Provider Manual
2026

L

AmeriHealth Caritas

- Delaware
%‘% DELAWARE HEALTH AND SOCIAL SERVICES

www.amerihealthcaritasde.com



http://www.amerihealthcaritasde.com/

Table of Contents

WBICOME......ccieeeii it rr e s s e s e e e s s e e e nm s e e e e seas s s s eesnassa s rennnsssssseennnsassseennnnsssssnnnnnnnnnnn 11

Sharing Our Mission

Section I: Getting Started ..o ————— 13
WHO W ATE.... ettt 13
ADOUT QU PrOZIAM ...ttt ettt ettt et e st e et e et e et e et e e ent e e eat e e aeeetaeeetseeaeeansae s 13
Plan and Delaware DHSS Contact INfOrMation...........ooviiiiiiiiiiiieiee i 14
Member Enroliment & Health Plan SeleCtion ..o 14
Accepting AmeriHealth Caritas Delaware MEMDEIS .....c..iiiiiiiieiie ettt 15
Primary Care Selection & ASSIZNMENT ....c.uiiiiieii ettt ettt ettt et re e 15
Verifying Member ENGIDIIEY ......c.ooii ittt 15
Member Services and MembBer AQVOCAEES ...........ociriiiiiieiiei e 16
AmeriHealth Caritas Delaware Member ID Cards ..........ccoiiiiiiiiiii e 18
Member Rights and RESPONSIDIIITIES ......cviiiiiiiiiicie e 19

Member Rights

MeEmMbEr RESPONSIDIITIES ... ..ttt 20
Plan Privacy and SECUTItY PrOCEAUIES.......cviiviiiiitieiiieie ettt ettt ettt beera b e etseaeeas e 21
Section II: Provider and Network Information ... 23
BECOMING @ PIAN PrOVIAEI . ...cuiiieiiee ettt ettt ettt et reeense e 23
Examples of Participating Network Provider TYPES.......c.ociiiiiiiiiiii it 23
Provider Credentialingand Re-Cred@ntialiNng ..........cooviiiiiiiiiiieie et 23
Councilfor Affordable Quality Healthcare (CAQH) and Online Credentialing.........ccccovovviiiiviiiiciiicieceees 25
Practitioner Credentialing RIGNTS........iovii ittt et e e 26
Credentialing/Re-Credentialing for Practition@rs..........cvriiiiiiiieeiesesce s 26

Practitioner RE-Cred@Ntialing .........ivieieie ettt ettt sbe et eaeenb e enaeeas 27

Presentation to the Medical Director orCredentialing CommIttee........ccuviiiieiiieiieiiece e 28
Credentialing/Re-Credentialing for Ancillary/Hospital Providers............cccovviiiiiiiiiiieiieieccceeieee e 28
Site Visits Resulting from Receipt of a Complaint and/orOn-going Monitoring ...........cccceevevveeveeviceeeceeeeea 30

Member Dissatisfaction Regarding Office ENVIFONMENT ........coiiiiiiiiiiiiiiiicct e 30

Follow-Up Procedure forInitial DefiCIENCIES .....c.viiviiiieiceie et 30

Follow-Up Procedure for Secondary DefiCienCies.........cciriiiiiiiiiiiiiiicc e 30



StANAArds fOr PartiCiPation ... .oc.iiiiie ettt 31

ACCESSTO CAIE L.t 32
Missed APPOINTMENT TIACKING ... tiitieiie ettt ettt te et e et e e b e etbeetaeeneesneee s 35
AFEEr-HOUTS ACCESSIDIILY .vevvieiiieiete ettt ettt ettt ettt b e et a e e te et eebe e s e snsesbeeneebeenaesse e 35
Monitoring Appointment Access and AftEr-HOUIS ACCESS ... ..iouiiiiiiiieiiee ettt 35
Panel Capacity and NOTIfICATION ......c..iiiiiiiicie et 39
Practitioner & Provider RESPONSIDIITIES ... ..ccuuiiiiiiiieii ettt 39
ReSPONSIDITILIES O All PrOVIAEIS .. oiiiiiiiie ettt ettt ae e 39
Primary Care Provider (PCP) ReSPONSIDIlILIES. .....c..cviiiiiiiiiiiiie i 41
OB/GYN PractitionN@ras @ PCP.........e oottt et ettt 43
Specialist RESPONSIDIIILIES ........iiviiiiiiiit ettt 44
ComMPliaNCe RESPONSIDIITIES ....vivieiieiiieeie ettt ettt ettt estesbeetseebe e st e eseesbeeseesse e 44
The Americans with Disabilities Act (ADA) and the Rehabilitation ACt.........cccvevveviiiiicieiccieceec e 45
Health Insurance Portability and Accountability Act (HIPAA) .......c.ioi i 45
e T=d = Ta T LA L=y = 1 PP PP R UPPPRRPPPRIN 45
FalS@ ClAIMIS ACE ...ttt ettt 46
The Fraud Enforcement and RECOVEIY AC.........oovioiiiiiiieieeeieeee ettt ettt et er et 47
Program INtegrity Operations TEAM ... ..iii ittt ettt et e ettt e e ettt e e et e e e e e e e aneeaeennes 48
Claims Cost CONTANMENT UNIT ...eiiuiiiii ittt ettt et eeae st e ene e eeneeneeeneenee e 49
Refunds for Claims OVerpaymMeENts OF EFTOIS.....c..iiiuiiiieeitie ettt ettt ettt ae e 50
Special Investigations Unit — Preventing, Detecting, and Investigating Fraud, Waste and Abuse.................... 50
Special INVESHIZATIONS UNt......iiiiiiiiiecie ettt ettt et e st e et e esbe e e nbeesnaeenbee e 50
Definitions of Fraud, Waste and ADUSE (FWA) .......c.oiiiiiiie et 51
Fraud & Abuse —Summary of Relevant Laws and EXamPles........cooviiiiiiuiiiiieiiieiie e 51
The Federal False CIaiMms ACE ..ottt 52
The Federal Fraud Enforcement and RECOVENY ACt........coviiiiiiiiiiiiecie ettt 52
The Delaware False Claims and Reporting Act (DFCRA), 6 Del. Code Ann. §§ 1201-1211......ccccovvvvrerrenneene. 52
Reportingand Preventing FWA .. ... ettt 54
What to EXpect as @ RESUIL OF SIU ACHIVILIES ......oviiiiiiiiccie ettt ettt 55
AAVANCEA DIFECEIVES. ...ttt ettt 56

Provider Marketing ACtiVities GUILEINES. .....c..ioiviiiiiecie ettt 56



Provider SUPPOrt and ACCOUNTADIIITY. .....ciiviiiiiiiie ettt ettt 57

Provider NEtWOrk ManageMENT.........ciiiii ittt ettt ettt ettt et be et e sbeessesaeesbeeseenbenas 57
NeW Provider OrENTatION. ......coiiiiiiicie e 58
(O aT= gk = o o I =11 Y = PSP PP PP O PPRRUPPPRIN 58
Mandatory Provider Trainings & IMEETINES ........cviiiiiiiiiiieieet e 59
Provider Education and ON-GOING TraiMiNgG.......cc.eeiuiiiieiiieeeiei et eee ettt et 59
Plan-to-Provider ComMmMUNICALIONS. .......c.ooiiiiiiiii s 59
Provider COmMPIAINT SYSTEM ... .iiiiii ittt ettt e et e ettt e aeeensa s 59
Provider CoNtract TEMMINAtIONS ........ciiiiirtiitie ettt ettt 60
PrOVIAEI INTEIATEM. ...ttt 60
Plan INTHALEA “FOr CAUSE”....c.erveiiirieiirieieieteitree ettt ettt ne 61
Plan INitiated “WIthOUT CAUSE”......c.cerieuiirieirieieinieitrt ettt ettt ettt be et ee bt be e sae e s ee 61
MUTURE TOIMINATIONS .ttt h et h et et e e st e st e s ekt e st e ebees e eseenbe et e e beeteenseeseenseeneeneas 62
CONTINUILY OF CAr ..ottt ettt et e ettt e et e et et e et e s 62
Section Ill: Provision of Services ........cccccveiiiiiinininin e 64
BaSiC COVEIEA SEIVICES ...ttt 65
NON-COVEEA SEIVICES. ...ttt bttt ettt 75
Private Pay fOr NON-COVEIrEA SEIVICES ......civiiiiiiiie ittt ettt ettt ettt ettt e st sae et eene b e ebeessesbeesseeaeaneeas 75
ENIBIEENCY SEIVICES ..niiieiiie ettt ettt e ettt e e et e e ettt e e bbb e e e e ab e e e et eeentbeeeeenbaeeeanes 75
Out-of-Network Use of NON-EMEIZENCY SEIVICES ....c.viiiuieieieiiie ettt 76
SECONT OPINIONS 1.ttt ettt h et ettt bbbt bt bbbttt b ettt ettt ettt 76
INpatient at TimMe Of ENTOIIMENT. ..ottt ettt te b e sbeessesaeeneen 77
NEWDOIN COVEIAEE ...ttt ettt ettt ettt e e st e e e st e e bt e e sb e et e et e e ssaesnbeesbaeenbeentseenee e 77
SEETIIZATIONS ...ttt bttt 77
Preventive Care/IMMUNIZATIONS .........c.ic.eie ettt ettt ettt et e et e et eae e eaeenaeeaeaneeas 78
Immunization Schedules (Childhood, Adolescent and AdUlt)..........ccovviiiiiiiiiiiicccccece e 78
Vaccines for Children (VFC) PrOSIam . ....ccui ittt ettt sae et ensebe st e sbeeneesae e 78
[ D I P TP P T TP TS OP PP O PP PP RTTPPPIN 79
SCrEENINE TIME TAMES. . ettt ettt ettt e et e et e et e et e et e e eae e e seeeaseeeaeeenes 80
P AN SEIVICES. .. ittt ettt et e e e et e ettt e ettt et e ae e 80

B O INIUIGIY . ettt ettt ettt et e et e et e ettt et s 80



Pharmacy Prior AULNOTIZAtION . ........oiii ittt enae e 81

BN EIZENCY SUPDIY .. vttt ettt ettt ettt 81
OVEr-the-CoUNTEr IMEAICATIONS. ...ttt ettt 81
Durable Medical Equipment (DME) and Pharmacy Claims........c.cocveuieieiieieiicceieeeeeeie et 82
PRAIMNECY COPAYS -ttt h etttk bbbk h kbbbt 82
Pharmacy and PCP LOCK=IN PrOGIamMS .. ..ccuiieiiieiiiieite ettt ettt et ettt et eenseennaee s 83
Delaware Prescription Monitoring Program (PMP) ........c.coviuioieieoeeeee et 84
VISION SEIVICES ..t 85
Comprehensive Eye Care AdMINIStrator........ciii ittt et 85
LD OO Y SEIVICES ..ottt ettt ettt ettt ra e 85
HOSPICE SEIVICES. ...t et ettt e 85
Hospice Services in @ NUISING FACIITY ....oviiviiiiiiiiieeeie ettt sbe et eas 86
Notification and Coverage for Hospice BeNefitS........coiviiiiiiiiiii i 86
Interpretation and TranSIationN SEIVICES .......cuiiiiiiiiii ettt ettt sbe e saeense s s 87
BN AVIOIal HEAMN ...ttt ettt ettt ettt ettt st e n ettt e e ene s 87
Long Term Services and SUPPOIES (LTSS) ...viouioieieeeeeeeee ettt ettt ettt ettt ettt 88
Section IV: Medical Management Programs ...............ccoceeiereesennssnnssssnssnssssssssssessssssssssssssssnnsnes 89
Integrated Health Care ManagemeNnt OVEIVIEW ........c..cocuviiuiiiuieeie ettt 90
Integrated Health Care Management COMPONENTS .........ciiiiiiiiiaieie ittt 90
Pediatric Preventive Health Care — Care for Kids ..ot 91
Bright Start® (Maternity ManagemMENnT)........cc.coeeiiiieieeee ettt ettt ettt ettt eae et eae e 91
Rapid Response and Outreach Team (RROT) . .c.iiiiiieiiieieireeiieie ettt ettt sae e 93
TraNSITIONS OF CAIE ....iuiiiiiiii ettt 93
Complex Care ManagemeNnt (COMY) .....c.ooiiiieiieeeie et te ettt ettt ettt ettt ete et esbeeseesaeesseeseebeeaeesse e 93
Community-Based Care Management Team (CCMT) ....iiiiiiiiiieeieeie ettt 94
PrOZram PartiCiDatioN ... ..ee ittt e 94
“LETUS KNOW” PrOGIAM ...ttt ettt ettt ettt et e et e et e et e e e st e e saseenbeeetaeetaeenneesnaae s 94
Care Coordination With the PCP .........coiiiiiiiii it 95
Care Coordination With Other PrOVIAEIS..........cuciiiiiiiiiiiei e 95

Integrating Behavioral and Physical HEalth Care ...........coooiiiiiiiiiiciccceece e 95



MeMBEr-Centered PIan Of Care......c.ii ittt ettt ettt ettt e esaeeeaeas 96

Coordinating Care through Transitions and Discharge Planning ..........cccoocvoviiiieiiiiieieeie et 97
IDEA & Care Coordination for Children with Special Health Care Needs.........ccccovciiiiniiiiiccecce 97
Identifying Children with Special Health Care NEEAS.........ccviviiiiiiieiiee e 98
Health & Lifestyle EAUCATION ......c.iiiiiiiie et 101
Section V: Utilization Management............ccccoviiiimmiimiii s s 103
Utilization Management Prior AUthorization POLICY ......ocuvioiiiiiiiiic e 104
Prior Authorization Contact INformMation...........ccoiiiiiiiiii s 106
Physical Health Services Requiring Prior AUTNOTIZation ............ooviiiiioiiiie e 107
Physical Health Services that do not Require Prior AUthOTiZation ..........cccveviiiiiiiiieieeece e 107
Physical Health Services that Require NOtification ..........cc.coiiiiiiiioii e 110
Behavioral Health Services Requiring Prior AUthOFIZation............covviiiiiiiiiiiiecc e 110
Behavioral Health Services that do not Require Authorization/Notification.............c.cccveeveevieciceicceeen 110
Behavioral Health Services Requiring NOTIfiCation .........c.oocioiiiiiiiiiieie e 110
LTSS Services Requiring Prior AUTNOMZAtioN ..........couiiiiiiiiiicee e 111
Organization DeterMINGTIONS .. ..iiiiiieiiie e ettt e et e et e e st e e 112
SEANA@IT. . 113
EXPOAITEA -t bbbttt 113
MeEdiCal NECESSITY O SEIVICES ... cuviiiiiiiieiecte ettt ettt et e sae et e ese e e saa e b e steesse e 114
Section VI: Grievances, Appeals and State Fair Hearings............cuuuiicninccnnscnnnnnnnnnnnninennns 117
GIIBVANCE PrOCESS ...ttt e 117
ADDEAIS PIrOCESS ...ttt ettt ettt ettt ettt ettt s ekt o2t e e bt e st e e bt e s e a e R e R et ekt nt et e ent e st st e neenaeeneenteenean 118
Adverse Benefit DeterMiNation..........cciiiiiiiiiiii e 118
SEANAAIA AP ittt h et et e b e e et s 118
EXPEAILEA APPEAL ...ttt 119
N Ll T o [ T V= ST UP P OPPRRRPPPRN 120
CoNtINUALION OF BENEFIES ...ttt 120
PEErto Pl TEIEPNONE LINE..ciiiiiiiiiceie ettt ettt et e et e teeeaseeeaee s 121
Section VII: Quality Assessment and Performance Improvement Program..............cccceeue. 122
Quality Assessment Performance Improvement COMMItTEE......c.coviiiiriiierie et 123

PractitioNEr INVOIVEMENT.....iiiiiiiii ittt ettt ettt ettt esbe st e sbe e st e sse e st e esaenbeeseessesseans 123



QAPTACHIVILIES .. e 124

Performance IMProvVemMENTt PrOJECES. .......cuviiiiiiie ettt 125
Ensuring Appropriate Utilization Of RESOUMCES .......viiiiiiiie it 125
Disease ManagemMENT PrOBIaMIS. .. .cui i ettt ittt ittt ettt e ettt e sttt e ettt e et e et e e st e e et e e e etb e e s nnbaeeennees 125
Measuring Member and Practitioner Satisfaction............ocoiiiiiiiiiciic e 125
Member and Practitioner DiSSatiSfaction.........c.coiieiiiiiieiiiect e 125
MEMDBET SAfETY PrOGIaMS ...ttt b ettt ettt 125
Preventive Health and Clinical Practice GUIdEINES .........ccviviiiiiiiiiiieiccc e 126
Availability and AcCESSIDIITY AUAITS ...cvviiiiiiiii ittt e s 126
Medical RECOIT REGUIMEIMENTS .....eiiiiiiiiiitiete ettt ettt ettt ettt ettt e e e sb e e st e b e ets et e ensebeensebe e 126
Medical Record AUdits @Nd REQUESES ......c.eiuiiiiitiiiieii ettt 128
AQVEISE EVENT REPOIMTING. .. i ovteiteetieie ettt ettt ettt ettt et ettt et eb et e b e ets et e et s esbeessesbeessesbeetseseensebeensebeens 128
Mandatory Reporting REGUIFEMENTS ... ..c.viiiiieit ittt ettt ettt e et e e be et as e e e eneas 129
Potential QUality Of Care CONCEIMS. ......iiuiiiiiieie ettt ettt sbe et sb et et be e be e 129
Provider SANCLIONING POJICY .....iiiiiiiie ittt ettt et et et et e e e e eneas 130
FOIMAl SANCHIONING PrOCESS. ... viiviieiieie ettt ettt ettt ettt ettt ettt sb et e st e sbeestesbeestesseesbesseensesbeeseesaeans 130
[N [ A Tol<N o il [T 4o = PSSP S SRS 131
Conduct of the HEaring @and NOTICE ......cciiiiiiiiie ettt ettt et e s sbe e sae e 131

Provider Hearing Rights....

Appeal of AmeriHealth Caritas Delaware DECISION .........iiviiiiiiiie ettt 132
SUMMArY ACEIONS PEIMITEEM .....viiiiiiiiii ittt 132
Critical Incidentsand Provider Preventable CONditions. ..........cccovviiiiiiiiiniiiceceeec e 132
Provider Preventable CoONAItIONS..........cciiiiiiiiiiii e 133
Health Care AcqUIred CONIIONS .......iiuiiiiiicit ettt ettt 133
RePOrting CritiCal INCIAENTS .....veiiiiieie ettt ettt et 134
Reporting Provider Preventable Conditions or Critical INCIdentsS........ccovevvieiiiiiiiiiieecee e 135
Section VIII: Cultural Competency Program and Requirements............ccccceeeriniiicisnnnnnnnnnnn. 137
IEFOTUCTION .ttt bbbttt ettt 137
PrINCIPAl STANAAIT ..ttt b bbbttt 138
Governance, Leadership and WOIKFOICE .....iiviiiiiiiiecieie ettt 138

Communication Of LANGUAEE ASSISTANCE ....cvviiviiiiciieie ettt ettt ettt ettt ettt et sbeeteeseeneesaeeneas 138



Engagement, Continuous Improvement and AcCouNtability ........ccvoviiiiiiiiiiiiii e 139

Cultural and LINGUIStIC REGUITEIMENTS .....iiviiiiiiiieiieiieie ettt ettt ettt ettt ettt et beeteesbeeteesseensesseeneas 139
Enhancing Cultural Competency in Health Care SEttiNGS.....c.ccovieiiiiiiiiiii et 141
CURUTAl SENSITIVITY TIAININE cveevvivieteeit ettt ettt ettt ettt ettt e st e b e ete e b e ete e s e etsesseeta e b e eteesbeetaesseensesseeneas 142
Cultural Competency Termsand DefiNitioNS .........coiriiiiiiiiiiie e 142
Section IX: Claims Submission Protocols and Standards.............cccccciiimminniieniniinnnnins 144
ClIMS SUDMISSION ...ttt ettt ettt a e bt et et e et et e e m e bt e st et e eseeebeest e teaseeseeneenbeeneenaean 145
General Procedures for Claim SUDMISSION ........ccuiuiiiiiiiiiiiei s 146
Electronic Claims SUDMISSION (EDI) .......coviiiiiuieieiteeee ittt ettt ettt eve s 146
Paper Claim Mailing INSTIUCTIONS ......viuieiiieiecte ettt ettt ettt et et sbe st e sbe et e seenbeseensebeenis 147
Claim FilING DEAAINES ...ttt eitt ettt ettt ettt e e st e b e e s et e et e e bt e e st e e st e esbeeesbeesnteessaeenneens 147
IMPOIANt BilliNG REMINAETS ...ttt ettt ettt e sbe et sbeetseseenaeseenaebeenis 148
LRI INGUINY ¢ttt ettt ettt hb ettt e st e o2t e e st e e b e e s e ekt e et e e st e s st e e st e enbeeesbeenteeneeenseens 149
Balance BillING MEMDETS .. .ottt ettt ettt ettt e 150
REQUESES FOIr AGJUSTIMENTS ...ttt ettt ettt e 150
Provider Complaints @aboUTt ClaimS.......couiiiiiieieie et ettt enis 150
Refunds for Improper Payment or Overpayment of Claims .......cccoouioiiiiiiiiiiiiiicieeece e 150
Third Party Liability/SUDIOGAtION .......c..cviiiiiiee ettt 151
Third Party Liability and Coordination 0f BENefitS..........cccuiiiiiiiiiiiiicceeece e 151
Additional Information for EIeCtronic BilliNG.........oivioiiiiiiecie ettt 152
Invalid Electronic Claim Record Rejections/DENials........c..cveiuieieiueeeiee et 152
Monitoring Reports for Electronic ClaimsS ........ooviiiie et 152
Plan Specific Electronic Eit REQUIFEMENTS . ......cviiiiiiiiei ettt ete e ete e ereens 152
ElectroniC BilliNg EXCIUSIONS ..o.vviiiiiiiie ettt ettt ettt et e b e et et e e e e 153
[@feT aalaaTe YN R {CTT<Toiu o] o T PSSP SR P PRSPPI 153
Re-submitted Corrected Claims..... ..ottt 153
EleCtroniC BilliNg INQUITIES ...viiiiieiie ettt ettt ettt e e ta et eesab e et e e tbeesnse e e e neas 155
Provider Preventable Conditions (PPC) ......oiioieiieiiie ettt ettt te e e e 156
Mandatory Reporting of Provider Preventable CONditionS ..........o.vovviiiiiiiiiiecieeie e 156
Indicating Present on AdmIiSSION (POA) .......eiiiii oottt ettt et sae et e sae s e teenaenbeeneesaeans 158

REIMOUISEMENT POJCY . .vivietiiiti ettt ettt ettt et ettt eb et e b e e st e ebe e st e ebeessesneenseenaensenas 158



Prospective Claims EAItING POLICY....cviiiiiieiicit ettt 158

Pre-Operative TESt REQUITEIMENTS ......viiiiiie ettt ettt e e et e e sttt e e et e e e e tbaeeeasbbaeesnseeeessseeeens 158
Section X: Behavioral Health Care.............cccoieiiiiii e 159
Credentialing of Behavioral Health ProVIiders ..........ocueiiuiiiiiiee e 160
Behavioral Health Provider APpliCation PrOCESS........ciuiiiiiie ittt 161
Individual Practitioner APPIICATION. ... ..iciiiie ettt ettt ebe e eae e 161
Professional Provider Organization and Facility Application ProCess.........ccvveviieiiiiiieeiie e 161
Behavioral Health Practitioner/Provider Credentialing RIS ........cooiiiiiiiiiiiee e 162
Credentialing STEE VISIT.....vieiiiiiie ittt ettt ettt et e e st e et e esbeeteeesteeenbaesnteeaee s 162
Credentialing Committee/Medical DireCtor DECISION. .......coiiiiieeieeee ettt 162
AdAING @ NEW SEIVICE OF SO ... vttt bttt b ettt ettt bttt 164
ADAIESS CRANEES. .. veeviiiietieit ettt ettt ettt ettt ettt et e bttt e b et e b e et et e esb e be e st e sb e e st e sees et eesbesaeentenae st e eneene e e s 164
Contracting and RATE NOTICES. .. ..cvviieieceee ettt ettt ettt e eaee s 165
[6o] 1 4 - [0l K- T O ST TP PO PP PP P PR PPPPN 164
Rate Notices and FEE SCNEAUIES. ..ot 165
Behavioral Health CoVEred SEIVICES. ... ..ottt 165
Access to Behavioral HEalth Care ........cocoiiiiiiiiiiiiic e 165
Behavioral Health Services Requiring Prior AUthOFIZatioN........cc.coiviiiiiiiii i 167
Billing for Behavioral HEalth Care SEIVICES .......cuiiiiiiiie it 167
Section XI: LTSS Providers ........cocciiiiiiiiiiiinisiisiressssssssssssssss s s s s ss s ssssssssssnns 168
LTSS CONTINUILY OF CAIE .vivvietiiie ettt ettt ettt ettt ettt e s b e et e b ete e b e etsese st e sbeensebeens 169
TransitioN Of NEW IMEBMDEIS . .....oiiiiiiiiie ettt ettt ettt ettt s et e e st e sbeeteeeteeseenteeneeebeeneeneean 170
LTSS COVEIEA SEIVICES. ... cuviiiteiietet ettt ettt ettt 172
LTSS Member Services and Member AdVOCates ...........ccuciiiiiiiiiiiiii e 178
Requesting Long Term Services and SUPPOIS (LTSS) SEIVICES.....viiviiiiireeieeeieieete ettt 179
Background Checks Required for Attendant Care Staff............cccoiiiiiiiiic e 179
Reporting Abuse and Critical INCIAENTS ......oviiiiiiiiitic s 180
[ Y O I Y Y a o To{=T 10T o A O PSPPSR 181
Credentialing LTSS PrOVIAEIS .. c.iiiiiiiiie ettt ettt ettt ettt ettt e e e et e et et e e e e e steeenseesaee s 183

Individual LTSS Provider APPICAtION. ......civiiiie ettt ettt 184



Home and Community Based Service Providers (HCBS) FINnal RUIE ........c..covivviiiioiiiieceecceeceeeee e 182

LTSS Provider Credentialing RIZNTS........ccviiiiiiiiiee ettt ettt ae e 182
Credentialing Committee/Medical DIireCtor DECISION. ........cvrveuirieieiirieie ettt 183
RE-CrEAENTIAIING ...ttt ettt ettt ettt e et e et e ettt e e 184
AQATESS CRANEES ...ttt bbbt h bbbtk b bt bbbttt 184
CoNtracting @aNd RATE NOTICES. . ..vviiieiieiieti ettt ettt ettt ettt ettt sb e e te et e ets et eessebeestesbeeteeseensesseeneas 184
BillING FOr LTSS PrOVIAEIS. ..ttt bttt 185
LTSS Provider STANAArAS........couiiiiiieit ettt e 185

LTSS Pati@nt LIADility .. c.veeeieiiee et 185



Welcome

Welcome to AmeriHealth Caritas Delaware — a mission-driven managed care organization located in
Newark, Delaware, and serving members of Delaware Medicaid, through the Diamond State Health Plan
and Diamond State Health Plan PLUS programs.

By providingunparalleled access, focusing on seamless care coordination, and leveragingthe strength
and success of current Delaware Department of Health &Social Services’ (DHSS) initiatives, we will
drive quality health outcomes for the Medicaid and Children’s Health Insurance Program (CHIP)
populations.

This Provider Manual was created to assist you and your office staff with providing services to our
members, your patients. Asa provider, you agree to use thisProvider Manual as a reference pertaining
to the provision of medical services for members of AmeriHealth Caritas Delaware.

This Provider Manual may be changed orupdated periodically. AmeriHealth Caritas Delaware will
provide you with notice of updates; providers are also responsible to check the Plan’s website,
www.amerihealthcaritasde.com regularly for updates.

Thankyou foryour participation in the AmeriHealth Caritas Delaware provider network.

We look forward to working with you.

Sharing Our Mission

Asour provider partner, we invite you to share ourmission: To help people get care, stay well, and
build healthy communities.
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Section |: Getting Started
Who We Are

AmeriHealth Caritas Delaware, Inc. (“AmeriHealth Caritas Delaware” or “the Plan”) is a managed care
organization and a member of the AmeriHealth Caritas Family of Companies— an industry leaderin the
delivery of quality health care to populationscovered by publicly funded programs, including Medicaid,
Medicare, and State Children's Health Insurance programs. We are proud to partner with the state of
Delaware to provide health care coverage for enrollees of:

¢ Medicaid or the “Diamond State Health Plan” (DSHP) The program that provides services
through a managed care delivery system to individuals who receive temporary assistance for
needy families (TANF), (including children who qualify for Title IV-E foster care and adoption
assistance and pregnant women), individualswho receive SSl but are not eligible for Medicare,
adults age 19 to 64 who are not eligible for Medicare with income levels up to 133% Federal
Poverty Level (FPL), and children in DHCP.

e Children’s Health Insurance Program (CHIP) or the “Delaware Healthy Children Program”
(DHCP) The State’s CHIP program, which provideshealth insurance for Delaware’suninsured
children pursuant to Title XXI of the Social Security Act.

¢ Diamond State Health Plan PLUS (DSHP Plus) The programthat providesservices to SSI
children and adults with Medicare, and individuals in the Medicaid for Workers with
Disabilities (Medicaid Buy-in) program.

¢ Diamond State Health Plan Plus Long Term Services and Supports (DSHP Plus LTSS) The
programthat providesservices, includinglongterm services and supports, through a managed
care delivery system to DSHP Plus members who meet nursing facility level of care or are “at
risk” for nursing facility level of care, DSHP Plus members who meet the hospital level of care
criteria and have HIV/AIDS, and DSHP Plus members under age 21 who meet nursing facility
level of care and reside in a nursing facility.

Through our partnership with you —ourdedicated providers—we intend to help our members achieve
healthy lives and build healthy communities.

About Our Program

Delaware’s Medicaid and Medical Assistance programs are administered through the Delaware
Department of Health and Social Services (DHSS), Division of Medicaid & Medical Assistance (DMMA).
AmeriHealth Caritas Delaware has been contracted by DHSS to provide covered services for enrollees
of the Diamond State Health Plan (DSHP), which includes the Delaware Healthy Children Program
(DHCP), the Diamond State Health Plan Plus program (DSHP Plus), and the Diamond State Health Plan
Plus Long Term Services and Supports (DSHP Plus LTSS) programs throughout the State of Delaware.
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Plan and Delaware DHSS Contact Information
AmeriHealth Caritas Delaware

Office Address

AmeriHealth Caritas Delaware
Christiana Executive Campus
220Continental Drive, Suite 300
Newark, DE 19713

Provider Services ContactInformation

Phone
1-855-707-5818

Fax
1-855-396-5790

Monday through Friday, 8a.m.to 5 p.m., except State of Delaware holidays.

Delaware DMMA

Provider Services Contact Information

Phone
1-800-999-3371

Fora complete listing ofimportant contactinformation, refer to the Provider Reference Guide found in
the Provider section of our website at www.amerihealthcaritasde.com.

Member Enrollment & Health Plan Selection

DHSS employs a Health Benefit Manager (HBM) who performs outreach, education, enrollment,
transfer, and disenrollment of members. Potential members may enroll via the HBM by contacting: 1-
800-996-9969 (TTY 711).

The HBM explains the benefits offered by AmeriHealth Caritas Delaware and other Delaware Medicaid
health plans. The HBM helps members choose a health plan that best meets their needs; if no health
plan ischosen within 30 calendar days, the member will be auto-assigned to a health plan by the state.

New members have the opportunity to change health plansduringthe first 90 calendardaysfollowing
the date of enrollment with the health plan. All members also have the opportunity to change health
plans during an Annual Open Enrollment Period offered by the State.
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Accepting AmeriHealth Caritas Delaware Members

AmeriHealth Caritas Delaware expects network providers to accept all voluntary and assigned
members without restriction and in the orderin which they enroll. AmeriHealth Caritas Delaware
providers will not discriminate against, or use any policy or practice that has the effect of
discriminatingagainst, an individual based on health status orneed for services, or race, color, or
national origin, sex, sexual orientation, gender identity, or disability.

Primary Care Selection & Assignment

During health plan selection, the HBM will encourage members to select a primary care practitioner
(PCP) from a list of AmeriHealth Caritas Delaware participating practitioners. If no PCP is selected via the
HBM, the Plan will:

¢ Informthe member of their rightto choose a PCP within 15 business days of enroliment.

e Assistthe member in selectinga PCP.

e Informthe member that each eligible family member has the right to choose his/her own PCP.

e Automatically assign a PCPto members who do not proactively choose a PCP within 30
calendar days of enrollment with the Plan.

The Plan considers the following when assigning a PCP:

o Member’s relationship with PCP;

e Other family member’s current or past relationships with PCP;
o Member's age;

e Language of member; and

e Geographic proximity of PCP.

Newly enrolled members receive a welcome packet from the health plan thatincludesa Member
Handbook, and an AmeriHealth Caritas Delaware Member Identification (ID) Card that lists the
member’s chosen PCP and telephone number. Information about the opportunity and proceduresto
change PCPs is included in the member welcome packet.

Verifying Member Eligibility
AmeriHealth Caritas Delaware member eligibility varies. As a participating provider, you are

responsible to verify member eligibility with AmeriHealth Caritas Delaware before renderingservices,
except when a member requires emergency services.

Eligibility may be verified by:

o Visiting the provider area of AmeriHealth Caritas Delaware’s website,
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www.amerihealthcaritasde.com, to access NaviNet, a free, web-based application for
electronic transactions and information through a secure multi-payer portal.

e Calling Provider Services at 1-855-707-5818 and utilizing the automated real-time eligibility

service without speakingto a representative, just follow the promptsfor Member Eligibility.

e Using AmeriHealth Caritas Delaware’s real-time eligibility service. Depending on your
clearinghouse or practice management system, our real-time service supportsbatch accessto
eligibility verification and system-to-system verification, including point of service (POS)

devices.

e Askingto see the member’s Plan ID card. Members are instructed to keep their ID cards with

them at all times. The member’s ID card includes:

The member’'sname, date of birth, the effective date of enroliment, AmeriHealth Caritas
Delaware ID number and Medicaid ID number; and,

Copaymentinformation for covered services, if applicable.

The Plan’s name, address, and Member Services telephone number.

The Plan’s 24-hour nurse advice/nurse triage telephone number,

The Pharmacy toll-free call center telephone number.

Procedures to be followed for emergency services.

For DSHP and DSHP Plus members without Medicare dual coverage, the member’s PCP.
For DSHP Plus LTSS members, “LTSS” on the front and back of the card.

NOTE: AmeriHealth Caritas Delaware ID cards are not returned to the Plan when a member becomes
ineligible. Presentation of an AmeriHealth Caritas Delaware ID card is not proof that an individual is
currently a member of the Plan. You are encouraged to request a picture ID to verify that the person
presentingisthe person named on the ID card. If you suspect a non-eligible person is usinga member’s
ID card, please report the occurrence to our Fraud Waste and Abuse Hotline at 1-866-833-9718.

Member Services and Member Advocates

A dedicated, 24/7/365 Member Services unit isavailable to help memberswith any questionsabout
their coverage and services:

Phone
DSHP/DHCP: 1-844-211-0966 (TTY 1-855-349-6281)

DSHP Plus/DSHP Plus LTSS: 1-855-777-6617 (TTY 1-855-362-5769)
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The Plan also employsa team of Member Advocates who are responsible forworking with members,
providers, and the member’s case managers to assist in obtaining care for a member. Member
Advocates are available to assist with scheduling appointments, navigation of the grievance and
appeals process, and identification of resources necessary to help members with limited English

proficiency or communication barriers. Members may call Member Services to be connected to a
Member Advocate.
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AmeriHealth Caritas Delaware Member ID Cards

AmeriHealth Caritas Delaware DSHP Member ID Cards

/ L = AmeriHealth Caritas VIP Care is an HMO-SNP
AmeriHealth Caritas plan that contracts with both Medicare and
VIP Care Delaware Medicaid program.

Member Name: <Cardholder Name=
Member |D#: <123456789>

PCP Group/Name: <PCP/Group Name=>
PCP Phone: <PCP Phone=

MEMBER CANNOT BE CHARGED
Copays: PCP/Speciafist; 30 ER: §0

. I\|.Il.'<|llill'il_l_'1'1&

RX BIN: 019587
RX PGN: PRX01815
RX GRP: DEDSPOO1

AmeriHeaith Caritas Delaware RX BIN: 019595
Member [D: <123456> RX PCN: PRX0O7T1

HO738-001
S

/
L ==
AmeriHealth Curitas
VIP Care

If you have a medical emergency dial 911

Member Services: 1-833-433-3767 (TTY 711)
Behavioral Health: 1-833-433-3767 (TTY 711)
Pharmacy Help Desk: 1-833- 879-3767 (TTY 711)

Pharmacy Provider Services: 1-833-376-7790

Website: www.amerihealthcaritasvipeare.com/de
Send Claims To: AmeriHealth Caritas VIP Care Claims
Processing Center
P.0. Box 7125
London, KY 40742-7125
Claim Inquiry: 1-833-433-3767 (TTY 711)
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Member Rights and Responsibilities

Asa provider, it is your responsibility to recognize the following member rights and responsibilities:

Member Rights:

e To betreated with dignity and respect.

o Toreceive health care in the comfort and convenience of a practitioner or provider office.

o To besureotherscannot hearor see them when they are getting health care.

o To have their health care records remain private, according to HIPAA rules.

e To receive free translation services as needed, including help with sign language, if hearing
impaired.

e To participate in makingdecisionsabout theirown health care, includingthe rightto refuse
treatment.

e Toreceive a full, clearand understandable explanation of treatment/service optionsand the
risks of each option in order to make an informed decision, regardless of cost or benefit
coverage.

o Female members have direct access to a women’s health specialist within the network for
covered care necessary to provide women’s routine and preventive health care services.
Female members have the right to designate as their PCP a participating provider or an
advanced practicingregistered nurse who specializesin obstetrics (OB) and gynecology (GYN).

e To have accessto medical records in accordance with applicable federal and state laws.

e To choose a PCP from AmeriHealth Caritas Delaware’s list of providers.

e Tochange a PCPand choose anotherone from AmeriHealth Caritas Delaware’slist of
providers.

e To choose an appropriate participating specialistasa PCP if there isa chronic, disabling, orlife
threatening health care condition.

o Tofilea complaint (“grievance”) or appeal orally orin writing.

o Toreceive family planning services from the provider of choice.

e Tobe provided good quality care without unnecessary delay.

e Toreceive information on advance directivesand assistance in preparingthem;to choose not
to have or continue any life-sustaining treatment.

o Toreceive a copy of the Member Handbook.

e Tocontinuein current treatment until a new treatment plan isin place.

e Toreceive an explanation of prior authorization policies and procedures.

e To beaware ofincentive plans for AmeriHealth Caritas Delaware’s practitioners and providers.

e Toreceivea summary of the most recent patient satisfaction survey.

e Toreceive a copy of AmeriHealth Caritas Delaware’s prescription drugformulary.

e To receive information about AmeriHealth Caritas Delaware, our services, our practitioners
and providers and other health care workers, our facilities, and rights and responsibilities as a
member.

e To make recommendations about the members’ rights and responsibilities.

o Tobefree from any form of restraint or seclusion used asa means of coercion, discipline,
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convenience, orretaliation, asspecified in federal regulationson the use of restraintsand
seclusion.

o Toseeka second opinion froma qualified health care professional within the network or out-
of- network at no cost.

e To beinformed ofany cost-sharingobligations (excluding client participation) upon becoming
a Plan member and at least 30 days prior to any change.

e To beinformed within 10 daysof any changesto client participation (patient liability)as
determined by DHSS.

e To beinformed about how and where to access any benefitsthat are available under other
Delaware programs but are not covered by AmeriHealth Caritas Delaware.

o AmeriHealth Caritas Delaware Medicaid membershave the right to receive non-emergency
transportation to get health care services 24 hours a day, 365 days a year.

o Tobeinformed regardingthe potential obligations of cost for services furnished while an
appeal is pending (if the outcome of the appeal is adverse to the member).

e Tonotbeheld liable forany debtsin the event of AmeriHealth Caritas Delaware’sinsolvency.

o Torequestinformation on the structure of AmeriHealth Caritas Delaware.

e Tobetreated no differently by providersorby AmeriHealth Caritas Delaware forexercisingthe
rights listed here.

o Therightto fully participate in the community and to work, live and learn to the fullest extent
possible.

e To haveaccessto a full range of primary, acute, specialty services, behavioral health and long
term services and supports, as needed, to achieve desired outcomes.

