Healthy Blue Dual Advantage
(HMO D-SNP)

For the listening benefit of webinar
attendees, we have muted all lines
and will be starting our presentation
shortly

« This helps prevent background
noise (e.g., unmuted phones or
phones put on hold) during the
webinar

« This also means we are unable
to hear you during the webinar

« Please submit your questions ‘
directly through the webinar

platform only

4 )

How to submit questions:

* Open the chat feature at
the top of your screento
type your question related
to today’s training webinar

* In the “Send to” field,
select “All Panelists”

« Once your question is
typed in, hit the “Send”
button to send it to the
presenter

 We will address submitted
guestions at the end of
the webinar
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Dual Advantage

Lisa Roth

Provider Relations

Healthy Blue Dual Advantage (HMO D-SNP)
New provider orientation



About Healthy Blue Dual - Claims

Advantage (HMO D-SNP) - Electronic funds transfer
Accessing the provider website . Payment disputes
Online resources - Medical appeals
Avallity* Portal «  Quality

Patient360 - HEDIS®

Cultural competency - Essential Extras

Fraud, waste and abuse - Laboratory senices
Availability standards - Pharmacy program

Identifying and verifying members
Prior authorizations
Referrals

HEDIS® is a registered trademark of the National Committee for Quality H ea H:h B | u e
Assurance (NCQA) ®
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About Healthy Blue Dual Advantage

« Dual special needs plan
» Specialized Medicare Advantage
— Designed for people with special healthcare needs

« Changes to a current enrollment status can occur quarterly throughout the
year

* New enrollment can occur any time the member meets criteria for eligibility
- Statewide with the exceptions of the following parishes:

Concordia Madison
East Carroll Tangipahoa
Iberia Webster
Lincoln West Carroll

Healthy Blue




Accessing online resources
and verifying member benefits
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Healthy Blue Dual Advantage member ID

card

@ Healthy Blue Rgegtgt\ggéu&%uglb_srqp)\ Healthy Blue HealthyBIueLA.com/Medi%

Member Service: 1-844-209-5406
Me?beg lF")resegtbtg'is 1D card and your TTY/TDD Line: 711
edicaid ID car ore you receive .
_ PCP: Call for PCP services or supplies. Seeyyour Evidence M SR v 1-833-370-7470
Dental - LIBERTY of que,age for covered services. Help for Pharmacists: ~ 1-833-377-4266
Prck;vnder:I Do not bill FFIS !VIIeBdlmarg. Please  Provider Service: 1-844-895-8160
submit claims to your local Blue Cross —
" : ey Dental Customer Service: 1-888-700-0992
Member ID: Blue Shield Plan. Include 3-digit :
prefix that precedes the |dengf|cat|on 2477 NurseLine: 1-855-658-9249
R/L‘Jrr&ber Irsl.ted on thrf front of tlhe card. SilverSneakers: 1-855-741-4985
— edicare limiting charges apply. ;
Group: LAMCRWPO ' Dual eligible members pay $0 for Pl of s o dose w livehealthonline.com
Plan: 332 plan covered medical services guarantee eligibility for benefits.
Issuer (80840): 9101000302 Provider: Dual Member Cost ' MeRR Claims & Inquiries: —
EigICNN' 0201 1|g Enh:éﬁjgiféould be billed to member's z'oc B siono, Vir&miz&caghl1\,3823466410,0 ,:mn,;
b2 X Claims: Ingenio Kx, n. rFar vCs
RxGRP: M2A P.O. Box 52077, Phoenix, AZ 85072-2077
RxID: CMS  H1947-001-000 Dental Claims

NEDICARE Mods P.0. Box 26110 Santa Ana, CA 92799
eaicare
Awm‘sllHMO Preseription Drug Coverage JSsue Date: 11/06/2020

_

* The three-character prefix for this plan is JLA.

* Providers should submit claims to Healthy Blue, not the local Blue Cross Plan.

« All members must select a PCP. For the member to request a change to their
PCP, the member must contact Healthy Blue Dual Advantage Customer Service
at 1-844-209-5406.

« Healthy Blue Dual Advantage member ID card should be presented at each visit.

7 Healthy Blue



Healthy Blue Dual Advantage provider

website

VisitiLinkBlue at ww.BCBSLA.com/ilinkblue.com, then under Other Sites select
HealthyBlue.

