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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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INTRODUCING OUR NEW MENTAL HEALTH PAGE ON PROVIDER CENTRAL

¥ Provider Central
b

Home | Contacts & Sites | Login | Register

Search Provider Central ¢ ‘

Office Resources = Clinical Resources | News | Patient Resources = Pharmacy | eTools = Forms

Home = Clinical Resources = Clinical Programs & Information > Mental Health

Mental Health

Mental Health
Helping Members Find Care

Payment Information
Authorizations & Medical Necessity

Resources

Mental Health

Helping Members Find Care

Payment Information

Authorizations & Medical Necessity

Resources
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Providing our members with timely access to mental health care services is
a top priority at Blue Cross. Our network of providers offers both in-person

and virtual care options to simplify access. Learn more by clicking the links
below.

E .
Print Related Content
Claim information

Opioid Resource Center

Treatment Resources

eTools

GUVI n_1 9 IMPORTANT
UPDATES

Information for our partners

Jlisciplinary mental health clinicians, consider
U a Blue Cross Blue Shield of Massachusetts
‘Il be part of the solution in helping our members
t and comprehensive support.

a contracting application or learn how to change your status.

' L
] .
fory
Care reminder templates
.T\r— [1._ s
L 'y ¥ lv!""
\ ~

How to inform us of practice changes

+V
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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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ONE-STOP-SHOP =y

MASSACHUSETTS

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

Authorizations & medical necessity - information s :
about authorization requirements and medical e emn
mOrys

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
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HELPING MEMBERS FIND CARE

=W Provider Central

Home | Contacts & Sites | Login | Register | Search Provider Central Q

Office Resources | Clinical Resources News | Patient Resources | Pharmacy | eTools | Forms

Home = Clinical Resources = Clinical Programs & Information > Mental Health

Mental Health
Payment Information
Authorizations & Medical Necessity

Resources

Helping Members Find Care & Print

To expand access to care for our members, we have complemented our
existing network of mental health clinicians by adding mental health groups
that offer therapy, medication management, and specialty care to address
specific conditions. Many of these mental health groups have:

+ In-person and telehealth appointments
+ A cenfral intake system for matching and scheduling appointments
+ A robust directory of varied provider types

Here's how to help your patients find care

Need help directing your patients to the right mental health care quickly and
efficiently? We encourage you to point them to our MyBlue Mental Health
Options page. It's a tool that streamlines the process of finding a mental
health provider for your patients.

Please share this fact sheet and the below simple steps with your patient:

o Sign into your MyBlue account and click on My Care>Mental Health
Options.

9 Optional: Answer a brief set of 4-5 questions to assess your specific
mental health needs. It can be retaken if needed.

[#] View screenshots Expand All

9 Scroll down to see a list of recommended providers. A separate
Results for You category will appear only you if answered the optional
4-5 questions mentioned above.
[#] View screenshot

Expand All
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Related Content

Claim information
Opioid Resource Center
Treatment Resources

eTools

IMPORTANT

BUVID'19 UPDATES

Information for our partners

o

Care reminder templates

e 7€ \
sy & R
M

How to inform us of practice changes
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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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HELPING MEMBERS FIND CARE CONT. +V
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Home » My Care > Mental Health Options

MAKING YOUR MENTAL HEALTH A PRIORITY

Your mental health is essential to your overall well-being. If you're trying to find
care and don't know where to start, we can help. We've selected a few
independent mental health practices that can match you with a therapist or
psychiatrist who best mests your needs, as well as resources and online tools that
are easy to access and covered by your plan.

In the event of a mental health crisis, always call 911 or go to the nearest
emergency room.

GET STARTED

Finding a provider who's a good fit is important. These resources and independent mental health practices can help. Need help in
finding the right fit? Take a few minutes and answer these questions.

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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HELPING MEMBERS FIND CARE CONT.

Mental health groups
Below is a list of the mental health provider groups your patients will see as
options on our site. Click each category to learn more.

[+] Virtual primary care provider with mental health Expand All
[+] Groups offering therapy and medication management
[+] Groups offering specialty mental health care

[+] Employee Assistance Program (EAP) and self-management

Provider directory
Provider participation: If you need to verify if a particular provider is in our
network, you can view our Find a Doctor & Estimate Costs tool.

