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Life cycle of a claim
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• Verifying Benefits/Eligibility
• Verifying Billing Guidelines and Medical 

Necessity
• Submitting a Claim
• Status of a Claim
• Following up on a Claim
• Provider Central – Claim Submission 

Resources
• Questions
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Questions?
Use the Q/A feature 

Screen shot from 
Limari

o Closed-captioning is available – lower left

o Slider bar at the bottom to increase the size of visuals

o Q&A button – right side of the screen to submit a question 

o Chat- right side of your screen
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V E R I F Y I N G  B E N E F I T S  A N D  E L I G I B I L I T Y  

Verify benefits and eligibility before 
rendering services

• Use a tool like Online Services 
(available through Provider Central)
o Still need help after checking 

online? 
▪ Call Provider Service
▪ Call BlueCard eligibility for 

members of another Blue Plan 
receiving care in 
Massachusetts 
(1-800-676-BLUE [2583])

Authorization/Referral requirements are 
determined by the member’s plan

To access Online Services: Log in to bluecrossma.com/provider and click eTools>Online Services

http://www.blucrossma.com/provider
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Our payment policies help providers understand the way a submitted claim 
for services will be processed and paid.

• Payment policies are posted to Provider Central (log in required)

P A Y M E N T  P O L I C Y
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T E L E H E A L T H  P A Y M E N T  P O L I C Y
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M E D I C A L  P O L I C Y

To access Federal Employee Program (FEP) medical policies visit: fepblue.org and search for medical 
policies

Our medical policies help providers 
understand how we cover services, 
based on medical necessity criteria. We 
use scientific evidence and clinical 
guidelines to determine medical 
necessity.

• Medical policies are posted to Provider 
Central (anyone can access them)

• Search by:

• Policy name or number

• Category

• Code (type in the CPT or HCPCS 
code into the search window)

https://www.fepblue.org/
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F E E  S C H E D U L E

We post fee schedules on Provider 
Central where you can see a list of 
codes and the fees that you are 
contracted for.

• Log in and go to Office 
Resources>Billing & 
Reimbursement and then to your 
fee schedule.
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S U B M I T T I N G  A  C L A I M

Where do I submit claims?

• Claims should be submitted to Blue 
Cross Blue Shield of Massachusetts 
when services are rendered in 
Massachusetts. This includes BlueCard 
and FEP members.

▪ For members with Blue Benefit 
Administrators (BBA), please send 
claims to BBA

How should I submit claims?

• Electronically 

▪ Direct Data Entry (tool we offer 
through Provider Central for 
professional claims only)

• Paper claims: still accepted
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S U B M I T T I N G  A  C L A I M  – C O N T I N U E D  

Top factors that impact your claims processing:
✓Submit the member’s information as you see it when you verified eligibility 

(include their prefix). Example: Robert Smith versus Bob Smith 

✓Consider timely filing guidelines and get claims to us as soon as possible

✓Include the place of service and bill the appropriate modifier on telehealth 
claims

✓If Blue Cross and Blue Shield is secondary, please submit the primary values 
with the secondary claim

✓If Medicare is primary, please allow time before submitting a secondary claim. 
Most times, Medicare will send the claim over to us or to the member’s plan 
directly.  

https://provider.bluecrossma.com/ProviderHome/wcm/connect/4d9586ab-0bf0-4db4-b09f-cde68814a5ca/MPC_052218-1H_Timely_Filing_Guidelines.pdf?MOD=AJPERES
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• When billing electronically, please verify 
that we have accepted the claim (use 
reports from your clearinghouse)

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

Use Online Services
• Claim processed
• Claim denied
• Claim is pending

• Allow at least 
45 days 
before 
following up 
with us
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Log in to Provider Central and go 
to eTools, then Payspan
• Click 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

Payspan Webinars
How to Register and use the portal:

June 16, 2021 / 1:30pm – 3:00pm EST
https://fuze.me/webinars/register/1158
698

July 21, 2021 / 1:30PM – 3:00PM EST
https://fuze.me/webinars/register/1158
702

https://www.bluecrossma.com/tutorial/provider/videos/pc/pspan.html
https://fuze.me/webinars/register/1158698
https://nam10.safelinks.protection.outlook.com/?url=https%3A%2F%2Ffuze.me%2Fwebinars%2Fregister%2F1158702&data=04%7C01%7Cthomas.madden%40bcbsma.com%7C741bb72de58a4e311fec08d914927666%7C7f6a7d1e1213434b981c95c72d65f665%7C0%7C0%7C637563441549539104%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=aU2XPsfBS1DFTSpMJx6Ze0g%2FJZQg%2FFnnCZ6Noes8tDY%3D&reserved=0
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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
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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?
• When submitted electronically

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

• 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 I N U E D

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
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F O L L O W I N G  U P  O N  A  C L A I M  - C O N T I N U E D  

If your claim rejects and you want to correct it, please use the messages listed 
on your Provider Detail Advisory. We also offer a Quick Tip document.

https://provider.bluecrossma.com/ProviderHome/wcm/connect/131578b5-4d88-4060-aab4-5fb6d81392f9/MPC_061317-3H_Correcting_Claims+_Rejects.pdf?MOD=AJPERES
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F O L L O W I N G  U P  O N  A  C L A I M  - C O N T I N U E D  

• If you disagree with the outcome of a claim, you have a right to appeal the 
decision. 

