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Training Topics

* Provider Relations and Support Team
e Behavioral Health (BH) Clinical Training Opportunities

* Requesting BH Authorizations
« Route of Submission
« Needed Information

e COVID-19 BH Flexibilities

 Standard Plan versus Tailored Plan Services
« Service Associated Request to Move Form
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Disclaimer

Please note that contractual terms may include
exceptions to the information referenced. Refer to your
specific agreement terms for more information.
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Our Mission

To transform the
health of our
community, one
person at a time.
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North Carolina’s Only Physician-Led Medicaid Plan

A joint venture between Centene Corporation, the North Carolina Medical Society
(NCMS), the North Carolina Community Health Center Association (NCCHCA) and
the individual practitioner shareholders in the CCH Network to collaborate on a
patient-focused, provider-led approach to Medicaid Transformation.

A first-of-its-kind partnership
Carolina Complete Health is the result of a collaboration between the North Carolina Medical
Society, the North Carolina Community Health Center Association, and Centene Corporation.

Provider-led

? We give doctors and FQHCs (Federally Qualified Health Centers) a voice in key policymaking.
We believe providers are essential to Medicaid Transformation and are committed to helping

providers remain strong and viable, especially important during the pandemic.

Patient-centered
Carolina Complete Health helps patients get the care they need, when they need it, through
local, regional and community-based resources.
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A Commitment to North Carolina

CCH Headquarters in Charlotte
10101 David Taylor Drive
Charlotte, NC

/

hel Avery
%\w Alexander
-

Catawba

Madison
Buncombe

Jackson
Cherokee
Clay

Rutherford Lincoln

Hender

Cleveland - Gaston

Macon Mecklnburg

Union

Region 3

New Centene East Coast
Headquarters in Charlotte, NC

g

SNy i,
m 5

Alleghany ] 7\
Ashe . | | )
Stokes BVGOVIEL  Caswell | Persen !Gianville| Vance| Warren

CCH/CCHN Office in Durham
4309 Emperor Boulevard
Durham, NC

Region 4

Northampton

NC Medical Society
222 N Person St.

M i Orange | { Fanki ) - Bert i
m Gulford iAlamance : Durhat o S Ralelgh, NC
f \ > 7 Nash
v | N \ | Edgecombe —
Iredell Davidson = ke ; - Martin  / Washington” Tyrrell | pare
; ‘ f b
Randolph Chatham | 1 Wilson
Rowan ~ L / ) :
SV < Johnston 4 @ .
S e ‘ NC Community Health
Cabarrus \ Hamett Y d \‘ \

Center Association
4917 Waters Edge Drive
Raleigh, NC

Stanly ‘Montgomery Moore

w

Cumberland

Anson 'Richmon(? 2 Hoke © Sampson |

Scotland)

Robeson Bladen

CCH Office in Wilmington
1985 Eastwood Road
Wilmington, NC

Per .

T New
Hanover,

Region 5

Columbus

Brunswick

carolina

9/?\ complete health. Confidential and Proprietary Information



Key Contact Information

( ‘3 carolina complete
/A health network.
PROVIDER SERVICES PHONE NUMBER

1-833-552-3876

PROVIDER RELATIONS AND SUPPORT EMAIL

networkrelations@cch-network.com

PROVIDER SERVICES WEBSITE
www.network.carolinacompletehealth.com
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Provider Relations and Support

The Carolina Complete Health Network Provider Relations and Support team includes
trained Provider Relations staff who are available to respond quickly and efficiently to all
provider inquiries or requests including, but not limited to:

* Credentialing/Network status

e Claims

* Request for adding/deleting physicians to an existing group

e Secure Portal registration and Pay Span

* Inquiries related to administrative policies, procedures, and operational issues
e Contract questions

By calling Carolina Complete Health Provider Relations and Support at

1-833-552-3876 providers will be able to access real-time assistance for all their service
needs.