Keep your directory information up to date: We use the information you enter
in CAQH ProView to update our provider directory, so it is important to
validate your information quarterly. If you do not keep your data current, or if
you do not regularly review and attest to its accuracy, you could be removed
from our directory. If you are a facility or group practice, we'll reach out to
you throughout the year to review and validate your information.
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MName Patient ages Virtual In-person
accepted options visits
offered? offered?

Headway 6 years and up Yes Yes
Refresh 4 years and up Yes Yes
Mental Health
Talkiatry & years and up Yes No
Thriveworks & years and up for Yes Yes

Valera Health

therapy

14 years and up for
medication
management

& years and up Yes




TELEHEALTH AND GPT HCPCS MODIFIERS PAYMENT POLICIES +V
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Telehealth - Mental Health &y Q O, ..
Payment policy MASSACHUSETTS CPT and HCPCS Modifiers *'

| i MASSACHUSETTS
Payment poly
Blue Cross Blue Shield of Massachusetts (Blue Cross*) reimburses contracted health care providers for covered, Polic

medically necessary mental health telehealth services. ; " , .
! ’ Blue Cross Blue Shield of Massachusetts (Blue Cross®) accepts industry-standard modifiers to allow for clear provider

This payment policy describes reimbursement for telehealth (felemedicine) and other electronic communication services teporting of services and accurate clams processing.

in line with Chapter 260 of the Acts of 2020: The Patients First Act, which occur when the physician or other qualified
health care professional and the patient are not at the same site. Examples of such services are those that are delivered Modifiers designate a reported service or procedure performed that has been noted by specific criteria without changing

via the telephone or using other communication devices. Any and all parts of this payment policy may be changed to the procedure code. Some examples a modifier may be used to indicate are:
comply with regulations or guidance from the Division of Insurance. ’

o Abilateral procedure

Blue Cross providers must deliver telehealth and telephone services via a secure and private data connection. All o Anunusual circumstance

transactions and data communication must comply with the Health Insurance Portability and Accountability Act o The professional or technical component of a service has been performed
(HIPAA). For more information on HIPAA and electronic protected health information (EPHI) compliance, please see:

https://www.hhs. gov/hipaa/for-professionals/index.html v Servee pEl‘fOIIlled o “ght or kftside ofte bOdy

Telehealth services are reimbursed when: General beneft informaion

. Thedpl‘ovidef 1§ Cgﬂfljaﬁtecli with Blue lCI‘OSf Bllge ?llield thMassafhﬂseﬁS or is providung services through a telehealth Covered services and payment are based on the member’s benefit plan and provider Agreement. Providers and their office
vendor contraced with Blue Cross Blue Shield ofMassachusetts. | staff may use our online tools to vertfy effective dates and member copayments before providing services. Visit our eTools
o The provider renders care from the location listed in his or her contract with Blue Cross Blue Shield of Massachusetts . e : e . L
page for information on member eligibility and benefits. Member liability may include, but 1s not limited to: copayments,

or other appropriate location(s). in a professional. non-public space. . . : /
o The provider must be licensed in accordance with applicable state law i the state where the member is physically eductibles, and co-tnsurance. Members” costs depend on member benefits,

located during the telehealth visit and meet all terms and conditions of the applicable contracts, including credentialing
and licensure. It 1s up to the provider to comply with Federal and state legislative rules on telehealth. Certain services require prior authorization or referral.
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CONNECTCENTER =y
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e ConnectCenter is a tool that both medical and

mental health providers can use to submit claims
. : : eTools
and to perform most real-time transactions. It is

owned and maintained by Change Healthcare.

© Authorization Manager

* With ConnectCenter, you can:
* Check member benefits and eligibility O Clear Claim Connection
* Check the status of your claims © ConnectCenter

* Enter and verify referrals

O Payspan
« Submit and track professional 1500 claims and
replacement claims using Direct Data Entry (DDE) D Pre-service review for
* Payspan users: There is no impact to your claim BlueCard members
payments when you start using
ConnectCenter to submit claims O TransactRXx

» LEARN MORE
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https://www.changehealthcare.com/

CHECKING THE STATUS OF A CLAIM

Accessing Payspan

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

+V

.