Blue Cross Blue Shield of Massachusetts Appeals

PO Box 986065 

Boston, MA 02298

• Clinical Appeals

Clinical Appeals Coordinator

1 Enterprise Drive

Quincy, MA 02171
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F O L L O W I N G  U P  O N  A  C L A I M  - C O N T I N U E D  

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 

https://provider.bluecrossma.com/ProviderHome/wcm/connect/4d9586ab-0bf0-4db4-b09f-cde68814a5ca/MPC_052218-1H_Timely_Filing_Guidelines.pdf?MOD=AJPERES
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P R O V I D E R  C E N T R A L  O V E R V I E W

For resources that we covered 
today:

• Visit 
bluecrossma.com/provider

• Go to Office Resources, 
then Billing & 
Reimbursement to fine 
Claim Submission resources

https://provider.bluecrossma.com/ProviderHome/portal/home/office-resources/billing-and-reimbursement/Claim%20Submission/original%20claims/
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Questions?
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RESOURCES

Billing Resources
• 837 Companion Guide (for professional, institutional, 

and dental claims)

• DDE Set-up & User Guide

• Claim Resubmission Guide (Frequency Codes 7 & 8)

• Late Charge Claim Request (Frequency Code 5) Guide

• Replacement Claim Requirement: Frequently Asked 
Questions

• Timely Filing Guidelines

• Use member ID prefix to find their Blue Plan: bcbs.com

Authorization Resources
• Prior authorization overview
• Behavioral health authorizations

Authorization Manager 
resources
• News article on Authorization 

Manager: tips and benefits
• Quick Tip

https://provider.bluecrossma.com/ProviderHome/wcm/connect/96086955-0e71-4c48-b32a-1f0a81b962bc/MPC_092315-4N_837_Companion_Guide.pdf?MOD=AJPERES&CONVERT_TO=URL&CACHEID=ROOTWORKSPACE-96086955-0e71-4c48-b32a-1f0a81b962bc-ntEMMcu
https://provider.bluecrossma.com/ProviderHome/wcm/connect/4998a579-c252-4b99-b2d3-c767a464aa21/MPC_060716-1I-O_DDE_User_Guide.pdf?MOD=AJPERES&CONVERT_TO=URL&CACHEID=ROOTWORKSPACE-4998a579-c252-4b99-b2d3-c767a464aa21-ne29MXu
https://provider.bluecrossma.com/ProviderHome/wcm/connect/f201019b-cd83-42d2-a69a-da42932fc3fe/MPC_062416-2M-2-BG+Frequency+7+Billing+Guideline_Jul2018.pdf?MOD=AJPERES&CONVERT_TO=URL&CACHEID=ROOTWORKSPACE-f201019b-cd83-42d2-a69a-da42932fc3fe-mNE5pR-
https://provider.bluecrossma.com/ProviderHome/wcm/connect/fd020f52-6672-49ae-b152-1d3c3a8c345e/MPC-062416-1F-2-BG+Frequency+5+Billing+Guideline_Oct+2016.pdf?MOD=AJPERES&CONVERT_TO=URL&CACHEID=ROOTWORKSPACE-fd020f52-6672-49ae-b152-1d3c3a8c345e-mNEb1x8
https://provider.bluecrossma.com/ProviderHome/wcm/connect/e127c09f-6ac3-4564-bd93-2740c2f63928/MPC_012420-1P-4-RES_FINAL.pdf?MOD=AJPERES&CONVERT_TO=URL&CACHEID=ROOTWORKSPACE-e127c09f-6ac3-4564-bd93-2740c2f63928-nvuTQoV
https://provider.bluecrossma.com/ProviderHome/wcm/connect/4d9586ab-0bf0-4db4-b09f-cde68814a5ca/MPC_052218-1H_Timely_Filing_Guidelines.pdf?MOD=AJPERES
https://www.bcbs.com/member-services#access-my-benefits
https://provider.bluecrossma.com/ProviderHome/portal/home/clinical-resources/prior-authorization/prior-auth-overview/
https://provider.bluecrossma.com/ProviderHome/portal/home/clinical-resources/prior-authorization/behavorial-health/
https://provider.bluecrossma.com/ProviderHome/portal/home/news/news/office-support/all%20networks/authorization%20manager%20-%20tips%20and%20benefits%20(anonymous%20and%20non-dentists)/
https://provider.bluecrossma.com/ProviderHome/wcm/connect/02805420-d5d0-4d2a-8a30-09876bd95b9d/Authorization_Manager_Quick_Tip_MH.pdf?MOD=AJPERES