Member Responsibilities:

e Totreat AmeriHealth Caritas Delaware employees, practitioners, and providers with respect.

e To show your Member ID card each time you visit your health care provider and make sure
their office has a record that you are on Medicaid.

o To confirm that the provideris enrolled in Medicaid. Medicaid will not pay for the service or
prescription if the provider is not a Medicaid provider.

o To comply with the rules of the Delaware Diamond State Health Plan and Delaware Diamond
State Health Plan Plus programs and with the rules of AmeriHealth Caritas Delaware.

e To understand health conditions, participate in developing treatment/service goals and to
follow the practitioner or provider’s instructions for care after deciding what treatment is
needed.

e To keep doctor’'sappointments or call to cancel atleast 24 hours in advance.

o Toask questions, discuss personal health issues and listen to what treatment isneeded.

¢ To know the difference between a true emergency and a condition needing urgent care.

o Toseek medical services that are medically necessary.

e To know what an emergency is; how to keep emergencies from happening;and what to do if
one does happen.

e To help get medical records from past providers.
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o Toreportto AmeriHealth Caritas Delawareifinjured in an accident or atwork.

e Toreportto the DHSS and AmeriHealth Caritas Delaware if covered by other health insurance.

o To tell yourmedical provider, DHSS and AmeriHealth Caritas Delaware ifanyone else is
responsible for paying your medical bills.

o Toreport Medicaid fraud and abuse when suspected. Call the U.S. Department of Health &
Human Service at 1-800-447-8477.

Plan Privacy and Security Procedures

AmeriHealth Caritas Delaware complies with all federal and Delaware regulations regarding member
privacy and data security, including the Health Insurance Portability and Accountability Act of 1996
(HIPAA) and the Standards for Privacy of Individually Identifiable Health Information as outlined in 45
CFRParts 160 & 164. All member health and enrollmentinformation is used, disseminated and stored
according to Plan policies and guidelines to ensure its security, confidentiality and proper use. As an
AmeriHealth Caritas Delaware provider, you are expected to be familiar with your responsibilities
under HIPAA and 42 CFR, Part 2, which governs the confidentiality of alcohol and drug treatment
information, and to take all necessary actions to fully comply.
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Section II: Provider and Network Information

This section provides information for maintaining network privileges and sets forth expectations and
guidelines forPCPs, specialists, and facility providers. Please note that, in general, the responsibilities
and expectationsoutlined in this section pertain to all providers, including behavioral health providers
and long term services and supports providers (LTSS). Additional information pertaining to behavioral
health providersand LTSS providers, including specific credentialingand re-credentialing requirements
are also provided in the “Behavioral Health Care” and “LTSS” sections of this Provider Manual.

Becoming a Plan Provider

AmeriHealth Caritas Delaware maintains and adheres to all applicable state and federal laws and
regulations, Delaware Medicaid requirements, and accreditation standards governing credentialing
and re-credentialing functions as defined by the National Committee on Quality Assurance (NCQA). All
providers enrolled with AmeriHealth Caritas Delaware must also be enrolled with Delaware Medicaid.

Examples of Participating Network Provider Types

e Primary Care Providers (PCPs).

o Allied Health Providers.

e Maternal and Child Health Centers.

e Behavioral Health Providers.

e Ancillary and Hospital Providers.

e Other Safety Net Providersand Community Partners.

e Physician Specialists.

¢ Community-Based Residential Alternatives.

o Home Health Agencies.

o Federally Qualified Health Centers (FQHCs) and Rural Health Clinics (RHCs) for behavioral
health services.

¢ Homeand Community Based Services (HCBS).

e Long-Term Services and Supports(LTSS) Providers.

e AIDsProviders.

e Acute Care Providers.

Provider Credentialing and Re-Credentialing

AmeriHealth Caritas Delaware is responsible for credentialing and re-credentialing its network of
medical or physical health providers. Additional information pertainingto behavioral health providers,
and LTSS providers including specific credentialing and re-credentialing requirements are also
provided in the “Behavioral Health Care” and “LTSS” sections of this Provider Manual.

Hospital-based physiciansare not required to beindependently credentialed ifthose providersserve
AmeriHealth Caritas Delaware members only through the inpatient setting and those providers are
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credentialed by the hospitals. Hospital based providersinclude, butare notlimited to, Pathologists,
Anesthesiologists, Radiologists, Emergency Medicine, Neonatologists, and Hospitalists.

The followingtypes of practitioners require initial credentialing and re-credentialing (at a minimum of
every 36 months):

o Medical Doctor (MD).

e Doctor of Osteopathic Medicine (DO).

e Doctor of Dental Surgery (DDS).

e Doctor of Podiatric Medicine (DPM).

e Doctor of Chiropractic (DC).

e Doctor of Psychology (Psy.D.).

e Physical Therapist (PT).

e Occupational Therapist (OT).

e Speechand Language Therapist (SLT).

o Advanced Registered Nurse Practitioner (ARNP).
o Certified Registered Nurse Anesthetist (CRNA).

o Certified Nurse Midwife (CNM).

o Licensed Clinical Social Worker (LCSW).

e Doctor of Audiology (AuD).

e Optometrists who provide care under the medical benefit (OD).
e Behavioral Analyst (BCBA/BCABA).

e Registered Dietician (RD).

e Licensed Professional Counselor (LPC).

e Licensed Marriage and Family Therapist (LMFT).
o Substance Abuse Treatment Practitioner.

AmeriHealth Caritas Delaware also maintainscriteria and processes to credential and re-credential the
following ancillary and hospital provider types:

e Hospitals.

¢ Home Health Agencies/Home Health Hospice.
o Skilled Nursing Facilities (SNF).

o Nursing Homes.

e Durable Medical Equipment (DME)/Medical Supplies.
o Dialysis Centers.

e Hospice.

e Ambulatory Surgical Centers (ASC).

e Free Standing Radiology Centers.

e Behavioral Health Facilities.

e FQHCs/RHCs for behavioral healthcare only.

e Rehabilitative Agencies.
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e Nursing Facility/Intermediate Care Facilities.

¢ Community Mental Health.

e Residential Care Facilities.

¢ Mental Hospitals.

o Community-Based Intermediate Care Facility for Individuals with Intellectual Disabilities
(ICF/ID).

e Comprehensive Outpatient Rehabilitation Facilitates (CORFs).

e Sleep Center/Sleep Lab.

e Portable X-Ray Suppliers/Imaging Centers.

The criteria, verification methodology and processes used by AmeriHealth Caritas Delaware are
designed to credential and re-credential practitionersand providersin a non-discriminatory manner,
regardless of race, ethnic/national identity, gender, age, sexual orientation, specialty or procedures
performed.

AmeriHealth Caritas Delaware’s credentialing/re-credentialing criteria and standards are consistent
with state and federal requirements and National Committee for Quality Assurance (NCQA)
requirements. Practitionersare re-credentialed and facility/organizational providersare recertified at
least every 36 months.

Council for Affordable Quality Healthcare (CAQH) and Online Credentialing

AmeriHealth Caritas Delaware works with the Council for Affordable Quality Healthcare (CAQH) to
offer providers a Universal Provider Data source that simplifies and streamlines the data collection
process for credentialing and re-credentialing. Through CAQH, providers submit credentialing
information to a single repository, via a secure internet site, to fulfill the credentialingrequirements of
all health plans that participate with CAQH. All providers must be enrolled with CAQH. There is no
charge to practitionersto participate and to submit CAQH applications. Practitioners are able to
register for CAQH, if not already enrolled on the CAQH website at www.caqgh.org.

Providers participating with CAQH or those who wish to participate with CAQH:

o Register for CAQH at www.cagh.org
e Grantauthorization for AmeriHealth Caritas Delaware to view yourinformation via the CAQH
website;
e Faxoremail your CAQH ID number, on the Provider Data Intake Form, to the AmeriHealth
Caritas Delaware Credentialing department at:
215-863-6369 or CredentialingDE@amerihealthcaritas.com (physical health
providers);
BehavioralHealthDE@amerihealthcaritas.com (behavioral health providers).
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Practitioner Credentialing Rights

Duringthe review of the credentialingapplication, applicantsare entitled to certain rightsas listed
below. Every applicant has the right to:

o Review the information submitted to support their credentialing application, with the
exception ofrecommendations, and peer protected information obtained by AmeriHealth
CaritasDelaware;

e Correct erroneous information. When information is obtained by the Credentialing
Department that varies substantially from the information the provider provided, the
Credentialing Department will notify the Health Care Providerto correct the discrepancy.

The practitioner will have 10 business days to correct the erroneous information;

e Upon request, to beinformed of the status of their credentialing or re-credentialing
application. The Credentialing department will share all information with the provider with the
exception of references, recommendations or peer-review protected information (i.e.,
information received from the National Practitioner Data Bank). Requests can be made via
phone, email, or in writing. The Credentialing Department will respond to all requests within
24 business hours of receipt. Responses will be via email or phone call to the provider.

o Be notified within 60 calendardays of the Credentialing Committee or Medical Directorreview
decision;and,

e Appeal anyinitial orre-credentialing denial within 30 calendar days of receiving written
notification of the decision.

To request or provide information for any of the above, the provider should contact AmeriHealth
Caritas Delaware’s Credentialing Department at the following address:

Address

Attn:Credentialing Department
AmeriHealth Caritas Delaware
200 Stevens Drive

Philadelphia, PA 19113

Phone: 1-866-423-1444
Fax: 1-215-863-6369

AmeriHealth Caritas Delaware Quality Assessment and Performance Improvement Program (QAPI)

provide oversight ofthe Credentialing Committee. For more information on the QAPI, please refer to
the “Quality Assessment and Performance Improvement Program” section of this Provider Manual.

Credentialing/Re-Credentialing for Practitioners

The following criteria must be met as applicable, in orderto evaluate a qualified health care
practitioner:

e Current, active, unrestrictive medical licensure, not subject to probation, proctoring

26



requirementsordisciplinary action to specialty. A copy ofthe license must be submitted along
with the application;

e Current, active, unrestrictive DEA license, ifapplicable (DEA licenses are not transferrable by
State)

e Current, active, CDS/CSC license, ifapplicable;

e Evidence of professional liability insurance with limits of liability commensurate with State
requirements;

e Current, active, Medicaid Enroliment;

e Individual NPI Number;

e Satisfactory review of any quality issues, sanctionsand/orexclusionsimposed on the provider
and documented in the following sources:

The National Practitioner Data Bank (NPDB)
Health and Human Services Office of the Inspector General (OIG) List of Excluded
Individuals/Entities (LEIE)
Medicaid and Medicare Exclusions
Federation of Chiropractic Licensing Boards (CIN-BAD)
System for Award Management (SAM)/EPPLS
Social Security Death Master File
- Any other relevant State sanction and licensure databases as applicable.

o Disclosure related to ownership and management, business transactions and conviction of
crimes, in accordance with federal and Delaware regulatory requirements; Owners with a 5%
ormore interest in the entity will be monitored through the OIG, SAM, NPPES, and the Social
Security Death master file.

o Proofof the provider's medical school graduation, completion of residency and other
postgraduate training;

e ECFMG Certificate for foreign medical school graduates;

e Evidence of specialty board certification, if applicable;

o History of professional liability claimsresultingin settlementsor judgments paid by or on
behalf of the Practitioner in the past five (5) years;

e  Work history containing current employment overthe past (5) years, as well asexplanation of
any gaps in work history;

o CLIA Certificate, ifapplicable;

e Explanation to any affirmative answers to the Disclosure Questions on the application;

e Practitioners who require hospital privileges as part of their practice must have a hospital
affiliation with an institution participating with AmeriHealth Caritas Delaware. PCPs must have
the ability to admit AmeriHealth Caritas Delaware membersas part of their hospital privileges.
As an alternative, those practitioners who do not have hospital privileges may enter into an
admitting arrangement agreement with a participating practitioner who is able to admit.

Practitioner Re-Credentialing

All providers are re-credentialed at a minimum of every 36 months, with the exception of HCBS
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providers, who are re-credentialed at least annually. All items noted above under Credentialing, with
the exception of education and work history, are also required at the time of re-credentialing.

All applications and attestation/release forms must be signed and dated within 305 days prior to the
Credentialing Committee or Medical Director approval date. Additionally, all supporting documents
must be current at the time of the decision date.

As part of the initial and re-credentialing application process, AmeriHealth Caritas Delaware will:

e Request information on practitioner and provider sanctions prior to making a credentialing or
re-credentialing decision. Information from the National Practitioner Data Bank (NPDB), HHS
Office of Inspector General (Medicaid/Medicare exclusions), System for Award management
(SAM), Federation of Chiropractic Licensing Boards (CIN-BAD), Social Security Death Master
File (SSDMF), and Excluded Parties List (EPLS) will be reviewed as applicable;

e Performprimary source verification on required items submitted with the application as
required by NCQA, State, and Federal regulatory bodies;

o Performance review of complaints, quality of care issues and utilization issues will be reviewed
at the time of re-credentialing;

e Maintain confidentiality ofthe information received forthe purpose of credentialingand re-
credentialing; and

e Safeguard all credentialingand re-credentialingdocumentsby storingthemin a secure
location, only accessed by authorized Plan employees.

Presentation to the Medical Director or Credentialing Committee

Once all information is received and primary source verifications are completed the practitioner’s file
is presented to either the Medical Director or Credentialing Committee for review and determination as
described below:

e All routine (clean)filesare presented daily to the Medical Directorfor review and
determination.

e Allnon-routine (i.e., malpractice cases, license sanctions, etc.) files are presented to the
monthly Credentialing Committee meeting for review, discussion, and determination.

Credentialing/Re-Credentialing for Ancillary/Hospital Providers

AmeriHealth Caritas Delaware verifies credentialing and re-credentialing criteria for all ancillary and
hospital providers. Facility providers must meet the following criteria:

o Facility application with signature and current date from the appropriate facility officer;

e Attestto the accuracy and completenessof the information submitted to AmeriHealth Caritas
Delaware;

¢ Documentation of any history of disciplinary actions, loss or limitation oflicense,
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Medicare/Medicaid sanctions, orloss, limitation, or cancellation of professional liability
insurance;
Current, active, unrestrictive facility licensure not subject to probation, suspension, or other
disciplinary action limits;
AmeriHealth Caritas Delaware will confirm thatthe facility isin good standingwith all State
and regulatory bodies and has been reviewed by an accredited body as applicable;
Current accreditation with an AmeriHealth Caritas Delaware recognized accreditingbody, if
applicable. If not accredited, a CMS State Survey is required. If the provider does not have
either accreditation or a CMS State Survey, a Plan Site Visit must be conducted.
Evidence of professional liability insurance with limits of liability commensurate with State
requirements;
Current, active, Medicaid Enrollment;
Group NPINumber;
Satisfactory review of any quality issues, sanctionsand/orexclusionsimposed on the provider
and documented in the following sources:

The National Provider Data Bank (NPDB).

Health and Human Services Office of the Inspector General (OIG) List of Excluded

Individuals/Entities (LEIE).

Medicaid and Medicare Exclusions.

System for Award Management (SAM).

Excluded Parties List (EPLS).

Any other relevant State sanction and licensure databases as applicable.
Disclosure related to ownership and management, business transactions and conviction of
crimes, in accordance with federal and Delaware regulatory requirements (at the time of
recertification only). All ancillary and facility ownerswith a 5% or more interest in the entity
will be monitored through the OIG, SAM, NPPES, and the Social Security Death Master file.

Asnoted above, all providersare required to be recertified ata minimum of every 36 months with
the exception of HCBS providers, who will be recertified at least annually. All information noted
above will be collected and verified at the time of recertification.

Presentation to the Medical Director or Credentialing Committee

Once

all information is received and primary source verifications are completed

the

practitioner/organizational providers file is presented to either the Medical Director or Credentialing
Committee for review and determination as described below:

All routine (clean)filesare presented daily to the Medical Directorfor review and
determination.

All non-routine (i.e., malpractice cases, license sanctions, etc.) files are presented to the
monthly Credentialing Committee meeting for review, discussion, and determination.
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Site Visits Resulting from Receipt of a Complaint and/or On-going
Monitoring

Member Dissatisfaction Regarding Office Environment

The Provider Servicesdepartment or the Credentialingdepartment may identify the need fora
site visit due to receipt ofa member dissatisfaction regarding the provider’s office
environment.

Atthe discretion ofthe Provider Network Account Executive, a site visit may occurto address
the specific issue(s) raised by a member. Follow-up site visits are conducted as necessary.
For on-site reviews occurring due to a member complaint, the on-site review must
demonstrate thatthe practitioner meets the Plan's quality, privacy and recordkeeping
standards.

If AmeriHealth Caritas Delaware standards are not met, the Account Executive develops an
individualized written corrective action plan (CAP) with the practitioner's office to ensure that
the area of concern is addressed.

Follow-Up Procedure forInitial Deficiencies

The Provider Network Account Executive requests a corrective action plan from the office
contact person. The corrective action plan must be submitted to AmeriHealth CaritasDelaware
within one week of the visit.

Each follow-up contact and visit is documented in the provider’s electronicfile.

The Provider Network Account Executive schedules a re-evaluation visit with the provider
office within 30 days of the initial site visit to review the site and verify that the deficiencies
were corrected.

The Provider Network Account Executive reviews the corrective action plan with the office
contactperson.

The Provider Network Account Executive reviewsthe results of the follow-up visit (includinga
re-review of previous deficiencies) with the office contact person.

Ifthe site meets and/orexceeds Plan standards, a Site Visit Evaluation Formis signed and
dated by both the Provider Network Account Executive and the office contact person.

If the site does not meet and/or exceed Plan standards, the Provider Network Account
Executive followsthe proceduresoutlined below for follow-up forsecondary deficiencies.

Follow-Up Procedure for Secondary Deficiencies

The Provider Network Account Executive will re-evaluate the site monthly, up to three times
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(from the first site visit date).

o [fafter four months, there is evidence the deficiency isnot beingcorrected or completed, then
the office receives a failing score unless there are extenuating circumstances.

e Further decisions as to whether to take action to terminate participation of a provider who
continuesto receive a failingSite Visit Evaluation score will be handled on a case-by-case basis
by the AmeriHealth Caritas Delaware Medical Director.

Standards for Participation
By agreeing to provide services to AmeriHealth Caritas Delaware members, providers must:

o Beeligible to participatein any Delaware orfederal health care benefit program.

o Comply with all pertinent Medicaid regulations.

o Treat AmeriHealth Caritas Delaware membersin the same manner as other patients.

e Provide covered services to all AmeriHealth Caritas Delaware members who select or are
referred to you as a provider.

e Provide covered services and not discriminate against, or use any policy or practice that has
the effect of discriminating against, an individual on the basis of health status or need for
services, or race, color, or national origin, sex, sexual orientation, gender identity, or disability.
All providers must comply with the requirements of the Americans with Disabilities Act (ADA)
and Section 504 of Rehabilitation Act of 1974.

¢ Notsegregate members from other patients (applies to services, supplies and equipment).

o Notrefuse to provide services to members due to a delay in eligibility updates.

In addition, pursuant to section 1128A of the Social Security Act and 42 CFR 1001.1901, AmeriHealth
Caritas Delaware may not make payment to any person or an affiliate of a person who is debarred,
suspended orotherwise excluded from participatingin the Medicare, Medicaid orotherfederal health
care programs.

A sanctioned person isdefined asany person oraffiliate ofa person who is (1) debarred, suspended or
excluded from participation in Medicare, Medicaid, the State Children’s Health Insurance Program
(SCHIP) or any other federal health care program; (2) convicted of a criminal offense related to the
delivery ofitems orservices under the Medicare or Medicaid program; or (3) had any disciplinary
action taken against any professional license or certification held in any state or U.S. territory,
including disciplinary action, board consent order, suspension, revocation, or voluntary surrender of a
license or certification.

Upon request of AmeriHealth Caritas Delaware, a provider will be required to furnish a written

certification to the Plan that it does not have a prohibited relationship with an individual or entity that
is known or should be known to be a sanctioned person.
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A provideris required to immediately notify AmeriHealth Caritas Delaware upon knowledge that any
ofitsemployees, directors, officers or owners has become a sanctioned person, orisunderany type
of investigation which may result in their becoming a sanctioned person. In the event that a provider
cannot provide reasonably satisfactory assurance to AmeriHealth Caritas Delaware that a sanctioned
person will not receive payment from the Plan under the Provider Agreement, AmeriHealth Caritas
Delaware may immediately terminate the Provider Agreement. The Plan reserves the right to recover
all amounts paid by AmeriHealth Caritas Delaware for items or services furnished by a sanctioned
person.

Access to Care

AmeriHealth Caritas Delaware providers must meet standard guidelinesasoutlined in thispublication
to help ensure that Plan members have timely access to care.

AmeriHealth Caritas Delaware endorses and promotes comprehensive and consistent access
standardsfor members to assure member accessibility to health care services. The Plan establishes
mechanisms for measuring compliance with existing standards and identifies opportunities for the
implementation of interventions for improving accessibility to health care services for members.

Providersare required to offer hours of operation thatare no less than the hoursof operation offered
to patients with commercial insurance. Appointment scheduling and wait times for members should
comply with the access standards defined below. The standards below apply to health care services
and medical providers; please refer to the “Behavioral Health Care” section of this Provider Manual for
the standards that apply to behavioral health care services and behavioral health providers.

AmeriHealth Caritas Delaware monitors the following access standards on an annual basis per
Delaware guidelines. Ifa providerbecomes unable to meet these standards, he/she must immediately
advise his/herProvider Network Account Executive orthe ProviderServices department at 1-855-707-
5818.
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AmeriHealth Caritas Delaware Access Standards
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Missed Appointment Tracking

If a member misses an appointment with a provider, the provider should document the missed
appointment in the member’s medical record. Providers should make at least three documented
attempts to contact the member and determine the reason. The medical record should reflect any
reasons fordelaysin providing health care, as a result of missed appointments, and should also
include any refusals by the member. Providers are encouraged to advise AmeriHealth Caritas
Delaware’sRapid Response team at 1-844-623-7090 if outreach assistance isneeded when a member
does not keep appointment and/or when a member cannot be reached during an outreach effort.

After-Hours Accessibility

AmeriHealth Caritas Delaware members have access to quality, comprehensive health care services
24 hours a day, seven days a week. PCPs must have either an answering machine or an answering
service for members during after-hours for non-emergent issues. The answering service must forward
calls to the PCP or on-call provider, or instruct the member that the provider will contact the member
within 30 minutes. When an answering machine is used after hours, the answering machine must
provide the member with a process for reaching a provider after hours. The after-hours coverage must
be accessible using the medical office’s daytime telephone number.

For emergent issues, both the answering service and answering machine must direct the member to
call 911 or go to the nearest emergency room. AmeriHealth Caritas Delaware will monitor access to
after-hourscare on an annual basis by conductinga survey of PCP offices after normal business hours.

Monitoring Appointment Access and After-Hours Access

AmeriHealth Caritas Delaware will monitorappointment waitingtimesand after-hours access using
various mechanisms, including:

e Reviewing provider records during site reviews;

e Monitoring administrative complaints and grievances; and,
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e Conductingan annual Accessto Care survey to assess member access to daytime
appointments and after-hours care.

Non-compliant providerswill be subjectto corrective action and/ortermination fromthe network, as
follows:

e Anon-compliance letter will be sent to the provider.
o The non-compliant provider will be re-surveyed within three to six months after the infraction.

1. Office Hours and Appointment Availability Standards
Participating Providers must offer hours of operation that are equal to orgreater than the hoursof
operation offered to any other patient undercommercial orany otherinsurance carrier. To ensure
adherence to the appointment availability standards as defined below, per CMS or state
requirements, the Plan will through access and availability calls.

General Appointment Availability

Provider Type Appointment Type Availability Standard
Primary Care Emergency Services Twenty-four(24) hours
Physician perday, seven
(PCP) (7)days

per week
Emergency Care Same |Day|
Urgent, Two (2) calendar day

Regularand Routine Care | Three (3)) weeks

Specialists and Urgent Within 48 hours
High-Volume / Care
High Impact
Specialists
Routine Within three (3) weeks

Appointments
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Behavioral Health Appointment Availability

Provider Type
Behavioral
Health Providers

Appointment Type
Emergency Services

Availability Standard
Within 24 hours of

request
Behavioral Health Immediately
Crisis includinga
mobile team

Outpatient follow up for:
Members being
discharged from an
inpatientresidential
setting to community
placement and Member
seen by a behavioral
health crisis providerfora

behavioral health
condition

Within two (2) Business
days|

Routine Outpatient
Services

Within seven (7)
calendar days of
request with a non-
prescribingclinician for
an initial assessment

Non-Emergency
Outpatient Services

Within three (3)weeks

of request for
prescribing clinician
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Maternity Care

Provider Type

Appointment Type

Availability Standard

0OB/GYN/ Midwife

FirstTrimester

Appointments
within three(3)

weeks of
member request.

Second Trimester

Appointments within
seven (7) calendar
days of member
request.

Third Trimester

Appointments within
three (3) calendar

days
of member request.

High Risk Pregnancies

Appointment within
three (3) calendar days
of identification of
high risk or
immediatelyif an
emergency exists
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Panel Capacity and Notification
When members choose a provider as their PCP, they are assigned to the provider’s panel of members.
The panel remains open unless the following occurs:

e The PCPisundersanction;
e The PCP has voluntarily closed his/her panel; or,

e The panel isclosed by AmeriHealth Caritas Delaware due to member access issues.

AmeriHealth Caritas Delaware PCPs must have adequate capacity asthistermis defined by the
standard of care, prevailing industry norms and community standardsincluding CMS and/or Delaware
guidance on this issue. PCPs are required to provide AmeriHealth Caritas Delaware with a quarterly
report of current caseload, including non-Plan-member patients.

In evaluating the capacity of PCPs, AmeriHealth Caritas Delaware shall take into consideration both a
PCP’s existing AmeriHealth Caritas Delaware member load, overall memberload (acrossall programs),
Medicaid patient load, as well as its total patient load and will assess the overall patient load against
community standards for any specialty involved.

AmeriHealth Caritas Delaware will also consider whetherthe providerisin compliance with the Access
Standards set forth in this Provider Manual. AmeriHealth Caritas Delaware will not assign additional
members to a single PCP if the Plan believes that PCP has reached the capacity to provide high quality
services to Plan members.

Practitioner & Provider Responsibilities

Responsibilities of All Providers

AmeriHealth Caritas Delaware isregulated by Delaware and federal laws. Providers who participate in
AmeriHealth Caritas Delaware have responsibilities, including but not limited to:

e Becompliant with all applicable federal and/or Delaware regulations.

e Treat AmeriHealth Caritas Delaware membersin the same manner as other patients.

¢ Communicate with agenciesincluding, but notlimited to, local public health agenciesforthe
purpose of participating in immunization registries and programs, e.g., vaccines for children
(VFC), communications regarding management of infectious or reportable diseases, cases
involving children with lead poisoning, special education programs, early intervention
programs, etc.

o Comply with all disease notification laws in Delaware.

e Provide information to AmeriHealth Caritas Delaware and/or the Delaware DHSS as required.
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Inform members about all treatment options, regardless of cost or whether such services are
covered by the Plan or other programs.

Maintain a communication network providing necessary information to any Mental
Health/Substance Abuse (MH/SA) services provideras frequently asnecessary based on the
member’s needs.

Asappropriate, work cooperatively with specialists, consultative servicesand otherfacilitated
care situations for special needs members such as accommodations for the deaf and hearing
impaired, experience-sensitive conditions such as HIV/AIDs, self-referrals for women’s health
services, family planning services, etc.

Not refuse an assignment or transfer a member or otherwise discriminate against a member
solely on the basis of religion, gender, sexual orientation, race, color, age, national origin,
creed, ancestry, political affiliation, personal appearance, health status, pre-existing condition,
ethnicity, mental or physical disability, participation in any governmental program, source of
payment, or marital status or type ofillness or condition, except when that illnessor condition
may be better treated by another provider type.

Ensure that ADA requirements are met, including use of appropriate technologies in the daily
operations of the physician’s office, e.g., TTY/TDD and language services, to accommodate the
member’s special needs.

Abide by and cooperate with the policies, rules, procedures, programs, activities and
guidelines contained in your Provider Agreement (to which this Provider Manual and any
revisions or updates are incorporated by reference).

Accept AmeriHealth Caritas Delaware payment orthird party resource as payment-in-full for
covered services.

Comply fully with AmeriHealth Caritas Delaware’s Quality Improvement, Utilization
Management, Integrated Care Management, Credentialing and Audit Programs.

Comply with all applicable training requirementsas required by AmeriHealth Caritas Delaware,
Delaware and/or CMS.

Promptly notify AmeriHealth Caritas Delaware of claims processing payment orencounter
data reporting errors.

Maintain all records required by law regarding services rendered for the applicable period of
time, makingsuch records and otherinformation available to AmeriHealth Caritas Delaware or
any appropriate government entity.

Treat and handle all individually identifiable health information as confidential in accordance
with all laws and regulations, including HIPAA Administrative Simplification and HITECH
requirements.

Immediately notify AmeriHealth Caritas Delaware of adverse actionsagainst license or
accreditation status.

Maintain liability insurance in the amount required by the terms of the Provider Agreement.
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o Notify AmeriHealth Caritas Delaware of the intent to terminate the Provider Agreement as a
participating provider within the timeframe specified in the Provider Agreement and provide
continuity of care in accordance with the terms of the Provider Agreement.

o Verify member eligibility immediately prior to service.

e Obtain all required signed consents prior to service.

e Obtain priorauthorization for applicable services.

¢ Maintain hospital privilegeswhen hospital privilegesare required forthe delivery ofthe
covered service.

e Provide prompt access to records for review, survey or study if needed.

e Report known orsuspected child, elderordomestic abuse to local law authoritiesand have
established procedures for these cases.

o Inform member(s) of the availability of AmeriHealth Caritas Delaware’s interpretive services
and encourage the use of such services, as needed.

o Notify AmeriHealth Caritas Delaware of any changes in business ownership, business location,
legal or government action, or any other situation affecting or impairing the ability to carry out
duties and obligations under the Provider Agreement.

e Maintain oversight of non-physician practitioners as mandated by Delaware and federal law.

o Agreeingthat claimsdata, medical records, practitionerand provider performance data, and
other sources of information, may be used by the Plan to measure and improve the health

care delivery services to members.

Primary Care Provider (PCP) Responsibilities

A Primary Care Provider (PCP) serves as the member’s personal practitioner and is responsible for
coordinatingand managingthe medical needsofa panel of AmeriHealth Caritas Delaware members.
Advanced Nurse Practitioners, Nurse Midwives, and Licensed Physicians in the following specialties
may serve as Plan PCPs:

e General Practice

o Pediatrics

¢ Internal Medicine

o Geriatrics

e Obstetrics/Gynecology
e Family Practice

A PCP is responsible to AmeriHealth Caritas Delaware and its members for diagnostic services, care
planning and Treatment Plan development. The PCP is expected to work with the Plan to monitor
treatment planning and provision of treatment.
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All new AmeriHealth Caritas Delaware adult and child members with a newly-assigned PCP, who has
not previously cared for the member, must receive a comprehensive initial examination and a
screening for mental health and substance abuse. The mental health and substance abuse screening
must be completed usinga validated screening tool, approved by AmeriHealth Caritas Delaware. This
screening tool can be found under the “Forms” in the provider section of our website at
www.amerihealthcaritasde.com.

For the initial examination and assessment of a child, the PCP is required to perform the relevant
screenings and services, as well asany additional assessment, using the appropriate toolsto
determine whetheror not a child hasspecial health care needs. All Medicaid-covered children under
21 years of age receive EPSDT services.

Foron-goingcare, the mental health and substance abuse screeningmust also be administered asa
routine part of every child and adult preventive health examination.

AmeriHealth Caritas Delaware PCPs are also expected to assist members with accessing substance
abuse, mental health services, and long term services and supports as needed. The Rapid Response
team is available to members and providers to support care coordination and access to services.
Members and providers may request Rapid Response support by calling 1-844-623-7090.

In addition, the PCP is responsible for:

e Providingcontinuousaccess to PCP services and necessary referrals of urgent or emergent
nature available 24 hours, seven days per week.

¢ Managingand coordinatingthe health care ofa member with a participating specialist(s),
and/or behavioral health provider;

e Providingcovered servicesto all assighed membersand complying with all requirements for
priorauthorization.

e Providing assigned members with a medical home including, when medically necessary,
coordinating appropriate referrals to services that typically extend beyond those services
provided by the PCP, including but not limited to specialty services, emergency room services,
hospital services, nursingservices, mental health/substance abuse (MH/SA),ancillary services,
public health services and other community based agency services.

e Adheringto Delaware’s Early and Periodic Screening, Diagnostic and Treatment (EPSDT)
Periodicity Schedule for members under age 21.

o Early identification of all members, including children, with special health care needs or
behavioral health needs and notification to the Rapid Response team and/or referral to
PROMISE regarding any such identification as soon as possible;

e Collaboration with AmeriHealth Caritas Delaware’s Integrated Care Management programs to
facilitate member care;

e Use of a validand standardized developmental screeningtool, approved by the Plan, to screen
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for developmental delays during well-child visits, episodic visits or as a stand-alone service;

o Referral of a child, identified as havinga developmental delay, to the appropriate specialist for
a comprehensive developmental evaluation;

e Documentation of all diagnoses and care rendered in a complete and accurate manner
includingmaintaininga current medical record for Plan members that meets AmeriHealth
Caritas Delaware’s medical record documentation requirements;

o Providing follow-up services for members who have been seen in the Emergency Department;

e Promptly and accurately reporting all member encounters to AmeriHealth CaritasDelaware;

o Releasing medical record information upon written consent or request of the member;

e Ensuring the release of medical records when a member changes PCPs. His/her medical
recordsor copies of medical records should be forwarded to the new PCP within 10 business
days from receipt of request. The State is not required to obtain written approval from a
member before requesting the member’s record from the PCP or any other participating
provider. Providing preventive healthcare to members according to established preventive
health care guidelines;

e Advisingthe Rapid Response team at 1-844-623-7090 if outreach assistance is needed whena
member does not keep appointment and/or when a member cannot be reached during an
outreach effort.

o Advising AmeriHealth Caritas Delaware ninety (90) days in advance ofthe effective date ifthey
elect to decline accepting additional members.

o Advising AmeriHealth Caritas Delaware at least 60 daysin advance ofany addition orchange in
office location.

OB/GYN Practitioner as a PCP

Participating Obstetricians are responsible for medical services during the course of the member’s
pregnancy, and for coordinating testing and referral services. Obstetricians may also provide routine
primary care and treatment to pregnant members under their care. Examples of routine primary care
include but are not limited to:

o Treatment of minor colds, sore throat, asthma.
o Treatment of minor physical injuries.
e Preventive health screenings and maintenance.

e Routine gynecological care.

The OB/GYN isalso responsible for notifyingthe Bright Start® Care Managersat 1-833-669-7672 for
assistance with support services needed to help a member during pregnancy.

Prenatal care providers are expected to complete the Obstetrical Needs Assessment Form (ONAF) to
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assess risk for each expectant mother. The completed screeningtool mustbe submitted to
AmeriHealth Caritas Delaware as part of the authorization for obstetric services.

It is the provider’s responsibility to address identified risk factors upon contact with the member and
to develop appropriate action items in collaboration with the member to resolve the identified risks.
Pregnancies that are considered high-risk due to physical, social or behavioral conditions must also be
reported to the Plan at the time of the first visit or at the time when the high-risk situation is identified
during the pregnancy. All high-risk conditions should be reported to a Bright Start® Care Manager at 1-
833-669-7672. Providers can fax reports to Bright Start® at: 1-855-558-0488.

Specialist Responsibilities
An AmeriHealth Caritas Delaware specialist is responsible for:

e Providing specialty care as indicated by the referring practitioner;

e Reporting clinical findings to the referring PCP;

e Orderingthe appropriate diagnostic tests (radiology, laboratory) related to the treatment of
the member, as requested by the referring practitioner;

o Documenting all care rendered in a complete and accurate manner including maintaining a
current medical record for Plan members that meets AmeriHealth Caritas Delaware’s medical
record documentation requirements;

o Refraining from referring members to other specialists without the intervention of the
member’s PCP;

o Verifyinga member’s eligibility prior to the provision of services.
Compliance Responsibilities

AmeriHealth Caritas Delaware providers are required to comply with all Plan policies and with all
relevant legal or regulatory standards, as set by outside legal orregulatory authorities. Although not
an exclusive list, the primary areas of compliance with policies and regulations for Plan providers are:

e Americans with Disabilities Act (ADA) / Rehabilitation Act

e Health Insurance Portability and Accountability Act (HIPAA)

e Program Integrity

e Fraud, Waste & Abuse (FWA)

o False Claims Act

e Advance Directives

o Marketing Activities Guidelines

e Section 1557 of the Patient Protection and Affordable Care Act



The Americans with Disabilities Act (ADA) and the Rehabilitation Act

Section 504 of the Rehabilitation Act of 1973 (“Rehab Act”) and Title Ill of the Americans with
Disabilities Act of 1990 (ADA) prohibit discrimination against individuals with disabilitiesand require
the Plan’s providers to make their services and facilities accessible to all individuals. AmeriHealth
Caritas

Delaware expectsits network providers to be familiar with the requirements of the Rehabilitation Act
and the ADA and to fully comply with the requirements of these statutes.

Health Insurance Portability and Accountability Act (HIPAA)

AmeriHealth Caritas Delaware is committed to strict adherence with the privacy and security
provisions of the Health Insurance Portability and Accountability Act (HIPAA) and expects its
practitioners and providers to be familiar with their HIPAA responsibilities and to take all necessary
actionsto fully comply. Any memberrecord containingclinical, social, financial, orany otherdata on a
member should be treated as strictly confidential and be protected from loss, tampering, alteration,
destruction, and unauthorized or inadvertent disclosure.

Program Integrity

AmeriHealth Caritas Delaware is obligated to ensure the effective use and management of public resources in
the delivery of services to its Members. AmeriHealth Caritas Delaware does this in part through its Program
Integrity department whose programs are aimed at the accuracy of claims payments and to the detection and
prevention of fraud, waste, or abuse. In connection with these programs, you may receivewritten or electronic
communications from or on behalf of AmeriHealth Caritas Delaware regarding payments or recovery of
potential overpayments. The Program Integrity department utilizes both internal and external resources,
including third party vendors, to help ensure claims are paid accurately and in accordance with your provider
contract. Examples of these Program Integrity initiatives include:

e Prospective (Pre-claims payment)

o Claims editing — policy edits (based on established industry guidelines/standards such as
Centers for Medicare and Medicaid Services (“CMS”), the American Medical
Association (“AMA”), state regulatory agencies or AmeriHealth Caritas Delaware
medical/claim payment policy) are applied to prepaid claims.

o Medical Record/Itemized Bill review — a medical record and/or itemized bill may be
requested in some instances prior to claims payment to substantiate the accuracy of the
claim.

*  Please note: Claims requiring itemized bills or medical records will be denied if
the supporting documentation is not received within the requested timefiame.

o Coordination of Benefits (“COB”) - Process to verify third party liability to ensure that
AmeriHealth Caritas Delaware is only paying claims for members where AmeriHealth
Caritas Delaware is responsible, i.e. where there is no other health insurance coverage.

o  Within the clearinghouse environment, a review of claim submission patterns will be
performed to identify variances from industry standards and peer group norms. If such
variations are identified, you may be requested to take additional actions, such as
verifying the accuracy of your claim submissions, prior to the claim advancing to claims
processing.

o Retrospective (Post-claims payment)

o Third Party Liability {l‘—‘{TPL”)/qurdination of Benefits (“COB”)/Subrogation — Asa
Medicaid plan, AmeriHealth Caritas Delaware is the payor of last resort. The effectof

45



this rule is if [Plan Name] determines a member has other health insurance coverage,
payments made by [Plan Name] may be recovered.

o Please also see Section IX: Claims Submission Protocols and Standards, for further
description of TPL/COB/Subrogation.

o Data Mining— Using paid claims data, AmeriHealth Caritas Delaware identifies trends
and patterns to determine invalid claim payments or claim overpayments for recovery.

o Medical Records Review/Itemized Bill review — a Medical record and/or itemized bill
may be requested to validate the accuracy of a claim submitted as it relates to the
itemized bill. Validation of procedures, diagnosis or diagnosis-related group (“DRG”)
billed by theprovider. Other medical record reviews include, but are not limited to, place
of service validation, re-admission review and pharmacy utilization review.