You can also email Provider Relations and Support:
networkrelations@cch-network.com

carolina
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Carolina Complete Health Website: For Providers
www.network.carolinacompletehealth.com

Home ForMembers ContactUs Help STAT! Pre-AuthTool Provider Portal Login

(7)) carolina complete conrast [ 3 B
/A health network -

JOIN THE NETWORK INVEST INCCHN RESOURCES ABOUTUS PROVIDER UPDATES

Invest in CCHN
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Web-Based Tools

. Web-Based Tools:
. Public Website: www.carolinacompletehealth.com
. For Providers: network.carolinacompletehealth.com

* Provider information for medical services:
. Prior Authorization tool
. Forms
. CCH’s Plan News
. Clinical Guidelines
. Provider Bulletins
. Contract Request Forms
. Provider Engagement Contact Information

* Carolina Complete Health is committed to enhancing our web-based tools and
technology. Provider suggestions are welcome!

*  Link to Web Survey: https://www.surveymonkey.com/r/CCHWEBSITE

carolina
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Secure Provider Portal

Secure Provider Portal:

Beneficiary eligibility and patient listings
Health records and care gaps

Prior Authorizations

Claims submissions and status

Payment history

Monthly PCP cost reports

...and more!

https://provider.carolinacompletehealth.com/

Or, simply use the ‘Login’ button on the upper
right hand corner of our Provider website.

Registration is free and easy - contact your
provider network specialist to get started.

ﬁ carolina - - ———
/AN complete health.

The Tools You Need Now! foaln

User Name ( Email )

Our site has been designed to help you get your job done.

name@domain.com

Password

it

Check Eligibility

Find out if a member is eligible for service.

Forgot Password / Unlock Accoun

Authorize Services

1™
S

See if the service you provide is reimbursable. Need To Create An Account?
Registration is fast and simple, give it a try.
Manage Claims
Create An Al t
Submit or track your claims and get paid fast.
How to Register

Our registration process is quick and simple.
Please click the button to learn how to
register.

Provider Registration Video

Provider Registration PDF

m carolina
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Additional Behavioral Health Tools and Training

https://network.carolinacompletehealth.com/resources.html

JOIN THE NETWORK RESOURCES ABOUTUS PROVIDER UPDATES

resources
Resources Q

Behavioral Health

Prior authorizations can be submitted in 3 ways:

Manuals, Forms, and Guides

Claims and Billin
g 1. The Secure Provider Portal

. s 2. Phone
Prior Authorization 1.837.552.3576
3. Fax
Pharmacy

Medical PA Fax: 1-833-238-7694
EH Inpatient Fax: 1-833-596-2765
BH Outpatient Fax: 1-833-596-2769
Pharmacy PA Fax: 1-566-399-0929

Clinical Policies

Payment Policies
For Prior Authorization Form, please visit our Manuals_Forms._and Guides page.

Administrative Policies For Behavioral Health UM Prior Authorization Guidelines, please visit our Manuals,

Forms,_and Guides page.

Education and Training
For Behavioral Health, please see state bulletin regarding GOVID-19 flexibilities for

Data and Analytics specifics related to BH prior authorizations.
. Toolkits
Behavioral Health
Toolkits are behavioral health resources for primary care physicians. Topics include, but
Behavioral Health Integration are not limited to:
Transporiation Services Anxiety Disorders €
Personal Care Services Attention-Deficit-Hyperactivity Disorder (ADHD) Toolkit €
Resiliency Corner Autism Spectrum Disorders Toolkit €

Bipolar Disorder Toolkit €

Co-Occurring Disorders Toolkit €

Cultural Competency- Humility Toolkit €
Depression Toolkit €

Integrated Care Toolkit €

Schizophrenia-First Episode Psychasis Toolkit €

Social Determinants of Health Toolkit ©
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Requesting Behavioral Health
Authorizations



Requesting Authorizations

* Authorizations can be requested by:

Fax
O Inpatient: 1-833-596-2768
O Outpatient: 1-833-596-2769
Phone
o 1-833-552-3876
= QOption 3, 5, 2 (Inpatient UR)
Provider Portal
o Secure Provider Portal

carolina
/A complete health.
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Requests via Fax

* When submitting a faxed authorization request:
o Utilize the Prior Authorization Form found here
 Complete all sections of the form.