A Coverage- Claims - Payments- Authorizations - Quality & Treatment -  Resources ~

Welcome to iLinkBlue &) Medical Record Request
Tlips to Know, You have 0

When submitting an Action Request: new Medical Record Requests that

« Allow 10 - 15 working dates for a response to each raguast require action.
« Check in Action Request Inquiry for a response

A . - Ple: wisit Qut of Area Medical Record Re: 15 1o vie 15,
« A second request may be submitted if there was no resolution sEm sk ar s = TEATE REuE e e e

([7]] B = %

Research Claims BCBSLA Coverage 00A Coverage Meed an Auth? Payment Registers EFT Notices
A 0
7 Important Blue Cross Messages (4" Other Sites
System Outage
iLinkBlue will be unavailable Thursday, January 9, 2019, beginning at 8:30 pm until 3:30 pm for system Davis Vision Network

maintenance. We apalogize for any inconvenience this may cause you.

Newsletter Dental Advantage Plus Network - United Concordia Dental

Click here to view a copy of the 4th Quarter 2019 Provider Network News.

Blue Advantage

Informational

Click here for a copy of the 2020 Authorization Lists. " | Healthy Blue

Google Chrome is the preferred browser
VAV

Healthy Blue


http://www.bcbsla.com/ilinkblue.com

Healthy Blue Dual Advantage provider

website (cont.)

ContactUs¢® = Login&

@ @ Healthy B|Ue The Healthy Blue Network Prior Authorization & Claims Eligibility & Benefits Provider Support

# Healthy Blue Manuals,
News & Announcements Dual Advantage i Directories, & Quick
Reference ©
Healthy Blue offers Medicare Advantage Dual Special
Needs product
Healthy Blue will offer a new Medicare Advantage Dual Special Needs
product, effective January 1, 2020. - Provider Relations representatives and territories
Healthy Blue offers Medicare Advantage Dual Special Needs product « Caring for Children with ADHD: A Resource Toolkit
. i - for Clinicians
Healthy Blue functionality on the Availity Portal
Beginning January 1, 2020, the Availity Portal will be your exclusive
secure website to access many online tools and resources for the Tell us of suspected waste, fraud or abuse of services
Dual Advantage plan under Healthy Blue paid for by Healthy Blue.
Blue functi ity P
Electronic data interchange LI G
s o Q *
Availity serves as our electronic data interchange (EDI) partner for all
HEALTH PLAN S AL
electronic data and transactions. T ——

Electronic data interchange

Healthy Blue



Healthy Blue Dual Advantage provider

website (cont.)

The provider website is available to all providers rendering
care to D-SNP members, regardless of participation status

D-SNP Beneflts # > The Healthy Blue Network >
« D-SNP Forms Dual Advantage

- D-SNP Medicare Advantage (> Dop senets

Reimbursement Policies > D-SNP Forms

» D-SNP Medicare Advantage Reimbursement Policies

D-SNP News and Announcements
D-SNP Newsletter
D-SNP Provider Manual

» D-SNP Provider Manual

» D-SNP Provider Resources

» D-SNP Provider Trainings and FAQs

 D-SNP Provider Resources
* D-SNP Provider Training and FAQs
« D-SNP Provider Self-service

» D-SNP Provider Self-service

Healthy Blue
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Forms

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then >

Healthy Blue Dual Advantage D-SNP > Provider Support > Forms

1

ContactUs @@ Login &

@@ Healthy Blue The Healthy Blue Network Prior Authorization & Claims Eligibility & Benefits Provider Support

& i

# > The Healthy Blue Network >
Dual Advantage

[ » D-SNP Benefits

v D-SNP Forms

-
2 Behavioral Health Concurrent Review Form

2 Behavioral Health Discharge Note Fax Form

-
4 Behavioral Health Initial Review Form

2 Healthy Blue Dual Advantage Provider Authorization Form

Qutpatient Review Form

-

&

-

& Overpsyment Refund Notification Form
-

Healthy Blue
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Verify eligibility via Availity

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then >
Healthy Blue Dual Advantage D-SNP > Eligibility & Benefits > Finding Tools on

Availity

@@ Healthy Blue The Heaithy Blue Network Prior Authorization & Claims Eligibility & Benefits Provider Support