»  Please note if medical records are not received within the requested timeframe,
AmeriHealth Caritas Delaware will recoup funds from the provider. Your failure
to provide medical records creates a presumption that the claim as submitted is
not supported by the records.

e Credit Balance Issues

o Credit balance review service conducted in-house at the provider’s facility to assist with
the identification and resolution of credit balances at the request of the provider.

o Overpayment Collections — Credit balances that have not been resolved in a timely
manner will be subject to offset from future claims payments and/or referred to an
external collections vendor to pursue recovery.

The programs listed above for Program Integrity will interface to the providers via written communications via
letters, fax and in some cases email. If you have any questions regarding the programs or the written
communications about these programs and actions that you need to take, please refer to the contact information
provided in each written communication to expedite a response to your question or concerns.

False Claims Act

The False Claims Act (FCA) is a federal law that prohibits knowingly presenting (or causing to be
presented) a false or fraudulent claim to the federal government or its contactors, including state
Medicaid agencies, for payment or approval. The FCA also prohibits knowingly making or using (or
causing to be made or used) a false record or statement to get a false or fraudulent claim paid or
approved. When AmeriHealth Caritas Delaware submitsclaims data to the government for payment
(for example, submitting Medicaid claims data to the Delaware Department of Human Services), we
must certify that the data is accurate to the best of our knowledge. We are also responsible for claims
data submitted on our behalf from our subcontractors, and we monitor their work to ensure
compliance.

Health care entitiesthat violate the Federal FCA can be subject to imprisonment and civil monetary
penalties ranging from $10,957 to $21,915 for each false claim submitted to the United States
government or its contactors, including state Medicaid agencies, as well as possible exclusion from
Federal Government health care programs. These minimum and maximum penalties have been
updated to reflect the Civil Monetary Penalties Inflation Adjustment Interim Final Rule by the
Department of Justice published on June 30, 2016, with an effective date of August 1, 2016.

The Fraud Enforcement and Recovery Act
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The Fraud Enforcement and Recovery Act of 2009 (FERA) was passed by Congress to enhance the
criminal enforcement of federal fraud laws, including the False Claims Act (FCA). Penalties for
violations of FERA are comparable to penalties for violation of the FCA. FERA does the following:

e Expandspotential liability underthe FCA for government contractors like AmeriHealth Caritas
Delaware.

e Expands the definition of false/fraudulent claim to include claims presented not only the
government itself, butalso to a government contractor like AmeriHealth Caritas Delaware.

e Expandsthe definition of false record to include any record thatismaterial toa
false/fraudulent claim.

e Expandswhistleblower protectionsto include contractorsand agentswho claimthey were
retaliated against for reporting potential fraud violations.
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Program Integrity Operations Team

AmeriHealth Caritas Delaware is obligated to ensure the effective use and management of public
resources in the delivery of services to its Members. AmeriHealth Caritas Delaware does this in part
through its Program Integrity department whose programs are aimed at the accuracy of claims payments
and to the detection and prevention of fraud, waste, or abuse. In connection with these programs, you
may receive written or electronic communications from or on behalf of AmeriHealth Caritas Delaware,
regarding payments or recovery of potential overpayments. The Program Integrity department utilizes
both internal and external resources, including third-party vendors, to help ensure claims are paid
accurately and in accordance with your provider contract. Examples of these Program Integrity initiatives

include:

e Prospective (Pre-claims payment)

o

Claims editing — policy edits (based on established industry guidelines/standards such as
Centersfor Medicare and Medicaid Services (“CMS”), the American Medical Association
(“AMA"), state regulatory agencies or AmeriHealth Caritas Delaware medical/claim
payment policy) are applied to prepaid claims.
Medical Record/Itemized Bill review —a medical record and/or itemized bill may be
requested in some instances priorto claims payment to substantiate the accuracy ofthe
claim.

= Please note: Claims requiring itemized bills or medical records will be denied if the

supporting documentation is not received within the requested timeframe.

Coordination of Benefits (“COB”) - Process to verify third-party liability
to ensure that AmeriHealth Caritas Delaware is only payingclaims for members where
AmeriHealth Caritas Delaware is responsible, i.e. where there is no other health
insurance coverage.
Within the clearinghouse environment, a review of claim submission patterns will be
performed to identify variances from industry standardsand peer group norms. If such
variations are identified, you may be requested to take additional actions, such as
verifyingthe accuracy ofyourclaim submissions, priorto the claim advancing to claims
processing.

e Retrospective (Post-claims payment)

o

Third Party Liability (“TPL”)/Coordination of Benefits (“COB”)/Subrogation — As a
Medicaid plan, AmeriHealth Caritas Delaware is the payor of last resort. The effect of this
ruleisif AmeriHealth Caritas Delaware determines a memberhas otherhealth insurance
coverage, payments made by AmeriHealth Caritas Delaware may be recovered.
Please also see Section IX for further description of TPL/COB/Subrogation.
Data Mining — Using paid claims data, AmeriHealth Caritas Delaware identifies trends
and patternsto determine invalid claim paymentsor claim overpaymentsfor recovery.
Medical Records Review/Itemized Bill review — a Medical record and/or itemized bill may
be requested to validate the accuracy of a claim submitted as it relates to the itemized
bill. Validation of procedures, diagnosis, or diagnosis-related group (“DRG”) billed by the
provider. Other medical record reviews include but are not limited to, place of service
validation, re-admission review, and pharmacy utilization review.

= Please note if medical records are not received within the requested timeframe,

AmeriHealth Caritas Delaware will recoup funds from the provider. Your failureto
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provide medical records creates a presumption that the claim as submitted is not
supported by the records.

e Credit Balance Issues

o Credit balance review service conducted in-house at the provider’s facility to assist with
the identification and resolution of credit balances at the request of the provider.

o Overpayment Collections — Credit balances that have not been resolved in a timely
manner will be subject to offset from future claims payments and/or referred to an
external collections vendor to pursue recovery.

The programs listed above for Program Integrity will interface to the providersvia written communications via
letters, fax, and in some cases email. If you have any questions regarding the programs or the written
communications about these programs and actions that you need to take, please refer to the contact
information provided in each written communication to expedite a response to your question or concerns.

Claims Cost Containment Unit

The Claims Cost Containment Unit isresponsible forthe manual review of overpaid claims submitted
by the Program Integrity department for potential recovery. Claims submitted to the Claims Cost
Containment Unit for review are outside of the Subrogation and Check Reconciliation areas. Some
examples of identified “waste” include:

e Incorrect billing from providers causing overpayment.
e Overpayment due to incorrect set-up or update of contract/fee schedulesin the system.

e Overpaymentsdue to claimspaid based upon conflicting authorizationsor duplicate
payments.

e Overpaymentsresulting from incorrect revenue/ procedure codes, retro TPL/Eligibility.

The Claims Cost Containment Unit is also responsible for the manual review of provider initiated
overpayments. Providers who self-identify claim overpayments may submit theirinquiriesfor review
to the following address:

Claims Cost Containment
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PO Box 80100
London, Kentucky 40742-0100

Refunds for Claims Overpayments or Errors

AmeriHealth Caritas Delaware and DHSS encourage Providersto conduct regular self-auditsto ensure
accurate payment. Medicaid Program funds that were improperly paid or overpaid must be
returned. If the Provider’s practice determines that it has received overpayments or improper
payments, the Provider is required to make arrangements immediately to return the funds to
AmeriHealth Caritas Delaware or follow the DHSS protocol for returning improper payments or
overpayments:

1 Contact AmeriHealth Caritas Delaware Provider Claim Services at 1-855-707-5818 to arrange
the repayment. There are two ways to return overpayments to AmeriHealth Caritas Delaware:
a. Have AmeriHealth Caritas Delaware deduct the overpayment/improper payment
amount from future claims payments, or
b. Return the overpaymentsdirectly to AmeriHealth Caritas Delaware:

i. Use the Provider Claim Refund form when submitting return payments to
AmeriHealth Caritas Delaware. A sample form can be found in the Appendix of
the manual and is available on the Provider Center at
www.amerihealthcaritasde.com under Forms.

ii. Mail the completed formand refund check forthe overpayment/improper
payment amount to:

Claims Processing Department
AmeriHealth Caritas Delaware
PO Box 80100

London, KY 40742-0100

Note: Please include the Member’s name and ID, date of service, and Claim ID

Special Investigations Unit — Preventing, Detecting, and Investigating Fraud,
Waste and Abuse

Special Investigations Unit

AmeriHealth Caritas Delaware is a member of the AmeriHealth Caritas Family of Companies
(AmeriHealth Caritas). AmeriHealth Caritas has an established enterprise-wide Program Integrity
department with a proven record in preventing, detecting, investigating, and mitigating fraud, waste,
and abuse. Our existing program has been developed in accordance with 42 CFR § 438.608, 42 CFR
Part 455, the governing contracts between AmeriHealth Caritas and the State of Delaware, and
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applicable federal and state laws. The Program Integrity department has cross-functional teams that
support its activities to ensure the accuracy, completeness, and truthfulness of claims and payment
datain accordance with the requirements as set forth in 42 C.F.R. Part 438, Subpart H (Certifications
and Program Integrity) and 42 C.F.R. § 457.950(a)(2).

The Special Investigations Unit (SIU) is housed within the Program Integrity department. The SIU team
is responsible for detecting fraud, waste, and abuse throughout the claims payment processes for
AmeriHealth Caritas. The SIU staff includes experienced investigators and analysts, including Certified
Professional Coders, Certified Fraud Examiners, and Accredited Health Care Fraud Investigators.

Among other things, the SIU conducts the following activities:

e Reviewsand investigates all allegations of fraud, waste and abuse.

o Takescorrective actionsforany supported allegationsafter thorough investigation, including
recovering overpayments that result from fraud, waste, or abuse.

e Reportsconfirmed misconduct to the appropriate parties and/or agencies.

Definitions of Fraud, Waste and Abuse (FWA)

Fraud — An intentional deception or misrepresentation made by a person with the knowledge that the
deception could result in some unauthorized benefit to him/herself or some other person. It includes any
act that constitutes fraud under applicable federal and state law.

Waste —The overutilization of services or other practicesthat result in unnecessary costs. Waste is
generally not considered caused by criminally negligent actions, but rather misuse of resources.

Abuse - includes provider reimbursement for services that are not medically necessary orfail to meet
professionally recognized standards for health care. It also includes recipient practices that result in
unnecessary costs to the health program.

Fraud & Abuse —Summary of Relevant Laws and Examples

AmeriHealth Caritas Delaware is dedicated to eradicating Fraud and Abuse from its programs and
cooperatesin Fraud and Abuse investigationsconducted by state and/orfederal agencies, including
the Medicaid Fraud Control Unit of the Delaware Attorney General's Office, the Federal Bureau of
Investigation, the Drug Enforcement Administration, the federal Office of Inspector General of the
U.S. Department of Health and Human Services, as well as the Bureau of Program Integrity of the
Delaware Department of Human Services. As part of AmeriHealth Caritas Delaware’sresponsibilities,
the Program Integrity department, and the SIU in particular, is responsible for identifying and
recovering overpayments. The SIU performs several operational activities to detect and prevent
fraudulent and/or abusive activities.
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The Federal False Claims Act

The False Claims Act (FCA) is a federal law that prohibits knowingly presenting, or causing to be
presented, a false or fraudulent claim to the federal government or its contactors, including state
Medicaid agencies, for payment orapproval. The FCA also prohibits knowingly makingorusing, or
causing to be made or used, a false record or statement to get a false or fraudulent claim paid or
approved. Penaltiesfor violating the FCA include damagesin the amount of up to three times the
amount of the false claim plus civil penalties of $10,957 to $21,915 per false claim.

The FCA contains a whistleblower provision to encourage individuals to report misconduct involving
false claims. The whistleblower provision allowsany person with actual knowledge of allegedly false
claims submitted to the government to file a lawsuit on behalf of the U.S. Government. The
whistleblower provisions of the FCA protects individuals from retaliation that results from filing an
action underthe FCA, investigatinga false claim, or providing testimony foror assistance in a federal
FCA action.

The Federal Fraud Enforcement and Recovery Act

The Fraud Enforcement and Recovery Act of 2009 (FERA) was passed by Congress to enhance the
criminal enforcement of federal fraud laws, including the FCA. Penalties for violations of FERA are
comparable to penalties for violation of the FCA.

Among other things, FERA:

e Expandspotential liability underthe FCA for government contractors like AmeriHealth Caritas
Delaware.

e Expands the definition of a false or fraudulent claim to include claims presented not only to
the government itself, but also to a government contractor like AmeriHealth CaritasDelaware.

e Expandsthe definition ofa false record to include any record that ismaterial to a false or
fraudulent claim.

e Expandswhistleblower protectionsto include contractorsand agentswho claimthey were
retaliated against for reporting potential fraud violations.

The Delaware False Claims and Reporting Act (DFCRA), 6 Del. Code Ann. §§ 1201-1211

The Delaware False Claims and Reporting Act, enables private citizens to file "qui tam" lawsuits on
behalfofthe State of Delaware if they have knowledge that an individual or entity is submitting false
orfraudulent claimsto Medicaid. The DFCRA imposes liability on defendants who knowingly present,
or cause to be presented, a false claim for payment to state Medicaid; who knowingly make or use a
false statement to collect a fraudulent or false payment; who misappropriates state property; or who
conceal, avoid or decrease an obligation to pay or transmit property to the state.
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Penalties for violating the DFCRA include treble damages, plus civil penalties ranging from $5,500 to
$11,000 per false claim. Defendants who voluntarily disclose violations within 30 days— where no
investigation is pending at the time of disclosure —and defendants who cooperate with any
investigation into the violations, may have penalties reduced to not less than twice the damages.

No employer may discharge, threaten or otherwise discriminate or retaliate against an employee
regarding the employee’s compensation, terms, conditions, location or privileges of employment
because the employee or a person acting on behalf of the employee makes a good faith report or is
about to report, verbally or in writing, to the employer or appropriate authority an instance of
wrongdoing orwaste by a public body oran instance of waste by any otheremployer asdefined in the
act. In addition, no employer may discharge, threaten orotherwise discriminate orretaliate against an
employee regarding the employee’s compensation, terms, conditions, location or privileges of
employment because the employee is requested by an appropriate authority to participate in an
investigation, hearing or inquiry held by an appropriate authority or in a court action. A person who,
under color of an employer’s authority, violates this act shall be liable fora civil fine of not more than
$10,000.

In addition, a whistleblower that is retaliated against may bring an action in court and seek the
followingrelief: reinstatement, the payment of back wages, full reinstatement of fringe benefitsand
seniority rights, actual damages, orany combination of these remedies. A court shall also award the
whistleblower all or a portion of the costs of litigation, including reasonable attorney’s fees, if the
whistleblower prevails in the civil action.

Examples of fraudulent/abusive activities:

o Billing for services not rendered or not medically necessary.

e Submittingfalse information to obtain authorization to furnish services or items to Medicaid
recipients.

e Prescribingitems or referring services which are not medically necessary.

o Misrepresenting the services rendered.

e Submittinga claim forprovider services on behalf of an individual that isunlicensed, or has
been excluded from participation in the Medicare and Medicaid programs.

e Retaining Medicaid funds that were improperly paid.

¢ Billing Medicaid recipients for covered services.

o Failingto perform services required under a capitated contractual arrangement.

e Misrepresenting dates and times of service.

e MisusingElectronic Medical Records, such asby cloningand copyingso records are identical,
not unique, and/or specific as required.

e Failingto have supporting documentation for billed services.
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Reportingand Preventing FWA

AmeriHealth Caritas Delaware receivesstate and federal funding for payment of services provided to
our members. In accepting claims payment from AmeriHealth Caritas Delaware, providers are
receiving Delaware and federal program funds, and are therefore subject to all applicable federal
and/or state lawsand regulationsrelating to this program. Violations of these laws and regulations
may be considered fraud or abuse against the medical assistance program. Compliance with federal
laws and regulations is a priority of AmeriHealth Caritas Delaware.

If you, or any entity with which you contract to provide health care services on behalf of AmeriHealth
Caritas Delaware beneficiaries, become concerned about or identifies potential fraud, waste or abuse,
please contact AmeriHealth Caritas Delaware by:

o Callingthe toll-free Fraud Waste and Abuse Hotline at 1-866-833-9718.
¢ Emailingto fraudtip@amerihealthcaritas.com; or
e Mailinga written statement to:

Special Investigations Unit

AmeriHealth Caritas Delaware

200 Stevens Drive

Philadelphia, PA, 19113

Below are examples of information that will assist the Plan with an investigation:

e Contact Information (e.g. name of individual making the allegation, address, telephone
number).

¢ Name and Identification Number of the Suspected Individual.

o Source of the Complaint (including the type of item or service involved in theallegation).

e Approximate Dollars Involved (if known).

o Place ofService.

e Description of the Alleged Fraudulent or Abuse Activities.

¢ Timeframe of the Allegation(s).

Providers may also report suspected fraud, waste, and abuse directly to the Delaware Division of
Medicaid & Medical Assistance through one of the following methods:

Phone

General: 1-800-372-2022

New Castle County: 302-255-9500
Kent and Sussex County: 302-739-2123

Email
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SURreferrals@state.de.us

Fax
1-302-255-4425, Attn: SUR Unit

Mail

Division of Medicaid & Medical Assistance,
Surveillance and Utilization Review (SUR) Unit
LewisBuilding

P.O. Box 906

New Castle, DE 19720

What to Expect as a Result of SIU Activities

The SIU must review all complaints that are received and, as a result, you may be asked to provide
certain information in orderfor the SIU to thoroughly look at all complaints. The SIU utilizesinternal
and external resources to ensure the accuracy of claims payments and the prevention of claims
payments associated with fraud, waste, and abuse. As a result of these claimsaccuracy efforts, you
may receive letters from AmeriHealth Caritas Delaware, oron behalf of AmeriHealth Caritas
Delaware, regarding recovery of potential overpayments and/or requesting medical records for
review. Should you have any questionsregardinga letter received, please use the contact information
provided in the letter to expedite a response to your question or concerns

e You may also be contacted by the SIU Intake Unit to verify a complaint you filed.

e You may be contacted by an investigator in regards to a complaint they are investigating which
may or may not concern you.

e Asa provider you may be requested to provide medical records for review. This request will be
sent via a letter explaining the process to submit the records. Keep in mind that per your
provider agreement, you are required to provide the records for review.

Provider agrees to cooperate with AmeriHealth Caritas Delaware in maintaining and providing to
AmeriHealth Caritas Delaware orthe Department, atno costto them, medical records, financial data,
administrative materials and other records related to services to members as may be reasonably
requested by AmeriHealth Caritas Delaware and/or the Department.

After an investigation is completed there are a number of things that may occur such asa
determination that the complaint was unfounded or a referral to: (1) the Bureau of Program Integrity
for the Delaware Department of Human Services, (2) the Delaware Office of Attorney General,
Medicaid Fraud Control Unit or (3) the federal Office of Inspector General for further investigation.
You may receive an overpayment letter that outlines what was found and if monies are owed. You
could also receive and education letter that outlines proper procedures that are to be followed for
future reference. You could be placed on prepayment review.
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Advanced Directives

All participating Plan providers are required to facilitate advance directives for individuals as defined in
42 C.F.R 489.100. The Advance Directive is a written instruction, such as a living will or durable power
of attorney for health care, recognized under state law, relating to providing health care when an
individual isincapacitated. Ifa member isan adult (18 years of age or older), he/she has the right
under federal law to decide what health care that he/she wantsto receive, ifin the future the member
is unable to make his/her wishes known about medical treatment. Providers are required to

document in the member’smedical record and plan of care whether or not the member hasexecuted
an Advance Directive. The member has the right to choose a person to act on his or her behalf to
make health care decisions for them, if the members cannot make the decision for themselves.

AmeriHealth Caritas Delaware requires its contracted providers to maintain written policies and
proceduresconcerningadvance directives with respect to all adultsreceivingcare. The information
regarding advanced directives must be furnished by providers and/or organizations as required by
federal regulations:

e Hospital - At the time of the individual’s admission as aninpatient.

o Skilled Nursing Facility - At the time of the individual’s admission as a resident.

¢ Home Health Agency - In advance of the individual coming under the care of the agency. The
home health agency may furnish information about advance directivesto a patient at the time
of the first home visit, as long as the information is furnished before care is provided.

o Hospice Program - At the time of initial receipt of hospice care by the individual from the
program.

Additionally, providers and/or organizations are not required to:

e Provide care that conflicts with an advance directive.

¢ Implement an advance directive if, as a matter of conscience, the provider cannot implement
an advance directive; state law allows any health care provider or any agent of such provider
to conscientiously object.

Provider Marketing Activities Guidelines
As a contracted provider, you are permitted to share the following with Plan members:

e General and factual information about AmeriHealth Caritas Delaware and your participation in
the Plan’s network.

e Plan-provided membereducation materialsthat have been approved by the Plan and the
Delaware DHSS.

e Contact information for the Delaware Health Benefits Manager (HBM).
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Asa contracted provider, you are prohibited from participating in the following activities:

e Conducting any mass marketing to individuals or the general public with the intention of
inducing patientsto join a particular Medicaid plan orto transfer from one plan toanother.
Mass marketing includes use of any mass media outlets such as radio, television, and
newspaperadvertisements.

o Using written or oral methods of communication with members to assert or imply that the
membermust enroll in a specific Medicaid health plan to obtain Medicaid benefitsorin order
not to lose Medicaid benéefits.

e Usingwritten or oral methodsof communication with members to compare benefitsor other
aspects of Medicaid managed care organizations.

e Usingwritten or oral methodsof communication to share false or misleadinginformation
regarding the Plan or the provision of services, including suggesting that any particular
Medicaid plan is uniquely endorsed by a government entity.

o Performing direct marketing activities or other marketing activities on behalf ofthe Plan,
including the sale or offering of any incentives such as private insurance or gifts.

o Performing or permitting any marketing activities on behalf of the Plan at your office location.

o Using marketing materials that have not been approved by the Plan and the Delaware DHSS.

o Assistingwith or makingrecommendationsforenrollment with the Plan, exceptto refer
prospective members to the Delaware Health Benefits Manager (HBM).

Provider Support and Accountability

Provider Network Management

AmeriHealth Caritas Delaware’s Provider Network Account Executives function asa providerrelations
team to advise and educate AmeriHealth Caritas Delaware providers. Provider Network Account
Executives assist providers in adopting new business policies, processes and initiatives. From time to
time, providers will be contacted by Plan representatives to conduct meetings that address topics
including, but not limited to:

¢ Contract Terms.

o Credentialing or Re-credentialing Site Visits.
¢ Health Management Programs.

e Orientation, Education, and Training.

e Program Updatesand Changes.

e Provider Complaints.

e Provider Responsibilities.
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e Quality Enhancements.
o Self-Service Tools.

New Provider Orientation

Upon completion of AmeriHealth Caritas Delaware’s contracting and credentialing processes, the
provider receives a welcome letter, which includes the effective date, AmeriHealth Caritas Delaware
provider ID, and the Provider Network Account Executive’s contact information. The welcome letter
refers all Plan providers to online resources, including AmeriHealth Caritas Delaware provider
orientation and training information and this Provider Manual. The Provider Manual serves asa
source of information regarding the Plan’s covered services, policies and procedures, selected statutes
and regulations, telephone access and special requirements intended to support provider compliance
with all provider contract requirements. The welcome letter explains how to requesta hard copy of
this Provider Manual by contacting the Provider Services department at 1-855-707-5818.

Orientation Training

AmeriHealth Caritas Delaware will conduct initial training within 30daysof placinga newly contracted
provider, or provider group, on active status upon request. Orientation training topics will include:

¢ Medicaid Program Overview.

o Member Access Standards.

e Credentialing Processes.

e Provider Responsibilities (including Advance Directives, Fraud, Waste & Abuse, Reporting.
e Requirements, IDEA, HIPAA and Privacy, etc.).

e Cultural Competency.

e Plan Policiesand Procedures.

e Utilization Management, Quality Improvement and Integrated Care Management Programs.
e Medical Necessity Criteria, Clinical Practice Guidelines, and Screening Tools.

o Medicaid Compliance.

e Covered Services, Benefit Limitations, and Value-Added Services.

o Co-Pays.

e Provider Inquiry and Complaint Processes.

o Billing, Claims Filing, and Encounter Data Reporting.

e Electronic Funds Transfer and Electronic Remittance Advice.

e Quality Enhancement Programs/Community Resources.

e Early Periodic Screening, Diagnosis and Treatment (EPSDT) Requirements.
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Mandatory Provider Trainings & Meetings

Ata minimum, AmeriHealth Caritas Delaware will provide training on the followingtopicsasrequired
by Delaware DHSS:

o Developmentand implementation of provider practice thatsupport wellness, disease
management, and health education for members.

e Sensitivity to the special needs of the Medicaid population.

e LTSS providertraining, as applicable.

Provider Education and On-Going Training

AmeriHealth Caritas Delaware’s training and development are fundamental components of
continuous quality and superior service. The Plan offers on-going educational opportunities for
providersand theirstaff. The Plan iscommitted to offeringappropriate trainingand education to help
providers achieve compliance with Plan standards, and federal and state regulations. Provider
training and educational programs are based on routine assessments of provider training and
educational needs. This training may occur in the form of an on-site visit or in an electronic format,
such as online or interactive training sessions. Detailed information is shared in advance of training
opportunities and is available on the AmeriHealth Caritas Delaware website at
www.amerihealthcaritasde.com.

Plan-to-Provider Communications

Providerswill receive orhave access to regularcommunicationsfrom AmeriHealth Caritas Delaware
including, but not limited to the following:

e Provider manual.

e Provider newsletters.

o Website updates and information.

e Provider notices and announcements.

e Surveys.
e Faxes.
o Emails.

o Miscellaneous other materials.

Provider Complaint System

A complaintisa request from a health care providerto change a decision made by AmeriHealth
Caritas Delaware related to claim payment, policy procedure oradministrative functions, ordenial for
services already provided. A provider complaint is not a pre-service appeal of a denied or reduced
authorization for services or an administrative complaint.
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A provider may file a written complaint no later than 12 months from the date of service or 60
calendar days after the payment, denial, orrecoupment ofa timely claimssubmission, whichever
is latest. Any complaint that is not related to claims payment (Administrative Complaints) must

be submitted| in writing no later than 45 days from the date of the occurrence.

Address

AmeriHealth Caritas Delaware
P.0.Box80101

London, KY 40742-0101

Fax
1-855-347-0023.

Ata minimum, AmeriHealth Caritas Delaware will take the following actionsin response:

o Notify providersof receipt of complaint within 3daysofits receipt;include anticipated
resolution date.

e Thoroughly investigate each provider complaint using applicable statutory, regulatory,
contractual and provider contract provisions. All pertinent facts will be investigated and
considered. AmeriHealth Caritas Delaware’s policiesand procedureswill also be considered.

e Document why complaintsare unresolved after 30 calendardaysand send written notice of
complaint status to the provider every 30 calendar days thereafter.

e Awritten notice ofthe outcome will be sentto the providerwithin 90days of receipt ofthe
complaint or within 3 business days of complaint resolution, whichever is sooner.

Provider Contract Terminations

AmeriHealth Caritas Delaware Provider Agreements specify termination provisionsthatcomply with
the Delaware DHSS requirements. Provider terminations are categorized as follows:

e Provider Initiated

e Plan Initiated “For Cause”

e Plan Initiated “Without Cause”
¢ Mutual

In addition to those requirementsidentified in the Provider Agreement, AmeriHealth Caritas Delaware
will comply with the following guidelines, based on category of termination.

Provider Initiated

1 The provider must provide ninety (90) days prior written notice to the Plan if intending to
terminate fromthe Plan network for cause. The notice oftermination for cause will not be



effective if the breaching party cures the breach within the first sixty (60) days of the ninety
(90) day notice period. In the event that the breaching party doesnot cure the breach within
the sixty (60) day period, the effective date of termination will be the first of the month
following the expiration of the ninety (90) day notice period.

2 The provider must provide ninety (90) days prior written notice to the Plan ifintending to
terminate from the Plan network without cause.

3 Under either circumstance, written notice must be delivered in accordance with the method(s)
specified in your Provider Agreement and the termination letter must reflect the signature of
an individual authorized to make the decision to terminate the agreement.

4 Ifthe provideris a PCP, the Plan will send a written notification to the members who have
chosen the providerastheir PCP no less than 15 calendar daysafter receipt of the termination
notice or at least 30 days prior to the termination date, whichever is sooner.

5 Ifa Plan memberhas special health care needsand hisorher treating provider gives notice of
termination with the Plan, Member Services and/or Case Management staff will personally
contact the member by telephone and in writing to provide assistance in securing a new
provider.

Plan Initiated “For Cause”

AmeriHealth Caritas Delaware may initiate termination of a Provider Agreementif the provider
breaches the Plan Provider Agreement. A “for cause” termination may be implemented when there is
a need to terminate a provider’s contract. Depending upon the nature of the breach, the provider may
be given an opportunity to “cure” the breach and, if successful, the termination will be rescinded.
However, there are instances where the breach is incapable of being cured and the termination will
become effective immediately. The provider should review his or her participation agreement for the
circumstances that justify an immediate for cause termination. If terminatinga Provider Agreement
for cause, the Plan will:

e Send applicable termination lettersin accordance with the notification provisions of the
Provider Agreement.

o Notify the provider, the Delaware DHSS, and the member immediately in cases where an
AmeriHealth Caritas Delaware member’shealth issubject to imminent dangerora physician's
ability to practice medicine is effectively impaired by an action of the Delaware Board of
Medicine or other governmental agency.

e Provide the Delaware DHSS with reason(s) for termination for cause.

o Offer appeal rights for physicians, asapplicable.

Plan Initiated “Without Cause”

AmeriHealth Caritas Delaware may terminate a Provider Agreement “without cause” for various
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reasons (e.g. provider relocation or dissolution of a medical practice). If this occurs, the Plan will:

o Send applicable termination lettersin accordance with the notification provisionsofthe
Provider Agreement.

¢ Notify the Plan network provider, the Delaware DHSS, and membersin active care at least30
calendar days before the effective date of the termination.

o Faxall AmeriHealth Caritas Delaware termination letters to the Delaware DHSS.

o Offer appeal rightsto physicians, as applicable.

Mutual Terminations

A mutual termination is a termination of a Provider Agreement(s) in which the effective date is agreed
upon by both parties. The termination date may be other than the required days’ notice specific to
the Plan’s Provider Agreement language.

o All mutual termination letters require signatures by both parties.

e Regarding mutual terminations of any AmeriHealth Caritas Delaware Provider Agreement, the
termination date should provide a minimum number of required days in order to provide
notice to members. A mutual agreement termination date should not be a retroactive date.

e AmeriHealth Caritas Delaware will notify the Delaware DHSS and members in active care at
least 30 calendar days before the effective date of the termination.

Continuity of Care

Plan members who are in active treatment at the time a Provider Agreement terminates will be
allowed to continue care with a terminated treating provider, pursuant to the terms of the Provider
Agreement, but no less than through the earlier of:

e Completion of treatment for a condition for which the member was receiving care at the time
of the termination; or,
e Until the member changesto a new provider.

AmeriHealth Caritas Delaware will allow pregnant members who have initiated a course of prenatal
care, regardless of the trimester in which care was initiated, to continue care with a terminated
treating provider through the completion of postpartum care.

Notwithstandingthe provisionsin thissection, a terminated provider may refuse to continue to
provide care to a member who is abusive or noncompliant.

Forcontinued care, AmeriHealth Caritas Delaware and the terminated provider will continue to abide
by the same terms and conditions as outlined in the Provider Agreement and in the “Quality
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Assurance and Performance Improvement Program” section of this Provider Manual. These provisions
for continuity of care set forth above will not apply to providers who have been terminated from
AmeriHealth Caritas Delaware for cause.
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Section lll: Provision of Services

This section provides a summary of the covered services offered to AmeriHealth Caritas Delaware
members under the Diamond State Health Plan (DSHP) and Diamond State Health Plan Plus (DSHP
Plus) programs.

No content found in this publication orin the Plan’s participating Provider Agreement is intended to
prohibit or otherwise restrict a provider from acting within the lawful scope of his or her practice, or
to encourage providers to restrict medically-necessary covered services or to limit clinical dialogue
with patients. Providers are not prohibited from advising or advocating on behalf of a member who is
his or her patient and may discuss the member’s health status, health care, treatment options
(including any alternative treatment that may be self-administered), information the member needs
to make a decision between relevant treatment options, the risks, benefits and consequences of
treatment or non-treatment and the member’s right to participate in decisions regarding his or her
health care, including the right to refuse treatment and to express preferences about future treatment
decisions. Regardless of benefit coverage limitations, providers are encouraged to openly discuss all
available treatment options with Plan members.

Basic Covered Services

Basic covered services include inpatient; outpatient, telehealth services, ambulatory medical and
surgical services; gynecological, obstetric, and family planning services; limited behavioral health
services, LTSS and a variety of others services. Plan members may also be eligible to receive other
services covered by Delaware’s fee-for-service Medicaid program.

All services must be medically necessary and some services may have limitations or require
authorization. Forinformation on Prior Authorization requirements, see the “Utilization Management”

section of this Provider Manual.

Forthe most complete and up-to-date benefitinformation please contact AmeriHealth Caritas
Delaware Provider Services at 1-855-707-5818.

Foradditional information regardingthe Delaware Medicaid program policiesand benefits, please
visit https://medicaid.dhss.delaware.gov/provider/Home/tabid/135/Default.aspx

Foradditional information regardingthe AmeriHealth Caritas Telehealth program policiesand
benefits, please visit https://regulations.delaware.gov/AdminCode/title18/1400/1409.shtml
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AmeriHealth Caritas Delaware Basic Covered Services

AmeriHealth Caritas Delaware Basic Covered Services

Covered undercertain circumstances (Consent form

Abortion required)

Acupuncture Not covered

Allergy Testing Covered

Bed Liners Covered for members ages 4 and up

Adults (ages 18 and over):

Covered
The first 14 days of SUD Intensive Inpatient require
notification within 48 hours of admission and upon

Behavioral Health Outpatient Mental discharge. If days beyond 14 are needed, prior
Health and Substance Use Disorder authorization is required.

(SUD) Services

; =2 . . SUD withdrawal management: First 5 days require
(includes crisis intervention services)

notification within 48 hoursof admission and upon
discharge. If days beyond 5 are needed, prior
authorization is required.

Children (ages 17 and under):

30 outpatient visits per year; visits above 30 are
provided through the Department of Services for
Children, Youth, and Their Families (DSCYF)
For members participating in PROMISE:

BH Outpatient services are the responsibility of the
State and paid through the State’s DMES
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Behavioral Health Inpatient Mental Health and
Substance Use Disorder (SUD) Services

Adults (ages 18 and over):

Covered

Children (ages 17 and under):

Covered by the Department of Services for
Children, Youth, and Their Families (DSCYF)

For members participating in PROMISE:

SUD Inpatient services, except for
Medically managed intensive inpatient
detoxification, are the responsibility of the
State and paid through the State’s DMES
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Behavioral Health Partial Hospitalization,
Intensive Outpatient

Behavioral Health Residential Treatment Facility

Blood and Plasma Products

Bone Mass Measurement (bone density)

Children (ages 17 and under):
30outpatient units peryear; unitsabove 30
are provided through the Department of
Services for Children, Youth, and Their
Families(DSCYF)

Adults (ages 18 and over):

First 30 days of SUD Intensive Outpatient
require notification within 48 hours of
admission and upon discharge. If days

beyond 30are needed, priorauthorizationis
required.

For members participatingin PROMISE:

BH Outpatient services are the responsibility
of the State and paid through the State’s

Children (ages 17 and under):

Covered by the Department of Services for
Children, Youth, and Their Families (DSCYF)

Adults (ages 18-20):

Covered

Covered

Covered
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Bony Impacted Wisdom Teeth

Care Management

Chiropractic Services

Colorectal and Prostrate Screening Exams

CT Scans

Covered

Covered

Includes manipulation and adjunctive
therapy associated with the treatment of
neck, back, pelvic/sacral pain, extra spinal

pain and/or dysfunction and for
chiropractic supportive care

Does not include treatment for any
condition not related to a diagnosis of
subluxation orneck, back, pelvic/sacral or
extra spinal pain and/or dysfunction

Covered

Covered
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Dental Services
(Underage 21)

Dental Services
(Adult)

Diabetic Education

Diabetic Equipment

Diabetic Supplies

Dialysis

change to

Dental services are available to Delaware
Medicaid membersages20 years and younger,
also known as the Pediatric Dental Benefit.

AsoflJanuary 1,2025, members ages 20 and
younger are eligible for:
Preventative: Exams, cleaning, x-rays, fluoride,
(every six months) and sealants.

Restorative care:Fillings, crowns, root canals,
extractions, partials, dentures.
Orthodontics: Examination by orthodontist
and orthodontic records.

Limited and comprehensive orthodontics are
only covered when specific criteria are met.

Not covered - braces for cosmetic reasons

Forquestionsaboutyourdental benefits, call
Member Services.

Covered through ourdental vendor DentaQuest.

Call 877-378-5295 for more information.

Covered

Covered (Prior authorization required if over
$500.00)

Covered
(Glucose monitors/strips)

Covered
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Covered

(8 units combined products per day = 240
Diapers units per 30 day month without authorization)

(Authorization required if service (combined)
exceeds 8 units perday -240 units per 30 day

month)
Doula Services Covered
Drugs Prescribed by a Doctor Covered
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Durable Medical Equipment (DME)

Early and PeriodicScreening, Diagnostic, and Treatment
(EPSDT) Services (Under age 21)

Emergency Medical Transportation
(Airand Ambulance)

Emergency Room Care

Eye Exam, Medical (Conditionssuch as eye infections,
glaucoma, and diabetes)

Eye Exam, Routine

(Eyeglasses or contacts every 12 months)

Eyeglasses or Contacts

Family Planning Services

Covered

DME purchases less than $500.00

on the ACDE fee schedule and with

a prescription do not require prior
authorization

All wheelchairrentalsrequire prior
authorization

Covered

Covered

Covered

Covered forall members

Covered for all members
(Covered annually and more often
if medically necessary)

Covered for all members
(Eyeglasses or contacts every 12
months)

Covered for any family planning
provider, includingthose notin the
AmeriHealth Caritas Delaware
network (with the exception of
Delaware Healthy Children
Program (DHCP) members. DHCP
members are required to use a
participating provider for family
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Genetic Testing

Glaucoma Screening

Gynecology Visits

Hearing Aids and Batteries

Hearing Exams

HIV/AIDS Testing

Home-Delivered Meals

Home Health Care and Infusion Therapy

Hospice Care

Hospitalization

Imaging
(CT, MR, PET, SPECT, Nuclear Studies)

Immunizations

Lab Tests and X-rays

Long Term Services and Supports (LTSS)

Mammograms

Covered

Covered

Covered

Covered if ages 20 and younger

Covered

Covered

Covered during pregnancy and for up

to 12 weeks after member gives birth

Covered

Covered

Covered

Covered

Covered

Covered
Covered for DSHP-Plus LTSS
members

(See LTSS section of this manual
for eligibility and services)

Covered
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Medical Supplies

Medication Assisted Therapy

MRI, MRA, PET Scan

Non-Emergency Medical Transportation

Nursing Home (Long Term Custodial)

Observation

Obstetrical/Maternity Care

Organ Transplant Evaluation

Organ Transplant

Orthopedic Shoes

Covered
(Prior authorization required if over $500.00 per item)

COVERED
Formembersparticipatingin PROMISE:

These services are the responsibility ofthe State and paid

Covered

Eligible Delaware Medicaid members, including those in the Delaware
Healthy Children's Program (DHCP), in need of non-emergency transportation
should call ModviCare at 1-800412-3778

Covered up to 30 days per year.