* Inthe provider sections, include the NPl and TIN
numbers.

e Attach additional clinical documentation as needed.

* Send to the Inpatient fax number for the following
services:

o Inpatient

o Detox Services

o Facility-Based Crisis

o Partial Hospitalization

| carolina
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https://network.carolinacompletehealth.com/resources/manuals-and-forms.html#paform

Requests via Phone

* When requesting inpatient/acute services via phone,
provide:

o Specific service being requested
o NPI/TIN numbers
o Utilization reviewer name and contact information

e For clinical information:

o A utilization manager will call out to obtain
information, or
o Facility can fax clinical information to 833-596-2768

*If sending clinical information via fax, ensure this is done in a timely manner or UM wiill
call out to obtain the information.

(\. carolina
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Requests via Provider Portal

 Web requests can be submitted via Provider Portal.

* For Behavioral Health, select Inpatient Behavioral or
Outpatient Behavioral.

« Some acute services are found in the Outpatient
Behavioral drop-down options for service type.
(see next slide)

(’ carolina
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Requests via Provider Portal

Outpatient Behavioral Options

Drop-Down Options in Portal for Actual Service(s) Associated
Service Type
Community-Based Services * Peer Support Services

 Ambulatory Detox

* Medically Supervised or ADATC
Detoxification Crisis Stabilization

* Non-Hospital Medical Detoxification

Crisis Psychotherapy Facility-Based Crisis

Outpatient Therapy e Qutpatient Therapy
* Individual, family, and group therapy
are grouped under code 90837
* OQOutpatient Opioid Treatment (H0020)

(\. carolina
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Needed Information

* Information needed for Authorization Requests:

Clinical information that supports medical
necessity for the service being requested

Contact information in the event additional
information is needed

Provider/Facility NPl and TIN numbers

. carolina
YA complete health.
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Reference Material for Authorizations

* COVID-19 Authorization Waivers

O The state published the following bulletin in April 2020: SPECIAL
BULLETIN COVID-19 #46: Behavioral Health Service Flexibilities

®  While some services have authorization waivers, UM asks that a notice of
admission and discharge still occur in order to assist with d/c planning:

»  Non-Hospital Medical Detoxification (H0010) - waiver is for initial and
reauthorization.

»  Partial Hospitalization (HO035) - waiver is for reauthorization.

»  Medically Supervised or ADATC Detoxification Crisis Stabilization (H2036) -
waiver is for reauthorization.

If a service covered under EPSDT only has a authorization waiver, please still
submit the request.

* Prior Authorization resources on the Carolina Complete Health
website

O Two tips sheets specific to Behavioral Health
" Refer to links as updates are made as needed

(\. carolina
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Only Services & Service Associated
Request to Move Form



Standard Plan versus Tailored-Plan Services

Available In Both Standard Plan and BH /DD Tailored

Plan

Available Only in BH VDD Tailored Plan (or LME-MCOs Prior To Launch)

MPlans.Meu

Inpatient behavioral heaith services
Outpatient behavioral health emergency room
services
Outpatient behavioral health services provided by
direct-enrolled providers
Psychological services in health departments and
school-based health centers sponsored by health
departments
Peer supports
Research-based intensive BH treatment for
Autism Spectrum Disorder
Diagnostic assessment
EPSDT
Partial hospitalization
Facility-based crisis services for children and
adolescents
Professional treatment services in facility-based
crisis program
Outpatient opioid treatment
Ambulatory detoxification
Non-hospital medical detoxification
Stabilization

*Enhanced

EPSDT

State Plan Services

« Residential treatment facility services

* Intermediate care facilities for individuals with intellectual
disabilities (ICF/IID)

*  Child and adolescent day treatment services

* Intensive in-home services

*  Multi-systemic therapy services

*  Psychiatnic residential treatment facilities (PRTFS)

*  Assertive community treatment (ACT)

*  Community support team (CST)