Provider self-service on Avalility Log In to Availity®
og In to Availity

Many of the tools you need - such as eligibility and benefits inquiry, claims
submission, claims status Inquiry, and authorizatlons - can now be accessed R
or Register Now
by logging into your account on the Avallity Portal.
B Availity Fr I

Find these tools on Availity:

Expand the options below for Instruction on locating each tool

i ?
© Claims Looking for Forms?©

© Claims status inquiry

© Claims status inquiry and claim appeal
© Clear Claims Connection

© Authorizations

© Prior Authorization Lookup Tool

© Eligibility and benefits inquiry

To check member eligibility and benefits:
1. From the Availity home page, select Patient Registration from the top navigation.
2. Select Eligibility and Benefits Inquiry.

0

Healthy Blue


http://www.bcbsla.com/ilinkblue.com

Online provider directories

@ @ Healthy BlUB The Healthy Blue Network Prior Authorization & Claims Eligibility & Benefits Provider Support

# > Provider Support >
Find a Doctor

To find a doctor, group or facility,
use our online Provider Search Tool or use the provider
directories listed on this page.

Provider Search Tool©

www.BCBSLA.com/ilinkblue.com under Other Sites, select
Healthy Blue, then > Provider Support > Find a Doctor

Healthy Blue

13


http://www.bcbsla.com/ilinkblue.com

14

Availity Portal

The Avallity Portal is an online
multi-payer portal that gives physicians,
hospitals and other healthcare
professionals access to multiple payer
information with a single, secure login.

Availity services include:
« Eligibility and benefit inquiries.

+ Claim submissions and status inquiries.

« Adirectlink to the Healthy Blue Dual
Advantage provider website for appeals,
panel listings and precertification.

For questions pertaining to the Avalility Portal, call
1-800-AVAILITY (1-800-282-4548).

www.BCBSLA.com/ilinkblue.com under

Other Sites, select Healthy Blue, then
> Healthy Blue Dual Advantage
D-SNP > Eligibility & Benefits > Finding
Tools on Availity

Healthy Blue
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Availity Portal (cont.)

AVAILITY PORTAL ¥ LOGIN & REGISTER

- If you're navigating to the secure Healthy 9 Avallity
Blue Dual Advantage provider website, you

will need to log in or register.

User ID:
« If you have registered with Availity for your
commercial products, you do not need to
register again for Healthy Blue Dual Password:
Advantage.

] show password

www.BCBSLA.com/ilinkblue.com under
Other Sites, select Healthy Blue, then > Eg:SEI iﬁﬂiﬁiéi‘i"éﬁd"
Healthy Blue Dual Advantage D-SNP >
Eligibility & Benefits > Finding Tools on
Avallity

Healthy Blue

15
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Patient360

Patient360 provides:

* Member demographics SN

Welcome Healthy Blue
Providers!

e Care summaries

« Claims history

* Authorization details

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue,
then > Healthy Blue Dual Advantage D-SNP > Eligibility & Benefits >
Finding Tools on Availity > Patient360

Healthy Blue
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Cultural competency

« We expect providers and staff to gain and
continually increase their knowledge and
sensitivity to diverse cultures.

* We believe when providers take into
account a patient’s values, reality
conditions and linguistic needs, it results in
effective care and services.

« Each provider should complete the training.

You can complete cultural competency training online through the provider
website: ww.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy
Blue, then > Healthy Blue Dual Advantage D-SNP > Provider Support >
Education & Resources > Manuals, Directories, Training & More > Other Trainings

& Tutorials > Cultural Competency Training '
9 Healthy Blue
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Translation services

* Translation services are available
24/7 in more than 170 languages.

* To obtain translation services, call
Member Services at
1-844-209-5406.

Healthy Blue

19



20

Fraud, waste and abuse

Help us prevent fraud, waste and abuse.

Steps you can take:

* Verify each patient’s identity.

« Ensure services are
medically necessary.

e Document medical records
completely.

- Billaccurately.
« Tell us if you suspect fraud.

