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1. Introduction 

1.1 Purpose of the Document 

This chapter provides a brief introduction to Galderma FAM Portal. In addition, it specifies 
the purpose, audience, and conventions used in this document. Also, it provides links to 
related documents and sources to obtain support. 
 

1.2 Audience 

This guide is intended for Field Access Managers (FAMs) who use the FAM Portal to 
access consented Patient and Caregiver Information; HCP, Office Staff and Site 
Information; Insurance Payer, Plan and Coverage Information, and Case Data (excluding 
Adverse Events, Product Quality Complaints, and Alternate Assistance cases). 
 

1.3 Document Conventions 

Table 1: Document Conventions 

Item Convention 

Commands and keywords  Boldface font 

Variables for which you supply values Italic font 

Menu items and button names Boldface font 

 Note Additional information, suggestions or 
references that require attention from you 

 

1.4 Support Information 

Phone: 
(855) 636-5884 
 
Fax: 
(844) 636-5884 
 
Hours of Operation: 
8:00am - 8:00pm ET 
 
 

1.5 Version Information 

Revision 1.0 version Galderma FAM Portal User Guide 1.0 
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2. Login and Forgot Password 

2.1 FAM Portal Login 
 

For First Time Users 

• Users shall receive their FAM Portal Username and Login URL via email. 

• Click on the URL. The user shall be redirected to the FAM Portal.  
 

•  
 
 

 

 

• Create a Password to log into the FAM Portal. 
 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
  

Click “Change Password” to login 



 

Page 6 of 20  Galderma FAM- User Guide 

For Existing Users 

• On the FAM Portal Login page, enter the Username and Password: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• An interstitial page will appear when user clicks on any external link (Privacy Policy / 
Terms & Conditions). 

 
 

2.2 Forgot Password 
 

• On the FAM Portal Login page, the user shall click on “Reset Password”. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Login 

Click “Login” 
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• Enter the Username. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Upon successful submission, the user will be able to view the Check Your Email page 
and a Reset your Password email. 

• The user shall click on the URL, which will redirect them to the Reset Your Password 
page. 

 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Click “Reset Password” 
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• Enter your New Password. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3. Homepage 
 

After you log into the portal, the Homepage appears by default. 

• The “Home” page typically displays the information of different elements.  

• The top Navigation menu bar includes “Home”, “Secure Message”, and  
“Reports and Dashboards”.  

• On the top right side of the navigation menu displays the “User Profile”.  

• Filter Cases: The 12 fields can filter cases by the Territory Name, Zip Code, Primary 
Payer, Patient Name, Patient ID, HCP, Plan Category, Site/Facility, Case Status, 
DOB, Enrollment Created Date: From, and Enrollment Created Date: To.  

• Search Cases: These include tabs that can search Escalation Cases, 
Incomplete/Complete Enrollments, Access Cases in Progress, Free Product 
Status, and Rx Transfers.  

 
 
 
 
 
 
 
 
 

Click “Change Password” to login 
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• The User Profile icon includes: “Profile”, “Settings” and “Logout”. 
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• Profile: This tab displays the User’s Contact Information. 

• Edit: The user selects this button to edit the User Information. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Settings: This tab displays the Account Username and Email address. 

• The user can Edit the “Language”, “Time Zone”, and “Locale” settings on this 
page using a dropdown menu. 
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• Logout: This tab logs out from the FAM Portal. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3.1 Search Filters 

 

• To search for a patient, enter the relevant information in the search fields and filter 
the patient cases. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Click “Search” to filter 
the data 
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3.2 Escalation Cases 
 

• Escalation Cases tab will be the default tab on the Homepage. 

• The user can view the Case Number, Patient ID, Parent Case, Due Date, Program 
Category and Sub Category, Case Source, Case Status, and Case Owner. 

• To access and update the Case Detail of a patient, users shall click on the “Case 
Number” of a particular Patient ID under the Escalations Cases tab. 

 
 
 
 
 
 
 
 
 
 
 
 
 

• The page displays Case Information, Case Details, and Comments/Notes under 
“Detail” tab. 

• To Update the Case, users can select Case Outcome, Case Outcome Reason, 
Status, Program Category, Program Subcategory, Case Status, and any 
Additional Comments.  

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

Click “Update Case” 
once the details are added 
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• The user can view the Document Checklist Items, Care Program Provider, and 
Eligibility Status in the “Related” tab. 

 

 
 
 
  
 
 
 
 
 
 
 
 
 

3.3 Patient Enrollment (Completed) 
 

• To access the patient enrollment, click on the “Enrollments” tab on the Homepage. 

• The user can view the Patient ID, Patient Name, Enrollment Number, Case 
Number, Consent, Case Type, Case Status, HCP, Office Contact Number, City, 
State, Zip Code, and Enrollment Day. 

 

 
 
 
 
 
 
 
 
 
 
 
 
Note: Users can view the Patient Information of only consented patients. 

 
 
 



 

Page 14 of 20  Galderma FAM- User Guide 

3.4 Patient Enrollment (Incomplete) 
 

• To access the patient incomplete enrollment, click on the “Incomplete 
Enrollments” tab on the Homepage. 

• The user can view the Patient ID, Patient Name, Enrollment Number, Case 
Number, Consent, Case Type, Case Status, Missing Information, HCP, Office 
Contact Number, City, State, Zip Code, and Enrollment Day. 

 

 
 
 
 
 
 
 
 
 
 
 
 
Note: Users can view the Patient Information of only consented patients. 

 

3.5 Cases in Progress 
 

• To access the cases in progress, click on the “Access Cases In Progress” tab  
on the Homepage. 

• The user can view the Patient ID, Patient Name, Enrollment Number, Case 
Number, Consent, Case Type, Case Status, Denial Reason, HCP, Office 
Contact Number, City, State, Zip Code, and Enrollment Day. 
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Note: Users can view the Patient Information of only consented patients. 

 

3.6 Free Product Status 
 

• To access information about patient’s free product status, click on the “Free 
Product Status” tab on the Homepage. 

• The user can view the Patient ID, Patient Name, Enrollment Number, Case 
Number, Consent, Case Type, Eligibility Type and Reason, Start and End Date, 
HCP, Office Contact Number, City, State, and Enrollment Day. 

 

 
 
 
 
 
 
 
 
 
 
 
 
Note: Users can view the Patient Information of only consented patients. 

 

3.7 Prescription Transfer 
 

• To access information about patient’s prescription transfer status, click on the “RX 
Transfer” tab on the Homepage. 

• The user can view the Patient ID, Patient Name, Enrollment Number, Case 
Number, Consent, Case Type, Rx Transfer Status, Referral Name, Pharmacy, 
HCP, Office Contact Number, City, State, and Enrollment Day. 
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Note: Users can view the Patient Information of only consented patients. 

 
4. Patient Data 

4.1 Patient Service Summary 
 

• To view the Patient Summary, click on the “Enrollment Number” in  
the Enrollments tab. 
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• The users can view the Enrollment Details, Patient Consent, Clinical 
Information, Care Program Provider and Enrollee Product, Cases,  
and Copay Card. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Page 18 of 20  Galderma FAM- User Guide 

5. Secure Message 

5.1 Sending a Secure Message 
 

• To send a secure message to the program, click on the “Secure Message” tab  
on the Homepage. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Fill in the required fields, attach the supporting documentation to the Secure 
Message, then click “Submit”. 
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• User can view all the messages and their details. 

• To view the message details, click on the preferred Message ID. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 

• The user shall then be redirected to the message details page. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Page 20 of 20  Galderma FAM- User Guide 

• User will receive an email notification when new messages are received. 
 