*  Psychosocial rehabilitation

*  Substance abuse non-medical community residential treatment

*  Substance abuse medically monitored residential treatment

»  Substance abuse intensive outpatient program (SAIOP)

»  Substance abuse comprehensive outpatient treatment program
(SACOT)

Waiver Services

* Innovations waiver services
* TBI waiver services

*  1915(b)(3) services

State-Funded behavioral health, I/DD and TBI Services

Health Services are ltalicized
s continue to apply

carolina
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Service Associated Request to Move Form

 If a Member requires a Tailored-Plan only service
urgently, the provider should submit a Service
Associated Request to Move Form

o The online form can be found here
o The links to paper forms are found here

o For the Service Associated Request to Move
form, a service/treatment authorization request
form must be submitted with the request

(’ carolina
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https://www.ncmedicaidplans.gov/submit-forms-online
https://www.ncmedicaidplans.gov/member-resources

Links to Paper SAR/TARs for LME-MCOs

* (Click on the LME-MCOs below for link to paper document of
the Service/Treatment Authorization Request:

* Alliance

* (Cardinal Innovations (search TAR)

* Eastpointe (see Treatment Authorization Request Form TAR)
* Partners BHM (see Manual Service Authorization Form)

* Sandhills
*  Trillium
* \Vaya

* Beacon

carolina
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https://www.alliancehealthplan.org/wp-content/uploads/Inpatient-Out-of-Network-SAR-1.pdf
https://www.cardinalinnovations.org/Resources/Resource-Library
https://www.eastpointe.net/provider/information-manuals-and-forms/forms/#1470877781415-70bc1d06-4405
https://providers.partnersbhm.org/service-authorization-requests/
https://www.sandhillscenter.org/uploads/sarshc.pdf
https://www.trilliumhealthresources.org/sites/default/files/docs/Provider-documents/Trillium-Authorization-Request-(TAR).pdf
https://providers.vayahealth.com/service-authorization-request-form-091917/
https://www.beaconhealthoptions.com/pdf/network/nc_health_choice/ITR_Form_Adobe.pdf

Request to Move: What Happens Next

e After a provider submits a Service Associated Request
to Move Form, the following should occur:

 Provided all information is submitted, the
requests are sent to the LME-MCO within 24
hours.

« Member is moved within one business day
retroactively to the date of the request.

« Even if the LME-MCO does not approve the

service request, the member will still
transition to the LME-MCO.

| carolina
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Request to Move: What Happens Next

* |If a Non-Service Associated Request to Move form is
submitted, the following should occur:
* |f submitted by member, reviewed/processed within 8 days.
* |f submitted by provider, reviewed/processed within 5 days.

* If approved, the reviewer informs the Enrollment Broker and
State Eligibility team.

*  Member will receive notice of Medicaid Direct enrollment
and ID card.

. Eli%ibility to Medicaid Direct will the beginning of the
following month

* |f denied, the member is sent a notice which will include
appeal rights.

*Beacon is the designated reviewer for Non-Service Associated Requests to Move

(\. carolina
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Additional Resources

Medicaid Transformation Fact Sheets

Request to Move Fact Sheet

( \ carolina
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https://medicaid.ncdhhs.gov/providers/provider-playbook-medicaid-managed-care/fact-sheets
https://medicaid.ncdhhs.gov/media/9947/download?attachment




Questions

1. Currently, it is my understanding that under COVID flexibilities unmanaged visits are
waived and no authorization for outpatient therapy is required; is this accurate? If
so, when do unmanaged visits for outpatient therapy begin?

2. What documents are required when submitting an outpatient therapy authorization
request?

3. Will providers have to submit reauthorizations for January 2022 or will 24 units
automatically roll over for the beginning of next year?

4. Some Medicaid managed care companies are waiving the requirement for additional
visits after 16 for children and 8 for adults for psychotherapy office visits during the
COVID emergency. Is Carolina Complete Health also waiving this requirement?

5. Do patients have visit limits per year for medication management and
psychotherapy? How many visits do they have? How do we go about getting
authorization for more visits if needed?

6. What are the Quality Measures for BH?

| carolina
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