The Healthy Blue Network Prior Authorization & Claims

L@@ Healthy Blue

Healthy Blue View all Manuals,
. Dual Advantage =~ Communications Directories, & Quick
COVID-19 Information © DSNP© & Updates © Reference ©

Resources

News & Announcements

« Louisiana Department of Health
= Availit Provider FA

-

£ Provider Relations representativi 25 and territories
= . -

2 Availity Provider Article 4 Healthy Blue Network Development team

= Caring for Children with ADHD: A Resource Toolkit for

nnnnnnnn
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Hea\thy Blue




NN .

,...-‘~\\!l"'

,.....-n\ {Q

Healthy Blue




Availability standards

All Healthy Blue Dual Advantage network providers must use their best effort to adhere to
the following standards for appointment scheduling and wait times. Please make every
effort to see the patient within an average of one hour from the patient’s scheduled

appointment.

PCP-new patient

Within 30 days of the patient’s effective date on the PCP’s panel
— to be initiated by the PCP’s office

Routine care without symptoms

Within 30 days

Non-routine care with symptoms

Within five business days or one week

Urgentcare Within 24 hours

Must be available immediately 24 hours per day, seven days per
Emergency S

week via directaccess or coverage arrangements

First and second trimester within one week, third trimester within
OB/GYN three days. OB emergency care must be available 24 hours per

day, seven days per week.

22

Phone calls into the provider office
from the member

Same day; no later than next business day

Healthy Blue



Precertifications/prior authorizations

<19, =

( l','\ . ‘» y‘.‘_.'-
y "‘* Y ‘ \.\ 3

\
v

-~
S

.*;,n
Healthy Blue



24

Referrals

Referrals are not needed for
medical or behavioral health
services when rendered by
a contracted provider.

Screening and identification
of behavioral health
conditions begins in the
PCP office.

@@ Healthy BIUB The Healthy Blue Network Prior Authorization & Claims Eligibility & Benefits Provider Support

# > The Healthy Blue Network >
Dual Advantage Find a Doctor

To find a doctor, group or facility,
use our online Provider Search Tool or use the
‘ » D-SNP Forms provider directories listed on this page.

| » D-SNP Medicare Advantage Reimbursement Policies C Provider Search Tool O)

| » D-SNP Benefits

| » D-SNP Provider Manual

For a complete list of contracted providers, go to www.BCBSLA.com/ilinkblue.com
under Other Sites, select Healthy Blue, then > Healthy Blue Dual Advantage D-

SNP > Provider Search Tool.

Healthy Blue
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Precertification and notification

requests

* Precertification: The act of authorizing specific services or
activities before they are rendered or occur.

* Notification: Telephonic, fax or electronic communication
from providers to inform Healthy Blue Dual Advantage of
their intent to render covered medical services to members.

Note: This plan does not provide coverage for services received from
out-of-network providers, except for emergency, urgently needed care and
end-stage renal disease services.

Healthy Blue



Precertification requests

- For emergency or urgent services, 0 Healthy Bue

notification is needed within 24 hours or
the next business day. :

* There is no review against medical
necessity criteria; however, member

o
v -~ )
:‘

eligibility and provider status (network pmi;erGu}debook

Healthy Blue Dual Advantage [HMO D-SNP)

and non-network) are verified.

https://providers.healthybluela.com

A complete list of services that need precertification are outlined at
www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then > Healthy

Blue Dual Advantage D-SNP > D-SNP Provider Manual.
Healthy Blue
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Precertifications and notification

Services requiring precertifications are listed on Availity.

ContactUs¢® = Logind

@ v Healthy Blue The Healthy Blue Network Prior Authorization & Claims Eligibility & Benefits Provider Support

Provider self-service on Availity

Log In to Availity ©

Many of the tools you need - such as eligibility and benefits inquiry, claims

submission, claims status inquiry, and authorizations - can now be accessed o
or Register Now ©
by logging into your sccount on the Availity Portal.

B Availity Frequently Asked Questions

Find these tools on Availity

Expand the options below for instruction on locating each tool. Looking for Forms? )

© Claims

© Claims status inquiry

© Claims status inquiry and claim appeal
© Clear Claims Connection

© Authorizations

@ Prior Authorization Lookup Tool

To check if authorization is required:

1. From the Availity home page, select Payer Spaces from the top navigation.
2. Select the health plan.

3. From the Payer Spaces home page, select the Applications tab.

4. Select the Prior Authorization Lookup Tool tile

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then >

Healthy Blue Dual Advantage D-SNP
Healthy Blue

0
27 °
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Evidence of Coverage

The Evidence of Coverage can be found at ww.BCBSLA.com/ilinkblue.com
under Other Sites, select Healthy Blue, then > Healthy Blue Dual Advantage
D-SNP > DSNP Benefits.