(Additional days are considered long-term care; an application must
be submitted to and approved by the Delaware Medical
Assistance Program for long-term

Covered

Covered

Covered

Covered

Covered
(Prior authorization required if over $500.00 per pair)
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Outpatient Surgery, Same Day Surgery, Ambulatory

Uiy Covered
Pain Management Services Covered
Pap Smearsand Pelvic Exams Covered
Parenting/Childbirth Education Covered
Personal Care/Aide Services (in home) Covered
Podia-try Ca-re . . - Covered
(Routine Diabetic Care or Peripheral Vascular Disease)
Prescription Drugs Covered
Primary Care Provider Visits Covered
Private Duty Nursing Covered
Covered
Prosthetics and Orthotics (Priorauthorization required if

over $500.00 per item.)

Radiation Therapy Covered

Rehabilitation

h . Covered
(Inpatient Hospital)
Skilled Nursing Facility Care Covered up to 30 days per year
Sleep Apnea Studies Covered
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Smoking Cessation Counseling Covered

Specialty Physician Services Covered
Surgical Center Covered
Therapy Covered

(Outpatient Occupational, Physical, Speech)

Non-Covered Services

AmeriHealth Caritas Delaware will refer members to local resources for services that are not covered
by the Plan, as appropriate. Providers may contact the Rapid Response team at 1-844-623-7090 for
assistance with coordination of non-covered services.

Private Pay for Non-Covered Services

Providersare required to inform Medicaid membersabout the costs associated with services that are
not covered under AmeriHealth Caritas Delaware, priorto renderingsuch services. Should the patient
and provider agree the services will be rendered asa private pay arrangement; the provider must
obtain a signed document from the member to validate the private payment arrangement.

Emergency Services

Membersrequiring emergency care should be advised to call 911.

AmeriHealth Caritas Delaware ensures the availability of emergency services and care 24 hours a day,
7 days a week and is responsible for coverage and payment of emergency and post-stabilization care
services regardless of whether the provider who furnishes the services has a contract with
AmeriHealth Caritas Delaware. Post-stabilization services remain covered until AmeriHealth Caritas
Delaware contacts the emergency room and takes responsibility for the member.

AmeriHealth Caritas Delaware will not deny payment for treatment obtained when a member had an
emergency medical condition, including cases in which the absence of immediate medical attention
would nothave placed the health of the individual (or, in the case of a pregnant woman, the health of
the woman or her unborn child) in serious jeopardy, resulted in serious impairment to bodily
functions, or resulted in serious dysfunction of any bodily organ or part.

AmeriHealth Caritas Delaware will not refuse to cover emergency services based on the emergency

76



room provider, hospital orfiscal agent not notifying the member’s primary care provider, AmeriHealth
Caritas Delaware, orapplicable state entity of the member’s screening and treatment within 10
calendar days of presentation for emergency services. A member who has an emergency medical
condition may not be held liable for payment of subsequent screening and treatment needed to
diagnose the specific condition or stabilize the patient.

Any provider of emergency services who does not have a contract in effect with AmeriHealth Caritas
Delaware, must accept as payment in full no more than the amounts (less any payments for indirect
costs of medical education and direct costs of graduate medical education) that the provider could
collectifthe member received medical assistance under Title XIX or Title XXI through an arrangement
other than enrollment in AmeriHealth Caritas Delaware.

Definitions and requirements regarding urgent/emergent care are as follows:

Emergency Medical Condition - A medical condition manifesting itself by acute symptoms of
sufficient severity (including severe pain) that a prudent layperson, who possesses an average
knowledge of health and medicine, could reasonably expect the absence of immediate medical
attention to resultin placingthe health of the individual (or, with respect to a pregnant woman, the
health of the woman or her unborn child) in serious jeopardy, serious impairments to bodily
functions, or serious dysfunction of any bodily organ or part.

Emergency Services - Covered inpatientand outpatient services that are furnished by a provider that
is qualified to furnish these services under this title and that are needed to evaluate or stabilize an
Emergency Medical Condition.

UrgentCare - Treatment of a condition that is potentially harmful to a patient’s health and for which
itis medically necessary for the patient to receive treatment within 48 hours to prevent deterioration.

Out-of-Network Use of Non-Emergency Services

AmeriHealth Caritas Delaware will provide timely approval ordenial of requests for authorization of
out-of- network service(s) through the assignment of a prior authorization number, which refers to
and documents the determination. Written follow-up documentation of the determination will be

provided to the out-of- network provider within one business day after the decision.

Providersare required to inform Medicaid membersabout the costs associated with services that are
notcovered under AmeriHealth Caritas Delaware, priorto renderingsuch services. Should the patient

and provider agree the services will be rendered as a private pay arrangement; the provider must
obtain a signed document from the member to validate the private payment arrangement.

Second Opinions

AmeriHealth Caritas Delaware members have the right to request a second opinion from a qualified,

77



participating health care professional. Or, AmeriHealth Caritas Delaware will arrange forthe member
to obtain a second opinion outside the network, at no cost to the member.

Inpatient at Time of Enroliment

The managed care plan responsible fora member’sinpatient care depends upon the timing of the
member’s Medicaid enrollment. If a member, transferring from another Medicaid plan to AmeriHealth
Caritas Delaware, is hospitalized at the time of enrollment, the originating health plan is responsible
for inpatient facility coverage until discharge; but, AmeriHealth Caritas Delaware is responsible for
covering professional services as of the member’s enroliment date and is responsible for coverage of
all benefits upon discharge.

Likewise, ifa member transfers from AmeriHealth Caritas Delaware to another Medicaid plan during
an inpatient stay, AmeriHealth Caritas Delaware is responsible for inpatient facility coverage until
discharge.

Newborn Coverage

Newborns born to mothers who are covered by AmeriHealth Caritas Delaware at the time of birth will be
enrolled for coverage with AmeriHealth Caritas Delaware. The Plan will provide covered services to eligible
newborns retroactive to the date of birth.

AmeriHealth Caritas Delaware shall not limit benefits for postpartum hospital stays to less than forty-
eight (48) hours following a normal vaginal delivery or ninety-six (96) hours following a cesarean
section, unless the attending provider, in consultation with the mother makesthe decision to
discharge the mother or the newborn child before that time. A participating provideris not required
to obtain prior authorization for stays up to the forty-eight (48) or ninety-six (96) hour periods.

Sterilizations

Providers must submit the appropriate consent format the same time as the claims submission for
these services. Sterilizations are not covered for members less than 21 years of age. Appropriate
consent forms can be found online at www.amerihealthcaritasde.com, or on the DMAP website.

A Member seekingsterilization mustvoluntarily give informed consent on the Consent form oran
Awareness Form, which must accompany each claim.

ConsentForm
Awareness Form

The Member must give informed consent not less than thirty (30) full calendar days (or not less than
72 hours in the case of emergency abdominal surgery) but not more than 180 calendar days before
the date of the sterilization. In the case of premature delivery, informed consent must have been
given at least 30 days before the expected date of delivery. A new consent form is required if 180 days
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have passed before the sterilization procedure is provided.

DMAP’s Sterilization Consent Form and/or Awareness Form must accompany all claims for
reimbursement for sterilization services. The form must be completed correctly in accordance with
the instructions. The claim and consent forms will be retained by the Plan.

Preventive Care/Immunizations

Preventive care includesa broad range of services (including screeningtests, counseling, and
immunizations/vaccines).

e Providers are required to administer immunizations in accordance with the recommended
childhood immunization schedule forthe United States, or when medically necessary for the
member’s health.

e Providersare required to prepare for the simultaneous administration ofall vaccines for which
a member under the age of 21 is eligible at the time of each visit.

e Providersare required to participate in the Vaccines for Children Program (VFC).

AmeriHealth Caritas Delaware has adopted the U.S. Preventive Services Task Force (USPSTF) Guide to
Clinical Preventive Services [childhood and adolescent immunization schedule approved by: the
Advisory Committee on Immunization Practices (ACIP), the American Academy of Pediatrics (AAP), and
the American Academy of Family Physicians (AAFP)], and the adult immunization schedule approved
by the Advisory Committee on Immunization Practices (ACIP), the American College of Obstetricians
and Gynecologists (ACOG), and the American Academy of Family Physicians (AAFP).

Immunization Schedules (Childhood, Adolescent and Adult)

e Visit the Centers for Disease Control and Prevention (CDC) at
https://www.cdc.gov/vaccines/schedules/hcp/index.html for recommended vaccines
and immunizations.

e Visit https://www.uspreventiveservicestaskforce.org/Page/Name/tools -and-resources-for-
better-preventive-care for the Guide to Clinical Preventive Services for recommendations
made by the USPSTF for clinical preventive services.

Vaccines for Children (VFC) Program

AmeriHealth Caritas PCPs are required to enroll with the Delaware Division of Public Health (DPH) to
receive vaccines for members age 18 years and younger through the Vaccines for Children Program
(VFC). Vaccinations covered by the VFC program will not be reimbursed by AmeriHealth Caritas
Delaware; however, the Plan reimburses providers for appropriate vaccine administration to
members age 18 years and younger. Providersare expected to plan fora sufficient supply of vaccines
and are required to report the use of VFC vaccines immunizations by:
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o Billingthe Plan with the appropriate procedure code(s) and modifier.
e Reporting all immunizations to the Division of Public Health Immunization Registry.

EPSDT

Our Pediatric Preventive Health Care Programis designed to improve the health of Medicaid members
from birth to under age 21 by increasing adherence to Early Periodic Screening, Diagnosisand
Treatment (EPSDT) guidelines through identification of growth and development needsand
coordination of appropriate health care services.

All Plan PCPs are responsible to provide EPSDT services to AmeriHealth Caritas Delaware members
from birth to under age 21 according to the American Academy of Pediatrics Periodicity Schedule or
upon request at other times in order to determine the existence of a physical or mental condition. The
most current periodicity schedules are available online at
https://brightfutures.aap.org/Pages/default.aspx

Forthe initial examination and assessment of a child, PCPs are required to perform the relevant EPSDT
screenings and services, as well asany additional assessment, using the appropriate toolsto
determine whether or not a child has special health care needs.

Periodic assessments must consist of the following components:

o Health History.

o Physical Exam.

o Growth and Development Assessment.

e Visionand Hearing Screening.

e Dental Screeningand Education.

¢ Immunizations.

¢ Developmental/Behavioral Screening.

o Nutrition Assessment and Education.

o Laboratory Testsincluding Blood Lead Testing.
e Anticipatory Guidance.

o Referral for Further Diagnosticand Treatment Services, if needed.

EPSDT providers (PCPs) are expected to provide written and verbal explanation of EPSDT services to
AmeriHealth Caritas Delaware members including pregnant women, parent(s) and/or guardian(s),
child custodians and sui juris teenagers. This explanation of EPSDT services should occur on the
member’s first visit and quarterly thereafter, and mustinclude distribution of appropriate EPSDT
educational tools and materials.
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Screening Timeframes

EPSDT providers (PCPs) are contractually obligated to provide EPSDT screenings within 30 days of the
scheduled due date for children under the age of two years and within 60 days of the scheduled due
date for children age two and older, or within no more than two weeks after the initial request. Inter-
periodic exams must also be promptly provided, as needed.

Initial EPSDT screenings must be offered to new members within 60 days of becoming an AmeriHealth
Caritas Delaware member, orat an earliertime if needed to comply with the periodicity schedule. At
the latest, the initial EPSDT screening must be completed within three months of the member’s
enrollment date with AmeriHealth Caritas Delaware. Periodic EPSDT screenings must occur within no
more than two weeks of the request.

Plan PCPs are expected to assist members with accessing substance abuse and mental health services,
as needed. The Plan’s Rapid Response team is also available to membersand providersto support
care coordination and access to services. Members and providers may request Rapid Response
support by calling 1-844-623-7090.

Pharmacy Services

Pharmacy services covered by AmeriHealth Caritas Delaware are managed by the Plan’s delegated
vendor, PerformRx. For the most current and complete information on the provision of pharmacy
services, please visit www.amerihealthcaritasde.com. For questions regarding pharmacy services,
Plan members and providers may contact:

PerformRx Pharmacy Member Services
DSHP & DHCP: 1-877-759-6257 (TTY 885-809-9206)
DSHP Plus/DSHP Plus LTSS: 1-855-294-7048 (TTY 885-809-9206)

PerformRx Pharmacy Provider Services
DSHP & DHCP: 1-855-251-0966 (TTY 885-809-9206)
DSHP Plus/DSHP Plus LTSS: 1-888-987-6396 (TTY 885-809-9206)

Formulary

AmeriHealth Caritas Delaware utilizes the Delaware Division of Medicaid & Medical Assistance
(DMMA) preferred drug list. This drug benefit has been developed to cover medically necessary
prescription products. The pharmacy benefit design providesfor outpatient prescription servicesthat
are appropriate, medically necessary, and are not likely to result in adverse medical outcomes.

The most up-to-date preferred drug listis available online at

https://medicaid.dhss.delaware.gov/provider/Home/PharmacyCornerLanding/tabid/2096/Default
.aspx.
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Pharmacy Prior Authorization

The Pharmacy Services Department at AmeriHealth Caritas Delaware issues Prior Authorizations for
drugson the preferred drug list that require prior authorization. Contact Pharmacy Provider Services
at 1-855-251-0966 between 8:30 am and 7:00 pm Monday through Friday (EST). After business hours,
Saturday, Sunday and Holidays, please call Pharmacy Member Services at 1 -877-759-6257.

Prior Authorization procedures are as follows:

1. The prescriber contacts AmeriHealth Caritas Delaware by:
a.  Submittinga web request under Pharmacy at www.amerihealthcaritasde.com, or
b. Faxinga completed Prior Authorization form to 1-855-829-2872.
2. Pharmacy MemberServices may be contacted at 1-877-759-6257 for clinical issuesduringnon-
business hours such as weekends and holidays.

Pharmacy prior authorization forms can be found at www.amerihealthcaritasde.com.
Emergency Supply

In the event a member needs to begin therapy with a non-covered medication before prior
authorization can be obtained, pharmaciesare authorized to dispense up to a 72 houremergency

supply.

e The Plan will allow a one-time fill of medication fora three-day temporary supply. Some
exclusionsapply.

e The temp supply code will be 333 entered into the pharmacy prior authorization field.

o Thefree form message with the temporary supply code will return to the pharmacy when a
claimis rejected.

e Oncethe memberutilizesthe onetime temp supply, the memberwould require a prior
authorization.

e Oneemergency fill per Generic Code Number (GNC) per member.

Over-the-Counter Medications

Certain genericover-the-counter medicationsare covered by AmeriHealth Caritas Delaware with a
prescription from the prescribing physician. These include, but are not limited to, aspirin,
acetaminophen, ibuprofen, cough and cold preparations, tobacco cessation products and
antihistamines.
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Durable Medical Equipment (DME) and Pharmacy Claims

Alist of diabetic supply products able to be submitted as pharmacy claims is available at
https://medicaid.dhss.delaware.gov/provider/Home/PharmacyCornerLanding/tabid /2096 /Default
.aspx.

All other products, such asinsulin pen needles, spacers, incontinence supplies, enteral feedings, etc.
should be submitted to AmeriHealth Caritas Delaware as DME claims. Here are the key things
pharmacies need to know when submitting DME claims:

o PerformRxis notable to process DME claims through their pharmacy POS system.
e Pharmaciesthat provide DME supplies must submit claimsto AmeriHealth Caritas Delaware in
order for claims to be processed.
e To submita DME claim, pharmaciesand/or DME supplierscan use the CMS-1500 professional
claim form and submit electronically or via paper.
- Electronicclaimscan be submitted to ourclearinghouse Change Healthcare (formerly
Emdeon) or pharmacies can use another clearinghouse.
"  AmeriHealth Caritas Delaware’s electronic data interchange (EDI) payer ID# is
77799.
- Paperclaimscan be submitted to:
AmeriHealth Caritas Delaware
Attn: Claims Processing Department
P.0. Box80100
London, KY 40742-0100
o Alistof participating network DME suppliers can be viewed in the online provider directory at
www.amerihealthcaritasde.com.

Pharmacy Copays

AmeriHealth Caritas Delaware charges copays for DSHP member’s prescription drugs filled at the
pharmacy. The copayisbased on the cost of each prescription. The most that members will pay for
prescription copayseach month is$15.00 total. Once a member meets the $15.00 copay maximum
for the month, there will be zero copays for drugs filled for the rest of the month. The copay
maximum will start over on the first of each month.

Copayswill be $0 for the following:

e Prescriptions for membersthatare underthe age of 21

e Prescriptions for members that are receiving hospice services.
e Prescriptionsfilled for medicationsto stop smoking

o Prescriptionsfilled for opioid use disorder and overdoses

e Prescriptionsfilled for birth control
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e Prescriptions for members receiving care or residingin an institution:
e Inpatient hospital.

o Skilled nursing facility.

e |ICF.

e ICF/ID.

e State mental health institutes — except transferred resources.

e Prescriptionsforpregnant women, includingup to 90 calendardaysafter the end ofthe

pregnancy.
Copays
Prescription Type
Brand-name prescriptions $3.00
Generic prescriptions $1.00

*Ifa generic drug costs less than $1.00, the member will pay the lesser cost of the drug.

Members must show their AmeriHealth Caritas Delaware memberID card when they get their
prescriptions. For questions, call Pharmacy Member Services at 1-877-759-6257.

Participating pharmaciesare prohibited from refusing to fill prescriptionsand to dispense aswritten
when a member is unable to pay the applicable copayment amount at the time the prescription is
filled.

Pharmacy and PCP Lock-In Programs

To support the reduction offraud, waste and abuse within the Medicaid system, and to better support
our members with complicated drug regimens who see multiple physicians, AmeriHealth Caritas
Delaware utilizes recipient restriction (lock-in) programs for pharmacy and primary care services.
Through data analysis and referrals by providers and the State, the Plan identifies members who may
need additional support or who may have misused, abused or committed possible fraud in relation to the
receipt of prescription drug services.

Under these programs, a multidisciplinary team uses established procedures to review member
medical/pharmacy utilization for the purpose of identifying misuse, abuse or potential fraud. A
member may be identified for review when any of the following criteria is met:

e Total pharmacy prescription costs (all prescriptions) greater than $300 per month.

¢ Membergets prescriptionsfilled at more than two (2) pharmacy locations within one month.
o Member has prescriptions written by more than two (2) physicians per month.

e Polypharmacy or more than eight (8) therapeutic agents per month.

¢ Memberfills prescriptions for more than three (3) controlled substances per month.



¢ Member obtains refills (especially on controlled substances) before recommended days’
supply is exhausted.

e Duration of narcotictherapy ismore than 30 consecutive dayswithout an appropriate
diagnosis.

e Numberofprescriptionsfor controlled substancesis more than 15 percent of the total number
of prescriptions.

o Prescribed dose outside recommended therapeutic range.

e Same/similartherapy prescribed by different prescribers.

o No match between therapeutic agent and specialty of prescriber.

e Fraudulent activities (forged/altered prescriptions or borrowed cards).

e More than three (3)admissionsto more than one (1) hospital in any 90daysin the past six(6)
months.

e More than three (3) emergency room visits within 90 days with little orno PCP intervention or
follow-up.

e Same/similar services or proceduresin an outpatient setting within one year.

AmeriHealth Caritas Delaware accepts referrals of suspected fraud, misuse or abuse from a number of
sources, including physician/pharmacy providers, the Plan's Pharmacy Services, Member/Provider
Services, the Special Investigations Unit, Case Management/Care Coordination, Special Care Unit,
Quality Management, Medical Affairs and the Delaware DHSS. If you suspect member fraud, misuse or
abuse of services, you are encouraged to make a referral to the Pharmacy and PCP Lock-In programs
by calling the Fraud and Abuse Hotline at 1-866-833-9718.

All referralsare reviewed for potential restriction. If the results of the review indicate misuse, abuse or
fraud, AmeriHealth Caritas Delaware will place the member in the Pharmacy and/or PCP Lock-In
programs, which means the member(s) can be restricted to one PCP and/or one pharmacy.

Ifa member is placed in the Pharmacy and/or PCP Lock-In programs, the member’s assigned PCP will
receive a letterfrom AmeriHealth Caritas Delaware identifyingthe restricted member by name and ID
number, and, as appropriate, the pharmacy where the member must receive his/her prescription
medications.

Delaware Prescription Monitoring Program (PMP)

AmeriHealth Caritas Delaware providers are required to follow all requirements of the Delaware
Prescription Monitoring Program (PMP), including mandatory registration to access the PMP.

The PMP system collects information on all controlled substances (schedules 11-V) prescriptions.
Prescribers registered with the PMP may obtain immediate access to an online report of their current
or prospective patient’s controlled substance prescription history. Pharmacies and prescribers are not
permitted to distribute prescription history reports from the PMP system to patients.

AmeriHealth Caritas Delaware providers must query the PMP to view information about our
member’s usage before prescribing Schedule Il or Ill controlled substances to them. All PMP users
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must comply with Health Insurance Portability and Accountability Act of 1996 (HIPAA) Privacy Rule
requirements.

Vision Services

Covered Services

AmeriHealth Caritas Delaware will cover services within the program guidelineswhen the
treatment has appropriate diagnoses and when medically necessary.

Diabetic Eye Exams

When billingfora member who has received hisorher first diabetic retinal exam forthe benefit
period, which is based on a calendar year, providers are reminded to include the appropriate
category Il CPT® service codes (2022F, 2024F, 2026F, and 3072F) in addition to the routine eye
examination CPT® codes (50620 and S0621) when submitting claims for members diagnosed as
diabetic.

e Visual Acuities

e Entering, with or without correction, distance and near

o Best corrected with final Subjective RX, distance and near

¢ Cover Test— Findings must be recorded at 20 feet and 16 inches. o Lid

* Versions/Motility Assessment e Conjunctiva

¢ Pupilsand Pupillary Reactions e Cornea

e Screening Visual Fields—Record all findings including test or instrument used e Crystalline lens

¢ Refraction—Toinclude objective refraction and subjective refraction. e Anterior Chamber Angle Quantify a
* External Examination/Biomicroscopy o Media Clarity

Tonometry/Intraocular Pressure—To include method of obtaining pressures and the time of day

¢ Ophthalmoscopy — Direct/Indirect

o Adilated examination ofthe retina and the peripheral retina to be performed
whenever professionally indicated

e Documentall findingsin the vitreous, macula, opticnerve, including numerical C/D
ratio, retinal vessels, and grounds

¢ Diagnosis and Treatment Plan
o Standards for Routine Eye (Program-Specific)

o All members have benefits for an annual (every 12 months) eye health examination to
evaluate a member’s ocular health and determine the refractive status of the member.
Eye examinationsare recommended beginningatage three. Thisannual exam should be
conducted in compliance with the AmeriHealth Caritas Delaware Eye Examination
Standards and Requirements. Coverage includes the examination and the annual
dispensing of spectacle frames and lens materials required to correct visual acuity one
time every 12 months.
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Providers should use the following CPT codes when billingforthe annual comprehensive eye health
examination under the routine eye care program:

¢ S0620: routine ophthalmological examination, including refraction; new patient

¢ S0621: routine ophthalmological examination, including refraction; established patient

Please note: These servicesinclude dilation and determination of refractive state. The provider may
not bill separately for dilation or refraction performed on the same date of service.

Eyeglasses
Frame Requirement

Each frame dispensed must carry a minimum of a one-year manufacturer’s warranty. If a member
selects frames outside the covered frame allowance, the member will be responsible for the full
payment of the frames. AmeriHealth Caritas Delaware may not be billed for the difference in cost.
Minor adjustments are to be provided for a period of one year at no additional charge. Deluxe
Frames (V2025) may be covered for children with special needs, infantswith eye size under42mm, a
child with eye size over 58mm, or for safety reasons. Dispensing and fittings are not covered by
Delaware Medicaid.

Eyeglass Lens Requirement

Fabrication of eyeglasses shall conform to the current American National Standards Institute (ANSI)
prescription requirements, and all lenses, frames, and frame parts must be guaranteed against
defectsin manufacture and assembly. In orderto meet purchase criteria, a change in refractive error
mustexceed +/- 0.5 dioptersora 10-degree change in axisto qualify within the 12-month limitation.
Lenses and all lens charges must be billed at the actual cost (including discounts) from the optical
laboratory that fabricates the lenses. The provider must document the reasons for the lenses and
outline the appropriate indicator on the claim being submitted. Providers may not make
arrangements to furnish the member with more costly lenses or provide lenses with non-covered
lens features or lab procedures with the balance of the cost being paid by the member.

NOTE: When one lens meets the above criteria, both lensescan be provided to the memberunless
the prescribing provider specifies otherwise.

Buy-up: Members can choose to purchase a frame directly from the Provider. Payment must be
dealt with privately and mustinclude the fitting charge. AmeriHealth Caritas Delaware can only be
billed for the fitting charge associated with the services rendered. Under no circumstances may a
provider make arrangements to furnish non-covered frames to a member and bill AmeriHealth
Caritas Delaware for the difference or balance of the cost paid by the member.

Polycarbonate lenses: CR39 orglass lenses are a covered benefit for all members. Polycarbonate or
thermoplastic lens materials may be covered for a recipient’s safety or documented medical

condition (when necessary).

Variable Asphericity Lenses: Variable asphericity lenses may be covered for prescriptionsgreater
than or equal to 12 diopters.

Contact Lenses
Medically Necessary Contact Lenses
Medically necessary contact lenses are covered for all members; this benefit is in lieu of eyeglasses.

Contact lens fittings are not covered by Delaware Medicaid. Contact lens examination services shall
include, at a minimum, the following:
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e Examination

e Fitting

e Training

¢ Follow-up visits fora minimum of 60 days after completion of fitting

The following medically necessary conditions considered for medically necessary contactlensesare
anisometropia, aphakia, keratoconus, progressive myopia, cornea disorders, etc.

ContactLens Standards

In lieu of eyeglasses, eligible members can elect to receive contact lenses. Members can receive
new contact lenses every 12 months. When the maximum benefit of $120.00 is exhausted,
members will not receive additional material benefitsuntil the followingbenefit period. The fitting
is bundled with elective contact lenses (S0500) and not paid separately.

The following standards are recommended for contact lens patients:

¢ Patient shall receive a diagnostic evaluation prior to the time of dispensing

¢ A 60-day clinical adaptation period should be used forall patientswho are newly fitted for contact
lenses

¢ Athorough evaluation should be made of all contact lens users at each follow-up visit

¢ All contact lens patientsshould have written instructionsthat advise them of proper wear, hygiene,
and maintenance of their lenses

Contact lensesmust be billed at the provider’'sactual cost (including discounts) from the provider’s
lenssupplier.

Replacements

Replacements materials are limited to one frame and one pair of eyeglass lenses per year due to
irreparable wear or damage, breakage, or loss. Members are eligible to receive one (1) replacement
pairperyear, when damaged orbroken. Replacement materials must be billed with the RA modifier.
Prior authorization is not required.

Non-Covered Services

AmeriHealth Caritas Delaware will not cover a frame or lenses that are non-covered and members
cannot “buy up” and pay the difference between the AmeriHealth Caritas Delaware reimbursement
amount and the retail cost of the frame or lenses. Members can purchase frames and/orlenses on a
private pay basis. In thisscenario, AmeriHealth Caritas Delaware isnot to be billed an eyeglassfitting
fee. Additional exclusions:

¢ Sunglassesand cosmetic lenses;

¢ Replacement lenses without significant change in refractive error.
¢ Blended or progressive multi-focal lenses,

¢ Faceted lenses and

* Replacement warranty.
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Laboratory Services

In an effort to provide high quality laboratory services in a managed care environment for our
members, AmeriHealth Caritas Delaware members may receive laboratory services from laboratories
atourcontracted hospital facilities. Also, AmeriHealth Caritas Delaware hasmade an agreement with
the following laboratory:

“m

General Lab See website for locationsand contact

LabCor;
P Services information

www.labcorp.com

To quickly establish an account with one ormore of these labs please call the numberslisted above.
For more information about individual labs, please visit their website.

[X Network Physiciansare encouraged to perform venipuncture in their office whenever possible.
[X Providers should contact the laboratory provider in question to arrange a pick-up service.
[X AmeriHealth Caritas Delaware highly recommendsthat pre-admission laboratory testingbe
completed by the PCP. However, testingcan be completed atthe hospital where the
procedure will take place, and does not require a referral from AmeriHealth Caritas Delaware.
[X STAT labs must only be utilized for urgent problems. The ordering physician may give the
membera prescription form or AmeriHealth Caritas Delaware procedure confirmation formto
present to the participating facility.
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Hospice Services

A hospice provides palliative and supportive services to meet the physical, psychosocial, social and
spiritual needsofa terminally ill member, including the family orother personscaring for the member
regardless of where the member resides. Below are some of the covered services:

e NursingCare.

e Medical Social Services.

e Physician Services.

e Counseling Services.

e Short-Term Inpatient care provided in a participating hospice inpatient unit ora participating
hospital or nursing facility that additionally meets the special hospice standards.

e Medical appliances and supplies, including drugs and biologicals, as needed for the palliation
and management of the member’s terminal iliness and related conditions.

e Physical therapy, occupational therapy and speech-language pathology.

Hospice Services in a Nursing Facility

Hospice services can occurinthe home orina nursing facility. When services occurin a nursing
facility, the facility can be considered the residence of the member. When the member residesin a
nursing facility, the requirement that the care of a resident of a nursing facility must be provided
under the immediate direction of eitherthe facility orthe residents’ personal physician does not apply
if all of the following conditions are met:

o The memberis terminally ill.

o The memberhaselected to receive hospice services underthe Medicaid programfrom a
Medicaid-enrolled hospice program.

o The nursing facility and the Medicaid-enrolled hospice program have entered into a written
agreement under which the hospice program takes full responsibility for the professional
management ofthe resident'shospice care and the facility agreesto provide roomand board
to the resident.

Notification and Coverage for Hospice Benefits

AmeriHealth Caritas Delaware covers hospice services provided to members who are certified as
terminallyill when thereis no Part A, commercial, orany other coverage. The member must have a
medical prognosisthat theirlife expectancy issix monthsorless if the ilinessrunsits normal course,
and the member must elect hospice care rather than active treatment for the illness.

When a member is in need of hospice services —including home hospice, inpatient hospice,
continuouscare, and respite —the primary care practitioner, attending physician, orhospice agency
must notify the AmeriHealth Caritas Delaware Utilization Management department at 1-855-396-
5770. The Plan will coordinate the necessary arrangements between the primary care practitioner
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and the hospice provider in order to assure continuity and coordination of care.

Itis the responsibility of hospice to obtain certification fromthe physician thatthe memberis
terminallyill.

Interpretation and Translation Services

Interpretation and translation servicesand servicesfor the hearingand visually impaired are free to
AmeriHealth Caritas Delaware members. To access any of these services, members may contact
Member Services toll-free at:

DSHP Member Services:
1-844-211-0966 or (TTY) 1-855-349-6281.

DSHP Plus/LTSS Member Services:
1-855-777-6617 or (TTY) 1-855-362-5769.

Behavioral Health

The AmeriHealth Caritas Delaware behavioral health benefit for members under the age of 18 is limited
to thirty (30) units per calendar year. After the member has reached 30 units of behavioral health
service for the calendar year, providers should obtain a prior authorization and payment for future
applied behavioral analysis (ABA) services from the Delaware Division of Developmental Disabilities
Services (DDDS).

Members 18 and older who participate in PROMISE these services become the responsibility of the
State and are paid through the State’s DMES:

o Substance Use Disorder services other than medically managed intensive inpatient
detoxification.

e Licensed Behavioral Health practitioner services.

e Community psychiatric support and treatment, including ACT/ICM.

¢ Community-based residential supports excluding assisted living.

e Peersupport.

e Psychosocial rehabilitation.

For additional information on AmeriHealth Caritas Delaware’s behavioral health program, please see
the “Behavioral Health” section of this Provider Manual.
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Long Term Services and Supports (LTSS)
What LTSS is or who is considered an LTSS provider

Delaware’s Diamond State Health Plan Plus Long-Term Services and Supports (DSHP Plus LTSS)
program provides enhanced benefits to DSHP Plus members who qualify for long-term services
and supports. DSHP Plus LTSS promotes quality and cost-effective coordination of care for
eligible DSHP Plus LTSS members with chronic, complex, and complicated health care, social
service, and custodial needs in a nursing facility or home- and community-based setting.
AmeriHealth Caritas Delaware serves as a managed care organization operating the DSHP

Plus LTSS Program.

The primary goals of DSHP Plus LTSS are to expand access to and utilization of cost-effective
home- and community-based services (HCBS) alternatives to nursing facility care and improve
coordination of all Medicaid services (acute, behavioral, and LTSS).

LTSS alternatives service wait times

3.9.14.4 LTSS Alternate Service Wait Times

For the enumerated services, the Contractor shall ensure that the
time between service authorization by the Contractor to service
implementation is as follows:

No more than 60 calendar days for minor home modifications;
No more than ten calendar days for home delivered meals;

No more than ten calendar days for personal care attendant
services for new members; and

Immediately upon authorization for personal care attendant
services for members currently placed in a nursing facility and
transitioning to the community other than to assisted living.

LTSS Coverage and Benefits with details on Self-directed HCBS

LTSS Case Management

. Role of CMs

. Plan of Care

. Coordination with external partners

. LTSS providers & provider notification process

88



SECTION IV
Medical Management Programs
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Section IV: Medical Management Programs

The following information is in regard to AmeriHealth Caritas Delaware’s Care Coordination and
Medical Management programs, which includesan integrated model of Care & Disease Management
and Care Coordination for physical and behavioral health services provided to Plan members.

Integrated Health Care Management Overview

The Plan’s Care Coordination program is a holistic solution that uses a population-based health
management programto provide comprehensive care management services. This fully integrated
model allows members to move seamlessly from one component to another, depending on their
unique needs. From this integrated solution, the Plan delivers and coordinates care across all
programs.

The Care Coordination programincludesassessment, treatment, education and othercare planning, as
well as service coordination. The Care Coordination program also incorporates health and wellness
self-management education. The program is structured around a member-based decision support
system that drives both communication and Member-centered care plan development through a
multidisciplinary approach to management. The Care Coordination process also includes reassessing
and adjusting the Member Centered Care Plan and its goals as needed. The Care Coordination
program uses evidence-based practice guidelines.

AmeriHealth Caritas Delaware’s Care Coordination team includes nurses, licensed mental health
professionals, Care Connectors, clinical pharmacists, Plan medical directors, primary care providers
(PCPs), specialists, members and caregivers, parents or guardians. This team works to meet our
members’ needsat all levelsin a proactive mannerthatisdesigned to maximize health outcomes. Our
Integrated Health Care Management program appliesto all AmeriHealth Caritas Delaware’s members.
Additional information about AmeriHealth Caritas Delaware’s LTSS integrated health care
management programs can be found in the LTSS section of this manual.

Care Coordination Components

There are six core components to our Care Coordination Program:

o Pediatric Preventive Health Care.

e Bright Start® (Maternity Management).
e Rapid Response Outreach Team (RROT).
e Transitions of Care.

o Complex Care Management (CCM).

¢ Community-Based Care Management Team (CCMT).
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Pediatric Preventive Health Care — Care for Kids

Thisprogram isdesigned to improve the health of members underthe age of 21 years by increasing
adherence to Early Periodic Screening, Diagnosis and Treatment (EPSDT) guidelines. This is
accomplished by identifying and coordinating preventive services for these members. Program
approach combinesscheduled memberoutreach and point-of-contact notification forPlan staff and
providers when a member is due or overdue for an EPSDT service.

Bright Start® (Maternity Management)

This programis designed to assist expectant mothers by promotinghealthy behaviorsand controlling
risk factors during pregnancy. The program isbased on the Prenatal Care Guidelines from the
American College of Obstetricians and Gynecologists (ACOG). As pregnant members are identified by
new member assessments, claims data, routine member outreach and provider reporting, Plan staff
work to ensure that each pregnant memberis aware of the services and support offered through the
Bright Start® program.

Obstetrical Needs Assessment Form and Care Authorization

Members may obtain prenatal care withouta referral from their primary care provider. The OB provider
isresponsible for contacting AmeriHealth Caritas Delaware to obtain an authorization for prenatal care.
This prenatal care authorization covers all prenatal and postpartum services (exams, testing, etc.)
provided by the OB provider in the OB office setting. Fetal biophysical profiles, non-stress tests and
amniocentesis are allowed when medically necessary. Three ultrasounds are allowed without
authorization; four or more, while they still do not require authorization, will require a high risk
diagnosis. This requirement applies to all OB providers, even Maternal Fetal Medicine.

To obtain the prenatal care authorization, OB providers are asked to faxa completed Obstetrical Needs
Assessment Form to 1-855-558-0488.

ONAF Incentive Billing Guidelines:

Maternity:

o Billan appropriate office visit code with a pregnancy diagnosisin addition to T1001-U9.
e 3100 for the ONAF — T1001-U9.
- Ifreceived within seven calendardays of the prenatal visit.
- ONAFsnot meetingthe seven-calendar-day submission requirement will not be
reimbursed for T1001-U9.
- Paid only once during a pregnancy.
e Thelast menstrual period (LMP)isa required field to be submitted on all claimtypes.
o The completed ONAF must be faxed to Bright Start at 1-855-558-0488 within seven calendar
days of the date of the prenatal visit as indicated on the form.
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The provider is eligible for the prenatal outreach bonus (99429):
- S50forthe outreach bonus — 99429.
- Eligible if received within seven calendar days of the prenatal visit for a visit that was
within the first trimester and billed in conjunction with a pregnancy diagnosis and an
appropriate office visit code.

- Paid only once during a pregnancy.

Postpartum: Render the postpartum visit within 21 to 56 days after delivery:

Faxthe ONAF again to the Bright Start department 1-855-558-0488 with all postpartum
information and any additional visit dates as needed.
- $50for the postpartum visit —99429.
Procedure code 99429, the appropriate postpartum diagnosis codes, and the appropriate
postpartumyvisit code (59430) must be reported and billed togetheron the same claimform
within 21 — 56 days after the delivery date to receive payment.
Appropriate postpartum diagnosis codes and the appropriate postpartum visit code (59430)
within 21 to 56 days after the delivery and form submitted to Bright Start maternity program at
1-855-558-0488.
Paid only once during a pregnancy.
- Thispaymentis not made ifthe visitisless than 21 days after delivery. For example, this
is not a payment for a postpartum blood pressure check, staple removal, or incision
check.

A Bright Start representative will fax the provider an authorization number once the completed
Obstetrical Needs Assessment form is received. Please call our Bright Start staff at 1-833-669-7672 with
any questions about this process.

Additional authorization is required for inpatient hospital care (including the delivery) and
otherservices (includingtesting) provided outside ofthe OB provider’s office. OB providers
may call AmeriHealth Caritas Delaware's Medical Management department to secure any
additional authorizations for service at 1-855-396-5770.
17-P or Makena infusion for pregnancy related complications:
- Contact PerformRx for priorauthorization requirements: DSHP and DHCP: 1-855-251-
0966. DSHP-Plus and DSHP-Plus LTSS: 1-888-987-6396.

Itisthe provider’s responsibility to address identified risk factors upon contact with the memberand
to develop appropriate action items in collaboration with the member to resolve the identified risks.
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Rapid Response and Outreach Team (RROT)

This team is designed to address the needs of members in accessing needed health care by identifying
and decreasing barriers to such care. The RROT also gives support to providers and their staff. The
team is composed of non-clinical Care Connectors. This team performs four functions on behalf of
Plan members and providers:

e Receivinginbound calls from members and providers.
e Conducting outbound outreach activities.

e Providing care coordination support.

e Coordinating value added services.

Members and providers may request RROT support by calling 1-844-623-7090.
Transitions of Care

This program coordinates services for adult and pediatric members with transitions of care needs.
Program staff includes Care Managers who are licensed registered nurses (RN) or licensed mental
health professionals. Program staff supports members by providing resolution for issues relating to
access, care coordination and follow up care with the provider after discharge. Program staff also
provide member-centered plan of care support by performing comprehensive member assessments,
addressing member goalsand setting priorities. Program staff will monitor a member’s condition(s)
for a short term period of time, if program staff feels the member’s condition requires long
term/complex care a referral will be made to program staff in Complex Care Management (CCM).

