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myCarelon User Guide  

Landing Page:  
The Landing Page https://mycarelon.carelonbehavioralhealth.com is the first screen you 
see when accessing the myCarelon platform. It provides an entry point and general 
overview of the services available. From here, users can navigate to the registration or login 
pages, and it offers quick access to important information and features. 
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Registration:  
To fully access the myCarelon platform and its services, users must create an account. 
Follow the steps below to register:  

1. Navigate to Registration Page: Click on the registration link on the landing page. 
2. Enter Personal Information: Fill in the required fields, including your name, email, 

and desired password. Ensure the information is accurate to avoid any future 
issues. 

3. Member Information: Input your plan details from your insurance card. This 
includes your member ID, first name, last name, date of birth and Health Plan. 

4. Verify Account: Follow the on-screen instructions to verify your email and complete 
the registration process. 
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Login  
To log into the myCarelon platform: 

1. Access Login Page: Click on the login button on the landing page. 
2. Enter Credentials: Input your username and password in the given fields. Double-

check your credentials to ensure they are correct. 
3. Submit: Click the “Login” button to access your account. If you have forgotten your 

password, there is an option to reset it on this page.
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Verify Account (Multi Factor Authentication) 

To enhance the security of your account, myCarelon employs Multi-Factor Authentication 
(MFA). This is an additional step to ensure that it is really you accessing your account. You 
will need to verify your identity using one of two available methods: Smart Device (Yes) or 
Smart Device (No). Below are detailed instructions on how to complete this process.  

 

MFA Choice Selection 

1. Smart Device Yes: If you select this option, a QR Code will display for registering 
your account for MFA. Follow the on-screen steps to complete the registration. 

• Step 1: Select the "Yes" option on the screen when prompted whether you 
have a smart device. 

• Step 2: A QR Code will appear on your screen. 
• Step 3: Open a QR code scanner on your smart device. Most smartphones 

have this feature built-in within the camera app or through a dedicated app. 
• Step 4: Scan the QR Code using your smart device. This code contains the 

necessary information to link your myCarelon account with your MFA 
method. 
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• Step 5: Download and open an authenticator app such as Google 
Authenticator, Microsoft Authenticator, or Authy if you haven't done so 
already. 

• Step 6: In the authenticator app, add a new account and scan the QR code. 
This will link your myCarelon account to the authenticator app. 

• Step 7: The authenticator app will now generate a time-based one-time 
passcode (TOTP) for your account. 

• Step 8: Enter the verification code generated by your authenticator app into 
the myCarelon portal to verify your account. 

 

 
 

2. Smart Device No:  
• Step 1: Select the "No" option on the screen if you do not have a smart 

device. 
• Step 2: An email containing a One-Time Passcode (OTP) will be sent to your 

registered email address. 
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• Step 3: Check your email inbox for the OTP. If you do not receive the OTP 
within a few minutes, check your spam/junk folder. If it is not there, click on 
the "Resend OTP" button on the portal page. 

• Step 4: Enter the OTP code from the email into the designated field on the 
myCarelon portal. 

• Step 5: Click the “Verify Account” button to complete your account 
verification. 

If you enter the OTP incorrectly five times in a row, your account will be temporarily 
locked for security reasons. You will need to follow the procedure outlined by 
myCarelon to regain access. 

 
 

Important Notes 

• Account Security: MFA is a critical step in securing your account. It significantly 
reduces the risk of unauthorized access. 

• Resend OTP Option: If the OTP email is not received promptly, utilize the "Resend 
OTP" option to receive a new code. 

• Authenticator App: Ensure you download a trusted authenticator app such as 
Google Authenticator, Microsoft Authenticator, or Authy. 

• Locked Account: In the case of multiple incorrect OTP entries, follow the on-screen 
instructions or contact myCarelon support for assistance in unlocking your 
account. 
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Attestation after login:  

After successfully verifying your account with MFA, you will be prompted to complete an 
attestation step. This is essential for confirming your identity or agreeing to the platform's 
terms and conditions. Carefully read and complete this step to proceed. 
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Home  

The Home Page serves as your main dashboard once you are logged in. It provides a central 
point for navigation within the platform and displays key information and quick links to 
other major sections such as claims, benefits, and personal account details. 
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Claim Submission  

To submit a claim through the myCarelon platform: 

1. Navigate to Claim Submission: Click on the 'Claim Submission' link/tab. 
2. Enter Claim Details: Fill in the necessary information about the claim, including 

dates, services received, and costs. 
3. Attach Documents: Upload any necessary documents to support your claim, such 

as receipts or bills. Ensure the documents are clear and legible. 
4. Submit Claim: Click the 'Submit' button to finalize the claim submission process. 

You will receive a confirmation once your claim is submitted successfully.
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Submitted Claims  

To view your previously submitted claims: 

1. Navigate to Submitted Claims: Click on the 'Submitted Claims' link/tab. 
2. View Claims: A list of all submitted claims will be displayed, including details such 

as claim status, submission dates, and the services provided. 
a. Click on the "Detail" button to see more in-depth information about each 

claim.  
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Benefits 

The Benefits section provides comprehensive information on your plan benefits. Accessing 
it requires the following steps: 

1. Access Benefits: Click on the 'Benefits' link/tab. 
2. View Information: Your plan benefits will be displayed, detailing your coverage, 

included services, and any coverage limits. This section helps you understand what 
your insurance plan offers and how to make the most of it.
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Out of Pocket  

This section provides a detailed breakdown of your out-of-pocket costs, which is essential 
for budgeting and financial planning. 

1. Access Out of Pocket Section: Click on the 'Out of Pocket' link/tab. 
2. View Details: Your current out-of-pocket expenses and any anticipated costs will 

be shown. This includes deductibles, co-pays, and any other out-of-pocket 
expenses that you may incur. 

 

Co-pay Information  

To view co-pay details: 

1. Access Co-pay Information: Click on the 'Co-pay Information' link/tab. 
2. View Co-pays:  Detailed information on required co-pays for different types of 

services under your plan will be displayed. This helps you understand the 
immediate costs associated with different healthcare services. 
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Cost Sharing 

For commercial members, understanding cost-sharing arrangements is crucial. The 
Unified Cost Share Interface provides comprehensive details on this topic. 

1. Access Cost Sharing: If applicable, click on the 'Cost Sharing' link/tab. 
2. View Details: The interface will present detailed information on how costs are 

shared between you and your insurance company, including coverage percentages, 
amounts owed, and expenses that apply to your deductible or out-of-pocket 
maximum. 
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Unified Cost Share Interface 

The Unified Cost Share Interface offers an integrated view of all cost-sharing details. This 
tool helps you understand the financial aspects of your healthcare plan in a clear and 
cohesive manner. 

 

 