# > The Healthy Blue Network >

Dual Advantage > © Healthy Blue

e ™
v D-SNP Benefits

P Sample Medicare Advantage Member ID cards

» Pharmacy Information
+ Pharmacy Online Prior Authorizations

B 2021

AL

Healthy Blue Dual Advantage (HMO D-SNP)

2 2021 Evidence of Coverage

Evidence of Coverage | 2020

P 2020 Summary of Benefits
= 2020 Evidence of Coverage
|

Region Includes Select Parishes in Louisiana

'h nmkw nm 1 the detalls about your Medicars: health caso and mm—r thon o mwngr
smbes 31, 2020. Call us al 1-844-209-5406, (TTY: 711) with

' Hea\thyB e

2020 Comprehensive Formulary

-
h.
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Precertification requests

In many cases, out-of-network
providers may be required to request
precertification for services when
network providers do not.

For code-specificrequirements for all
services, visit our provider self-service

website.

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then
> Healthy Blue Dual Advantage D-SNP > D-SNP Provider Self-service

Healthy Blue
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Prior Authorization Lookup Tool

The Healthy Blue Network Py

The Prior Authorization &9 Healthy Blue
Lookup Tool helps you X
search by:

* Market
# > Prior Autharization & Claims >
y Prior Authorization Lookup
« Member’s product
This tool Is for outpatlent services only. Inpatient services always
require precertification
. P C O e Please note: Does not show benefits coverage — Refer to our Healthy Blue
Provider Manual for coverage/limitations.
Line of Business
CPT/HCPCS Code or Code

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then
> Healthy Blue Dual Advantage D-SNP > Prior Authorization & Claims

. Healthy Blue



https://providers.healthybluela.com/la/pages/prior-auth-lookup.aspx.
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Precertification status

You can check the status of your

precertification request on the
provider website or by contacting Alithesization Status
Provider Services at
1-844-209-5406. 1 Type  [ATT5 Tyes 5

Mernber D *| J
Member

Selecta date *
Select a Service Type *
® ONon-

Inpatient Inpatient

www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then
> Healthy Blue Dual Advantage D-SNP > Prior Authorization & Claims >

Finding Tools on Availity
Healthy Blue

31


http://www.bcbsla.com/ilinkblue.com

Physical health and behavioral health

Integration

- Healthy Blue Dual Advantage provides both basic and specialized
behavioral health services to members.

« Basic behavioral health services are provided in the primary care
setting by a PCP.

« Specialized behavioral health services are provided by a licensed
behavioral health provider such as a psychiatrist, psychologist,
medical psychologist or psychiatric nurse practitioner.

 For a full list of specialized behavioral health services, visit
www.BCBSLA.com/ilinkblue.com under Other Sites, select
Healthy Blue.

Healthy Blue
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Submitting claims

Claims can be submitted:
* On the Healthy Blue Dual Advantage
provider website

 Electronically through a clearinghouse

— Your payer name is Louisiana
Medicare Advantage, and the payer ID
is 00551

* On paper by mail

— Healthy Blue
P.O. Box 61010
Virginia Beach, VA
23466-1010

Healthy Blue
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Submitting claims (cont.)

« Timely filing for Healthy Blue Dual &% Healthy Blue .
Advantage is 12 months from date of

Backpramnd Avaidlity serves wh our eloctrmibe dits iseichan e (R0 parine B all electoon o
i el s e

S rVI Mutnods ta exahange E0I tranemissions with the Avaiilty EDI gateway:
. If yau wre already exchangiog EDT s, yoo oan e pour exiaing cheannghonse o

our transasissivns. Please wark with thess ts snzure conmeciivity
¥,

st willh the Avalbity KD gaieway
P

« Electronic Data Interchange (EDI)
Instructions can be found on
www.BCBSLA.com/ilinkblue.com under
Other Sites, select Healthy Blue, then > T -
Healthy Blue Dual Advantage D-SNP >

ot | Lopwinimnn Medicars Advaneage. ani ile payer 10 |« 00351

D-SNP News and Announcements > e

P ER AT T i
EnrallFab™, s CAQH Solubea™

Electronic Data Interchange. e 1 b

BRI 1 b e ST S FRRA A

Note: Healthy Blue Dual Advantage claims
cannot be submitted throughiLinkBlue.

