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A G E N D A

• Introductions
• Mental Health Page on Provider Central
• Telehealth and CPT HCPCS Modifiers 

payment policies
• ConnectCenter
• Claim Status
• Replacement Claims 
• Appeal Status
• Timely Filing
• Questions?
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overview
Our goal is to be the number one health 
plan for mental health by informing and 
educating providers on the company’s 
mental health programs and resources.

• Navigate members in need of mental 
health care to affordable and 
appropriate care

• Expand our network of mental health 
care providers to improve access

• Promote care models integrating both 
physical and mental care
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I N T R O D U C I N G  O U R  N E W  M E N T A L  H E A L T H  P A G E  O N  P R O V I D E R  C E N T R A L

• Central hub consolidates 
mental health 
administrative information 
and related resources

• Details comprehensive 
information about mental 
health programs

• Archives past Mental 
Health Brief e-newsletter 
issues

Launched
March 1, 2023
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O N E - S T O P - S H O P

Payment information – reimbursement criteria, 
relevant fee schedules and payment policies, and 
other payment-related tools 

 Authorizations & medical necessity - information 
about authorization requirements and medical 
necessity guidelines for various levels of care

 Resources – helpful resources for mental health 
providers and PCPs to review and share with their 
patients, including past issues of our MH Brief e-

 newsletter and links to Coverage, treatment 
resources, and more



77

S P O T L I G H T  O N

Helping members 
find care
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H E L P I N G  M E M B E R S  F I N D  C A R E

• Overview of the various 
mental health options, 
both in-person and virtual, 
available to our members

• Detailed list of steps and 
screenshots describing 
how members can search 
for mental health care via 
MyBlue

• Organized tables of mental 
health groups and their 
offerings
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H E L P I N G  M E M B E R S  F I N D  C A R E  C O N T .

Our MyBlue Mental Health Options page makes finding care simple and fast. Here, 
members can answer 4-5 questions to assess their specific needs and review a 
personalized list of providers that might be a good fit for them.
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H E L P I N G  M E M B E R S  F I N D  C A R E  C O N T .
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T E L E H E A L T H  A N D  C P T  H C P C S  M O D I F I E R S  P A Y M E N T  P O L I C I E S
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• ConnectCenter is a tool that both medical and 
mental health providers can use to submit claims 
and to perform most real-time transactions. It is 
owned and maintained by Change Healthcare.

• With ConnectCenter, you can:

• Check member benefits and eligibility

• Check the status of your claims

• Enter and verify referrals

• Submit and track professional 1500 claims and 
replacement claims using Direct Data Entry (DDE)

• Payspan users: There is no impact to your claim 
payments when you start using 
ConnectCenter to submit claims

C O N N E C T C E N T E R

https://www.changehealthcare.com/
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Log in to Provider Central and go 
to eTools, then Payspan

• Click the Go Now button to be 
taken over to Payspan

• On this page, you’ll also find 
resources and tips for using 
the tool

C H E C K I N G  T H E  S T A T U S  O F  A  C L A I M

Accessing Payspan
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What is Payspan?
Payspan (payspanhealth.com) is a web-based system 

for tracking and managing payments and claims data.

You can use Payspan to:
• Receive secure direct deposits into your bank account
• View, print, and save your provider advisories
• Obtain Accounts Receivable information
• Access claim and payment data 24/7

Payspan contact information: 1-877-331-7154

Viewing your provider detail advisories
• Watch a 2-minute tutorial

C H E C K I N G  T H E  S T A T U S  O F  A  C L A I M  C O N T .

Payspan Webinars- How to 
Register and Use the Provider 
Portal

November 15, 2023 | 1:30PM - 
3:00PM EDT
https://fuze.me/webinars/register/11
66122

December 20, 2023 | 1:30PM - 
3:00PM EDT
https://fuze.me/webinars/register/11
66126

https://www.bluecrossma.com/tutorial/provider/videos/pc/pspan.html
https://fuze.me/webinars/register/1166122
https://fuze.me/webinars/register/1166122
https://fuze.me/webinars/register/1166126
https://fuze.me/webinars/register/1166126
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C H E C K I N G  T H E  S T A T U S  O F  A  C L A I M  C O N T .
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We require providers to submit a replacement claim 
instead of calling or submitting an appeal when the claim is:
• Fully denied, partially denied, or needs to be voided
• Where do you put the replacement claim info when 

submitting a claim?
o When submitting electronically

 In the 2300 Loop, the CLM segment (Claim 
Information) CML05-03 (Claim Frequency Type 
Code)  “7” – Replacement (replacement of prior 
claim)

o When submitting on paper
 Professional claim – Field 22, Facility claim – third 

digit of the type of bill

R E P L A C E M E N T  C L A I M S

Frequency codes
• Late charges: frequency 

code 5
• Replacement claim: 

frequency code 7
• Full void: frequency code 8

• Once voided, the claim 
is done; nothing more 
can be changed
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• Reminder - Put the claim number in there! 
o For electronic claims, enter the ICN into REF02 with 

qualifier = F8
o For paper 1500 claims, enter the ICN in Item 22, Original 

Ref No.

• Do not submit a replacement claim for:
o Appeals – If you are appealing a claim, send it in writing 

with the appropriate documentation to:
Blue Cross Blue Shield of Massachusetts Appeals
PO Box 986065
Boston, MA 02298

o If you are not making any changes, do not submit a 
replacement claim

o Member ID changes
o Claims that are past timely filing guidelines

 One year from the processing date as long as you are 
not adding lines or charges

R E P L A C E M E N T  C L A I M S  C O N T .

Reminder – Do not send replacement claims to the appeals address

https://provider.bluecrossma.com/ProviderHome/wcm/connect/4d9586ab-0bf0-4db4-b09f-cde68814a5ca/MPC_052218-1H_Timely_Filing_Guidelines.pdf?MOD=AJPERES


1 8B L U E  C R O S S  B L U E  S H I E L D  O F  M A S S A C H U S E T T S  |  C O N F I D E N T I A L  –  N O T  F O R  D I S T R I B U T I O N

Appeal Status
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Appeal Status cont.

IVR message below:

“We process appeals in the order they are received. Please 
allow additional time as we are currently reviewing 
Professional appeals received on (Date), Facility appeals 
received on (Date), Blue Card appeals received on (Date), 
Medicare Advantage appeals received on (Date), and Home 
Infusion Therapy appeals received on (Date). Once your 
appeal is reviewed, we’ll notify you of our decision by letter, 
fax, or an adjusted Explanation of Benefits. To repeat this 
message, press 1. Otherwise, press 2.”

*FEP dates are provided when calling the FEP Claims line.
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Appeal Status cont.
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Timely Filing 

Timely filing guidelines 

Member’s plan Timely filing guideline
Federal Employee Program 90 days from the date of service

Commercial/Medicare Advantage 90 days from the date of service

Medex One year from the Medicare 
explanation of benefits 

Indemnity One year from the date of service 

BlueCard 90 days from the date of service 

https://provider.bluecrossma.com/ProviderHome/wcm/connect/4d9586ab-0bf0-4db4-b09f-cde68814a5ca/MPC_052218-1H_Timely_Filing_Guidelines.pdf?MOD=AJPERES


2 2B L U E  C R O S S  B L U E  S H I E L D  O F  M A S S A C H U S E T T S  |  C O N F I D E N T I A L  –  N O T  F O R  D I S T R I B U T I O N

Questions?
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Thank you
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