Complex Care Management (CCM)

This program serves members identified as needing comprehensive and disease-specific assessments,
and re-assessments, along with the development of member- centered prioritized goals that are
incorporated into the member-centered plan of care, developed in collaboration with the member,
the member’s caregiver(s) and the member’s primary care provider (PCP) and supporting service
providers when applicable with appropriate consents. Program staff includes Care Managers who are
licensed registered nurses (RN) or licensed mental health professionals.

Membersin the Complex Care Management programare screened for the followingaspart of
standard protocol:

o All members receive a comprehensive initial assessment that meets NCQA requirements.

e Adult membersages 18 years and older and adolescents ages 11 throughl7 receive a
depression screeningto assess for symptoms of depression. Based on the results, the member
receives education and is offered a referral to the appropriate behavioral health services

e Subsequent detailed reassessments are performed for any item that screens positive in the
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initial assessment.

Community-Based Care Management Team (CCMT)

Members who have frequent hospital admissions, readmissions and complex needs including both
physical and behavior or are difficult to contact via telephone may be targeted for engagement by the
Community Care Management Team (CCMT). The CCMT provides a high-touch, face-to-face
engagement through a community-based team of nurses, social workers, and community health
workers to help members navigate and increase theiraccess to needed medical, behavioral health,
and social services. The team also supports the development of member self-management skills
through encouragement and coaching for chronic disease management. In addition to improving the
care and health outcomes of members, this community-based team provides valuable information for
and coordination with other health plan staff and services, as well as other providersin the
community.

Program Participation

Participation in the IHCM programis offered to all Plan members, with the ability for members to opt
out upon request. Members may also self-refer into a program by contacting the Plan.

Members are initially identified for specific [HCM needs upon joining the Plan through systematic risk
stratification. The Plan will systematically re-stratify members on a quarterly basis. Members are also
identified through material and telephonic outreach by the Plan. Members are encouraged to let the
Plan know ifthey have a chronichealth condition, special health need orifthey are receivingon-going
care. A new member assessment isincludedin the members’ welcome packet to identify current
health conditions and health care services. Based upon their responses to the initial health

assessment, members are identified for participation in the appropriate care management program.

“Let Us Know” Program

Providers are encouraged to refer members to the IHCM program as needs arise or are identified
through our “Let Us Know” program. If you recognize a member with a special, chronic or complex
health condition who may need the support of one of our programs, please contact the Rapid
Response Outreach Team 1-844-623-7090. Providers can also complete a “Let Us Know” intervention
form and fax to our Rapid Response Outreach Team fax line for members that have missed
appointments, need transportation services, or further education on their treatment plan or chronic
condition. This form can be downloaded from our website at www.amerihealthcaritasde.com.

Membersare also referred to the IHCM program through internal Plan processes. Identified issuesand
diagnoses that result in a referral to the IHCM program may include:

o Multiple diagnoses (three or more actual or potential major diagnoses).
e Riskscore indicating over- or under-utilization of care and services.
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e Pediatric members requiring assistance with EPSDT and/or IDEA services.

e Pediatric membersin foster care or receiving adoption assistance.

e Infantsreceivingcarein the NICU.

o Memberswith dual medical and behavioral health needs.

e Memberswith substance use disorder-related conditions.

e Memberswho are developmentally or cognitively challenged.

o Memberswith a special health care need.

¢ Memberwith polypharmacy use.

e Pregnant members.

¢ Membersin need oflongterm services and supportsto avoid hospital or institutional
admission.

Care Coordination with the PCP

AmeriHealth Caritas Delaware recognizes that the PCP is the cornerstone of the member’s care
coordination and delivery system. Our care management staff contacts each PCP duringa member’s
initial enrollment into the chronic care management program, as part of the comprehensive
assessment and member- centered plan of care development process. Program staff creates the
member’s member-centered plan of care. Program staff complements the PCP’s recommendationsin
the development of an enhanced and holistic plan of care specific to the members’ needs. The Care
Managerremainsin close communication with the PCP duringthe implementation ofthe plan of care,
should issues or new concerns arise.

Care Coordination with Other Providers

Program staff also contacts the member’s key and/or current providers of care, such as the member’s
behavioral health care providers, to determine the best process to support the member. This process
eliminates redundancies and supports efficiencies for both programs. Program staff may also engages
key providers to be part of the development of the member-centered plan of care. As the member is
reassessed, a copy of the care plan goalsis supplied to both the provider and member.

Integrating Behavioral and Physical Health Care

Members with behavioral health and substance use disorders often experience physical health
conditions that complicate the treatment and diagnosis of both behavioral and physical health
conditions. AmeriHealth Caritas Delaware understandsthat coordination of care for these members is
imperative. To meet this need, AmeriHealth Caritas Delaware has a fully integrated Medical
Management department. Under this collaboration, the Plan’s integrated platform will seamlessly
coordinate member care across the physical and behavioral health and social service areas.

Plan staff will work with the appropriate primary care and behavioral health providersto develop an
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integrated plan of care for members in need of physical and behavioral health care coordination. Care
Managers will also assure that communication between the two disciplines, providers and
organizations, occurs routinely for all members with physical and behavioral health issues. Care
Managers will also work to coordinate with substance use disorder providersand community
resources with the appropriate member consent as needed. Care Managers will proactively and
regularly follow-up on required physical and behavioral health services, joint treatment planning and
provider-to-provider communication to ensure that member needs are continuously reviewed,
assessed and updated.

Member-Centered Plan of Care

Through the Integrated Health Care Management program, AmeriHealth Caritas Delaware works with
practitioners, members, and outside agencies as appropriate to develop member-centered plan of
care for members with special or complex health care needs. AmeriHealth Caritas Delaware’s plan of
care specifies mutually agreed- upon goals, medically-necessary services, mental health and substance
use services (as shared with the member’s consent), as well as any support services necessary to carry
out or maintain the plan of care, and planned care coordination activities. The member-centered plan
of care also takesinto accountthe cultural values and any special communication needs of the
member, family and/or the child.

AmeriHealth Caritas Delaware care planningis based upon a comprehensive assessment of each
member’s condition and needs. Each member’s care is appropriately planned with active involvement
and informed consent of the member, and his or her family or caregiver, as clinically appropriate and
legally permissible, and as determined by the member’s practitioner and standards of practice.

AmeriHealth Caritas Delaware also utilizes EPSDT guidelines in the development of Treatment Plans
for members under age 21. AmeriHealth Caritas Delaware works with practitioners to coordinate care
with other treatment services provided by state agencies.

Through AmeriHealth Caritas Delaware’s Integrated Health Care Management program, the member
is assisted in accessing any support needed to maintain the plan of care. The Plan and the PCP are
expected to ensure that members and their families (as clinically appropriate) are fully informed of all
covered and non-covered treatment options as well as the recommended options, their expected
effects, and any risks or side effects of each option. In order to make treatment decisions and give
informed consent, available treatment for members will include the option to refuse treatment and
shall include all treatments that are medically available, regardless of whether AmeriHealth Caritas
Delaware provides coverage for those treatments.

Member-centered plan of care for members with special health care needs are to be reviewed and
updated every 12 months, ata minimum, or asdetermined by the member’s PCP on the basisofthe
PCP’s assessment of the member’s health and developmental needs. The revised plan of care is
expected to be incorporated into the member’s medical record following each update.
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Coordinating Care through Transitions and Discharge Planning

One ofthe most important functions ofa managed care organization isto assist in coordination of
care during transitions. This includes, but is not limited to:

e Changesin care settings such as from hospital to home or hospital to rehab.

o Changesin health statusdue to presentation ofa new chronic, sometimeslife-threatening
condition.

e Temporary orpermanent changesin the fulcrum of care when a patient must change froma
primary care physician to a specialist due to a surgical need or exacerbation of a chronic
condition.

e Changesin a livingsituation to obtain more independence orbecause of a need forgreater
support or caregiver and family changes.

During inpatient transitions, members are supported through the IHCM department. Members
receive, at minimum three outreach calls, starting within 24-48 business hours of discharge. These
callsare strategically placed to ensure the memberhasthe appropriate resources in place and hasa
follow up appointment scheduled and kept with their provider.

IDEA & Care Coordination for Children with Special Health Care Needs

The Individuals with Disabilities Education Act (IDEA), a federal law, passed in 1975 and reauthorized
in 1990, mandates that all children receive a free, appropriate public education regardless of the level
or severity of their disability. IDEA provides funds to enable states to provide a public education to
students with disabilities. Under IDEA, students with disabilities are able to receive public education
because the law provides for individualized education programs (IEP) that meet the unique needs in
the least restrictive environment for each child in the IDEA program. The law also provides guidelines
for determining what related services are necessary and outlines a “due process” procedure to make
sure these needs are adequately met.

Children ages 3 to 21 who have been assessed as needing special education services because of a
disabling condition are eligible forthe program. Through the program, comprehensive evaluationsare
performed bya multidisciplinary professional teamand shared with the parent, PCP, teachersand
other stakeholders who are involved with the child’s learning.

AmeriHealth Caritas Delaware is involved as a participant in the coordination of wrap-around services
needed to support the child’s educational process. The Plan notifies the PCP when a child receiving
IDEA services is identified. However, because school health personnel do not necessarily know
AmeriHealth Caritas Delaware as the child’s insurance carrier, the Plan is often placed in a position of
not being aware of these children or their needs. Therefore, AmeriHealth Caritas Delaware also relies
upon the practitioner to inform the Plan of children who are receiving special education services. The
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Plan’s Care Connectors then work with the practitioner to obtain any services that are needed to
support the educational process.

IDEA, Part B, specifically details eligibility criteria and servicesunderthe IDEA program that supportan
appropriate, free public education for this population. Practitioners are advised to contact
AmeriHealth Caritas Delaware’s Rapid Response and Outreach team for assistance in obtaining
support services for children receiving IDEA educational services.

IDEA, PartC, specifically details services for children from birth to three years who either have or are
“at risk” for a developmental, educational, or behavioral or physical care delay. These children are
likely not receiving special education services. Delaware Child Development Watch (CDW) programand
AmeriHealth Caritas Delaware jointly monitor the progress of children who are eligible for IDEA Part C.
Plan practitioners are asked to report any child they perceive may be eligible for services under this
program.

AmeriHealth Caritas Delaware Care Connectors assist the member/caregiver to speak with the early
intervention programsand school professionals who will direct the member to work with practitioners
to obtain evaluative services for any child who has a screening procedure that indicates the potential
need for services under IDEA. Practitioners are expected to contact the Plan’s Rapid Response and
Outreach team at 1-844-623-7090 to support coordination of services for children who are eligible or
who have been identified as eligible for the IDEA education program.

Identifying Children with Special Health Care Needs

PCPs are required to use a valid and standardized developmental screening tool to screen for
developmental delays during well child visits or episodic care visits (stand-alone visits qualify as
episodic visits). If a child is identified as having a delay that is significantly different than an expected
variation, within the norm of age-appropriate development, the PCPis required to refer the child fora
comprehensive developmental evaluation.

As a reminder, practitioners are expected to contact the Plan’s Rapid Response team at 1-844-623-
7090 to support coordination of services for children who may be eligible orwho have been identified
as eligible for the IDEA education program.

Once the need for evaluation is established, the evaluation appointment must be sought as soon as
possible to meet federal guidelines on the timing of referral, evaluation, treatment planning and the
initiation of rehabilitative service for children identified as having special needs.

Once the evaluation is completed, a multidisciplinary case meeting will be arranged, as appropriate, to
discuss the findings and treatment recommendations. Upon the recommendations, the Care
Connector and/or Care Manager will help to arrange services consistent with the treatment plan and
as covered by AmeriHealth Caritas Delaware. For recommended services not covered by the Plan, the
Care Connector will assist in locating services and assisting in coordination as needed.
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Afterthe initiation ofrecommended services, the providerand Care Managershould receive progress
updates periodically. The Care Manager will work to assist the PCP with receiving regular progress
updates. Progress monitoring continues until the child has demonstrated substantial progress and is
released from the program.

Examples of children who may require a referral include, but are not limited to, those listed below:

o Children diagnosed with hyperactivity, attention deficit disorders, autism spectrumdisorder,
severe attachment disorders, or other behavioral health disorders.

o Children with delay orabnormalityin achievingemotional milestones, such asattachment,
parent-child interaction, pleasurable interest in adults and peers, ability to communicate
emotional needs, or ability to tolerate frustration.

o Children with persistent failure to initiate or respond to most social interactions.

e Children with fearfulness or other distress that does not respond to comforting by caregivers.

o Children with indiscriminate sociability, forexample, excessive familiarity with relative
strangers; or self-injurious or other aggressive behavior.

e Children who have experienced substantiated physical/emotional abuse, sexual abuse, or
other

e Environmental situations that raise significant concern regarding the children’s emotional
being.

Examples ofclinical conditionsorenvironmental situationsthatwarrant potential referral for
evaluation:

Clinical conditions:

o Chromosomal Abnormality or Genetic Disorder.
e Metabolic Disorder.

o Infectious Disease.

e Neurological Disease.

¢ Congenital Malformation.

e Sensory Disorder (vision and hearing).

e Toxic Exposure.

e ATOD (alcohol, tobacco, and other).

e ExposuretoHIV.

Neonatal conditions:

e Birth weight 2000 grams - Infant’s Birth weight less than 2000 grams.
e Premature birth — Gestational ageless than or equal to 34 weeks.
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e Respiratory Distress - Infant experienced respiratory distress requiringmechanical ventilation
for more than 6 hours.

e Asphyxia -Infant experienced Asphyxia using APGAR score as an indicator.

e Hypoglycemia - Newborn has a serum glucose level less than 25 mg/dl.

e Hyperbilirubinemia - Newborn has had a bilirubin blood level of greater than 20mg/d|

e Intracranial Hemorrhage -Newborn orinfant hashad a subdural, subarachnoid,
intraparenchymal or intraventricular hemorrhage (grade II-IV).

o Neonatal Seizures Newborn orinfant has had neonatal seizures.

e Major Congenital Abnormalities - Various genetic dysmorphic, or metabolic disorders;
including anatomic malfunctions involving the head or neck (e.g., atypical appearance,
includingsyndrome and non-syndrome abnormalities, overt or submucouscleft palate,
morphological abnormalities of the pinna), Spina Bifida, congenital heart defects.

e Central Nervous System (CNS) Infection ortrauma - Bacterial orviral infection of the brain,
such as encephalitis or meningitis; or clinical evidence of central nervous system abnormality,
abnormal muscle tone (persistent hypertonia or hypotonia), multiple apneic episodes
inappropriate for gestational age, or inability to feed orally in a full-term infant or sustained in
a premature infant.

e Congenital Acquired Infection - Congenital or prenatal acquired infection (i.e. cytomegalo-
virus, rubella, herpes, toxoplasmosis, HIV, syphilis).

Post-neonatal conditions:

e Suspected Visual Impairment - Infant is not able to make eye contact or to track visually after
the first few weeks of life.

o Suspected Hearing Impairment - Infant 1) fails newborn hearing screen, 2) presents with
unresolved otitis media, or 3) presents with physical abnormality of the ear or oral-facial
anomalies.

Newborn situations:

o Detailed pregnancy, labor, delivery and infant hospital stay history.
e Delayed first well-care visit and/or delayed first immunization visit.
o Frequently missed well care visits within the first year of life.

e Expression of parental concern.

e Suspicion of abuse/neglect.
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Childhood situations:

e Frequently missed well care visits.

e Expression of parental concern.

o Screeningfailure demonstrated on administration of developmental assessment tool (Ages
and Stages is recommended however practitioners may use Denver Developmental Tool).

e Physical and/or laboratory results findings (example lead result >10 ng/dl).

e |Inappropriate adaptation to school environment; schoolteacher or counselor expresses
concerns about child’s ability to adapt to school environment or learning.

e Report/suspicion of abuse/neglect.

Adolescence situations:

e Expression of concern from child, parent, or school authority.

o Behavioral risk assessment indication.

o Failing grades or difficulty learning.

e Demonstration of behavior significantly different from the usual norm.

e Reportsuspicion of abuse /neglect.

Providers are encouraged to refer for further evaluation when any of the above conditions and/or
situations, or other conditions and/or situations are present. Especially when the concern varies
significantly from what is expected at the member’s age or stage of development. If the provider
detects what he or she considersa minorvariation, the provider may use discretion in the timing of
the referral. If the provider perceives that the area of concern may be due to a normal variation in
development, the provider may choose to have the child return within a specified timeframe and re-
administer the screening tool. However, when choosing to re-administer the screening, providers are
expected to consider factors that may impact the child’s return to the office:

o Reliability of the parent to return.
e Transportation.
e Competing priorities of parent that may prohibit return on the scheduled date.

o Eligibility issues.

Health & Lifestyle Education

AmeriHealth Caritas Delaware PCPs are expected to provide Plan members with education and
information aboutlifestyle choicesand behaviorsthat promote and protectgood health. AmeriHealth
Caritas Delaware will support Plan providersin this effort by developing and distributing state-
approved health education materials for Plan members, from time to time and as needed to address
specific health education needs.

Additionally, AmeriHealth Caritas Delaware PCPs are expected to help educate Plan members
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regarding:

o Appropriate use of Urgent Care and Emergency Services, including howto access such care
when necessary.

o Howto access services such asvision care, behavioral health care and substance use disorder
services.

¢ Recommendations for self-management of health conditions and self-care strategies relevant
to the member’s age, culture and conditions.
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SECTION V
Utilization Management
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Section V: Utilization Management

The AmeriHealth Caritas Delaware Utilization Management (UM) program establishes processes for
an effective, efficient utilization management system. Utilization Management decision-making is
based only on appropriateness of care and services and existence of coverage. AmeriHealth Caritas
Delaware does not reward health care professionals/providers or other individuals conducting
utilization review for issuing denials of coverage or services. Financial incentives for utilization
management decision makers do not encourage decisions that result in underutilization.

Perthe provider agreement with AmeriHealth Caritas Delaware, providers are required to comply
fully with the Plan’s medical management programs.

This includes:

e Obtainingauthorizationsand/or providing notifications, dependingupon the requested
service;

e Providingclinical information to support medical necessity when requested;

e Permitting access to the member's medical information;

¢ Involvingthe Plan’smedical management nurse and/or licensed clinician in discharge planning
discussions and meetings;

e Providingthe Plan with copies of plan oftreatment, progress notes and other clinical
documentation, as required.

Utilization Management Prior Authorization Policy

Appliesto all services and providers except pharmacy. Pharmacy providers must follow prior
authorization processes with the member’s managed care organization regardless of network status.

1. Priorauthorizationswith AmeriHealth Caritas Delaware are required for certain services.
Please refer to the list of services that require prior authorization in this manual.

2. AmeriHealth Caritas Delaware has a Prior Authorization call center available for prior
authorization requests and education. Our Prior Authorization call center is open Monday —
Friday, 8:00 am to 5:00 pm EST. Please call 1-855-396-5770 to reach our Utilization
Management department. To request priorauthorization for Behavioral Health services, call:
1-855-301-5512.

Afterhours and on weekendsand holidays, please call the AmeriHealth Caritas Delaware Member
Services department at:

DSHP/DHCP Member Services: 1-844-211-0966
DSHP Plus/DSHP Plus LTSS Member Services: 1-855-777-6617
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Behavioral Health UM: 1-855-301-5512

to be connected with the on-call prior authorization nurse or licensed clinician. Our staff will be able to
answer questions and help assist you with your prior authorization request, including requests for
inpatienthospitalizations.

1. For members new to AmeriHealth Caritas Delaware, we will cover a member’s medical or
behavioral health condition or diagnosis that is currently beingtreated ora prior
authorization has been issued for providers located within 30 miles of the member’s primary
residence for 90 calendar days or until the provider has completed treatment of the
member’s current condition, whichever is lesser. If the treating provider is greater than 30
miles of the member’s primary residence, the service will be covered for 30 calendar days
and may require the member to transfer to a qualified provider within 30 miles of the
member’shome address. If the memberis pregnant, her primary residence is within 30 miles
of the treating provider, and in her second or third trimester, prenatal services will be
covered through 60 calendar day’s post-partum.

2. Formembersnew to ACDE, AmeriHealth Caritas Delaware will receive a list of existing prior
authorizations for its members, and will have a record of those on file.

3. AmeriHealth Caritas Delaware will receive Home and Community Based Services(HCBS)
service plans for its HCBS members, and will maintain the service plan on file.

a. HCBSservice plans cannot be altered without an updated assessment.

4. AmeriHealth Caritas Delaware will pay claimsaccordingto the followingtimeframes for both
in- network and out-of-network providers:

a. Pay or deny ninety percent (90%) of all clean claims within thirty (30) calendar days of
receipt, ninety-nine percent (99%) of all clean claims within ninety (90) calendar days of
receipt.

5. AmeriHealth Caritas Delaware may conduct retrospective reviews of claims for services that
did not receive prior authorization to ensure medical necessity but will not suspend payments
for review prior to payment. If a retrospective review is to be conducted, AmeriHealth Caritas
Delaware will complete the review within 90 days of the date the claim is paid.

6. AmeriHealth Caritas Delaware will document the information that is being requested to
complete the retrospective review, the reason the request is beingmade, and the timeframe
forthe provider to submit the requested information. Providers must submit information to
AmeriHealth Caritas Delaware within the designated timeframes to ensure a timely review.

7. AmeriHealth Caritas Delaware will offerand provide education to providerson itsprior
authorization process as part of retrospective review determination.

8 AmeriHealth Caritas Delaware may recover paymentsfrom providers for reimbursed services
determined not to be medically necessary.

9. AmeriHealth Caritas Delaware offers information on its prior authorization policies to reduce
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the risk of recovery for claims paid when the service is determined to not be medically
necessary. Prior Authorization requirementsare listed in detail in thissection ofthe Provider
Manual, and in the new provider orientation program.

10. Determination oflack of medical necessity isconsidered an adverse action and maybe
appealed.

11. AmeriHealth Caritas Delaware will provide comprehensive, ongoing provider training and
outreach to in-network and out-of-network providers. Training will include prior
authorization and billing processes to help providerstreatingour members to avoid delaysin
payment or member service delivery.

12. AmeriHealth Caritas Delaware offers additional training materials on itswebsite and these
materials are accessible for both in-network and out-of-network providers.

Prior Authorization Contact Information

The most up-to-date list of services requiring priorauthorization will be maintained in the provider
area of our website at www.amerihealthcaritasde.com. The Plan’s UM department hours of
operation are 8:00 a.m. to 5:00 p.m. EST, Monday through Friday except for State of Delaware
holidays. The UM departments can be reached at:

e UM Telephone: 1-855-396-5770

¢ UM Fax: 1-866-423-0946

e UM Prior Authorization Fax:1-866-497-1384

¢ UM Concurrent Review Fax:1-866-773-7892

¢ BHUM Telephone: 1-855-301-5512

e BHUM Fax: 1-877-234-4273

e LTSSUM (Physical Health) Telephone: 1-855-396-5770

e LTSSUM (Physical Health) Fax: 1-866-497-1384

e BrightStart (NICU and OB related) Telephone: 1-833-669-7672
e BrightStart (NICU and OB related) Fax: 1-855-558-0488

Forpriorauthorizations afterhours, weekends and holidays, call Member Services at: DSHP: 1-844-
211-0966 or DSHP Plus: 1-855-777-6617.

Forpriorauthorization requestsregarding behavioral health inpatient admissionsafterhours, please
call Behavioral Health Utilization Management at 1-855-301-5512.

Prior authorization is not a guarantee of payment for the service authorized. AmeriHealth Caritas
Delaware reserves the right to adjust any payment made following a review of the medical records
or other documentation and/or following a determination of the medical necessity of the services
provided. Additionally, payment may also be adjusted if the member’s eligibility changes between
the time authorization wasissued and the time the service was provided.
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Physical Health Services Requiring Prior Authorization

e All out of network services excluding emergency services.
e All servicesthat may be considered Experimental and/or Investigational.
e All miscellaneous/unlisted or not otherwise specified codes.
o All services not listed on the AmeriHealth Caritas Delaware Fee Schedule.
e Outof Network Specialty Visits.
o Elective Air Ambulance.
e In-patient services:
- Allinpatient hospital admissions, including medical, surgical and rehabilitation
- Obstetrical Admissions/Newborn Deliveriesexceeding 48 hours after vaginal delivery
and 96 hours after caesarean section
- In-patient Medical Detoxification
- Elective transfers for inpatient and/or outpatient services between acute care facilities
- LongTerm Acute Care, Skilled Nursing Facility (SNF), and rehabilitation placement
e Gastroenterology services - (codes 91110 and 91111 only).
e Gender reassignment services.
o GeneticTesting.
e Home-Based Services:

- Multiple membersserviced in the same home must have services authorized under
modifier U3 for the second member, and modifier U4 for the third member.
= Home Health Care

" Private duty nursingif covered underbenefit category
= Skilled Nursing Visits
=  Speech, Physical and Occupational Therapy

o Multiple membersserviced in the same home must have services authorized underU3
modifier for second member, and U4 for third member.

e Enteral Feedings.

o Hospice Inpatient Services.

e 17-P or Makena infusion for pregnancy related complications. Contact PerformRx for prior
authorization requirements: DSHP and DHCP: 1-855-251-0966. DSHP-Plusand DSHP-PlusLTSS:
1-888-987-6396.

e Termination of Pregnancy:

- Firstand second trimester terminations of pregnancy require priorauthorization and
are covered in the following two circumstances:

- The member’slife is endangered if she were to carry the pregnancy to term; or

- Thepregnancy isthe result of an act of rape or incest.

- Submitthe physician’s certification on the Abortion Justification Form and the
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complete medical record. The form must be completed in accordance with the
instructions and must accompany the claims for reimbursement. All claims and
certification forms will be retained by the Plan.

- Submit the Abortion Justification Form with the claim for reimbursement. The
Physician’s Abortion Justification Form must be submitted in accordance with the
instructions on the certification/form. The claimform, medical records and Abortion
Justification form will be retained by the Plan.

= Submitclaimsand allappropriate formsto:

Claim Processing Department

AmeriHealth Caritas Delaware

P.O. Box80100

London, KY 40742-0100
Speech, Occupational, and Physical Therapy (after 24 visits for each modality).
CardiacRehabilitation and Pulmonary Rehabilitation.
Transplants, including transplant evaluations.
DME:

- All Durable Medical Equipment (DME) rentals.

- Repairsfor purchased DME items or equipment.

- Forbilled charges over $500.00, including prosthetics and orthotics.

- Incontinence products (diapers, pull-ups, etc.).

- Authorization isrequired for quantity limitsexceeding 8 products per day(240
per 30-day month supply).

- The purchase of all motorized wheelchairs and all wheelchair components.

- Use of standard or non-customized DME duringa facility stay would be considered part
ofthe per diem payment forthe facility (such asa standard wheelchair). Any DME that
requires customization would not be regularly owned by a facility or is for use by a
member on discharge from a facility would be subject to evaluation for medical
necessity similar to DME in any other setting.

Hearing Servicesand Devices (may include butnot limited to FM Systems, and Cochlear
Implants/Devices) with a purchase price that exceeds the limits as noted below:

- Monaural hearing aids costing more than $500.00.

- Binaural hearing ads which exceed $500.00.

Replacement of Hearing Aides that are less than 4 years old, except for children under21
Vision services: For prior authorization, contact AmeriHealth Caritas Delaware Provider Service
at 1-855-707-5818.

Hyperbaric Oxygen.

Gastric Restrictive Procedure/Surgeries.

Surgical services that may be considered cosmetic, including:
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Blepharoplasty.

Mastectomy for Gynecomastia.
Mastopexy.

Maxillofacial.

Panniculectomy.

Penile Prosthesis.

Plastic Surgery/Cosmetic Dermatology.
Reduction Mammoplasty.

Septoplasty.

e Inpatient Hysterectomies.

o Cochlear Implantation.

e Pain Management.

e The following Radiology Services, when performed as an outpatient service, require prior

authorization by AmeriHealth Caritas Delaware’sradiology benefitsvendor, National Imaging

Associates Inc. (NIA):

CT Scan

PET Scan

MRI

MRA

Nuclear Cardiac Imaging

To request priorauthorization contact AmeriHealth Caritas Delaware’sradiology benefitsvendor
(NIA) via their provider web-portal at www.radmd.com or by calling 1-800-424-4791 Monday
through Friday 8 a.m. -8 p.m. (EST).

The ordering physician isresponsible forobtaininga priorauthorization number for the requested
radiology service. Patient symptoms, past clinical history and prior treatment information will be
requested by NIA and the ordering physician should have this information available at the time of

thecall.

Weekend, Holidays and After-Hours Requests:

e Requestscan be submitted online —The NIA web site is available 24 hours a day to providers.

¢ Weekend, holiday and after-hoursrequests for preauthorization of outpatient elective imaging
studies may be called in to NIA and a message may be left (1-800-424-4791), which will be
retrieved the following business day.

Requests left on voice mail:

o NIA will contact the requesting Provider’s office within one business day of retrieval of the
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voice mail request to obtain necessary demographicand clinical information to processthe
request.

e NIA’shoursare 8:00 a.m.— 8:00 p.m. Eastern Time, Monday through Friday, excluding
holidays.

Emergencyroom, Observation Care and inpatientimaging procedures do notrequire prior
authorization.

All Long Term Services and Supports (LTSS) Services

All waiverservices should be requested through the waiver case managers. Only those services
covered by the respective waivers can be requested.

o All unlisted and miscellaneous codes.
o All HCBS Habilitation program services.

o All services not listed on AmeriHealth Caritas Delaware Fee Schedule.

Physical Health Services that do not Require Prior Authorization
The following services will not require prior authorization from AmeriHealth Caritas Delaware:

e Emergency Room Services (in-network and out-of-network).
e Upto 48-Hour Observations (except for Maternity — notification required).

e Doesnotinclude treatment forany condition not related to a diagnosis of subluxation or neck,

back, pelvic/sacral or extra spinal pain and/or dysfunction.
o Low-level plain films- X-rays, EKG’s.
e Family Planning Services.
e Post Stabilization Services (in-network and out-of-network).
e EPDST Screening Services.
o Women’s Healthcare by In-Network Providers (OB-GYN Services).
e Routine Vision Services.
o Dialysis.
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Physical Health Services that Require Notification

Providerswill be asked to notify AmeriHealth Caritas Delaware when the following services are
delivered:

e Maternity Obstetrical Services (after the first visit) and outpatient care (includes 48-hour
observations).

o All newborn deliveries.

e Beyond 48-Hours.

Behavioral Health Services Requiring Prior Authorization

o All out of network services (with the exceptions noted above).

e Psychiatric in-patient hospitalization for members aged 18 and older (Inpatient Behavioral
Health Servicesfor members under age 18 is managed by Department of Services for Children,
Youth and Family DSCYF).

e Behavioral Health Partial Hospitalization.

e Behavioral Health Intensive Outpatient Program.

e Behavioral Health Residential Treatment Facility including Institution for Mental Disease (IMD).

e Transcranial Magnetic Stimulation (TMS).

e Vagus Nerve Stimulation (VNS).

e Substance Use Disorder (SUD) Programs for all members age 18 and oldernotenrolled in
PROMISE.

o Partial Hospitalization Program (Level 2.5).

e Clinically Managed Low Intensity Residential Treatment (Level 3.1).

o Clinically Managed Population Specific High Intensity Residential Treatment (Level 3.3).

e Clinically Managed High Intensity Residential Treatment (Level 3.5).

e SUD treatment: Providers may choose to obtain priorauthorization for the following services.
If you do not, a retrospective medical necessity review will occur. See details below:

- SUD residential intensive inpatient treatment: Prior authorization isrequired if more
than 14 days are needed.
- SUDintensive outpatient (Level 2.1): Priorauthorization isrequired if more than 30
days are needed.
- SUD withdrawal management: Prior authorization isrequired if more than five daysare
needed.
e Electroconvulsive Therapy (ECT).
o Psychological and Neuropsychological Testing.
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Behavioral Health Services that do not Require Authorization/Notification

¢ Medication Assisted Treatment (MAT)

e Licensed Opioid Treatment Programs

e Behavioral Health and Substance Use Disorder Outpatient and Medication Management
Services for members aged 18 and older (non-PROMSIE members).

Behavioral Health Services Requiring Notification

Forcertain behavioral health services, notification isrequired within 48 hours of admission orwithin
48 hours prior to discharge for an authorization number to generate claims.

o Thirty visits per year of behavioral health and substance use disorder (SUD) outpatient
services, including crisis intervention, crisis stabilization, and mobile crisis services for all
members underage 18. After 30 visits per year, services are covered by the Department of
Services for Children, Youth, and Families (DSCYF).

Includesall SUD services:

e Ambulatory withdrawal management (Level 2WM).

e Clinically managed residential withdrawal management (Level 3.2 WM).

e Medically monitored inpatient withdrawal management (Level 3.7 WM).

- First 14 days of SUD inpatient rehabilitation require notification within 48 hours of
admission and upon discharge. If more than 30 daysare needed, priorauthorization is
required. Providers may choose to obtain prior authorization for the following
services. If you do not, a retrospective medical necessity review will occur.

e Substance use disorder (SUD) medically managed intensive inpatient withdrawal
management (Level 3.7 WM) for all membersages 18 and older, includingthose members
enrolled in PROMISE.

- First five daysrequire notification within 48 hoursofadmission and upon discharge. If
more than five daysare needed, priorauthorization isrequired. Providers may choose
to obtain prior authorization for the following services. If you do not, a retrospective
medical necessity review will occur.

o Mental health and substance use disorder (SUD) crisis intervention, crisis stabilization,and
mobile crisis services for members ages 18 and older: Notification is required within two
business days after the service for an authorization number to generate claims.

e First 30 days of SUD intensive outpatient program require notification within 48 hours of
admission and upon discharge. If more than 14 days are needed, prior authorization is
required. Providers may choose to obtain priorauthorization forthe followingservices. Ifyou
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do not, a retrospective medical necessity review will occur.

LTSS Services Requiring Prior Authorization

Forenrolleesresidingin theirown home orin an LTSS facility (NF, NFMI, ICF/ID, SNF, MHID),
LTSS will be autho}rized/re—authorized during the face-to-face on-going care management
intervention.
Adult Day Health Care Services and Homemaker Services— Authorization required after first
visit and re-evaluated as needed based on authorizations provided or based upon medical
necessity.
Personal Emergency Response System and Home Delivery Meals — Prior authorization
required. Care coordinatorwill re-evaluate and provide furtherauthorization as needed.
Home Modificationsor Non-ambulation Assistive Devices— Clinical evaluation ofthe home
or vehicle is required initially by Care Coordinator or Occupational Therapist or Physical
Therapist. Prior authorization for equipment is required.
Minorhome modificationsare limited to up to $6,000 per project; $10,000 per benefit year
and $20,000 per lifetime.
A prescription forhome modification equipment that will be provided by a DME supplier will
need to be written by the PCP to supply to the DME provider. This includes:
- Kitchen counters, sink space, cabinets, and special adaptationsto refrigerators,
stoves, and ovens.
- Bathtubsand toiletsto accommodate transfer, special handlesand hosesfor shower
heads, water faucet controls, and accessible showers and sink areas.
- Grab barsand handrails.
- Turnaround space adaptations.
- Ramps, lifts, and door, hall and window widening.
- Fire safety alarm equipment specific for disability.
- Voice-activated, sound-activated, light-activated, motion-activated, and electronic
devicesdirectly related to the member’s disability.
- Vehiclelifts, driver-specificadaptations, remote-start systems, including such
modifications already installed in a vehicle.
- Keyless entry systems.
- Automatic opening device for home or vehicle door.
- Special doorand window locks.
- Specialized doorknobs and handles.
- Plexiglasreplacement for glass windows.
- Modification of existing stairs to widen, lower, raise or enclose open stairs.
- Motion detectors.
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- Low-pile carpeting or slip-resistant flooring.

- Telecommunications device for the deaf.

- Exterior hard-surface pathways.

- New dooropening.

- Pocket doors.

- Installation orrelocation of controls, outlets, switches.

- Airconditioning and air filtering if medicallynecessary.

- Heightening of existing garage door opening to accommodate modified van.
- Bathchairs.

Installation

Ifthe enrollee needsa DME itemthat requiresinstallation;the care coordinatorwill pursue with the
enrollee their various options and only using qualified providers.

Enrolleeswho are able to have theirequipment installed will do so. The care coordinator will follow
up with the enrollee to ensure the installation has occurred consideration to include; timely
installation; quality installation; excellent customer service provided.

For enrollees who are unable to have the equipment installed, the care coordinator will select the
provider and following consultation with the enrollee will schedule the installation at a time
convenient for the enrollee. The care coordinator will follow up with the enrollee to ensure the
installation hasoccurred consideration to include; timely installation; quality installation; excellent
customer service provided.

NOTE: A decision will be made once ALL requested/necessary materials have been received. All
waiver services should be requested through the waivercare managers. Only those services covered
by the respective waivers can be requested.

Organization Determinations

An organization determination isany determination (i.e. approval ordenial) by AmeriHealth Caritas
Delaware regarding the benefitsa member is entitled to receive from the Plan. Examples include:

e Payment for emergency services, post-stabilization care or urgently needed services;
e Paymentforany otherhealth service furnished by a non-contracted providerandthe
member believes:
- Theservicesare covered under Medicaid program; or,
- Ifnot covered underthe Medicaid program, should have been furnished, arranged for
or reimbursed by AmeriHealth Caritas Delaware.

o Refusal to authorize, provide or pay for services —in whole or in part —including the type or
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level of services, which the member believes should be furnished, arranged for or reimbursed
by the Plan.

e Reduction or premature discontinuation of a previously authorized on-going course of
treatment;or,

o Failure of the Plan to approve, furnish, arrange for or provide payment for health care
services in a timely manner, or to provide the member with timely notice of an adverse
determination, if the delay adversely affects the health of the member.

The proceduresforappealingan organization determination are described in the “Grievances,
Appeals and Fair Hearings” section of this Provider Manual.

Standard

AmeriHealth Caritas Delaware must notify the member of its determination asexpeditiously asthe
member’s health condition requires, or no later than 10 calendar days after AmeriHealth Caritas
Delaware receives the request.

The timeframe may be extended up to 14 additional calendar days if:

e Theprovider orthe member requests an extension; and,
o ThePlan justifies the need for additional information and the extension isin the member’s
bestinterest.

Expedited

The member’s physician may request an expedited determination, including authorizations, from
AmeriHealth Caritas Delaware when the memberor physician believes waitingfora decision under
the standard timeframe could seriously jeopardize the member’s life, health or ability to regain
maximum function.

In situationswhere a providerindicates or AmeriHealth Caritas Delaware determines that following
the standard timeframe could seriously jeopardize the member’s life or health or ability to attain,
maintain or regain maximum function, AmeriHealth Caritas Delaware will make an expedited
authorization decision and provide notice as expeditiously as the member’s health condition requires
and no later than three (3) business days after receipt of the request for service.

AmeriHealth Caritas Delaware[ma y extend the 72 hours by up to fourteen (14) calendardayspfthe
member or the providerrequests an extension orthe Plan justifiesa need (to the State agency, upon
request ) for additional information and how the extension isin the best interest of the member.
AmeriHealth Caritas Delaware will provide its justification to the DHSS upon request.
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Unless otherwise provided by law, if the AmeriHealth Caritas Delaware fails to respond to a member’s
priorauthorization request within three (3) business days of receivingall necessary documentation,
the authorization is deemed to be granted and notice shall be given. In accordance with 42 C.F.R. §
438.404(c)(1), if the Plan intends to take an action to terminate, suspend, or reduce previously
authorized Medicaid-covered services, AmeriHealth Caritas Delaware shall give notice of the adverse
action at least 10 days before the date of action.

Medical Necessity of Services

“Medically Necessary” or “Medical Necessity” isdefined asservices or suppliesthat are needed for
the diagnosis or treatment of the member’s medical condition according to accepted standards of
medical practice. The need for the item or service must be clearly documented in the member’s
medical record.

AmeriHealth Caritas Delaware usesthe following medical necessity criteria asguidelinesfor
determinations related to medical necessity:

o InterQual Level of Care Acute Adult Criteria.

o InterQual Level of Care Acute Pediatric Criteria.

o InterQual Level of Care Outpatient Rehabilitation and Chiropractic Criteria.

e InterQual Home Care Criteria.

e InterQual Care Planning Procedures Adult Criteria.

e InterQual Care Planning Procedures Pediatric Criteria.

e InterQual DME Criteria.

o InterQual Imaging Criteria.

e InterQual Level of Care Rehabilitation Criteria.

o InterQual Level of Care Subacute and Skilled Nursing Facility Criteria.

e InterQual Level of Care Criteria Behavioral Health Psychiatry Adult and Geriatric.

