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JOB AID – Customer Web Portal Account Creation and Troubleshooting 

• The Customer Web Portal (CWP) is a web-based self-service system to submit Provider Requests for 
Transportation services (PT-1s) and view existing PT-1s.  
 

• A PT-1 is an authorization request form that documents the medical necessity of the transportation. 
Providers will submit this form online, via the Customer Web Portal (CWP), to request wheelchair 
van transportation for an eligible MassHealth member.  

 
• To submit a PT-1 for a member, a user must create a CWP account in which they have a username 

and password to access the portal.  
 

• Once an account is created, the user must add PID/SLs to the account so that PT-1s can be 
submitted. The PID/SLs added are the PT-1 Submitting PID/SLs. 

 
• To comply with security measures, PID/SLs added to a CWP account must go through a verification 

process via email. Follow the steps below to set-up a CWP account and add PID/SLs: 
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CWP Account Creation  

1- Navigate to https://masshealth.ehs.state.ma.us/CWP/Default 
2- Select ‘Create New Account’ 

 
 
 
 
 
 
 
 
 
 
 
 
 

https://masshealth.ehs.state.ma.us/CWP/Default
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3- Once landed on the ‘Create Account – User Information’ page, fill out all the required fields and 
click ‘Create Account’: 

 
4- Once clicked ‘Create Account’ the following screen will display: 
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5- Navigate to your email used to set up the account. You will need to click the ‘Verify me’ link in 
the email before logging in: 
 

 
 

6- Once step 5 is completed, you will be re-directed to the login page of CWP, where you can use 
the username received in the email and the password you set up in the Account Creation step:
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7- Before you can submit a PT-1, you must first add PID/SLs to your CWP account. You will land on 

the following page for your first time logging in to CWP: 

 
8- Follow the steps outlined above to add PID/SLs to your account. These PID/SLs will be used as 

the submitting PT-1 PID/SL for the member.  
9- Once you have added a PID/SL, you can begin to submit PT-1s for that PID/SL. 
10- You can add/delete PID/SLs on your CWP account under the ‘Profile’ section of CWP: 
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11 – If you are having trouble setting up a CWP account or adding PID/SLs please reach out to 
Webportal@mahealth.net 

 

mailto:Webportal@mahealth.net