. Healthy Blue
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Claims processing

For members enrolled in Healthy Blue Dual Advantage:

« Claims will be processed under each plan and payment made
according to payment rules governing Healthy Louisiana program or
your Healthy Blue Dual Advantage contract.

- Explanation of Payment (EOP) will provide further guidance on next
steps or pending payments.

* The membermust be actively enrolled in both plans on the date of
service.

« Service(s) must be covered under the respective plan.

Healthy Blue
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EFT information

If you were previously registered to receive electronic funds transfer
(EFT) only, you must register using EnrolIHub to manage account
changes.

To register or manage account changes for EFT only, use the
EnrollHub™, a CAQH Solutions™ enroliment tool, a secure
electronic EFT registration platform. This tool eliminates the need for
paper registration, reduces administrative time and costs, and allows you
to register with multiple payers at one time.

Healthy Blue
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Register for EnrollHub

www.caqgh.org/solutions/enrollhub

EVENTS  NEWS  CONTACT

L
Solutionsi N &

Explorations -

EnrollHub

EnrollHub is online for health plans and providers. Call volumes are temporarily higher

than usual and we apologize for any delay

Please contact our Support Center if you have questions.
CAQH Provider Help Desk:

844-815-9763

efthelp@enrollhub.cagh.org

Help Desk Hours:

7am-9pm EST Monday - Thursday

7am-7pm EST Friday

Contact for Participating Organizations:

Contact us at eft@cagh.org

| LEARN MORE

Request Pro

| CAGH SOLUTIONS LOGIN

e R —
QH ProView”

EnrollHub®

- OO

covip-18

In response to COVID-19, CAQH is taking
efforts to ensure the safety of our
employees. As a result, you may
experience longer than normal wait
times when calling the Help Desk. We
appreciate your patience and look
forward to assisting you.

CONTACT ENROLLHUB

EnrollHub Support Desk:

Email: efthelp@EnrollHub.CAQH.org
Phone: (844) 815-9763

0

Healthy Blue
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Rejected vs denied claims

Rejected claims do not enter the adjudication
system due to missing/incorrect information.

Denied claims go through the adjudication
process but are denied for payment.

If you have questions about how your claim was \X\ w/
processed, please call our Provider Services —
representatives at 1-844-209-5406. ==

Always request a reference/tracking number before

ending your call.
Healthy Blue
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Resolving claims issues

Contact Healthy Blue Customer Service at 1-844-209-5406:

Request a review for correct processing.
Be specific and detailed.
Allow 10 to 15 working days for first request.
Check current remittance advice to see if claim reprocessed.
— If not, submit a second request for a review.
Allow 10 to 15 working days for second request.
Always remember to get a reference number when speaking to a
Customer Service representative.

Healthy Blue
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When to contact Provider Relations for

claims help

You may email an overview of the issue along with your two
reference numbers to provider.relations@bcbsla.com if one
of the following applies:

* You have made at least two attempts to have your
claims reprocessed and have been issued two separate
call reference numbers by Provider Services.

* It Is a system issue affecting multiple claims.

Healthy Blue



Payment disputes

There are several options when filing a claim payment
dispute:

« Call 1-844-209-5406 and speak with a Provider Services
representative.
« Supporting documentation can be uploaded via the
Avalility Payment Appeal Tool at https://www.availity.com.
— You will receive immediate acknowledgement of your
web submission.
« Mail a Claim Payment Appeal Form or the
Reconsideration Form to: s
— Provider Payment Disputes ="
P.O. Box 61010
Virginia Beach, VA 23466-1599

. Healthy Blue
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Medical appeals

Separate and distinct appeal processes are
In place for our members and providers,
depending on the services denied or
terminated.

Please refer to the denial letter issued to
determine the correct appeals process.

@@ Healthy Blue

Provider Guidebook

Healthy Blue Dual Advantage (HMO D-SNP)

For more information, refer to the Provider Guidebook at
www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue,

then > Healthy Blue Dual Advantage D-SNP.

Healthy Blue
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HEDIS

Whatis HEDIS?

