks

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Payment Information”

 Part B IVR can be accessed at: (866) 931-3903

This job aid is designed to assist providers in obtaining Payment Information 
from the Palmetto GBA IVR.

Enter your PTAN followed by the # key 

Press 1 if correct
Press 2 to reenter 

your PTAN

Press # for 
instructions to enter 

your PTAN

Press 1 to enter 
your PTAN

Provider PTAN

Enter your NPI followed by the # key

Press 1 if correct Press 2 if incorrect

Press 2 for 
information about 

your NPI

Provider NPI

Press 1 to enter 
your NPI

See PTAN Job Aid

Continued 
on page 2

 
 
 
 
 
 



Press 1 for 
Repeat 

Information 

Press 2 to 
Change PTAN/
NPI information

Press 8 for the 
Main Menu

Menu options to select additional 
information 

Selected information is given

Menu

Press 3 for Last 
Three Checks

Press 1 for 
Repeat 

Information 

Press 2 to 
Change PTAN/
NPI information

Press 8 for the 
Main Menu

Menu options to select additional 
information 

Press 3 for 
Payment Floor 

Information

If Last Three 
Checks option 

was selected on 
page 1, this 

menu appears:

If Payment Floor 
option was 
selected on 
page 1, this 

menu appears:

Palmetto GBA Part B Interactive Voice Response (IVR) Job Aid
“Payment Information” – continued

 Part B IVR can be accessed at: (866) 931-3903

Continued 
from page 

1

Enter the last 5 digits of your Tax 
Identification Number (TIN) 

Press 1 if correct
Press 2 to reenter 

your TIN

Press # for 
instructions to enter 

your TIN

Press 1 to enter 
your TIN

Provider TIN
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