¢ InterQual Level of Care Criteria Behavioral Health Psychiatry Child and Adolescent.
o InterQual Level of Care Criteria Behavioral Health Residential & Community Based Treatment.
o Delaware American Society of Addiction Medicine (DE-ASAM) Criteria.

o AmeriHealth Caritas Corporate Clinical Policies.

o Other program-specific criteria are based upon program requirements.

When applyingthese criteria, Plan staffalso considersthe individual memberfactors and the
characteristics of the local health delivery system, including:

Member Considerations:

e Age, comorbidities, complications, progress of treatment, psychosocial situation, home
environment.
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Local Delivery System

o Availability of sub-acute care facilitiesorhome care in the AmeriHealth CaritasDelaware
service area for post-discharge support.

e AmeriHealth Caritas Delaware benefitsfor sub-acute care facilitiesorhome care where
needed.

o Ability oflocal hospitalsto provide all recommended services within the estimated length of

stay.

Any request thatis not addressed by, or does not meet, medical necessity guidelines is referred to the
Medical Director or designee for a decision. Any decision to deny, alter or limit coverage for an
admission, service, procedure or extension of stay, based on medical necessity, or to approve a
service in an amount, duration or scope thatis less than requested, is made by the Plan’s Medical
Director or other designated practitioner under the clinical direction of the Regional Medical Director.

Medical Necessity decisionsmade by the Plan’s Medical Director or designee are based on the above
definition of medical necessity, in conjunction with the member’s benefits, medical expertise,
AmeriHealth Caritas Delaware medical necessity guidelines (as listed above), and/or published peer-
review literature. At the discretion of the Plan’s Medical Director or designee, participating board-
certified physicians from an appropriate specialty, other qualified healthcare professionals or the
requesting practitioner/provider may provide input to the decision. The Plan’s Medical Director or
designee makes the final decision.

Upon request by a member orpractitioner/provider, the criteria used for medical necessity decision-
making in general, or for a particular decision, is provided in writing by the Plan’s Medical Director or
designee. AmeriHealth Caritas Delaware will not arbitrarily deny or reduce the amount, duration or

scope of required services solely because ofthe diagnosis, type ofillnessor condition of the member.

The Utilization Management staff involved in medical necessity decisions is assessed quarterly, and
physicians involved in medical necessity decisions are assessed semi-annually for consistent
application of review criteria. An action plan is created and implemented for any variances among staff
outside of the specified range. Both clinical and non-clinical staff membersare audited for adherence
to policies and procedures.
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SECTION VI
Grievances, Appeals and Fair Hearings
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Section VI: Grievances, Appeals and State Fair Hearings

Grievance Process

If a member has a concern or question regarding the health care services he/she has received under
AmeriHealth CaritasDelaware, he/she should contact Member Services at the toll-free number on the
back of the member ID card. A Member Services representative will answer questions or concerns.
The representative will try to resolve the problem. If the Member Service representative does not
resolve the problem to the member’s satisfaction, the member has the right to file a grievance.

A grievance expresses dissatisfaction about any matter other than an action by AmeriHealth Caritas
Delaware. The member may file a grievance in writing or by telephone at the information below. It
may be filed at any time either orally or in writing. It may be filed by the treating provider or primary
care provider (or another authorized representative) on behalf of the member.

A grievance may be filed about issues such as the quality of the care the member receives from
AmeriHealth Caritas Delaware or a provider, rudeness from a Plan employee or a provider’s
employee, a lack of respect for their rights by AmeriHealth Caritas Delaware orany service oritem
that did not meet accepted standards for health care during a course of treatment.

Tofile a grievance:

Telephone to:
DSHP Member Services: 1-844-211-0966; TTY: 1-855-349-6281.
DSHP Plus Member Services: 1-855-777-6617; TTY: 1-855-362-5769.

Member services hours of operation: 24 hours per day, 7 days per week.

Write to:

AmeriHealth Caritas Delaware
Attn:Complaintsand Grievances
PO Box 80102

London, KY 40742-0102

If the member needs assistance in filing his/her grievance or needs the help of an interpreter, the
membermay call Member Services and, if needed, interpretation services will be made available to
the member free of charge.

AmeriHealth Caritas Delaware will send the memberan acknowledgement letter within five business
days of receiving the grievance. The Plan will send a decision letter within 30 calendar days of

receivingthe request. In some cases, the Plan may need additional time to obtain more information.
Reasonable efforts will be made to give the member prompt verbal notice ofthe delay and a written
notice is sent to the member within two (2) calendar days explaining why an extension is needed.
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Appeals Process

Adverse Benefit Determination

If AmeriHealth Caritas Delaware decidesto deny, reduce, limit, suspend, orterminate a service the memberis
receiving, or if the Plan fails to act in a timely manner, the member will receive a written “Adverse Benefit
Determination.” In most cases, the Adverse Benefit Determination will be sent within 10 calendar days from
receipt of the request.

If the member does not agree with AmeriHealth Caritas Delaware’s determination as outlined in the Adverse
Benefit Determination, he/she may file an appeal. The member may ask an “authorized representative” (e.g.
his/her physician (with the written consent of the member), a family member or friend) to file the appeal for
them. The provider may also file the appeal, with the member’s written consent.

The member, or an authorized representative with the written consent of the member, may ask for a Fair
Hearingafterthe appeals process hasbeen exhausted. Additional information on requesting a FairHearingis
available in this section of the Provider Manual.

Standard Appeal

A standard appeal asks AmeriHealth Caritas Delaware to review a decision about the member’s care. The
timeframe for filingan appeal shall not exceed 60 calendardaysfrom the date on the Notice of Adverse Benefit
Determination.

To file an appeal, the member or authorized representative may:

By phone: call AmeriHealth Caritas Delaware MemberServices, 24 hours a day, seven daysa week, at:

Diamond State Health Plan: 1-844-211-0966 (TTY 1-855-349-6281).

Diamond State Health Plan-Plus: 1-855-777-6617 (TTY 1-855-362-5769).

If your provider or authorized representative files your appeal by phone, they must have proof of your written
authorization of consent in order to be involved and/or act on your behalf.

By Fax at 1-855-843-0636

In writing: You or your authorized representative can send the letter to:
AmeriHealth Caritas Delaware

Christiana Executive Campus

220 Continental Drive, Suite 300

Newark, DE 19713

Through the AmeriHealth Caritas Delaware Member Portal

Login to the Member Portal at: https://q1-memberportal.amerihealthcaritasde.com
Once logged in, click on Message Center

In the Message Center, click on Secure Contact Form

On the Secure Contact Form, fill outall necessary fieldsand select “Appeals” from the subject dropdown
Once all information has been entered, click “Submit”

Provider Appeals(on behalfofa member and with written consent): call 1-855-396-5770 and follow the
prompts.

The Plan will send a written acknowledgement to the member within five business days of receipt of the appeal.
The Plan has 30 calendar days after receiving the appeal, whether oral or written, to make a decision regarding
the matter.
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Before the Plan makes a decision, the member and/or the person helping the member with the
appeal may give information in writing or in person to AmeriHealth Caritas Delaware. Also, the
member may attend the appeal in person or participate telephonically.

In some cases, the Plan, or the member may need additional time to obtain more information. The
timeframe for a standard resolution of an appeal may be extended by fourteen (14 calendar) days
if:
a) The member requests the extension; or
b) The Plan needs additional information and the delay is in the enrollees’ best interest.
Reasonable efforts will be made to give the member prompt verbal notice ofthe delayanda
written notice is sent to the member within two (2) calendar days explaining why an
extension is needed.

The member may review his/her file any time while AmeriHealth Caritas Delaware is reviewing the
appeal. The memberand his/herauthorized representative may look atthe case file. The member’s
estate representative may review the file after the member’s death. The file may have medical
records and/or other papers.

AmeriHealth Caritas Delaware will send the memberor his/herauthorized representative a letter with
the decision, explaining how AmeriHealth Caritas Delaware made its decision and the date the
decision was made.

Expedited Appeal

Ifthe time for a standard resolution could jeopardize the member’slife, health orability to attain,
maintain or regain function, a member, or his/her authorized representative may request an
expedited appeal orally or in writing.

Note: Expedited appeals are for health care services only —not denied claims.

To request an expedited appeal, the member or his/her authorized representative may call Member
Services. The Plan will not take punitive action against a provider who either requests an expedited
resolution or supports a member’s appeal. AmeriHealth Caritas Delaware will send a written decision
foran expedited appeal within 72 hoursand will make a reasonable effort to provide oral notice of
the resolution. If the request for an expedited appeal isdenied, the appeal willimmediately be moved
into the standard appeal timeframe of no longerthan 30 calendar days and the member will be
notified in writing within two business days of the denial for an expedited appeal request. The
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member may file a grievance if they do not agree with the decision to change the appeal timeframe to
a standard appeal.

For appeals not resolved wholly in favor of the member, the written notice shall include the right to
request a State Fair Hearing, including the procedures to do so and the right to request to receive
benefits while the hearing is pending, including instructions on how to make the request. The written
notice shall also include notice that the membermay be held liable forthe cost of those benefitsif the
hearing upholds the plan’s action.

State Fair Hearing

The member or his/her authorized representative may seek a State Fair Hearing after the appeals
process has been exhausted, but the FairHearingmust be requested within 120 calendardaysfrom the
date on the notice of resolution upholding the Adverse Benefit Determination. A provider may also
request a State Fair Hearing on behalf of a member with the member’s consent by written notice.

Members have the right to self-representation or to be represented by a family caregiver, legal
counsel orotherrepresentative duringa State Fair Hearing. Partiesto the State Fair Hearingare the
Plan and the member or his/her authorized representative.

A State Fair Hearing can be requested by calling or writing to the State’s Division of Medicaid and
Medical Assistance (DMMA) office at:

Division of Medicaid & Medical Assistance
DMMA Fair Hearing Officer

1901 North DuPont Highway

P.0. Box906, Lewis Building

New Castle, DE 19720

Phone: 1-302-255-9500; or 1-800-372-2022 (toll free)
Continuation of Benefits

A member may continue to receive services while waitingforthe AmeriHealth Caritas Delaware
appeal or the Fair Hearing decision if all of the following apply:

o Theappealisfiled within ten calendar days of the date on AmeriHealth Caritas Delaware’s
decision, or before the intended effective date of the proposed action, whicheverislater.

o The appeal isrelated to reduction, suspension ortermination of previouslyauthorized
services.

o Theserviceswere ordered by an authorized provider.

o Theauthorization period has not ended.
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o The memberrequested the services to continue.
The member’s services continue to be covered until one of the following occurs:

o The memberdecides not to continue the appeal orrequest for State Fair Hearing.

o Ten calendardayshave passed, from the date of the notice ofresolution ofthe appeal, unless
the member has requested a Fair Hearing within that timeframe.

o Thetime covered by the authorization is ended or the limitations on the services are met.

o The Fair Hearing office issues a hearing decision adverse to the member.

The member may have to pay for the continued services if the final decision from the Fair Hearing is
adverse to them. If the Fair Hearing officer agrees with the member, AmeriHealth Caritas Delaware
will pay for the covered services that were rendered to the member while waiting for the decision. If
the Fair Hearing officer agrees with the member and the member did not continue to receive covered
services while waiting for the decision, AmeriHealth Caritas Delaware will issue an authorization for
the covered services no later than 72 hours from the date it receives notice of reversal to restart
services as soon as possible and AmeriHealth Caritas Delaware will pay for the covered services.

Peer to Peer Telephone Line

Providers may reach the Peer-to-Peer telephone line by following the prompts at 1-855-396-5770 to
discuss a medical determination with a physician in the AmeriHealth Caritas Delaware Medical
Management department. A peer to peer review can be requested by your physician within five (5)
business days of the member’s discharge from an inpatient facility or within five (5) days after a
determination for a prior authorization (Pre-Service) request has been rendered.

A physician in the AmeriHealth Caritas Delaware Medical Management department will contact the
requesting provider or other authorized agent within three (3) business day of receiving the request.
Ifinitial outreach to the provider is unsuccessful, an additional outreach attempt will be made within
two (2) business days of the request. If AmeriHealth Caritas Delaware’s Medical Management
department is unsuccessful in reaching the requesting provider following two (2) attempts, the
original determination is upheld and the provider must appeal the determination.

A provider may file an appeal on a member’s behalf, with the member’s written consent. To file an
appeal as an authorized representative on behalf of a member, a provider may call the Provider
Appeals telephone line by following the prompts at 1-855-396-5770.

Note: The purpose of the Peer-to-Peer process is to address medical determinations regarding health
care services. This process is not intended to address denied claims or otherissues. For information
on filing an informal provider complaint, please refer to the “Provider and Network Information”
section of this Provider Manual. For information on disputing a claim, please refer to the “Claims
Submission Protocols and Standards” section of this Provider Manual.
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Section VII: Quality Assessment and Performance
Improvement Program

AmeriHealth Caritas Delaware’s Quality Assessment and Performance Improvement (QAPI) program
provides a framework for evaluating the delivery of health care and services provided to members.
AmeriHealth Caritasleadership providesstrategicdirection forthe QAPI program and retainsultimate
responsibility for ensuring that the QAPI program is incorporated into the Plan’s operations.
Operational responsibility for the development, implementation, monitoring and evaluation of the
QAPI program is delegated by AmeriHealth Caritas leadership through the regional president to the
AmeriHealth Caritas Delaware Market President and Quality Assessment Performance Improvement
Committee (QAPIC).

The purpose of the QAPI program is to provide a formal process to systematically monitor and
objectively evaluate the quality, appropriateness, efficiency, effectiveness and safety of the careand
service provided to AmeriHealth Caritas Delaware members by providers.

The QAPI program also provides oversight and guidance for the following:

e Determiningpractice guidelinesand standards by which the program’s success will be
measured.

e Complyingwith all applicable lawsand regulatory requirements, including but not limited to
applicable state and federal regulations and NCQA accreditation standards.

e Providing oversight of all delegated services.

e Ensuringthat a qualified network of providersand practitionersis available to provide care
and service to members through the credentialing/re-credentialing process.

e Conductingmemberand practitionersatisfaction surveysto identify opportunitiesfor
improvement.

o Reducinghealth care disparities by measuring, analyzingand re-designingservices and
programs to meet the health care needs of our diverse membership.

AmeriHealth Caritas Delaware develops goals and strategies considering applicable state and federal
lawsand regulationsand otherregulatory requirements, including Delaware’s Quality Strategy (QMS),
NCQA standards, evidence-based guidelines established by medical specialty boards and societies,
public health goals and national medical criteria. The Plan also uses performance measures such as
HEDIS®, CAHPS®, consumer and Provider surveys, and available results of the External Quality Review
Organization (EQRO), as part of the QAPI program.
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Quality Assessment Performance Improvement Committee

The QAPIC oversees AmeriHealth Caritas Delaware’s efforts to measure, manage and improve quality
of care and services delivered to Plan members, and evaluates the effectiveness of the QAPI program.
Additional committees and council support the QAPI program and report into the QAPIC:

Member Advisory Committee — Provides a forum for member participation and input on Plan
programsand policiesto council, promote collaboration, maintain a memberfocus and enhance the
delivery of services to AmeriHealth Caritas Delaware communities.

Quality of Service Committee — Monitors performance and quality improvement activities related to
the Plan services; reviews, approves and monitors action plans created in response to identified
variances. Drug Utilization Review Committees tracks and reviews operational service performance
levels for multiple departments and ensure compliance with state contractual requirements.

Credentialing Committee — Reviews practitioner and provider applications, credentials and profiling
data (asavailable) to determine appropriatenessfor participation in the AmeriHealth Caritas Delaware
network.

Culturally and Linguistically Appropriate Service (CLAS) Workgroup — The Health Equity and
Culturally and Linguistically Appropriate Services (HECLAS) Committee is a cross-departmental
workgroup responsible for providing direction to AmeriHealth Caritas Delaware (ACDE) HECLAS
initiatives. The HECLAS Committee directs activities that are relevant to the 15 National CLAS
standardsand to NCQA's Health Equity Accreditation standardsthat ensure that ACDE Membersare
served in a way that is responsive to their cultural and linguistic needs and focused on addressing
health disparities for our racially, linguistically, and ethnically diverse members.

Practitioner Involvement

We encourage provider participation in our quality-related programs. Providerswho are interested in
participating in one of our Quality Committees may contact Provider Services at 1-855-707-5818 or
their Provider Network Account Executive.

QAPI Activities
The QAPI program is designed to monitor and evaluate the quality of care and service provided to

members. Practitioners and providers agree to allow AmeriHealth Caritas Delaware to use their
performance data as needed for the organization’s Ql activities to improve the quality of care and
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services, and the overall member experience.
Performance Improvement Projects

The Plan develops and implements Performance Improvement Projects (PIPs) focusing on areas of
concern orlow performance, both clinical and service-related, identified through internal analysisand
external recommendations.

Ensuring Appropriate Utilization of Resources

The Plan will perform baseline utilization measurements to calculate inpatient admission rates and
length of stay, emergency room utilization rates and clinical guideline adherence for preventive health
and chronicillness management services to identify those areas thatfall outside the expected range
to assess for over- or under-utilization.

Disease Management Programs

The Plan’s Disease Management Programs were selected to address the expected high-incidence
conditions for which there are evidence-based protocols that have been shown to improve health
outcomes.

Measuring Member and Practitioner Satisfaction

The Plan usesthe standardized Consumer Assessment of Healthcare Providers and Systems (CAHPS)
survey to assess member satisfaction. The Plan also conducts Practitioner Satisfaction studies
annually. Survey results, along with analysis and trends on dissatisfaction and member opt-outs are
reported to the QAPIC for review and identification/prioritization of opportunities forimprovement.
Member and Practitioner Dissatisfaction

Dissatisfactions or complaints/grievancesfrom members and providersare investigated, responded to
and trended. Trends and the results of investigations are reported to the QAPIC, which coordinates
initiatives to address identified opportunities for improvement.

Member Safety Programs

The QAPI department isresponsible for coordinatingactivitiesto promote member safety. Initiatives

focus on promoting member knowledge about medications, home safety and hospital safety.
Members are screened for potential safety issues during the initial assessment.
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Preventive Health and Clinical Practice Guidelines

The QAPIC is responsible for approving all preventive health and clinical practice guidelines.
Guidelines are developed using criteria established by nationally recognized professional
organizationsand with input fromthe QCCC. Guidelinesare distributed via the Plan’s website, with
hard copies available upon request. As mandated by the State, participating providers will utilize
clinical practice guidelines, including but not limited to those addressing:

e Adultand child preventive care, includingEarly Periodic Screening, Diagnosisand Treatment
(EPSDT) services.

o Chronicconditions (i.e., diabetes and asthma).

e Behavioral health services.

e Obstetrical care.

e AIDS/HIV.

o Palliative care.

Availability and Accessibility Audits

Compliance with the Plan’s availability standards is monitored at least quarterly to ensure sufficient
numbers of network providers are available to meet member needs. An assessment is conducted to
compare the type, numberand location of network practitionersand providersto approved standards.
The Plan also conducts monthly assessments of network providers’ compliance with appointment
standards for routine, urgent and sick office visits. Results of the survey are reported to the QCCC for
review and recommendations.

Medical Record Requirements

Medical records of network providers are to be maintained in a manner that is current, detailed,
organized and permitsfor effective and confidential patient care and quality review. Provider offices
are to have an organized medical record filing system that facilitatesaccess, availability, confidentiality
and organization of records at all times. Provider agrees to retain all medical records, whether
electronic or paper, fora period of no less than seven (7) years after the last payment was made for
the services of the member.

Providers are required by contract to make medical records accessible to all appropriate government
agencies, including but not limited to the Delaware DHSS, the Delaware Division of Medicaid and
Medical Assistance (DMMA), the United States Department of Health and Human Services (DHHS), the
Centers for Medicare and Medicaid Services (CMS) and/or the Office of the Inspector General (OIG),
and their respective designee’s in order to conduct fraud, abuse, waste and/or quality improvement
activities.
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Providers must follow the medical record standards outlined below, for each member’s medical
record, as appropriate:

o Elementsin the medical record are organized in a consistent mannerand the records must be
keptsecure.

o Patient’sfirstand last name and identification numberis on each page of record.

o All entries specify location, date, times of service provision and are legible.

o Identification of the type of service being provided.

o Allentriesare initialed or signed by the authorincluding professional credentials, ifany.

e Personal and biographical data are included in the record.

e Currentand past medical history and age-appropriate physical exam are documented and
include serious accidents, operations and illnesses.

o Allergiesand adverse reactionsare prominently listed or noted as“none” or “NKA.”

o Information regarding personal habits such as smoking and history of alcohol use and
substance abuse (orlack thereof) is recorded when pertinent to proposed care and/orrisk
screening.

e Anupdated problemlist is maintained.

e There isdocumentation of discussions of a living will or advance directives for each member
under the age of 65.

e Patient’schief complaint or purpose for visitis clearly documented.

e Clinical assessment and/or physical findings are recorded.

e Appropriate working diagnoses or medical impressions are recorded.

e Plansof action/treatment are consistent with diagnosis.

e Thereisno evidence the patientisplaced atinappropriate risk by a diagnostic procedure or
therapeuticprocedure.

o Unresolved problems from previous visits are addressed in subsequent visits.

o Follow-up instructionsand time frame for follow-up orthe next visit are recorded, as
appropriate.

e Current medications are documented in the record, and notes reflect that long-term
medicationsare reviewed at least annually by the practitionerand updated, as needed.

e Specific interventions, including name, dosage, and route of medicationsadministered.

o Anysuppliesdispensed as part of the service.

o Health care education provided to patients, family members ordesignated caregiversis noted
in the record and periodically updated, as appropriate.

e Screeningand preventive care practicesare in accordance with the Plan’s Preventive Health
Guidelines.

o Member'sresponse to staff interventions.

e Animmunization record isup to date (for members 21 years and under) oran appropriate
history has been made in the medical record (for adults).
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e Requestsfor consultationsare documented in writingand are consistent with clinical
assessment/physical findings.

e laboratory and other studies ordered, as appropriate, are documented in writing.

e laboratory and diagnostic reports reflect practitioner review, documented in writing.

e Patient notification oflaboratory and diagnostic testresultsand instruction regarding follow-
up, when indicated, are documented in writing.

o There iswritten evidence of continuity and coordination of care between primary and
specialty care practitioners or other providers.

o Identification of the timeframe for documentation completion.

e Processto ensure unitsof service billed for payment are based on services provided with
substantiatingdocumentation.

e Aprovider may correct a medical record before submitting a claim for reimbursement;
however, the correction must be made orauthorized by the person who provided the service
or by a person who has first-hand knowledge of the service.

Medical Record Audits and Requests

AmeriHealth Caritas Delaware conducts medical record audits to capture HEDIS® data not obtained
through claims submission. Medical records may be audited year-round. A fax request may be
submitted to a provider office requesting specific medical records be sent to the Plan. At least five (5)
business days’ notice will be provided for a scheduled onsite audit. If requested, a member list will be
provided with Medicaid ID, date of birth, and HEDIS® measure missing priorto the audit. The names
of the reviewers performing the audits will also be provided, if requested.

The Quality Management Department shall conduct random quality reviews to assess the degree to
which the outcome-based standards have been implemented in service provision. Results of outcome-

based quality reviews shall be forwarded to the certifying or accrediting entity.

A quality review could include, butis not limited to, interviews with the consumer and the consumer’s
parents or legal guardian, designated case manager, and/or provider staff.

Adverse Event Reporting

In accordance with Title IV of Public Law 99-660, the Health Care Quality Improvement Act of 1986,
with governingregulationscodified at45 CFR Parts 60 and 61, AmeriHealth Caritas Delaware sends
information on reportable events, (as outlined in the NPDB Reporting Manual instructions) to the
respective entity and to the State Board of Medicine, as appropriate, in Delaware.

All review outcomes, including actionable information, are incorporated in the provider credentialing
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file and database.
Mandatory Reporting Requirements

AmeriHealth Caritas Delaware providers are required to comply with the reporting of specific
conditions, diseases, and major incidents in accordance with state regulations and guidelines.
Participating providersare also required to report suspected abuse, neglect and financial exploitation
of adults and suspected abuse or neglect of children in accordance with State law.

Additionally, AmeriHealth Caritas Delaware providers are required to comply with the reporting
requirements of Delaware Division of Public Health (DPH) registries and programs, includingbut not
limited to the Delaware Cancer Registry and DPH Immunization Registry.

Potential Quality of Care Concerns

Potential quality of care concerns are fully investigated by AmeriHealth Caritas Delaware. Quality of
care (QOC) concerns will be thoroughly investigated by clinical reviewers in accordance with company
policy. Summaries and situational reviews are presented to the Credentialing Committee on a
monthly basis. Serious QOC concerns may result in a referral to the Quality Assessment Performance
Improvement Committee (QAPIC) for further review. The QAPIC may recommend actionincluding, but not
limited to, panel restriction or termination fromthe Plan’s network, sanctions or corrective action. Referral
to the QAPIC is the discretion of the plan Medical or QM Director.

If the QAPIC investigation involves an action reportable to a national or state entity or database, the
appropriate practitioner/provider’s case information will be reported to the National Practitioner Data
Bank (NPDB) and state regulatory agencies.

The QM Department reserves the right to impose any of the following actions, based on its discretion:

e Submission of medical records.

e Requiringthe practitioner/provider to submit ofa written description and explanation ofthe
quality of care event orissue as well asthe controls and/or changes that have been made to
processes to prevent similar quality issuesfrom occurringin the future. In the event that the
practitioner/provider does not provide this explanation, the QAPIC may impose further
actions.

e Conductinga medical record review audit.

e Requiring that the practitioner/provider conform to a corrective action plan which may
include continued monitoringby AmeriHealth Caritas Delaware to ensure thatadverse events
do not continue.

- Thisrequirement will be documented in writing. A corrective action plan may also
include provisions that the practitioner/provider maintain an acceptable pass/fail
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score with regard to a particular performance metric.
In addition, the Credentialing Committee or QAPIC may recommend the following:

¢ Implementingformal sanctions, including termination from the AmeriHealth Caritas Delaware
network if the offense is deemed an immediate threat to the well-being of Plan members.

AmeriHealth Caritas Delaware reserves the right to impose formal sanctions if the
practitioner/provider does not agree to abide by any of the corrective actionslisted above.

At the conclusion of the investigation, the practitioner/provider will be notified by letter of the
concern ofthe actionsrecommended by the QAPIC, includingan appropriate time period within
which the practitioner/provider must conform to the recommended action.

Provider Sanctioning Policy

Itisthe goal of AmeriHealth Caritas Delaware to assure members receive quality health care services.
In the event that medical, behavioral health, or LTSS care services rendered to a member by a
network provider represent a serious deviation from, or repeated non-compliance with, the Plan’s
quality standards, recognized treatment patterns of the organized medical community, and/or
standards established by the State, the network provider may be subject to AmeriHealth Caritas
Delaware’s formal sanctioning process.

Except forany applicable state licensure board reporting requirements, all sanctioningactivity is
strictly confidential.

Formal Sanctioning Process

Following a determination to initiate the formal sanctioning process, AmeriHealth Caritas Delaware
will send the practitioner/provider written notification of the following by certified mail or via another
means providing for evidence of receipt. The notice will include:

e Thereason(s) for proposed action and information on the practitioner/provider’sright to
request a hearing with AmeriHealth Caritas Delaware on the proposed action.

e Reminderthat the practitioner/provider has 30 days following receipt of notification within
which to submit a written request for a hearing. Otherwise, the right to a hearing will be
forfeited. The practitioner/provider must submit the hearing request by certified mail, and
must state what section(s) of the proposed action he/she wishes to contest.

o Notification thatthe practitioner/provider may waive his/herright to a hearingand thatthe
right will be considered waived if no written request for a hearing is submitted.
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Notice of Hearing

Ifthe provider requests a hearingin a timely mannerthe providerwill be notified of the followingin
writing:

o The place, date and time ofthe hearing, which will not be lessthan 30 daysafter the date of
the notice.

o That the provider has theright to request postponement of the hearing, which may be
granted forgood cause asdetermined by the AmeriHealth Caritas Delaware Medical Director
and/or upon advice of the AmeriHealth Caritas Legal Affairs department.

o Alist of witnesses (if any) expected to testify at the hearingon behalf of AmeriHealth Caritas
Delaware.

Conduct of the Hearing and Notice

The hearingwill be held before a panel ofindividualsappointed by AmeriHealth Caritas Delaware (the
Hearing Panel), as follows:

o Individuals on the Hearing Panel will not be in direct economic competition with the
practitioner/providerinvolved, nor will they have participated in theinitial decision to
propose sanctions.

o The HearingPanel will be composed of physician members of AmeriHealth Caritas Delaware’s
quality-related committees, AmeriHealth Caritas Delaware’s Medical Director and/or
designee, and other physiciansand administrative persons affiliated with AmeriHealth Caritas
Delaware as deemed appropriate by the Plan’s Medical Director, such as legal counsel.

e AmeriHealth CaritasDelaware’s Medical Directororhis/her designee serves asthe Hearing
Officer.

e The rightto the hearingwill be forfeited ifthe practitioner/provider fails, without good cause,
to appear.

Provider Hearing Rights
The provider has the right to:

o Representation by an attorney or other person of the provider’s choice;

o Have a record made ofthe proceedings (copies of which may be obtained by the provider
upon payment of reasonable charges associated with the preparation);

e Call, examine and cross-examine witnesses;

o Present evidence determined to be relevant by the hearing officer, regardless of its
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admissibilityin a court of law;

e Submita written statement at the close of the hearing;

e Receive the written recommendation(s) of the Hearing Panel within 15 working days of
completion of the hearing, including statement of the basis for the Hearing Panel’s
recommendation(s), which will be provided by certified mail orvia another meansproviding
for evidence of receipt; and,

o Receive AmeriHealth Caritas Delaware’s written decision within 60 days of completion of the
hearing, including the basis for AmeriHealth Caritas Delaware’s decision(s), which will be
provided by certified mail or via another means providing for evidence of receipt.

Appeal of AmeriHealth Caritas Delaware Decision

The provider may request an appeal after the final decision of AmeriHealth Caritas Delaware. The
practitioner/provider must submit a written appeal by certified mail or via another means providing
evidence ofreceipt, within 30 days of the receipt of the Plan’s decision; otherwise the right to appeal

is forfeited. Written appeal will be reviewed and a decision rendered by the Plan’s QAPIC within 30
days of receipt of the notice of the appeal.

Summary Actions Permitted

The following summary actions can be taken, without the need to conduct a hearing, by the Regional
President or Market President of AmeriHealth Caritas Delaware or by the Plan’s Medical Director:

e Suspension orrestriction ofthe practitionerorprovider’s participation statusfor up to 14
days, pendingan investigation to determine the need forformal sanctioningprocess; or,

o Immediate suspension or revocation, in whole or in part, of panel membership or
participating practitioner/provider status, subject to subsequent notice and hearing, when it
is determined that failure to take such action may result in immediate danger to the health
and/or safety of any individual. A hearing will be held within 30 days of the summary action
to review the basis for continuation or termination of this action.

Critical Incidents and Provider Preventable Conditions

All critical incidentsrequire notification to the Plan immediately orasreasonably possible following
the incident. A critical incident includes but is not limited to the following incidents:

Abuse

Neglect

Mistreatment

Exploitation

Consumer to Consumer Aggression
Injury/Fall or Unexpected medical Issue
Medication Diversion

Medication Administration Error
Elopement

Unsafe Behavior

Death

Theft/Missing Items

Environmental



Complaint

Other/Unsure

Critical incidents should be reported to the appropriate
agency, including Division of Medicaid and Medical
Assistance  (DMMA), Division of Developmental
Disabilities Services (DDDS), Division of Substance Abuse
and Mental Health (DSAMH), Division of Health Care
Quality- Acute and Long Term Care through the WellSky
portal. Portal link:
https://hssdedhssprod.wellsky.com/assessments/?Webl
ntake=9A2787C9-BDCF-449A-BFD7-59B32DD77BE7

Portal information can be found here:
https://training.wellsky.com/delaware/

Should you have questions, please contact AmeriHealth
Caritas Delaware’s Quality Management Department at
1-302-286-5896

In addition to the list above, critical incidents include Sentinel and Never events as defined below:

Sentinel Event — Real-time identification of an unexpected occurrence that causes a member
death orserious physical orpsychological injury, orrisk thereof, that included permanentloss
of function. This includes medical equipment failures that could have caused a death and all
attempted suicides. These eventsare referred to as “sentinel” because they signal the need
forimmediate investigation and response. Please note, the terms “sentinel event” and
“medical error” as not synonymous; not all sentinel events occur because of an error and not
all errors result in sentinel events.

Examples of a sentinel eventinclude:

= Maternal death after delivery.
= Suicide while inpatient.

Never Event — Reportable adverse events thatare serious, largely preventable, and of
concern to both the publicand health care providersforthe purpose of publicaccountability.
These events are clearly identifiable and measurable. Never events are also considered
sentinel events, as defined above.

Examples of Never Events include:

= Surgery performed on the wrong patient.

= Surgery on the wrong body part.
= Unintended retention of a foreign object after surgery.

See www.CMS.gov for a complete list.

Provider Preventable Conditions

AmeriHealth Caritas Delaware will comply with the Patient Protection and Affordable Care Act of 2010
(ACA)in regard to the reimbursement of ProviderPreventable Conditions (PPC). The ACA defines PPCs
in two distinct categories: Hospital Acquired Conditions and Other Provider-Preventable Conditions.
Providers must also report Critical Incidents to the health plan.

Health Care Acquired Conditions

The category of Hospital Acquired Condition (HAC) appliesto Medicaid inpatient hospital settingsonly.
Under this category, the Plan does not reimburse providers for procedures when any of the following
conditions are not present upon admission in an inpatient setting, but subsequently acquired in that
setting:
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Foreign Object Retained After Surgery

Air Embolism

Blood Incompatibility

Catheter Associated Urinary Tract Infection.

Stage Illand IV Pressure Ulcers (Decubitus Ulcers).

Falls and trauma (fractures, dislocations, intracranial injury, crushing injury, burn and other unspecified effects of external causes).
Vascular Catheter Associated Infection.

Surgical Site Infection following:

Coronary Artery Bypass Graft (CABG).

Certain Orthopedic Procedures

Bariatric Surgery for Obesity.

Cardiac Implantable Electronic Device (CIED)

Manifestations of Poor Glycemic Control.

Deep Vein Thrombosis and Pulmonary Embolism Following Certain Orthopedic Procedures
Latrogenic Pneumothorax with Venous Catheterization
https://www.cms.gov/medicare/payment/fee-for-service-providers/hospital-aquired-conditions-hac

Reporting of critical incidents is required for all health plan members.

AmeriHealth Caritas Delaware monitors the quality and appropriateness of care provided to its
members by hospitals, clinics, physicians, home health care agencies and other providers of health
care services. The purpose of monitoring careis to identify those unusual and unexpected
occurrences involving death or serious physical or psychological injury, or the risk thereof, or which
otherwise adversely affects the quality of care and service, operations, assets, or the reputation ofthe
Plan.

AmeriHealth Caritas Delaware’s goals are to:

e Have a positive impact on improving patient care, treatment and servicesand prevent
unusual occurrences;

o Focusthe attention ofthe organization on understanding the causesthat underlie the event,
and on changing systems and processes to reduce the probability of such an eventin the
future;and,

o Increase general knowledge about unusual occurrences, theircauses and strategiesfor

prevention.
Reporting Critical Incidents

Providers are expected to report critical incidents, as described above, to the Plan in real-time. The
Plan recognizes that the safety of the involved memberis the primary goal of the treating practitioner;
therefore, allowance is made for the stabilization of the member priorto reporting. All critical

incidents must be reported to the Plan within 24 hours of occurrence through the identified critical
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incident reporting process noted earlier.

AmeriHealth Caritas Delaware will not take punitive action or retaliate against any person for
reporting occurrence critical incident. The practitioners involved will be offered the opportunity to
present factors leadingto the event and to respond to any questionsarisingfrom the review of the
critical incident.

Once an AmeriHealth Caritas Delaware staff member identifies oris notified of a critical incident, as
defined above, the following procedureswill take place to investigate and address the occurrence:

1 The Quality Management department is notified of the event via an incident report,
telephone, oremail assoon asreasonably possible afteridentification ofthe occurrence.

2 The Quality Management Director will collaborate with the Market Chief Medical Officer and
investigate asappropriate. Certain occurrences may require review of medical records to assist
in the investigation.

3 The Quality Management department leadsthe investigation; analysisand reporting of all
identified unusual occurrences.

4. All critical incidents require root cause analysis. Root cause analysis is a process for identifying
the basic or causal factors that underlies variation in performance, including the occurrence or
possible occurrence of an unusual event. A root cause analysis focuses primarily on systems
and processes, not on individual performance.

5 Asappropriate, issuesare identified for correction and corrective action plansare developed
by the providerto prevent reoccurrence of the event. The corrective action plan will identify
strategies that the organization intends to implement in order to reduce the risk of similar
events occurring in the future. The corrective action plan by the provider will address
responsibility for implementation, oversight, time lines and strategies for measuring the
effectiveness of the actions.

6 Critical incidents will be reported to the Delaware Division of Medicaid and Medical Assistance
(DMMA) and other appropriate investigative agencies by the Plan within contractual reporting
requirements.

7. Asappropriate, otherstate and federal agencies will also be notified of criticalincidents.

As appropriate, information from the investigation of critical incidents will be provided to the
Credentialing Committee to support the re-credentialing process.

Reporting Provider Preventable Conditions or Critical Incidents

Please contactthe AmeriHealth Caritas Delaware UM Department at 1-855-396-5770 to report a
provider preventable condition. Please refer to the “Claims Submission Protocolsand Standards”
section of this Provider Manual for more information regarding AmeriHealth Caritas Delaware’s
policy on provider preventable conditions and how to report such conditions via the
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claims process.
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SECTION VI
Cultural Competency Program and
Requirements
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Section VIII: Cultural Competency Program and
Requirements

Introduction

Embedded in all AmeriHealth Caritas Delaware efforts is a culturally and linguistically appropriate
approach to the delivery of health care services. We foster cultural awarenessboth in ourstaffand in
our provider community, by leveraging ethnicity and language data to ensure that the cultures
prevalent in our membership are reflected to the greatest extent possible in our provider network.

AmeriHealth Caritas Delaware routinely examines the access to care standards for both the general
population and the population who speaksa threshold language. A threshold language isa language
spoken by at least five percent or 1,000 members of AmeriHealth Caritas Delaware’s member
population.

In addition, every edition ofthe provider newsletterincludesa pertinent article on addressing cultural
or language issues.

Our Cultural Competency Program, led by a cross-departmental workgroup, hasbeen builtupon the
following 15 national standards for Culturally and Linguistically Appropriate Services (CLAS) as set
forth by the U.S. Department of Health and Human Services:

Principal Standard

1. Provide effective, equitable, understandable and respectful quality care and services that are
responsive to diverse cultural health beliefsand practices, preferred languages, health literacy
and other communication needs.

Governance, Leadership and Workforce

1 Advanceand sustain organizational governance and leadership that promotes CLAS and health
equity through policy, practices and allocated resources.

2 Recruit, promote and support a culturally and linguistically diverse governance, leadership and
workforce that are responsive to the population in the service area.
3 Educateand train governance, leadership and workforce in culturally and linguistically

appropriate policies and practices on an ongoing basis.
Communication of Language Assistance

1. Offer language assistance to individuals who have limited English proficiency and/orother
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communication needs, at no cost to them, to facilitate timely accessto all health care and
services.

2. Informall individuals of the availability of language assistance servicesclearly and in their
preferred language, verbally and in writing.

3. Ensure the competence ofindividuals providing language assistance, recognizingthat the use
of untrained individuals and/or minors as interpreters should be avoided.

4. Provide easy-to-understand printand multimedia materialsand signage in the languages
commonly used by the populations in the service area.

Engagement, Continuous Improvement and Accountability

1 Establish culturally and linguistically appropriate goals, policies and management
accountability, and infuse them throughout the organizations’ planningand operations.