It is a performance measurementtool coordinated and administered by
the National Committee for Quality Assurance. It produces results used
to measure performance, identify quality incentives and aid with
provider and member educational programs.

Your role in HEDIS:

« Promote health to our members

Provide appropriate care to our members

Document all care in the patient’s medical record

Respond to our requests for member records in a timely manner
Accurately code all claims

Healthy Blue
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HEDIS (cont.)

When does record collection start and end?

Quality staff collect HEDIS data from medical records from
February to May.

Data collection methods:

- Fax, mail, on-site and remote electronic medical record system
access

Ways to improve scores for HEDIS measures:
« Use correct diagnosis and procedure codes
« Submit claims in a timely manner

» Ensure all components are included in medical record

documentation
Healthy Blue



Other performance and health outcome

measurements

We have a model of care program in place for members of our Special Needs

Plans (SNPs):

« Performance and health outcome measurements are collected, analyzed and
reported to ensure the effectiveness of the model of care

* These measurements are used by our Quality Management Program and
include the following measures:

— HEDIS

— Health Outcomes

— CMS Part C Reporting Elements
— Medication therapy measurement

— Clinical and administrative/service quality improvement projects

Healthy Blue
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Essential Extras

+ Essential Extras benefits may help members with meals, mobility and
more.

* Prior authorization and/or recommendationfrom a licensed clinician
may be required.

 Members may choose Essential Extras benefits at enrolimentor
throughout the plan year.

www.BCBSLA.com/ilinkblue.com under Other Sites, select
Healthy Blue, then > Healthy Blue Dual Advantage D-SNP > D-SNP
Benefits

Healthy Blue
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Laboratory services

Notification or prior authorization is
not required if lab work Is
performed in a physician’s office or
participating hospital outpatient
department (if applicable), or is
done by one of our preferred lab
vendors:

* CPL

« LabCorp

* Quest Diagnostics, Inc.

Healthy Blue
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Pharmacy program

Pharmacy benefit managementis handled by IngenioRx.* The member
ID card has pharmacy contact information on the back.
» Mall order — Send your mail order prescriptionsto IngenioRXx:
— IngenioRx Mail Order Pharmacy new prescriptions:
* Phone: 1-833-203-1742
+ Fax: 1-800-378-0323
« Specialty pharmacy — Send your specialty pharmacy prescriptions to
the members’specialty pharmacy provider. If member has opted to
use IngenioRx Specialty Pharmacy, send your specialty pharmacy
prescription to IngenioRX:
— IngenioRx Specialty Pharmacy:
* Phone: 1-833-262-1726
* Fax: 1-833-263-2871

Healthy Blue
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Provider Services contacts

Call 1-844-209-5406 for our Healthy Blue Dual Advantage Provider Services.
Our representatives are trained and specialized in our D-SNP programs.

Our provider website will also provide you all resources and tools needed under

Provider Self Service:

«  www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue,
then > Healthy Blue Dual Advantage D-SNP > D-SNP Provider Self-service

The Provider Manual can also be found on the website:
« www.BCBSLA.com/ilinkblue.com under Other Sites, select Healthy Blue, then
> Healthy Blue Dual Advantage D-SNP > D-SNP Provider Manual

Healthy Blue
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Provider Credentialing & Data

Management

Provider network setup, credentialing and demographic changes
Justin Bright, Director

Mary Reising, Manager — mary.reising@bcbsla.com
AnneMonroe, Provider Information Supervisor — anne.monroe@bcbsla.com
Rhonda Dyer, Provider Information Supervisor — rhonda.dyer@bcbsla.com

If you would like to check the status on your Credentialing Application or Provider
Data change or update, please contactthe Provider Credentialing & Data
Management department by emailing PCDMstatus@bcbsla.com or by calling
1-800-716-2299.

1-800-716-2299 | option 2 — credentialing

option 3 — provider data management
pcdmstatus@bcbsla.com

Healthy Blue
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Healthy Blue is the trade name of Community Care Health Plan of Louisiana, Inc., an independent
licensee of the Blue Cross Blue Shield Association.

* Avallity, LLC is an independent company providing administrative support services on behalf of Healthy Blue.
IngenioRX, Inc. is an independent company providing pharmacy benefit management services on behalf of Healthy Blue.
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