.

Medical providers are required to be reimbursed by EFT. This includes physicians,

clinicians, hospitals, and facilities. For dental providers, EFT is our standard method

of payment

What you can do with Payspan

Receive your payments by secure EFT

Verify the weekly status of your checks

Access claim and payment data 24/7

View, print, and search Provider Payment Advisories (PPAs) and Provider Detail
Advisories (PDAs)

Obtain Account Receivable information.

Verify your weekly check status

How to get started

Step Go to payspanhealth.com and click Register.

Step Enter your NPI, tax ID number, and billing Zip code. (If you already have a
registration code, enter it in the field provided). Then, follow the prompts
through the initial steps to create your Payspan account.

Step Verify your test deposit by checking your organization's bank account
within 7 to 10 business days after you've created your Payspan account.
You'll see the exact amount of a small deposit made by Payspan. (You
do not need to return the deposit to Payspan.)

Note: You will get a reminder email if you don't perform this verification
step.

Step Log in to Payspan and enter the deposit amount.

Step Get your “congratulations” email. This lets you know you've completed

the registration process. The email subject line says, "Welcome to
Payspan Health!"

For a 90-day period after you register for Payspan, you'll get paper and electronic
Provider Payment and Provider Detail Advisories. After that, you will only get
them online through Payspan.

Learn more about Payspan

| & Payspan Quick Start

« Watch a 2-minute tutorial on researching your payment advisories
« View a sample medical or dental Provider Detail Advisory.

Support from Payspan, Inc.
« Call 1-877-331-7154
« Log en to Payspan and go to Help > News Articles.

Office Resources | Clinical Resources | News | Patient Engagement | Pharmacy Quality & Performance | Training & Evems] eTools
ASSACHUSETTS
Home = eTools = Payspan .
Login an go to eTools,
then Payspan .

Payspan =Pt pelated Content

Working with Payspan®, Inc., we offer secure electronic funds transfer (EFT), also Payspan Quick Start

known as direct deposit, of your organization's payments for services. pay

2-minute Payspan video tutorial

Sample Payspan EOBE (Provider
Detail Advisory)

Web Tip: How to use Payspan to
research accounts receivable

Web Tip: What's remittance advice?

COVID- 19 INFORMATION

Get COVID-19 information in one place

Learn about telehealth services

Payspan tips °

L
Watch a 2-minute video

BLUE CROSS BLUE SHIELD OF MASSACHUSETTS | CONFIDENTIAL
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CHECKING THE STATUS OF A CLAIM CONT. +V

MASSACHUSETTS

What is Payspan? :
Payspan Webinars- How to

Register and Use the Provider
for tracking and managing payments and claims data. Portal

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

November 15, 2023 | 1:.30PM -

You can use Payspan to: 3:00PM EDT
* Receive secure direct deposits into your bank account httos://fuze.me/webinars/register /1
* View, print, and save your provider advisories 66122. )
* Obtain Accounts Receivable information -
* Access claim and payment data 24/7 December 20, 2023 | 1:30PM -
3:00PM EDT
Payspan contact information: 1-877-331-7154 https://fuze.me/webinars/register
66126

Viewing your provider detail advisories
« Watch a 2-minute tutorial
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https://www.bluecrossma.com/tutorial/provider/videos/pc/pspan.html
https://fuze.me/webinars/register/1166122
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CHECKING THE STATUS OF A CLAIM CONT.
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CONTACT INFORMATION

AT Provider Detail Advisory Physicians:
% ] Hospitals:
. A Professional Ancillary/Mental Health:

Diental:
Out-of-Stzte Providers -

i Croem (e Grestd of himrssacrymetis o ) oo oo Cut-of-State Providers -

PROVIDER PAYMENT SYSTEM INDICATOR

PROVIDER NUMBER

1-800-882-2060

1-800-451-8123

1-800-451-8124

1-800-852-1175

Eligibility, benefits, and

clzim status information is available
by calling: 1-800-676-2523

Plezse note your BCESMA

courtesy 'provider number'

