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• Contact the Reliance Matrix Intake 
Center at the time of an unplanned 
absence or up to 30 days prior to a 
planned absence.

• We’re available by phone, online or 
via the mobile app 24/7/365 to fit 
your schedule.

• An average filing takes just 6-9 
minutes, with our client-customized 
intake survey process.

• Use “Ask Rita” for support with an 
online filing. Our trained staff can also 
help with bilingual, TTY and language line 
support by phone. 

EMPLOYEES

• Whichever way you file, our customized 
intake is based upon line of coverage and 
features client-specific questions and 
reminders. 

• We create an employee Intake Packet, 
available via USPS mail or the Matrix 
Platform.

• Connect with your Absence Management 
Specialist (AMS) via phone, text, email or 
USPS mail.

• Also access your claim status and details 
through the mobile app or 
MatrixAbsence.com.

• Human Resources receives a daily email 
report as each intake is completed—with 
employee details, important dates and 
responses to customized questions.

• Direct supervisors receive a status notice 
update via email.

• AMS connects with designated employee 
contact, to review claim details and define 
next steps.  

RELIANCE MATRIX EMPLOYER/SUPERVISOR

24/7/365 access

877-202-0055

matrixabsence.com

Matrix platform 
mobile app

http://www.matrixabsence.com/
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EMPLOYEES

• Within 1 day of claim intake, we reach out to the 
provider for medical certification—up to 3 times 
within 10 business days. 

• 100% of complex-rated claims are reviewed by a 
Nurse Case Manager or Behavioral Health Specialist.

• We complete an eligibility review within 2-5 business 
days of claim intake.

• Once we get medical certification, the AMS approves 
or denies the claim within 3 business days.

• Human Resources gets an email report indicating 
whether we've received medical certification,          
10 days after claim intake.

• Within 1 day of claims decision:

- Human Resources receives an email 
notification report.

- Direct supervisors receive a status notice 
update via email.

RELIANCE MATRIX EMPLOYER/SUPERVISOR

• An Absence Management Specialist (AMS) contacts 
the employee within 2 business days of filing a claim 
to confirm medical certification process. 

• We send the employee an Eligibility Notification 
Letter, based on information from the employer, 
within 2-5 business days. 

• The employee gets an eCall when we receive 
certification. If we don't receive it within 10 business 
days, we'll contact the employee to reach out to 
their provider.

• We’ll notify the employee when their claim has been 
approved or denied.
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EMPLOYEES

• We monitor the claim lifecycle and provide the 
employer with status change notifications.

• We’ll reach out to the employee 5 business days 
before their return to work, up to 3 times. 

• If the employee has unclear restrictions or requests 
an extension, we will contact the physician to clarify.  
If the restrictions are clear, we will ask for a copy of 
the return-to-work note and ask the employer if the 
restrictions can be accommodated.

• When we confirm the employee has returned to 
work, we notify the employer and close the claim. 

• After we confirm 5 days prior that the employee is 
returning to work, Human Resources gets an email 
notification report.

• Once the employee returns to work:

      - Human Resources receives an email notification 
report.

      - Direct supervisors receive a status notice update  
via email.

• If there's an ADA accommodation request, our ADA 
specialist connects with the designated employer 
contact to review details and define next steps.

RELIANCE MATRIX EMPLOYER/SUPERVISOR

• An Absence Management Specialist (AMS) informs 
the employer of claim status changes. 

• The employee can connect with the AMS via phone, 
text, email or USPS mail with claim-related 
questions.

• We’ll contact the employee 5 business days before 
the claim end date, to confirm their return to work.

• If there are restrictions, the employee must provide 
us with medical documentation.

• The employee follows employer’s return-to-work 
policy.
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The Return to Work process is not used on Intermittent claims.

Reliance Matrix 
completes 5-day 
RTW outreach call to 
employee to confirm 
RTW status

Employee contact is 
successfully 
completed, and 
employee confirms 
returning to work as 
scheduled

5-day RTW via status 
notification to 
employer

RTW outreach 
completed on date 
of scheduled RTW

RTW via status 
notification to 
employer

Claim is closed

Confirming a 
return to work

EASY ABSENCE CLAIM FILING
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The Return to Work process is not used on Intermittent claims.