2 Conduct ongoingassessments of the organization’s CLAS-related activitiesand integrate CLAS-
related measures into assessment measurement and continuous quality improvement
activities.

3 Collectand maintain accurate and reliable demographicdata to monitorand evaluate the
impact of CLAS on health equity and outcomes and to inform service delivery.

4 Conduct regular assessments of community health assets and needs and use the results to
plan and implement services that respond to the cultural and linguistic diversity of populations
in the service area.

5 Partner with the community to design, implement and evaluate policies, practices and services
to ensure cultural and linguistic appropriateness.

6 Create conflict and grievance-resolution process that are culturally and linguistically
appropriate to identify, prevent, and resolve conflicts or complaints.

7. Communicate the organization’s progress in implementing and sustaining CLAS to all
stakeholders, constituents and the general public.

Providers may request more information on the Cultural Competency Program by contacting Provider
Services1-855-707-5818.

Cultural and Linguistic Requirements
Section 601 of Title VI of the Civil Rights Act of 1964 states that:

No person in the United Statesshall, on the groundsofrace, coloror national origin, be excluded from
participation in, be denied of, or be subjected to discrimination under any program or activity
receiving federal financial assistance.

Title Ill of the Americans with Disabilities Act (ADA) states that publicaccommodations must comply
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with basic non-discrimination requirements that prohibit exclusion, segregation, and unequal
treatment ofany person with a disability. Publicaccommodations must specifically comply with,
amongotherthings, requirementsrelated to effective communication with people with hearing,
vision, or speech disabilities, and other physical access requirements.

Section 4302 of the Affordable Care Act supports the self-reported collection of race, ethnicity, sex,
primary language and disability status according to the Office of Management and Budget (OMB
categories). This provision allowsthe Plan to comply with federal and national provisions established
to reduce health disparities and deliver culturally competent care.

As a provider of health care services who receives federal financial payment through the Medicaid
program, you are responsible to make arrangements for language services for members, upon
request, who are either Limited English Proficient (LEP) or Low Literacy Proficient (LLP) to facilitate the
provision of health care services to such members.

Communication, whether in written, verbal, or "other sensory" modalities is the first step in the
establishment of the patient/health care provider relationship. The key to ensuring equal access to
benefitsand servicesfor LEP, LLPand sensory impaired membersisto ensure that you, our Network
Provider, can effectively communicate with these members. Plan providers are obligated to offer
translation services to LEP and LLP members upon request and to make reasonable efforts to
accommodate members with other sensory impairments.

Providers are required to:

o Offer written and verbal language access at no cost to Plan members with limited- English
proficiency orotherspecial communication needs, at all pointsof contact and duringall hours
of operation. Language access includes the provision of competent interpreters, as necessary.

o Offer members verbal orwritten notice (in their preferred language orformat) about their
right to receive free language services assistance.

e Post and offer easy-to-read member signage and materials in the languages of the common
cultural groups in the Provider’s service area. Vital documents, such as patient information
forms and treatment consent forms, must be made available in otherlanguagesand formats.

e Discourage members from using family or friends as oral translators.*

o Advise membersthatlanguage servicesare available through AmeriHealth Caritas Delaware, if
the Provider is not able to obtain necessary language services for a member.

Note: The assistance of friends, family, and bilingual staff is not considered competent, quality
interpretation. These personsshould not be used forinterpretation servicesexcept where a member
hasbeen made aware of his/herright to receive free interpretation servicesand continuesto insiston

using a friend, family member, or bilingual staff for assistance in his/her preferred language.

AmeriHealth Caritas Delaware contracts with a competent telephonicinterpreter service provider. We
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have an arrangement to make ourcorporate rate available to participatingplan providers. If you need
more information on using this telephonic interpreter service, please contact Provider Services at 1-
855-707-5818.

Health care providerswho are unable to arrange forinterpretation servicesfor an LEP, LLP or sensory
impaired member should contact Member Services at:

DSHP Member Services: 1-844-211-0966; TTY: 1-855-349-6281
DSHP Plus Member Services: 1-855-777-6617; TTY: 1-855-362-5769

Arepresentative will help locate a professional interpreterto communicate in the member's primary
language.

When a member uses the Plan’sinterpretation services, the provider must sign, date and complete
documentation in the medical record in a timely manner to reflect the use of services.

AmeriHealth Caritas Delaware contracts with Language Services Associates (LSA) to provide American
Sign Language (ASL) services. Securing ASL interpretation services requires two weeks’ notice priorto
the date of service. If you need additional information on using this service, please contact Provider
Services at 1-855-707-5818.

In addition to the requirementslisted above, underthe Culturally Linguistically Appropriate Standards
(CLAS) of the Office of Minority Health, Plan providers are strongly encouraged to:

o Provide effective, understandable, and respectful care to all membersin a mannercompatible
with the member's cultural health beliefs and practices of preferred language/format;

¢ Implement strategies to recruit, retain, and promote a diverse office staff and organizational
leadership representative of the demographics in your service area;

e Educate and train staffatall levels, acrossall disciplines, in the delivery of culturally and
linguistically appropriate services;

e Establish written policiesto provide interpretive services for plan members upon request; and,

e Routinely document preferred language orformat, such as Braille, audio, orlarge type, in all
member medical records.

Enhancing Cultural Competency in Health Care Settings

AmeriHealth Caritas Delaware encourages providers and their staff to report their race and ethnicity
and the languages they speak. This information can be reported when providers do their attestation
through the Council for Affordable Quality Healthcare, or CAQH.

Provider and member information is analyzed to identify opportunities forimprovement so the Plan can
provide the best possible service to its providers and members.
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The languagesreported by providers are published in the providerdirectory so members can easily
find providers who speak their language.

Additional Resources

The following additional resources are available upon request:

e HHSHealth Resources and Services Administration: Culture, Language Health Literacy
e National Institutes of Health: Clear Communication / Cultural Competency

o Health Literacy Innovations™

e The Health Literacy & Plain Language Resource Guide

Cultural Sensitivity Training the Cultural Competency Training Landing Page

In an effort to deliver culturally sensitive and appropriate care to members who have limited English
proficiency, represent diverse cultural and ethnic backgrounds, special health needs, who are poor,
homeless, and orfrom a minority population group, AmeriHealth Caritas Delaware offersprovidersan
annual cultural competency training that will address:

o Delivering services and care that honors members’ beliefs.

e Understandingand providing servicesin a manner thatis sensitive to cultural diversity.

e Fosteringattitudesand interpersonal communication stylesthat respectdiverse cultural
backgrounds.

e Addressing health disparities, the social determinants of health, and health literacy.

Providers are also encouraged to complete the free e-learning cultural competency training offered by
HHS Office of Minority Health titled, “A Physician's Practical Guide to Culturally Competent Care.”
Thistraining offers up to 6 CEU’s can be accessed at: https://cccm.thinkculturalhealth.hhs.gov/.

Cultural Competency Terms and Definitions

Providers should be aware of the following terms and their definitions:

Cultural Competence

The U.S. Department of Health and Human Services, Office of Minority Health defines cultural and
linguistic competence asa set of congruent behaviors, attitudes, and policiesthat come togetherin a

system, agency, or among professionals that enables effective work in cross-cultural situations.

“Culture” refers to integrated patterns of human behavior thatinclude the language, thoughts,
communications, actions, customs, beliefs, values, and institutions of racial, ethnic, religious or social
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groups.
“Competence” implies havingthe capacity to function effectively asa participantand an organization

within the context of the cultural beliefs, behaviors, and needs presented by members and their
communities.

Cultural affiliationsmay include, but are not limited to race, preferred language, gender, disability,
age, religion, deaf and hard of hearing, sexual orientation, homelessness, and geographic
location.

Individuals with Limited English Proficiency (LEP)

Individualswho do notspeak English astheirprimary language and who have a limited ability to
read, write, speak, or understand the English language.

Low Literacy Proficiency

In Public Law 102-73, the National Literacy Act of 1991, Congress defined literacy as an individual's
ability to read, write and speak English and compute and solve problems at levels of proficiency
necessary to function on the job and in society, to achieve his or her goals and develop his or her
knowledge and potential. Individualslacking these levels of proficiency would be considered to have
low literacy proficiency.

Sensory Impaired

A person who is deaf or visually impaired.
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Section IX: Claims Submission Protocols and Standards

Claims Submission

All claims for services rendered by in-network providers must be submitted to AmeriHealth Caritas
Delaware within 120 daysfrom the date of service (or the date of discharge forinpatient admissions).
Claims submitted by practitioners must be billed on the CMS-1500 or UB-04 or via the electronic
equivalent (EDI) of these standard forms. The following mandatory information is required on all
claims:

¢ Member’s(patient’s) name.

e Member’sPlan ID number.

e Member’s date of birth and address.

e Otherinsurance information: company name, address, policy and/or group number.

e Amounts paid by other insurance (with copies of matching EOBs).

¢ Information advisingif member’s condition isrelated to employment, auto accident orliability
suit.

e Date(s) of service, admission, discharge.

e Primary, secondary, tertiary and fourth ICD-10-CM/PCS diagnosis codes, coded to the full
specificity available, which may be 3, 4, 5, 6, or 7 digits.

o Name of referring physician, if appropriate.

e HCPCS procedures, services or supplies codes.

e CPT procedure codes with appropriate modifiers.

e CMSplace of service code.

o Charges (perline and total).

o Daysand units.

e Physician/supplier Federal Tax Identification Number or Social Security Number.

¢ National Practitioner Identifier (NPI) and Taxonomy.

e Physician/supplier billing name, address, zip code, and telephone number.

o Name and address of the facility where services were rendered.

e NDC’srequired for physician administered injectable that are eligible forrebate.

e Invoice date.

e Provider Signature.

Note: AmeriHealth Caritas Delaware also encourages providers to submit claims using:

e Plan-assigned individual practitioner ID numbers.
e Plan-assigned member ID numbers.
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Out-of-network providers are required to submit claims within 120 days from the date of service.

General Procedures for Claim Submission

AmeriHealth Caritas Delaware isrequired by state and federal regulationsto capture specific data
regarding services rendered to its members. All billing requirements must be adhered to by the
provider in order to ensure timely processing of claims.

When required data elementsare missingor invalid, claims will be rejected by the Plan for correction
and re-submission. Claims for billable services provided to AmeriHealth Caritas Delaware members
must be submitted by the provider who performed the services.

Claims filed with AmeriHealth Caritas Delaware are subject to the following procedures:

o Verification that all required fields are completed and all required information was provided.

e Verification that all diagnosisand procedure codes are valid for the date of service.

o Verification of member eligibility for services underthe Plan duringthe time period in which
services were provided.

e Verification thatthe services were provided by a participating providerorthatan out-of-
network provider has received authorization to provide services to the eligible member.

e Verification thatan authorization hasbeen given forservices that require priorauthorization
by AmeriHealth Caritas Delaware.

o Verification ofwhetherthere is Medicare coverage or any otherthird-party resources and, if
so, verification that the Plan is the “payer of last resort” on all claims submitted to
AmeriHealth Caritas Delaware.

AmeriHealth Caritas Delaware accepts paperand electronicclaims. Plan providersand practitioners
are encouraged to submit claims electronically for faster turn-around.

Formore detailed billinginformation and line-by-line instructions, please referto the Claims Filing
Instructions, available in the provider area of our website at: www.amerihealthcaritasde.com.

Electronic Claims Submission (EDI)

AmeriHealth Caritas Delaware encourages all providers to submit claims electronically. For those
interested in electronic claim filing, please contact your EDI software vendor or Change Healthcare’s
(formerly Emdeon) Provider Support Line at 1-877-363-3666 for more information.

There are many different productsthat may be used to bill electronically. Aslongasyou have the
capability to send EDI claims to Change Healthcare (formerly Emdeon), whether through direct
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submission or through another clearinghouse/vendor, you may submit claims electronically.
e Beprepared to inform the vendor of the Plan’s electronic payeridentification number.

AmeriHealth Caritas Delaware’s EDI Payer ID#: 77799
Paper Claim Mailing Instructions

Please submit paperclaims to the address below:

AmeriHealth Caritas Delaware
Attn: Claims Processing Department
P.0.Box P.0.Box 80100

London, KY 40742-0100

Claim Filing Deadlines

All original paper and electronic claims must be submitted to AmeriHealth Caritas Delaware within
120 calendar days from the date services were rendered (or the date of discharge for inpatient
admissions). Thisappliesto capitated and fee-for-service claims. Please allow for normal processing
time before re-submitting a claim either through the EDI or paper process. This will reduce the
possibility of your claim being rejected as a duplicate claim. Claims are not considered as received
under timely filing guidelines if rejected for missing or invalid provider or member data.

Note: Claims must be received by the EDIvendorby 9:00 p.m. in order to be transmitted to the Plan
the next business day.

Rejected claims are those returned to provider or EDI source without being processed or adjudicated,
due to a billingissue and defined as claimswith missing or invalid data elements, such asthe provider
tax identification number or member ID number. Rejected claims are not registered in the claim
processing system and can be re-submitted as a new claim. Claims originally rejected for missing or
invalid data elements must be re-submitted with all necessary and valid data within 120 calendar
days from the date services were rendered (or the date of discharge for inpatient admissions).
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Rejected claims

e Rejected paper claims have a letter attached with a document control number (DCN).

¢ ADCN isnotan ACDE claim number. Rebillingofa rejected claim should be done asan original
claim.

¢ Since rejected claims are considered original claims the timely filing limits should be followed.

Denied Claims are those that were processed in the claims system. They may have a payment
attached ormay have been denied. A corrected claim (see below) may be submitted to have the claim
reprocessed.

Corrected claim is defined as a claim that ACDE paid based on the information submitted but the
provider submits a claim correcting the original data. A corrected claim must be submitted within 365
days of the original date of service. The original claimnumber must be submitted as indicated below
as well as the correct frequency code.

® You can find the original claim numberfrom the 835 ERA, the paper Remittance Advice or
from the claim status search in NaviNet®.

e Ifyou do not have the claim number, then you may need to wait forthe original claim to be
processed or conduct further research on NaviNet® to get the claim number.

e Corrected/replacement and voided claims may be sent electronically or on paper.

- If sent electronically, the claim frequency code (found in the 2300 Claim Loop in the
field CLMO05-3 of the HIPAA Implementation Guide for 837 Claim Files) may only
contain the values ‘7’ for the Replacement (correction) of a prior claimand ‘8’ for the
void of a prior claim. The value ‘6’ should no longer be sent.

- Inaddition, the submitter must also provide the original claim numberin Payer Claim
Control Number (found in the 2300 Claim Loop in the REF*F8 segment of the HIPAA
Implementation Guide for 837 Claim Files).

Claims with Explanation of Benefits (EOBs) from primary insurers, including Medicare, mustbe
submitted within 60 days of the date on the primary insurer’s EOB.

Important Billing Reminders

Claim Reporting
VisitReporting
CMS defines an encounter as "an interaction between an individual and the health care system."

Encounters occur whenever an AmeriHealth Caritas Delaware memberis seen in a provider's office or
facility, whether the visit is for preventive health care services or for treatment due to iliness or injury.
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An encounter is any health care service provided to a Plan member. Encounters must result in the
creation and submission of an encounter record or claim (CMS-1500 or UB-04; paper form or
electronicsubmission)to AmeriHealth Caritas Delaware. The information provided on these claims
represents the encounter data the Plan reports to the state, according to mandatory reporting
requirements.

Completion of Encounter (Claims) Data

PCPs must complete and submit a CMS-1500 or UB-04 paper form or file an electronic claim every
time an AmeriHealth Caritas Delaware member receives services from the provider. Completion of the
CMS-1500 or UB-04 form or electronic claim is important for the following reasons:

e It providesa mechanism for reimbursement of medical services.

o [tallowsthe Plan to gatherstatistical information regardingthe medical services provided to
members, which better support our statutory reporting requirements.

o [tallowsthe Plan to identify the severity of ilinesses of our members.

AmeriHealth Caritas Delaware accepts claim submissions via paper or electronically (EDI). For more
information on electronicclaim submission and how to become an electronicbiller, please refer to the
billing information available on our Plan website at www.amerihealthcaritasde.com.

In order to support timely statutory reporting requirements, PCPs must submitencounters (claims)
within 120 days of the visit.

AmeriHealth Caritas Delaware monitors claim data submissions for accuracy, timeliness, and
completeness through claims processing edits and through network provider profiling activities.
Claims can be rejected or denied for inaccurate, untimely, and incomplete information. Network
providers will be notified of the rejection via a remittance advice and are expected to re-submit
corrected information to the Plan. Network providers may also be subject to sanctioningby the Plan
for failure to submit accurate claim data in a timely manner.

Claims Inquiry

If a provider does not receive payment for a claim within 45 days or has concerns regarding any claim
issue, claims status information is available by:

e Visiting the NaviNet provider website, our secure provider portal. Log on to
www.nhavinet.navimedix.com for web-based solutionsfor electronic transactions and
information.

* You may open a claims investigation via NaviNet with the claims adjustmentinquiry function.

e Calling Provider Services at 855-707-5818 and following the prompts.
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e Callingyour Account Executive for assistance.

Balance Billing Members

Underthe requirements of the Social Security Act, all paymentsfrom AmeriHealth Caritas Delaware to
participating Plan providers must be accepted as payment in full for services rendered. Members may
not be balanced billed for medically necessary covered services under any circumstances. All
providers are encouraged to use the claims provider complaint processes to resolve any outstanding
claims payment issues.

Requests for Adjustments

You may open a claimsinvestigation via NaviNet with the claimsadjustmentinquiry function.
Requests for adjustments may also be submitted to Provider Claims Services at:

Phone:
ProviderServices: 1-855-707-5818 (Select the prompts for the correct department and then select the
prompt for claim issues.)

Mail:

Please address your request to:
AmeriHealth Caritas Delaware
Attn: Claims Processing Department
P.0.BoxP.0. Box80100

London, KY 40742-0100

Provider Complaints about Claims

If a claim or a portion of a claim is denied for any reason or underpaid, the provider may file a
complaint about the claim within 365 days from the date of service. A telephone inquiry regarding
payment ordenial ofa claim doesnot constitute a complaint of the claim. Provider Complaints must
be submitted in writing, along with supporting documentation, to:

AmeriHealth Caritas Delaware

Attn: Provider Complaints

P.O.BoxP.0O.Box80101

London, KY 40742-0101

Refunds for Improper Payment or Overpayment of Claims

Ifa Plan provider identifiesimproper payment oroverpayment of claimsfrom AmeriHealth Caritas
Delaware the improperly paid or overpaid funds must be returned to the Plan within 60 days of
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identification. Providersare required to return the identified fundsto the Plan by submittinga refund
check directly to the claims processing team:

AmeriHealth Caritas Delaware
Attn: Claims Processing Department
P. O. Box 80100

London, KY 40742-0100

Note: Please include the member’s name and ID, date of service and claim ID.
Third Party Liability/Subrogation

Third Party Liability and Coordination of Benefits

Third Party Liability (TPL) is when the financial responsibility for all or part of a Member's health care
expenses rests with an individual entity or program (e.g., Medicare, commercial insurance) other than
AmeriHealth Caritas Delaware. COB (Coordination of Benefits) isa process that establishes the order
of payment when an individual is covered by more than one insurance carrier. Medicaid HMOs, such
as AmeriHealth Caritas Delaware, are always the payer of last resort. This meansthat all other
insurance carriers (the "Primary Insurers") must consider the health care provider's charges before a
claim is submitted to AmeriHealth Caritas Delaware.

Therefore, before billing AmeriHealth Caritas Delaware when there is a Primary Insurer, health care
providers are required to bill the Primary Insurer first and obtain an Explanation of Benefits (EOB)
statement from the Primary Insurer. Providers may then bill AmeriHealth Caritas Delaware for the
remaining balance on a claim by submittingthe claimalongwith a copy of the Primary Insurer's EOB.

Claims with Explanation of Benefits (EOBs) from primary insurers, including Medicare, must be
submitted within 60 days of the date on the primary insurer’s EOB.

In the event ofan accidental injury (personal orautomobile) where a third party payerisdeemed to
have liability and makes payment for services that have been considered and paid under the
AmeriHealth Caritas Delaware contract, the Plan will be entitled to recover any funds up to the
amount owed by the third party payer.

While thisisa requirement in most cases, there are exceptionswhen providersare not required to bill
the third party prior to AmeriHealth Caritas Delaware. The exceptions are:

e Theclaimisfor prenatal care for a pregnant woman.
e Theclaimisfor preventive pediatricservices (including EPSDT) that are covered by the
Medicaid program.

Following reimbursement to the provider in these cost avoidance exception cases, AmeriHealth
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Caritas Delaware shall actively seek reimbursement from responsible third partiesand will adjust
claims accordingly.

Additional Information for ElectronicBilling

Invalid Electronic Claim Record Rejections/Denials

All claimrecords sent to the Plan must first pass Change Healthcare (formerly Emdeon) HIPAA edits
and Plan specific edits prior to acceptance. Claim records that do not pass these edits are invalid and
will be rejected without being recognized as received at the Plan. In these cases, the claim must be
corrected and re-submitted with all necessary and valid data elements within the required filing
deadline of 120 days from the date of service. It isimportant that you review the Acceptance or R059
Plan Claim Status reports received from Change Healthcare (formerly Emdeon) or your EDI software
vendor in order to identify and re-submit these claims accurately.

Monitoring Reports for Electronic Claims

Change Healthcare (formerly Emdeon) will produce an Acceptance Report* and a R059 Plan Claim
Status Report** for its trading partner whether that is the EDI vendor or provider. Providers using
Change Healthcare (formerly Emdeon) or other clearinghouses and vendors are responsible for
arrangingto have these reports forwarded to the appropriate billingor open receivable departments.
In order to verify satisfactory receipt and acceptance of submitted records, please review both the
Change Healthcare (formerly Emdeon) Acceptance Report and the R0O59 Plan Claim Status Report.

*Acceptance Report verifies acceptance of each claim at Change Healthcare (formerly Emdeon).
**R059 Plan Claim Status Report is a list of claims that passed Change Healthcare’s (formerly Emdeon)

validation edits. However, when the claims were submitted to the Plan, they encountered provider or
member eligibility edits.

Plan Specific Electronic Edit Requirements

AmeriHealth Caritas Delaware currently has two specific edits for professional and institutional claims
sentelectronically:

o 837P —-005010X222A1- ProviderID Payer Edit statesthe ID must be less than 13alphanumeric
digits.

e 8371-005010X223A2 - Provider D Payer Edit states the ID must be less than 13alphanumeric
digits.

Note: Statement date mustbe not be earlierthan the date of service and Plan-assigned individual
practitioner ID number is strongly encouraged.
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Electronic Billing Exclusions

Certain claimsare excluded from electronicbilling. These exclusionsfall into two groupsand apply to
inpatient and outpatient claim types.

Excluded Claim Categories.

At this time, these claim records must be submitted on paper.
Claim records for medical, administrative, or claim appeals.

Excluded Provider Categories.
Claimsissued on behalf of the following providers must be submitted on paper.

Providers not transmitting through Change Healthcare or providers sending to Vendors that
are not transmitting (through Change Healthcare) NCPDP Claims.
Pharmacy (through Change Healthcare).

Common Rejections

Invalid Electronic Claim Records — Common Rejections from Change Healthcare

Claims with missing or invalid batch level records
Claim records with missing or invalid required fields
Claim records with invalid (unlisted, discontinued, etc.) codes (CPT-4, HCPCS, ICD-10, etc.)

Claims without provider numbers

Claims without member numbers
Claimsin which the date of birth submitted does not match the member ID.

Invalid Electronic Claim Records — Common Rejections from the Plan (EDI Edits within the

Claim System)

Claims received with invalid provider numbers
Claims received with invalid member numbers
Claims received with invalid member date of birth

Re-submitted Corrected Claims

|” |

Providers using electronic data interchange (EDI) can submit “institutional” and “professiona
corrected claims* electronically orvia paperclaimto AmeriHealth Caritas Delaware. This Provider
Manual offers basicinstructionsfor the submission of corrected claimsvia EDI or paper; for more
detailed guidance, please refer to the Claims Filing Instructions available online at
www.amerihealthcaritasde.com.

Note: A “corrected claim” is defined as a re-submission of a claim with a specific change you have
made, such aschanges to CPT codes, diagnosiscodesor billed amounts. Itisnot a request to review
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the processing of a claim.

Your EDI clearinghouse or vendor needs to remember the following:

o Use “7” forreplacement of a prior claim utilizing bill type in loop 2300, CLM05-03 (837P). Use
“8” to void a prior claim

o Include the original claim numberin Loop 2300, segment REFO1=F8 and REF02=the original
claim number; no dashes or spaces.

e Doinclude the plan’s claim numberin order to submit your claim with the 7 or 8.

o Corrected claims for which the original claim number cannot be validated will be rejected.

e Do usethe indicatorfor claims that were previously processed (approved ordenied).

o Do Notuse the indicatorifthe corrected claimis for a different memberID or Provider TaxID.
The original claim must be voided and a new claim submitted for these situations.

e Do notuse the indicatorforclaimsthat contained errors and were not previously processed
(those that were rejected upfront).

e Do not submit corrected claims electronically and via paper at the same time.

For more information, please contact EDITechnical Support by email at
edi.acde@amerihealthcaritas.com.

Providerscan also open a claimsinvestigation via NaviNet with the claimsadjustment inquiry function
at:www.navinet.net.
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Electronic Billing Inquiries

Please direct inquiries as follows:

If you would like to transmit claims
electronically...

If you have general EDI questions...

If you have questions about specific claims
transmissions or Acceptance and R059 -
Claim Status reports...

If you have questions about your R059 —
Plan Claim Status (receipt or completion
dates)...

If you have questions about claims that are
reported on the remittance advice...

If you need to know your provider NPI
number...

If you would like to update provider, payee,
NPI, UPIN, tax ID number or payment
address information...

OR

For questions about changing or verifying
provider information...

If you would like information on the 835
remittance advice...

Check the status of your claim...

Contact

Contact Change Healthcare (formerly Emdeon):
1-877-363-3666.

Contact EDI Technical Support:

edi.acde@amerihealthcaritas.com

Contact your EDI software vendor or call the Change
Healthcare (formerly Emdeon) Provider Support Line:
1-800-845-6592.

Contact Provider Services:
1-855-707-5818

Contact Provider Services:
1-855-707-5818

Contact Provider Services:
1-855-707-5818

Please contact Provider Services:

By Fax:
1-855-396-5790

By Telephone:
1-855-707-5818

Contact your EDlvendor or call Change Healthcare
(formerly Emdeon): 1-877-363-3666.

Review the status of your submitted claims bylogging in to
NaviNet at https://navinet.navimedix.com/.
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Sign-up for the Provider Portal...

Sign-up for Electronic Funds Transfer...

Goto http://www.navinet.net/ or contact NaviNet
Customer Service (via Nant Health Support): 1-888-482-
8057.

Contact Change Healthcare (formerly Emdeon):
1-877-363-3666.
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Provider Preventable Conditions (PPC)

AmeriHealth Caritas Delaware will comply with the Patient Protection and Affordable Care Act of 2010
(ACA)in regard to the reimbursement of ProviderPreventable Conditions (PPC). The ACA defines PPCs
in two distinct categories: Health Care Acquired Conditions and Other Provider-Preventable
Conditions.

The category of Health Care Acquired Conditions (HCAC) applies to Medicaid inpatient hospital
settingsonly. Under this category, the Plan doesnotreimburse providers for procedures when any of
the following conditions are not present upon admission in an inpatient setting, but subsequently
acquired in that setting:

e Foreign object retained after surgery.

e Airembolism.

¢ Bloodincompatibility.

e Catheterassociated urinary tract infection.

e Pressure ulcers (Decubitus ulcers).

e Vascular catheterassociated infection.

e Mediastinitis after coronary artery bypass graft (CABG).

e Hospital acquired injuries (fractures, dislocations, intracranial injury, crushinginjury, burn and
other unspecified effects of external causes).

¢ Manifestations of poor glycemic control.

e Surgical site infection following certain orthopedic procedures.

e Surgical site infection following bariatric surgery for obesity.

o Deep veinthrombosisand pulmonary embolism following certain orthopedic procedures.

o Except for pediatricand obstetric populations.

The category of Other Provider-Preventable Conditions (OPPC) includes, ata minimum, three existing
Medicare National Coverage Determinations for OPPCs. Under this category, the Plan will not
reimburse providers for any of the following never events in any inpatient or outpatient setting:

o Surgery performed on the wrong body part.
o Surgery performed on the wrong patient.
o Wrong surgical procedure performed on a patient.

Mandatory Reporting of Provider Preventable Conditions

In addition to broadening the definition of PPCs, the ACA requires payers to make pre-payment
adjustments. Therefore,a PPC mustbe reported by the provider at the time a claim is submitted.
Note that this requirement applies even if the provider does notintend to submita claim for
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reimbursement for the service(s) rendered.
Under specific circumstances, the PPC adjustmentis not applied oris minimized. For example:

¢ No payment reduction is imposed if the condition defined as a PPC for a particular member
existed priorto the initiation of treatment for that member by the provider. Thissituation may
be reported on the claim with a “Present on Admission” indicator.

¢ Paymentreductionsmay be limited to the extent thatthe identified PPC would otherwise
result in an increase in payment; the Plan will reasonably isolate the portion of payment
directly related to the PPC and identify that portion for nonpayment.

For Professional Claims (CMS-1500)

e Reporta PPC by billingthe procedure ofthe service performed with the applicable modifier:
PA (surgery, wrong body part); PB (Surgery, wrong patient) or PC (wrong site surgery) in24D.
e Reportthe E diagnosis codes, such as E876.5, E876.6 or E876.7 in field 21 [and/or] field 24E.

For Facility Claims (UB-04 or 8371)

When submitting a claim which includes treatment required as a result of a PPC, inpatient and
outpatient facility providers are to include the appropriate ICD-10 (or successor) diagnosis codes,
includingapplicable external cause ofinjury or E codeson the claimin field 67 A — Q. Examples of ICD-
10 and “E” diagnosis codes include:

e Wrong surgery on correct patient E876.5;

e Surgery on the wrong patient, E876.6;

e Surgeryon wrong site E876.7

e If, duringan acute care hospitalization, a PPC causes the death ofa patient, the claim should
reflect the Patient Status Code 20 “Expired”.

Inpatient Claims

When a PPC is not present on admission (POA) but is reported as a diagnosis associated with the
hospitalization, the payment to the hospital will be reduced to reflect that the condition was hospital-
acquired.

Forper-diemor percent-of-charge based hospital contracts, claimsincludinga PPC must be submitted
via the paperclaimsprocess with the member’s medical record. These claimswill be reviewed against

the medical record and payment will be adjusted accordingly. Claims with PPC will be denied if the
medical record is not submitted concurrent with the claim.

For DRG-based hospital contracts, claims with a PPC will be adjudicated systematically, and payment

157



will be adjusted based on exclusion of the PPC from the DRG. Facilities do not need to submit copies
of medical records for PPCs associated with this payment type.

Indicating Present on Admission (POA)

Ifa condition described asa PPC leads to a hospitalization, the hospital should include the “Present on
Admission” (POA) indicator on the claim submitted for payment. Report the applicable POA Indicator
should be reported in the shaded portion offield 67 A — Q. DRG-based facilities may submit POA via
8371 in loop 2300; segment NTE, data element NTEO2.

Valid POA Indicators Include:

o “Y”=Yes= present at the time of inpatientadmission.

e “N”=No = not present at the time of inpatientadmission.

o “U”=Unknown = documentation isinsufficient to determine if condition was present at time
of inpatient admission.

o “W”=Clinically Undetermined = provider is unable to clinically determine whether condition
was present at time of inpatient admission or not “null” = Exempt from POA reporting.

Reimbursement Policy
Prospective Claims Editing Policy

AmeriHealth Caritas Delaware’s claim payment policies, and the resulting edits, are based on
guidelinesfrom established industry sources such as the Centers for Medicare and Medicaid Services
(CMS), the American Medical Association (AMA), State regulatory agencies and medical specialty
professional societies. In making claim payment determinations, the health plan also uses coding
terminology and methodologies that are based on accepted industry standards, including the
Healthcare Common Procedure Coding System (HCPCS) manual, the Current Procedural Terminology
(CPT) codebook, the International Statistical Classification of Diseases and Related Health Problems
(ICD) manual and the National Uniform Billing Code (NUBC).

Other factors affecting reimbursement may supplement, modify or in some cases, supersede
medical/claim payment policy. These factors may include, but are not limited to: legislative or
regulatory mandates, a provider’scontract, and/ora member’s eligibility to receive covered health
care services.

Pre-Operative Test Requirements
Itis the surgeon’s responsibility to provide information to the member on the hospital’s requirements

for pre-operative physical examination, laboratory and radiology tests. Lab specimens may be drawn
by the surgeon or PCP and sent to the appropriate participating lab for work-up.
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SECTION X
Behavioral Health Care
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Section X: Behavioral Health Care

Introduction

Behavioral Health Servicesare a critical part ofthe overall package of care provided to members of
AmeriHealth Caritas Delaware. Please note that, in general, the responsibilities, expectations and
processes outlined in this Provider Manual pertain to all providers, including behavioral health

providers, unlessotherwise indicated in thissection or specified via subsequent communications.

Credentialing of Behavioral Health Providers

AmeriHealth Caritas Delaware works to maintain accessto the full scope of care and service resources
within established state standards of access and choice for all Plan members. AmeriHealth Caritas
Delaware strives to offer a provider network that provides the highest level of quality, as well as
adequate choices and convenience to members. All behavioral health network providers are
credentialed and re-credentialed to provide clinical care and services.

The followingtypesof individual providers, facilitiesand provider organizationsthat provide only
behavioral health and/or HCBS services fall under the authority of the behavioral health
credentialing/re-credentialing process:

¢ Independently Practicing Licensed Physicians (Psychiatrist / Addictive Medicine).

¢ Independently Practicing Licensed Psychologists.

¢ Independently Practicing Licensed Behavioral Health Clinicians (LPC, LMFT, LCISW, and LMFT).
e Behavioral Analysts.

e Hospital/Inpatient Facilities.

¢ Community Mental Health Centers.

e Psychiatric Residential Treatment Facilities.

e Institutes of Mental Disease (IMD).

e Nursing Facility - Mentally Ill.

¢ Home and Community Based Service (HCBS).

e Psychiatric Residential Treatment Facility (PRTF).

Otherprovidertypesthat offer both medical and behavioral health servicesare covered by
credentialing for the physical health provider network:

¢ FQHC.

e HCBS Habilitation.

e Crisis Intervention/Stabilization Providers.
e Screening Center.
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e Patient Centered Medical Homes.
¢ Community Based ICF/ID.
e School based wellness centers.

Behavioral Health Provider Application Process

Individual Practitioner Application

The application process for individual behavioral health practitioners requires submission of a
completed application. The application mustinclude evidence, such ascopiesof diplomas, licenses,
insurance riders, documentation of privileges, etc.

You must participant with Council for Affordable Quality Healthcare (CAQH), and you must approve
AmeriHealth Caritas Delaware to pull the application from CAQH. Through CAQH, each practitioner
determines what entity is eligible to receive his or her credentialing information. Providers who have
elected “universal” status need not do anything in order for AmeriHealth Caritas Delaware to receive
theirinformation. Ifyou do not have broad distribution permissions, please select AmeriHealth Caritas
Family of Companies or AmeriHealth Caritas Delaware for us to receive your application.

Professional Provider Organization and Facility Application Process

Facility and professional provider organizations must complete a facility application. The following
types of organizations are considered facilities:

e Hospitals.

e Free Standing Psychiatric Facilities.

e Chemical Dependency Treatment Centers.

e Partial Hospitalization Programs.

o Accredited Outpatient Facilities.

¢ Community Mental Health Centers.

e OtherFacility-Based Services/Programs.
Please download yourapplication at: www.amerihealthcaritasde.com, complete, and faxto 215-863-
6369 or contact your Account Executive for assistance. Beginning January 1, 2018, please send

applications to behavioralhealthde@amerihealthcaritas.com.

Please refer to the “Providerand Network Information” section of this Provider Manual for
information regarding credentialing and re-credentialing of practitioners and facilities.
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Behavioral Health Practitioner/Provider Credentialing Rights

Rightto Review Information Submitted

Behavioral health providers have the right to review information submitted to support the
credentialing application process with the exception of peer references and National Practitioner Data
Bank (NPDB) reports. Currently peer references are not required as part of the credentialing process.
In addition, behavioral health providers have theright to be notified ofinformation received by the
plan that is substantially different than was reported by the provider. Practitioners will be sent a letter
notifying them of the information that varies substantially from what was received.

Rightto Correct Erroneous Information

Behavioral health providers have the right to correct erroneous information submitted in support of
their credentialing application. Corrections must be submitted in writing to the Credentialing
Department within ten (10) business days of notification of the erroneousinformation. Correctionsor
information received will be reviewed and documented in the practitioner’s file.

Rightto be Informed of Application Status

Behavioral health providers may request information about the status of the application they
submitted at any time during the credentialing process. Such requests must be made to the
Credentialing Coordinator, who will provide information about the status of the application, including
whether or not it was received, whether or not it is complete, and/orwhether or not it is scheduled to
be presented to the Credentialing Committee, etc.

Right to be Notified of Credentialing Decisions

Behavioral health providers have the right to be notified within 45 calendardaysofthe Credentialing
Committee or Medical Director review decision.

Rightto Appeal

Behavioral health providers have the right to appeal any credentialing/re-credentialing denial within
30 calendar days of receiving written notification of the decision.

Credentialing Committee/Medical Director Decision

AmeriHealth Caritas Delaware does not make credentialing/re-credentialing decisions based on the
applicants’ race, ethnic/national identity, gender, age, sexual orientation, the types of procedures in
which the practitioner specializes or the patients for which the practitioner provides care. In
developingits network, AmeriHealth Caritas Delaware strivesto meet the cultural and special needs
of members.
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Once all information isreceived and primary source verificationsare completed, the behavioral health
providers file is presented to either the Medical Director or Credentialing Committee for review and
determination as described below:

e All routine (clean) files are presented daily to the Medical Director for review and
determination.
¢ All non-routine (i.e., malpractice cases, sanctions, CMS State Survey discrepancies, etc.) files

are presented to the monthly Credentialing Committee meeting for review, discussion, and
determination.

All behavioral health providersare required to bere-credentialed orrecertified ata minimumofevery
36 months. All items collected in the Credentialing process are required at the time of re-
credentialing or recertification, with the exception of work history and education for practitioners. All
primary source verifications are conducted at the time of re-credentialing and recertification.

Applicants are notified of theirinitial credentialing approval within 45 calendar days of the
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Credentialing Committee’s or Medical Director's recommendation. Should the Credentialing
Committee or Medical Director elect to decline participation, the applicant will receive a detailed
explanation and be offered the opportunity to review documentation used to make the decision (with
the exception of NPDB reports and peer references).

Re-credentialing

Re-credentialing involves periodic review and re-verification of clinical credentials of network
practitionersand providers. The re-credentialing process occurs a minimum ofevery 36 months. The
re- credentialing process includes an up-to-date re-examination of all the submitted materials and a
review of the following:

o  Member complaints and grievances.

e Results of quality indicators monitoring and evaluating activities.
e Re-verification of licensure standing.

e Re-verification of hospital privileges.

o Accreditation of facilities.

e Sanction history.

Please refer to the “Providerand Network Information” section of this Provider Manual for
information regarding re-credentialing.

Adding a New Service or Site

Facility Providers who are adding a new service must complete Part Il of the initial credentialing
application and submit it with required attachments to the attention of their designated Account
Executive. The Account Executive will notify you ifa site visitisnecessary. Facility providers, who are

adding a new site, must submit an application and supporting documentation to Credential for that
new site to be credentialed.

Address Changes

As a reminder, providers are contractually bound to report changes that affect referrals, such as the
relocation of an office site. If your office is considered high volume, relocation of your office site will
require a site visit from AmeriHealth Caritas Delaware.

Contracting and Rate Notices

Contracts

AmeriHealth Caritas Delaware uses an Ancillary Provider Agreement that has been approved by all the
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appropriate local authorities. Provider Agreements automatically renew each year. An amendment to
the agreement is generated only if new services are added due to a change in the state Medicaid
program. Rate Notices are used to document rate or per diem changes to existing services.