N
Patient Account # BCBSMA Responsibility
PRIMARY
Claim Number Type of Bill Click to view Payment Advisory
021
Line # Date of Service Modifier(s) Place of Service Line Msg Indicator Submitted Procedure: 90837 Submitted Units: 1
| 1 11/05/2020 11/05/2020 GT 3 AB
Other Patient
Line Charge Allowed Contractual Payer Initiated OA Copay Deductible Coinsurance  Responsibility Withhold Paid
$150.00 $0.00 $150.00 $0.00 $0.00 50.00 50.00 $0.00 50.00 $0.00 50.00 |
Grand Totals: Other Patient
Line Charge Allowed Contractual Payer Initiated OA Copay Deductible Coinsurance Responsibility Withhold Paid
£150.00 $0.00 £150.00 30.00 50.00 50.00 $0.00 $0.00 $0.00 %0.00 50.00 ‘

A - CO 29 The time limit for filing has expired. (HIPAA Codes)

B - THIS CLAIM WAS SUBMITTED AFTER THE FILING DEADLINE. FOR MEDICAL, IF ¥YOU HAVE PROOF YOU FILED ON TIME, PLEASE SEND DOCUMENTATION TO BLUE CROSS
BLUE SHIELD OF MASSACHUSETTS APPEALS, PO BOX 986065, BOSTON, MA 02298-6065. FOR DENTAL, IF YOU HAVE PROOF THAT YOU FILED ON TIME, PLEASE SEND

DOCUMENTATION TO BLUE CROSS BLUE SHIELD OF MASSACHUSETTS APPEALS, PO BOX 986010, BOSTON, MA 02298-6065. /B092/
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REPLACEMENT GLAIMS

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

= |n the 2300 Loop, the CLM segment (Claim
Information) CMLO5-03 (Claim Frequency Type
Code) 1 “7" — Replacement (replacement of prior
claim)

o When submitting on paper

» Professional claim — Field 22, Facility claim — third
digit of the type of bill

BLUE CROSS BLUE SHIELD OF MASSACHUSETTS | CONFIDENTIAL - NOT FOR DISTRIBUTION
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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




REPLACEMENT GLAIMS GONT.

« Reminder - Put the claim number in therel

o For electronic claims, enter the ICN into REFO2 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

LA

MASSACHUSETTS

REQUEST FOR CLAIM REVIEW FORM

COMPLETE ALL INFORMATION REQUIRED ON THE "REQUEST FOR CLAIM REVIEW FORM.
INCOMPLETE SUBMISSIONS WILL BE RETURNED UNPROCESSED.

Please direct any guestions regarding this form to the plan to which you submit your request for claim review.

[ Todays Date pammorr) [ Health Plan Name:

"Denotes required field(s)

*Contact Phone Number:

"Member I *Mermber Name:

*Date(shof Service (MM/DO/YYE

*Claim Number:

‘Contract Term{s}: The provider believes the previ

Coordination of Benefits: The req
een received

Referral Deniak: The claim whose criginal ial alid or missing primary care phy:

Request for Additional Informatios
incomplete information (NOC codes,

sponse to a daim that we

Retraction of Payment: The provider is re:
performed, etc)

MassHeal
review typ
with servic

Other:

Comments (Flease print dearly below):

Attach all supporting documentation to the completed “Request for Claim Review Form.”

Reminder — Do not send replacement claims to the appeals address

BLUE CROSS BLUE SHIELD OF MASSACHUSETTS | CONFIDENTIAL - NOT FOR DISTRIBUTION
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https://provider.bluecrossma.com/ProviderHome/wcm/connect/4d9586ab-0bf0-4db4-b09f-cde68814a5ca/MPC_052218-1H_Timely_Filing_Guidelines.pdf?MOD=AJPERES

APPEAL STATUS =y

MASSACHUSETTS

Reminder: Allow time for appeals to be reviewed &= Print
September 1, 2021

This article is for all providers caring for our members

As a reminder, we process appeals in the order we receive them. You may call Provider Service to hear an automated
message that lists the received dates of the appeals that we are currently reviewing.

Once your appeal is reviewed, we'll notify you of our decision by letter, fax, or an adjusted Explanation of Benefits.

We appreciate your patience and understanding.
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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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Timely filing guidelines

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
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QUESTIONS?
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THANK YOU
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