Reliance 
Matrix 
completes 
5-day RTW 
outreach call 
to employee to 
confirm RTW 
status

Attempt #1 
(no employee 
contact): 
Reliance Matrix 
leaves message 
for employee to 
return call to 
confirm they’ll 
RTW as 
scheduled

Reliance 
Matrix will 
complete up 
to 3 RTW 
outreaches to 
confirm with 
employee that 
they’ll  RTW

Employee 
returns call to 
Reliance Matrix 
and confirms 
RTW as 
scheduled

RTW outreach 
completed 
on date of 
scheduled RTW

Employee does 
not return call 
to Reliance 
Matrix by next 
business day; 
Attempt #2 
made 4 days 
prior to RTW

5-day RTW status 
notification sent 
to employer, 
adding a note in 
Comments 
Section: No 
contact with 
employee to 
confirm RTW

Employee does 
not return call 
to Reliance 
Matrix by next 
business day; 
Attempt #3 
made 3 days 
prior to RTW

5-day RTW 
via status 
notification to 
employer

RTW via status 
notification to 
employer

Claim is closed
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The Return to Work process is not used on Intermittent claims.

Reliance Matrix 
completes 5-day 
RTW outreach call 
to employee to 
confirm RTW 
status

5-day RTW status 
notification sent to 
employer

If extension request 
is approved, 
extension status 
notification sent to 
employer with new 
approval dates

If extension request 
is not approved, a 
denial status 
notification is sent to 
employer and the 
claim is closed

Employee not 
returning as 
scheduled, 
requesting claims 
extension

Reliance Matrix 
completes 
outreach to 
physician to 
confirm extension 
request

Claims decision 
on extension

Employee returns 
call and confirms 
RTW as scheduled

Reliance Matrix 
5- day RTW 
outreach call to 
employee

RTW via status 
notification to 
employer

Claim is closed RTW outreach 
completed on date of 
scheduled RTW

5-day RTW via status 
notification to 
employer
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Restrictions detailDepartment/location details Claimant supervisor and examiner contacts

Claimant details Claim date details

Certification status
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The Human Resources 
client team and 
Managers/Supervisors 
can have access to the 
Absence calendar.

Managers/Supervisors 
will receive access to the 
absence calendar once 
they have an employee 
out on leave. This 
coincides with them 
receiving the email to set 
up their user account.

Managers/Supervisors 
and Human Resources 
have to be provided on 
the Eligibility File.

New absences

Partial absences

Return to work 
reminders

Find a specific employee

Run reports

New claims filed, 
current leaves and 
return to work 
claimants by day

Know when 
employees are due 
to return
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When employees log in to 
our mobile app, all 
demographic information 
is pre-populated based on 
the Eligibility File.

Once a date is provided, 
employees have the 
option of starting their 
absence/disability claim 
or their supplemental 
health claim.

From there, the entire 
absence or claim journey 
can be experienced from 
our mobile app. 

• Employees manage, report and review absences or claims.

• Uploading medical documentation using mobile camera.

• Mobile signature capabilities built right into the app.

• Text alerts and notifications.

Access Matrix Mobile

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwie84zZgPLaAhVJ1WMKHTSHDlsQjRx6BAgBEAU&url=https://www.anandtech.com/show/8532/adobe-brings-echosign-app-to-android&psig=AOvVaw0CV41rN2lmpChbqg87vgae&ust=1525727538260889
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwie84zZgPLaAhVJ1WMKHTSHDlsQjRx6BAgBEAU&url=https://www.anandtech.com/show/8532/adobe-brings-echosign-app-to-android&psig=AOvVaw0CV41rN2lmpChbqg87vgae&ust=1525727538260889
http://192.169.198.7:8080/vbdemo/eFilling/index.html
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“How to” videos for you and employees

How to File a New Claim

Using Absence Radar Notifications 

How to Report Intermittent Absences

Understanding ReportingStarring Rita, our friendly 
animated assistant, these videos 
inform employees about common 
leaves and absence types and 
their claim processes.

For employers, Rita helps you 
understand everything from 
government programs to online 
tools and how to use them.

http://www.reliancestandard.com/How-To-File-A-New-Leave-of-Absence-Claim/2668/
https://vimeo.com/258878616/5d2ebffabf
http://www.reliancestandard.com/How-to-Report-Intermittent-Absences/2669
http://www.reliancestandard.com/Matrix-eServices-Reporting-Tool/2641/
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Reliance Matrix is a branding name. Reliance Standard Life Insurance Company (Home Office Schaumburg, IL) is licensed in all states (except New York), the District of Columbia, Puerto Rico, the U.S. Virgin Islands and Guam. First 
Reliance Standard Life Insurance Company (Home Office New York, NY) is licensed in New York and Delaware. Standard Security Life Insurance Company of New York (Home Office New York, NY) is licensed in all states. Absence 
services are provided by Matrix Absence Management, Inc. Product features and availability may vary by state.
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