Rate Notices and Fee Schedules

The AmeriHealth Caritas Delaware fee schedule is reviewed regularly and rates are adjusted as
necessary. As a network provider, you will occasionally receive a “Rate Notice” which is an official
amendment to your Provider Agreement. Providers will receive 30 days’ notice of rate changes.
Providerswho do not acceptthe terms of the Rate Notice may terminate their Provider Agreement
with 30 days’ written notice.

Please review EOB’s closely to assure that you begin receiving the new rates for services delivered on
or after the date indicated in the Rate Notice. You are responsible to monitor payment received from the
Plan. In the event of a discrepancy, please contact your Account Executive immediately.

AmeriHealth Caritas Delaware strongly suggests provider’s bill the usual and customary charges rather
than the rate indicated on the Rate Notice. In the event of a system or data entry error, this practice
helps you avoid the need to resubmit corrected claims when the issue is resolved.

Behavioral Health Covered Services

Behavioral Health Services are included under Basic Covered Services in the “Provision of Services”
section of this Provider Manual.

Access to Behavioral Health Care

AmeriHealth Caritas Delaware providers must meet standard guidelines as outlined in this publication to
help ensure that Plan members have timely access to behavioral health care.

The Plan endorses and promotes comprehensive and consistent access standards for members to
assure member accessibility to health care services. AmeriHealth Caritas Delaware has mechanisms
for measuring compliance with existing standards and identifying opportunities for the
implementation of interventions for improving accessibility to health care services for members.

Providersare required to offer hours of operation thatare no less than the hours of operation offered
to patients with commercial insurance. Access to care and office waittimes for members should
comply with the standards defined below.

The standards below apply to behavioral health care services and behavioral health providers; please

refer to the “Provider and Network Information” section of this Provider Manual for the standards
that apply to physical health care services and medical providers.
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AmeriHealth Caritas Delaware Behavioral Health Access Standards

Access Standards

Emergency Behavioral Health Services Within 24 hours of request.

Treatment for Potentially Suicidal
Individuals (Including Mobile Team
Response)

Immediate —within one hour.

Routine Outpatient Services
With non-prescribing clinician for:

e Requests foran initial
assessment;

o Follow-up after discharge from
an inpatient or residential
setting for a community Within seven calendar days of request.
placement.

o Follow-up after being seen in
the Emergency Room or by a
Behavioral Health Crisis
Provider for a behavioral
health condition.

Within three weeks of request for prescribing clinician

Non-Emergency Outpatient Services X
services.

- Nottoexceed one hour.

- Exceptions occur when aprovider “works in” urgent
cases, when a serious problem is found, orwhen a
patient has an unknown need that requires more
services or education than anticipated at the time

theappointment was made.
- When wait times must be extended due to the
circumstances described above, waiting patients
must be notified of the delay as soon aspossible.

Office Waiting Time

If the delay will result in more than a 90 minute wait, the
patient must be offered a new appointment.
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Behavioral Health Services Requiring Prior Authorization

Fora list of services requiring priorauthorization ornotification, please refer to the “Utilization
Management” section of this Provider Manual.

The Plan’s Utilization Management (UM) department hours of operation are 8:00 a.m. to 5:00 p.m.
EST, Monday through Friday except for State of Delaware holidays. For priorauthorization requests
for behavioral health inpatient admissions, the UM department is available 24/7/365. The UM
department can be reached at:

¢ BHUM Telephone: 1-855-301-5512
e BHUM Fax: 1-877-234-4273
e UM Telephone using BH prompt: 1-855-396-5770

Foradditional information on howto submit requests for priorauthorization, please refer to the
provider area of our website at www.amerihealthcaritasde.com.

Billing for Behavioral Health Care Services
Behavioral health providersfollow the same billing proceduresas medical health care providers with
some exceptions. Please refer to the “Claims Submission Protocols and Standards” section of this

Provider Manual for more information on how to submit claims for services covered by the Plan.

Formore detailed billinginformation and line-by-line instructions, please referto the Claims Filing
Instructions, available in the provider area of our website at: www.amerihealthcaritasde.com.
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SECTION Xl
LTSS Providers
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Section XI: LTSS Providers

Introduction

The information contained in this section of the Provider Manual applies to providers who are
contracted with AmeriHealth Caritas Delaware to provide long term services and support (LTSS) to
enrollees of the Diamond State Health Plan Plus LTSS program. Please note that, in general, the
responsibilities, expectationsand processesoutlined in this Provider Manual pertain to all providers,
including LTSS providers, unless otherwise indicated in this section or specified via subsequent
communications. For more information, please contact Provider Services at 1-855-707-5818.

AmeriHealth Caritas Delaware, in providing LTSS for Diamond State Health Plan Plus enrollees, strives
to offer quality, cost-effective, and coordinated care for those with chronic, complex, and complicated
health care, social, and support services needs in a Nursing Facility or Home and Community-Based
setting. Case management for program enrollees includes assessment, planning, coordinating,
implementation and evaluating care through a fully integrated physical health, behavioral health, and
LTSS program.

The Plan provides all services in a manner that facilitates maximum community integration and
participation formembers that require LTSS. The Delaware Department of Health and Social Services
(DHSS) and the Plan are dedicated to serving individuals in the communities of their choice with the
resources available and to implementing the United States Supreme Court’s mandate in Olmsted v.
L.C. Our mutual goal isto educate membersabout the LTSS community optionsavailable to them and
support them in the choices they make.

AmeriHealth Caritas Delaware supportsand enhances member-centered care, regardless of the
setting in which our members receive services.

When members with long-term care needs live in their own homes or other community-based
residential settings, AmeriHealth Caritas Delaware develops a care plan to address their care and
treatment needs, to provide assurances for health and safety, and to proactively addressthe risks that
may face a member desiring to live as independently as possible. For members residing in nursing
facilities or Intermediate Care Facilities/Intellectual Disabilities (ICF/DD), AmeriHealth Caritas
Delaware provides care management and quality oversight.

AmeriHealth Caritas Delaware LTSS providers who offer non-institutional services must offer LTSS

services in settings that comport with the CMS home and community-based settingrequirementsas
defined in regulations at 42 C.F.R. § 441.301(c)(4) and 42 C.F.R. § 441.710(a).
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LTSS Continuity of Care

Transition of New Members

e All new members (either as a new DSHP/DSHP Plus member or transferring from another
MCO) are assessed to identify needed servicesand are provided Medically Necessary Covered
Services in a timely manner.

o If a member is transferring from AmeriHealth Caritas Delaware to another MCO, the Plan will
share the completed member transfer coordination of care form (specified by the State) and
transfer of relevant information and data in order to facilitate
continuity of care (e.g., the member’s treatment plan or plan of care and identification of the
member’s providers).

o Ifa new member transferring from another MCO is hospitalized at the time of enrollment, the
originating MCO shall be responsible forinpatient facility payment until discharge, butthe Plan
will be responsible for paymentsfor professional services as of the member’s enroliment date,
and will participatein discharge planning, and will be responsible forall services upon
discharge.

e AmeriHealth Caritas Delaware will implement a continuity of care transition plan to provide
continuity of care for new members.

e For members transferring from another MCO, the Plan will immediately contact the
transferring MCO and request the completed member transfer coordination of care form
(specified by the State) and transfer of relevant information and data in order to facilitate
continuity of care (e.g., the member’s treatment plan orplan of care and identification of the
member’s providers).

e Formembers transferring from another MCO who also participate in PROMISE, the Plan will
contact DSAMH, in accordance with DSAMH’s processes, within two business days in order to
provide the name and contact information of the Plan’s point of contact to facilitate seamless
transition, care coordination, integrated physical and behavioral health care, and continuity of
care.

e Fortreatment (other than prenatal services to a pregnant member in the second or third
trimester and the provision of services in the DSHP Plus LTSS benefit package) of a medical or
behavioral health condition ordiagnosesthatisin progress or for which a preauthorizationfor
treatment hasbeen issued, the Plan will coverthe service from the treating provideriflocated
within the distance standards for a lesser of:

- Aperiod of 90 calendar days or until the treating provider releases the patient from
care. If the member is a pregnant woman in hersecond orthird trimester, the Plan will
cover prenatal services from the treating provider if located within the distance
standard through 60 calendar day’s post-partum.

- Ifthetreating provideris not located within the distance standards, the Plan will cover
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the service butafter a period of 30 calendardays may require the member to transfer
to a qualified provider that is located within the distance standards.

Enrollmentin the LTSS Program

An individual must qualify financially and medically in order to enroll in the Diamond State Health Plan
Plus Long Term Services and Support (DSHP Plus LTSS) program. The State of Delaware delegatesto

the Health Benefits Manager (HBM) to perform functions related to outreach, education, enroliment,
transfer, and disenroliment of members. As part of the enrollment process, the State performs the
initial and annual Level of Care assessments for those seeking LTSS Level of Care benefits; the State
also performs the financial assessment for those being considered for the program.

Once the State determines that an enrollee is medically and financially eligible, AmeriHealth Caritas
Delaware receives notice of the new member. In most cases, a member’s effective date of enroliment
is the first day of the month. Effective dates are not retroactive except in the case of DSHP Plus LTSS
members residing in a Nursing Facility who may be retroactive up to ninety (90) calendar days prior to
the member’s date of application for Medicaid.

LTSS benefits:

Forservicesin the DSHP Plus LTSS benefit package, the Contractorshall continue the services
authorized by the Transferring MCO, in accordance

with the approved nursing facility level of service/plan of care, regardless of whether the treating
providers are participating or non-participating providers, for a minimum of 30 calendar days after
the member’s Enroliment date and thereafter shall not reduce these services unless a case manager
has conducted a comprehensive needs assessment and developed

a plan of care, and the Contractor has authorized and initiated services in the DSHP Plus LTSS benefit
package in accordance with the member’s new plan of care, which may include transition from non-
participating to participating providers.

The following populations are eligible for coverage through the DSHP Plus LTSS program:

e |Institutionalized individuals in Nursing Facilities who meet the Nursing Facility (NF) Level of
Care (LOC);

e Aged and/or disabled individuals over age 18 who do not meet the NF LOC, but who, in the
absence of Home and Community-Based Services (HCBS), are “at risk” of institutionalization
and meet the “At-Risk” for NF LOC criteria; and

o Individuals with a diagnosis of AIDS or HIV, over age one (1), who meet the Hospital LOC
criteria and who receive HCBS as an alternative.
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LTSS Covered Services

The following services are covered through the AmeriHealth Caritas Delaware LTSS program:

Definition/Limitation

The services provided by a nursing facility to residents of the facility, including skilled
nursing care and related services, rehabilitation services, and health-related care and
services.

Nursing facility
services

Community-based residential services offer a cost-effective, community based
alternative to nursing facility care for persons who are elderly and/or adults with
physical disabilities. This includes assisted care living facilities. Community-based
residential services include personal care and supportive services (homemaker, chore,
attendant services, and meal preparation) that are furnished to participants who
Community-based  residein a homelike, non-institutional setting. Assisted living includes a24-hour onsite

residential response capability to meet scheduled or unpredictable resident needs and to provide
alternatives that supervision, safety and security. Services also include social and recreational

include assisted programming, and medication assistance (to the extent permitted under Statelaw). As
living facilities needed, this service may also include prompting to carry out desired behaviors and/or

to curtail inappropriate behaviors. Services that are provided by third parties must be
coordinated with the assisted living provider. Personal care services are provided in
assisted living facilities as part of the community-based residential service. To avoid
duplication, personal care (as a separate service) is not available to persons residing in
assisted living facilities.

e Attendant care services include assistance with ADLs (bathing, dressing,
personal hygiene, transferring, and toileting, skin care, eating and assisting
with mobility). Not available to persons residing in assisted living or
nursing facilities.

e Inthoseinstances wherean unforeseeable gap in in-home services occurs, the
Contractor shall ensure that in-home services are provided within three hours
of the report of the gap. If the provider agency or case manager is able to
contact the member or member representative before the scheduled service
to advise him/her that the regular provider/employee will be unavailable, the
member or member representative may choose to receive the service from a
back-up substitute provider/employee, at an alternative time from theregular
provider/employee or from an alternate provider/employee from the
member’s informal support system. The member or member representative
has the final say in how (informal versus paid) and when care to replace a
scheduled provider/employee who is unavailable will be delivered.

o  When the provider or the Contractor is notified of a gap in in-homesservices,
the member or member representative must receive a response
acknowledging the gap and providing a detailed explanation astothereason
for the gap, and the alternative plan being created to resolve the particular

Attendantcare
services
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Respite care
(providedat home
and in nursing and
assisted living
facilities)

Adult day services

Day habilitation

Coghnitive services

gap and any possible future gaps.

Respite care includes services provided to members unable to care for
themselves furnished on a short-term basis because of the absence or need
for relief for the member’s caregiver.

Limited to no more than 14 calendar days per year. The Plan’s case manager
may authorize service request exceptions above this limit when it determines
that: (1) no other service options are available to the member, including
services provided through an informal support network; (2) theabsence of the
service would present a significant health and welfare risk to the member; or
(3) respite service provided in a nursing facility or assisted living facility is not
utilized to replace or relocate an individual’s primary residence.

Services furnished in a non-institutional, community-based setting,
encompassing both health and social services needed to ensure the optimal
functioning of the member. Meals provided as part of these services shall not
constitute a “full nutritional regimen” (three meals per day). Physical,
occupational and speech therapies indicated in the individual’s plan of care
will be furnished as component parts of this service. The serviceis reimbursed
at two levels: the basic rate and the enhanced rate. The enhanced rate is
authorized only when staff time is needed to care for members who
demonstrate ongoing behavioral patterns that require additional prompting
and/or intervention. Such behaviors include those which might result from an
acquired brain injury (ABI). The behavior and need for intervention must occur
at least weekly.

Not available to persons residing in assisted living and nursing facilities.

Meals provided as part of this service are only provided when the member is
at theadult day care center. The cost of such meal is rolled into the adult day
care provider’s reimbursement rate. The provider does not bill separately for
the meal.

Day habilitation includes assistance with acquisition, retention, or
improvement in self-help, socialization and adaptive skills that takes place ina
non-residential setting, separate from the member’s private residence.
Activities and environments are designed to foster the acquisition of skills,
appropriate behavior, greater independence, and personal choice. Meals
provided as part of these services shall not constitute a “full nutritional
regimen” (three meals per day). Day habilitation services focus on enabling the
member to attain or maintain his/her maximum functional level and shall be
coordinated with any physical, occupational, or speech therapies in the plan of
care. In addition, day habilitation services may serve to reinforce skills or
lessons taught in other settings. This service is provided to members who
demonstrate a need based on cognitive, social, and/or behavioral deficits such
as those that may result from an ABI.

Not available to persons residing in non-ABI assisted living and nursing
facilities.

Cognitive services are necessary for the assessment and treatment of
individuals who exhibit cognitive deficits or interpersonal conflict, such as
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Personal
emergency
response system
(PERS)

Support for self-
directed
attendant care
services

Independent
activities of daily
living (chore)
service

those that are exhibited as a result of a brain injury.

Cognitive services include two key components:

Multidisciplinary assessment and consultation to determine the member’s
level of functioning and service needs. This cognitive services component
includes neuropsychological consultation and assessments, functional
assessment and the development and implementation of a structured
behavioral intervention plan; and

Behavioral therapies include remediation, programming, counseling and
therapeutic services for members and their families which have the goal of
decreasing or modifying the member’s significant maladaptive behaviors or
cognitive disorders that are not covered under the Medicaid State Plan. These
services consist of the following elements: individual and group therapy with
physicians or psychologists (or other mental health professionals tothe extent
authorized under State law), services of social workers, trained psychiatric
nurses, and other staff trained to work with individuals with psychiatric illness,
individual activity therapies that arenot primarily recreational or diversionary,
family counseling (the primary purpose of which treatment of the member’s
condition) and diagnostic services.

Not available to persons residing in assisted living and nursing facilities.
Limited to 20 visits per year plus an assessment.

A PERS is an electronic device that enables a member to secure help in an
emergency. As part of the PERS service, a member may be provided with a
portable help button to allow for mobility. The PERS deviceis connected to the
member’s phone and programmed to signal a response center and/or other
forms of assistance once the help button is activated.

Not available to persons residing in assisted living and nursing facilities.

Support for Self-Directed Attendant Care Services combines two functions:
financial management services (FMS) and information and assistance in
support of consumer direction (support brokerage). Providers of support for
Self-Directed Attendant CareServices carry out activities associated with both
components. The support for self-directed attendant care services provides
assistance to members who elect to self-direct their attendant care services.

Chore services constitute housekeeping services that include assistance with
shopping, meal preparation, light housekeeping, and laundry. This is an in-
home service for frail older persons or adults with physical disabilities. The
service assists themto live in their own homes as long as possible. The service
must be provided through licensed providers or self-directed care services.
Not available to persons residing in assisted living or nursing facilities.

Inthose instances where an unforeseeable gap in in-home services occurs, the
Contractor shall ensure that in-home sservices are provided within three hours
of the report of the gap. If the provider agency or case manager is able to
contact the member or member representative before the scheduled service
to advise him/her that the regular provider/employee will be unavailable, the
member or member representative may choose to receive the service from a
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Nutritional
supplements for
individuals
diagnosed with
HIV/AIDS that are
not covered
under the State
Plan

Specialized
medical
equipment and
supplies not
covered under
the Medicaid
State Plan

back-up substitute provider/employee, at an alternative time from the regular
provider/employee or from an alternate provider/employee from the
member’s informal support system. The member or member representative
has the final say in how (informal versus paid) and when care to replace a
scheduled provider/employee who is unavailable will be delivered.

When the provider or the Contractor is notified of a gap in in-home services,
the member or member representative must receive a response
acknowledging the gap and providing a detailed explanation as tothe

reason for the gap, and the alternative plan being created to resolve the
particular gap and any possible future gaps.

This service is for individuals diagnosed with HIV/AIDS to ensure proper
treatment in those experiencing weight loss, wasting, malabsorption and
malnutrition. Such oral nutritional supplements are offered as a service to
those identified at nutritional risk. This service covers supplements not
otherwise covered under State Plan service. The service does not duplicate a
service provided under the State Plan as an EPSDT service. The service must
be prior authorized by a case manager in conjunction with the consultation
of a medical professional’s recommendation for service. The standards for
assessing nutritional risk factors:
- Weight less than90% of usual bodyweight;
- Experiencing weight loss over a one to six month period;
- Losing morethan five pounds within a preceding month;
- Serum albumin is less than3.2 or very high indicating dehydration,
airicuity swdliowing or cnewing, or persistent aidrrned; or
- Wasting syndrome affected by a number of factors including
intake, nutrient malabsorption and physiological and metabolic
changes.

Not available to persons residing in assisted living or nursing facilities.

This service includes:

- Devices, controls, orappliances specified in the plan of carethat enable
the member to increase his/her ability to perform ADLs;

- Devices, controls, or appliances that enable the member to perceive,
control, or communicate with the environment in which he/she lives;

- Items necessary for life support or to address physical conditions along
with ancillary supplies and equipment necessary to the proper functioning
of such items;

- Suchother DMEand non-DME not available under the State Planthat is
necessary to address participant functional limitations; and

- Necessary medical supplies not available under the State Plan. ltems
reimbursed under the DSHP Plus LTSS benefit packagearein addition to
any medical equipment and supplies furnished under the State Plan and
excludethoseitems that arenot of direct medical or remedial benefit to
the member.

Does not duplicate a service provided under the State Plan asan expanded
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Minor home
modifications

Home-delivered
meals

Transition
services for
those moving
from a nursing
facilityto the
community

EPSDT service.

Provision and installation of certain home mobility aids (e.g., a wheelchair
ramp and modifications directly related to and specifically required for the
construction or installation of the ramp, hand rails for interior or exterior stairs
or steps, grab bars and other devices) and minor physical adaptations to the
interior of a member’s place of residence which are necessary to ensure the
health, welfare and safety of the member, or which increase the member’s
mobility and accessibility within the residence, such as widening of doorways
or modification of bathroom facilities. Excluded areinstallation of stairway lifts
or elevators and those adaptations which are considered improvements to the
residence or which are of general utility and not of direct medical or remedial
benefit to theindividual, such as installation, repair, replacement of heating or
cooling units or systems, installation or purchase of air or water purifiers or
humidifiers and installation or repair of driveways, sidewalks, fences, decks
and patios. Adaptations that add to the total square footnote of the home are
excluded from this benefit. All services shall be provided in accordance with
applicable State or local building codes.

Up to $6,000 per project; $10,000 per benefit year; and $20,000 per lifetime.
ThePlan’s case manager may authorize service request exceptions above this
limit when it determines the expense to be cost-effective. Not available to
persons residing in assisted living or nursing facilities.

Up to one meal per day. Nutritionally well-balanced meals, other than those
provided under Title Il C-2 of the Older Americans Act or through Social
Service BlockGrant (SSBG) funds, that provide at least one-third but no more
than two-thirds of the current daily Recommended Dietary Allowance (as
estimated by the Food and Nutrition Board of Sciences — National Research
Council) and that will be served in the member’s home. Special diets shall be
provided in accordance with the member’s plan of care when ordered by the
member’s physician. These meals are delivered to the member’s community
residence and not to other settings such as adult day programs or senior
centers.

The Plan must coordinate the delivery of these meals with staff within DSAAPD
that authorize home-bound meals utilizing Title 11l (Older Americans Act) and
SSBG funds.

Not available to persons residing in assisted living or nursing facilities.

Can include security deposit, telephoneconnection fee, groceries, furniture, linens,
etc., up to $2,500 per transition. The Plan’s case manager may authorize service
request exceptions above this limit.
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Workshopsfor
those moving
from a nursing
facility to the
community

In-home supports
and services to
help qualified
participants avoid
nursing home
stays

These workshops prepare the individual and their families and other Caregivers for
community living.

This benefit offers waiver-like services for non-waiver members as a bridge until they
get onto the waiver or in short term instances to help avoid a hospital or institution
stay.

Membershave the option to self-direct their Attendant Care Services. Thisallows members to choose
and control the Attendant Care Services that are provided to them.
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LTSS Member Services and Member Advocates

Adedicated, 24/7/365 Member Services is available to help LTSS members with any questionsabout
their coverage and services at: 1-855-777-6617; TTY: 1-855-362-5769.

The Plan also employs a LTSS Member Advocate who is responsible for working with members,
providers, and the member’s case managers to assist members in obtaining care. Member Advocates
are available to assist with schedulingappointments, navigation ofthe grievance and appeals process,
and identification of resources necessary to help members with limited English proficiency or
communication barriers. LTSS members may call the LTSS Member Services to be connected to a
MemberAdvocate.

Please add LTSS Alternative service wait times.

ACDE LTSS members are expected to receive LTSS alternative services based on the following standards
No more than 60 calendardaysfor minorhome modifications; for home delivered meals.
No more than ten calendardaysfor personal care attendant servicesfor new members; and immediately upon authorization for personal
care attendant services for members currently placed in a nursingfacility and transitioningto the community otherthan to assisted living.
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e Apartment;
e Community-based residence with no more than four (4) unrelated residents.

Fora complete list of services requiring prior authorization or notification, please refer to the
“Utilization Management” section of this Provider Manual.

Requesting Long Term Services and Supports (LTSS) Services

All LTSS services should be requested through the LTSS case managers. Only those services covered by
the respective waivers can be requested.

o All unlisted and miscellaneous codes.
o All HCBS Habilitation program services.

o All services not listed on the AmeriHealth Caritas Delaware Fee Schedule.

The Plan’s LTSS Personal Care Connector Team’s department hours of operation are 8:00a.m. to 5:00
p.m. EST, Monday through Friday. The Care Connectors can be reached at:

e LTSS Case Manager Telephone: 1-855-260-9544.
e LTSS Fax: 1-855-843-1177.

For prior authorizations after hours, weekends and holidays, call Member Services at 855-349-6281.

Background Checks Required for Attendant Care Staff

The Plan or its Self-Directed Attendant Care (SDAC) Support Broker verifies that potential Attendant
Care employees meet all applicable qualifications prior to delivering services including the following
minimum qualifications:

e Potential employeeis 18 years of age or older;
e Possesses skillsnecessary to perform the required services;
e Possesses a valid Social Security number; and,

e Submitsto a criminal record check.

For all potential Attendant Care employees, the Plan or it’s SDAC Support Broker conducts criminal

history checks pursuant to 16 DE Admin Code 3110, checks of the Delaware’s Adult Abuse Registry
(see 11 DE Admin Code 8564; registry is available on the Delaware Department of Health and Social
Services’ (DHHS) website), checks of the national and Delaware sex offender registries, and checks of
the excluded provider list.
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Reporting Abuse and Critical Incidents

AmeriHealth Caritas Delaware monitors the quality and appropriateness of care provided to its
members by hospitals, clinics, physicians, home health care agenciesand other providers of services.
The purpose of monitoring care is to identify those unusual and unexpected occurrences involving
death or serious physical or psychological injury, or the risk thereof, or which otherwise adversely
affects the quality of care and service, operations, assets, or the reputation of the Plan. Thisincludes
critical incidents, sentinel eventsand neverevents, as well asabuse, neglect, and exploitation, which
are considered critical incidents.

For more information on the AmeriHealth Caritas Delaware policies and proceduresaround these
incidents, please refer to the “Quality” section of this Provider Manual.

For all LTSS Plan members, Case Managers will review abuse, neglect, and exploitation identification
materialsupon intake and at each face-to-face interaction. Components of member education include
descriptions of abuse, neglect, and exploitation, such as:

e Abuse includesinflictingpain, injury, mental anguish, unreasonable orothercruel treatment.
Abuse can be:

- Physical abuse.
- Emotional abuse;or,
- Sexual abuse.

o Neglectcan occur:

- When an adultisunable to care forhim/herself or to obtain needed care, placingtheir
health or life at risk;

- Theneglect may be unintended, resultingfromthe caregiver’s lack of ability to provide
or arrange for the care the person requires;

- Neglect may be due to the intentional failure of the caregiver to meet the person’s
needs.

e Financial exploitation occurswhen a caregiverimproperly uses fundsintended forthe care or
use of an adult. These funds are paid to the adult or caregiver by a government agency.
Exploitation can include:

- Fraud or coercion;
- Forgery;or,
- Unauthorized use of banking accounts, cash or government cards.

Aspart ofits Critical Incident reporting protocols, the Plan shares reportable information with the
following investigative agencies, as appropriate:

¢ AdultProtective Service (APS) for suspected abuse, neglect, disruptive behavior, and exploitation. Inadequate self-care cases are
handled by the Community Services Program within Division of Services for Aging and Adults with Disabilities (DSAAPD).

¢ Delaware Health and Social Services (DHSS) Long Term Care Office of the State Ombudsman (0SO) for residents ofa long-term care
facility that have a complaint about their rights.
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Division of Health Care Quality (DHCQ) Long term* for members receivingservices in a long-term care facility who are suspected
victims of incidents of abuse, neglect, mistreatment, and/or financial exploitation. Reports of suspected abuse, neglect, and
exploitation of members who are children residing in pediatric nursing facilities must also be reported to DHCQ.

Division of Health Care Quality (DHCQ) Acute* isthe designated agency to regulate hospitalsand receives Critical Incidents
occurring in these facilities involving abuse, neglect or harassment, hospital, hospice seclusion and restraint deaths.

Division of Family Services (DFS) is the designated agency to receive, investigate, and respond to Critical Incidentsof abuse or
neglect of children living in the community.
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Late and Missed Visits Reporting

Some AmeriHealth Caritas Delaware members, due to their exceptional health care needs and family
circumstances, may require shift skilled nursing or home health aide services. The Division of Medicaid
and Medical Assistance (DMMA) requires AmeriHealth Caritas Delaware to provide accurate reporting of
late and missed visits for authorized shift care services. To meet the DMMA regulatory requirement,
AmeriHealth Caritas Delaware encourages all agencies authorized for shift care, to report accurate and
timely information on late and missed care services for AmeriHealth Caritas Delaware members.

All agencies authorized for shift care should submit completed and validated missed and late shift visit data
to ACDEHHA@amerihealthcaritasde.com. We encourage providers to utilize the Late and Missed Shifts
Reporting Form available on our website.

Note: Late and missed shift reporting logs must be tracked every week (Monday to Sunday, seven days a
week), and submitted to AmeriHealth Caritas Delaware the following Monday or Tuesday.

LTSS Case Management

AmeriHealth Caritas Delaware LTSS members are supported through intake and ongoing case
management by Case Managers who engage the member, caregiver, and family in the planning and
decision-making process. Case Managers are the primary point of contact with the member. All Case
Managersare licensed Registered Nurses (RNs) and/or Social Workers with Bacheloror Master Degrees
with active licensure and appropriate credentials.
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Case Managerssupport the member through initial assessment, plan of care development, care
coordination, plan of care implementation, and ongoing evaluation.

The LTSS case managers are responsible to:

e Give the member information about AmeriHealth Caritas Delaware and answer questions.

o Work with the member to make sure they have all the information needed to make informed
choices about their health care.

e Coordinate the person-centered planningprocess to help the member get appropriate long-
term services and supports in the right setting.

e Coordinate the member’s physical, mental, and long-term services and support needs.

e Help resolve issues the member is having about the care they are receiving.
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o Make sure that the member’s care plan is carried out and is working for them.
e Conduct face-to-face visits at least every 3 months.
e Beaware ofthe member’s needsasthey change and update theircare plan to make sure the
services they are receiving are appropriate for their changing needs.
o Talkwith the member’s providers to make sure they are informed about the member’s health
care and to coordinate the member’s services.
If the member receives nursing facility care, the case manager will:

e Be partofthe person centered planningprocess with the nursing facility where the memberis
living.

o Performany additional needs assessment that may be helpful in managing the member’s
health.

o Update the nursingfacility’s care plan when AmeriHealth Caritas Delaware managesor
coordinates physical and mental health care the member needs.

e Coordinate with the nursing facility when the member needs services the nursing facilityisn’t
responsible for providing.

o Checkatleast1time a yearto make sure that the member continuesto need the level of care
provided in a nursing facility.

Credentialing LTSS Providers

The Plan credentials and re-credentials providers in accordance with the National Committee for
Quality Assurance (NCQA) credentialing standards and ensures that all providers, facilities and
AmeriHealth Caritas Delaware providerswho deliver LTSS services meet licensing, certification and
qualifications required by: Delaware Medical Assistance Programs (DMAP), and the Centers for
Medicaid and Medicare Services,

LTSS Credentialing Requirements
All LTSS providers are required to meet the following state minimum requirements:

e Current, unrestricted state license, if entity is licensed.

e Current, active certifications, where applicable.

e Enrollmentin the Medicaid Program.

o Ifeligible, individual National Provider Identification (NPI) number and group NPl number.

e Current certificate of liability insurance.

Additionally, the AmeriHealth Caritas Delaware credentialing process includesreview of the following
for each provider:
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¢ Medicaid sanction statusthrough the OIG’s List of Excluded Individuals, Entities Database and
the General Services Administration.
e Background checks for Attendant Care Employees as required by Delaware DHSS.

Delegated Vendor Credentialing

¢ Ininstances where a provider is part of a delegated vendor credentialing LTSS network,
AmeriHealth Caritas Delaware will rely on the credentialing methodology adopted by that
organization. All LTSS providers must meet at least the minimumrequirementslisted above.

Individual LTSS Provider Application

The application processforindividual LTSS providersrequires the submission ofa completed
application. The application must include the following:

e LTSS Credentialing Application.

e Current, unrestricted State License (if applicable).

e Current State Certification/accreditation (ifapplicable).

e State Bond (ifapplicable).

e CV/Resume (if applicable).

e Current Insurance liability policy (showing expiration and times).

e Explanation of affirmative answers on the application.

Self-directed LTSS providers who are notemployed by a provideragency orlicensed/accredited by an
agency/board that conducts background checks will also be subject to:

e Criminal background checks.
e Child and dependent adult abuse background checks.

o Licensing, certification and qualificationsas set forth above.

To obtain a LTSS application, please visit the AmeriHealth Caritas Delaware website
www.amerihealthcaritasde.com or contact your Account Executive.

Non-institutional and institutional LTSS providers covered by this policy will be re-credentialed at least
every 36 months, with the exception of Home and Community Based Service Providers (HCBS), who

will be re-credentialed at least annually.

LTSS providers are required to accept the contractual terms and conditions, reimbursement terms and
meet the state’s and the health plan’s credentialing and quality standards. AmeriHealth Caritas
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Delaware will maintain a network thatincludes LTSS providerswhose physical locationsand services
accommodate individuals with physical, behavioral and intellectual/ developmental disabilities.

Plan credentialing staff abide by policies and procedures for the collection, use, transmission, storage,
access to and disclosure of confidential information to ensure the appropriate and legitimate use of
the information and in order to protect the privacy and confidentiality of Plan members, practitioners,
and providers.

Home and Community Based Service Providers (HCBS) Final Rule

Delaware HCBS Provider Assessment for Initial Credentialing and Annual Re-Credentialing

The Centers for Medicare and Medicaid Services (CMS) published a final home and community-based
services (HCBS) regulation that included new requirements for HCBS settings. Delaware’s Division of
Medicaid and Medical Assistance (DMMA) requires providers who render adult day services, day
habilitation services, or personal care services in an assisted living facility under the Diamond State
Health Plan-Plus (DSHP-Plus) program to assess whether the services being provided and the settings
in which they are provided are consistent with the new requirements in the HCBS Final Rule.

AmeriHealth Caritas Delaware LTSS providers are required to submit a completed HCBS Provider
evaluation assessment form as part of the initial credentialing processand the annual re-credentialing
process with the Diamond State Health Plan managed care organizations (MCOs). Providers will then
receive an onsite visit from DMMA staff (for initial credentialing) or from the AmeriHealth Caritas
Delaware case management staff (as part of annual re-credentialing) to verify the assessment results.
Providers that do not complete this process will not be credentialed/re-credentialed by the plan.

Completion of this assessment is required by all HCBS providers who render adult day services, day
habilitation services, or personal care servicesin an assisted living facility. Providers of personal care
and supportive services exclusively to members in their homes are not required to complete this
assessment.

To obtain an assessment form, please contact your Account Executive.
LTSS Provider Credentialing Rights

Rightto Review Information Submitted

LTSS providers have the rightto review information submitted to support the credentialing
application process with the exception of peer references and National Practitioner Data Bank (NPDB)
reports. Currently AmeriHealth Caritas Delaware does not require peer references for LTSS providers.
In addition, non-licensed providers have the right to be notified if information received by the
Credentialing department is substantially different than was reported by the provider. The
Credentialing department will notify the provider of the information that varies substantially from
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what was submitted.

Rightto Correct Erroneous Information

LTSS providers have the right to correct erroneous information submitted in support of their
credentialingapplication. Corrections must be submitted in writingto the credentialing staff within
ten (10) business days of notification to the provider. Corrections or information received will be
reviewed and documented in the practitioner’s file.

Rightto be Informed of Application Status

LTSS providers may request information about the status of the application they submitted at any
time during the process. Such requests must be made to the Credentialing Department, who will
provide information about the status of the application, including whether or not it was received,
whether or not it wascomplete upon receipt, and/orwhether or not itis scheduled to be presented
to the Credentialing Committee or Medical Director for review, etc.

Right to be Notified of Credentialing Decision

LTSS providers have the right to be notified within 45 calendardays of the Credentialing Committee or
Medical Director review decision.

Rightto Appeal

LTSS providers have the right to appeal any credentialing/re-credentialing denial within 30 calendar
days of receiving written notification of the decision.

Credentialing Committee/Medical Director Decision

AmeriHealth Caritas Delaware does not make credentialing/re-credentialing decisions based on the
applicants’ race, ethnic/national identity, gender, age, sexual orientation, the types of procedures in
which the practitioner specializes or the patients for which the practitioner provides care. In
developingits network, AmeriHealth Caritas Delaware strivesto meet the cultural and special needs
of members.

Once all information is received and primary source verifications are completed the LTSS provider file
is presented to either the Medical Director or Credentialing Committee for review and determination.

e Allroutine (clean)filesare presented daily to the Medical Directorfor reviewand
determination.

e Allnon-routine (i.e., malpractice cases, sanctions, criminal history, etc.) filesare presented to
the monthly Credentialing Committee meeting for review, discussion, and determination.
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Applicants are notified of their initial credentialing approval within 45 calendar days of the
Credentialing Committee’s recommendation. Should the Credentialing Committee electto decline
participation, the applicant will receive a detailed explanation and be offered the opportunity to
review documentation used to make the decision (with the exception of NPDB reports and peer
references).

Re-credentialing

Re-credentialing involves periodic review and re-verification of credentials of network providers. The
Credentialing database housesall LTSS provider information and a report is run to ensure each
provider organization, facility and individual LTSS provider is re-credentialed at a minimum of every 36
months. HCBS providers are re-credentialed at least annually. As part of this process, AmeriHealth
Caritas Delaware periodically reviews provider information from the National Practitioner’s Data Bank
(NPDB)as well as the Office of Inspector General (OIG) list of individuals who have been excluded
from participation in Medicare and Medical Assistance Programs. Providers are required to disclose,
at the time of discovery, any criminal convictions of staff members related to the delivery of health
care or services under the Medicare, Medicaid, or Title XX Social Service programs. Such information
must also be reported at the time of application for or renewal of network participation (Credentialing
and Re-Credentialing). Providers are also obligated to provide such information to AmeriHealth
Caritas Delaware at any time upon request.

The re-credentialing process includesan up-to-date re-examination of all the materialsand a review
of the following:

o Member complaintsand grievances.

e Results of quality indicators monitoring and evaluating activities.

e Re-verification of licensure standing;

o Re-verification of Certifications; and

e Sanction history.
Address Changes
As a reminder, providers are contractually bound to report changes that affect referrals, such as the
relocation of an office site. If your office is considered high volume, relocation of your office site will
require a site visit from AmeriHealth Caritas Delaware.

Contracting and Rate Notices

Contracts

AmeriHealth Caritas Delaware uses a Provider Agreement that has been approved by all the
appropriate local authorities. Provider Agreements automatically renew each year. An amendment to
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the agreement is generated only if new services are added due to a change in the state
Medicaid program. Rate Noticesare used to document rate orper diem changesto existing
services.

Rate Notices and Fee Schedules

The AmeriHealth Caritas Delaware fee schedule is reviewed regularly and rates are
adjusted as necessary. As a network provider, you will occasionally receive a “Rate
Notice” which is an official amendment to your Provider Agreement. Providers will
receive 30 days’ notice of rate changes.

Providers who do not accept the terms of the Rate Notice may terminate their Provider
Agreement

with 90 days’ written notice.

Please review EOB'’s closely to assure that you begin receiving the new rates for services
delivered on or after the date indicated in the Rate Notice. You are responsible to monitor
payment received from the Plan. In the event of a discrepancy, please contact your Account
Executive immediately.

AmeriHealth Caritas Delaware strongly suggests provider’s bill the usual and customary
charges rather than the rate indicated on the Rate Notice. In the event ofa system or data

entry error, this practice helpsyou avoid the need to resubmit corrected claims when the

issue is resolved.

Billing for LTSS Providers

AmeriHealth Caritas Delaware will accept the universal CMS-1500 paper claim form or
electronicclaims submission. Forcomplete instructions, please refer to the AmeriHealth
Caritas Delaware LTSS Provider Claims Filing Instructions at
www.amerihealthcaritasde.com.

LTSS Provider Standards

AmeriHealth Caritas Delaware’s LTSS providers are held to the same asall other
AmeriHealth Caritas Delaware providers. All LTSS providers should review all sections of
this Provider Manual verify that they are compliant with quality standards, cultural
competency requirements and more. This LTSS section of the Provider Manual covers
items that are specific to the LTSS providers but does not preclude LTSS providers from the
standards and requirements described throughout this document.

LTSS Patient Liability

There are occasions when a member may have a liability, also referred to as client
participation, which must be met before Medicaid reimbursement for services is available.
DHSS is responsible for determining the member liability amount. The State will notify
AmeriHealth Caritas Delaware of any applicable client liability amounts. Thisinformation will
be made available to providers. Providers will be required to collect this amount from the
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member. Providers must bill gross/full chargesand AmeriHealth Caritas Delaware paysthe
remaining claim, less the client liability. In the event that the client liability is in excess of
billed charges, no payment will be made to the provider. If as a result of cancellation,
transfer, or termination of services a member pays client liability in excess of charges, the
provider shall make arrangements for prompt reimbursement to the member.
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