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AGENDA

ICE Anti Trust Statement
ICE Web Site Review
Audit Adjustment Tools
Revised PDR Letters
New Commercial ER Denial Letter



ANTI TRUST STATEMENT

ICE
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This meeting is for the specific purpose described in the agenda and
not for the purpose of reaching any agreement that affects the

competitive business activities of companies represented.

1.

ICE meetings are conducted in accordance with the
Antitrust Guidelines;

All participants should have the Guidelines and should be
familiar with them:;

Participation in ICE and ICE meetings is completely
voluntary; and

Any questions or concerns about antitrust or any other legal
matter should be directed to the Chair.
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ICE WEB SITE REVIEW

e Approved Documents for Claims Team
e Teams
e Calendar
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Home page of the ICE web site
ICEFORHEALTH.ORG

<3 ICEForHealth.org - Industry Collaboration Effort - Microsoft Internet Explorer §||z|
File Edit Wiew  Fawvoribes Tools  Help ‘E’
@ Back ~ 0 €] [E] @ | SO search <l¢Favorites £ a3~ fa B [ &
: Address E@ http: ) ticeforhealth. orgfhome. asp - | G0 : Links Q Hoag Hospital @ Wave
e
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Welcome to the online home of the Health Industry Collaboration Effort, Inc. {ICE}. ICE is a volunteer, multi-disciplinary team of What's New?
providers, health plans, associations, state and federal agencies and accrediting bodies working collaboratively to improve health care
regulatory compliance through education of the public. ICE volunteers include interested individuals from across the nation.
2006 ICE Confersnce Ludio
Axailable
REGISTRATION IS MOW OPEN! L4
Special Edition CAPG Bulletin
ICE 2007 Annual Conference
December 3 & 4. 2007 . ICE 2007 Annual Conference —
Hyatt Regency Hotel in San Francisco Save the Dates (December 3 &
' . ) ) . . ) L ' ) N Ee=
Cur annual conference will once again be held in conjunction with the Centers for Medicare & Medicaid Services (CMS). Registration is
now apen - to access the broadcast announcement with conference information and registratian links, click here. Medicare Expedited Appeals
Training
Documents Teams
Meed to use an Approved ICE Document? Or view team meeting ICE relies on teams of volunteers to generate its work products. Messages
files or other shared documents? Click here. Click here to see when these teams meet, their meeting
documents, and even to contact team leads. )
Lumetra Free Web Series -
= - = Impiroving bMedication Safety,
Questions? Register and Update T
ICE relies on teams of volunteers to generate its work products Click here to register for ICE updates and tearns in one easy |CE - Tomorrow is the Last Da
Click here to see when these teams meet, their meeting step. ¥ou can also update your own contact information. For Early Registration J/ Hotel
documents. and even to contact team leads. Room Block Uadste b
& Done & Internet
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2l Library - Microsoft Internet Explorer |Z”E il
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: Address |@ http:f b iceforhealth, argflibrary . asp

File:

~ | Go : Links i] Hoag Hospital @ Wave
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Communicqflon for Collaboration

Library  erotected ibrary

Search Documents: | Advanced Search

Select a document section to view categories within the section.

APPROVED ICE DOCUMENTS Administrative & Organizational Folders Agency Resources Association Resources
Current Conference/Workshop Info and Materials ICE Team Folders Past Annual Meeting Information Past Training Workshops and Materials
Teams Not Currently Active

Looking for an approved ICE documenttemplate? They can be found in the Approved ICE Documents folder - click here for a list of available documents

for each (CE team: APPROVED ICE DOCUMENTS.

Many Library documents are in Adobe Acrobat format. If you do not have Acrobat you may download it here.

m“@l

To download a document, right-click the document title and select "Save Target As.." (or the equivalent). You may left-click a document to open it in your browser.
Mote: Opening a2 Microsoft Office document In yvour browser may thigger & known issue that causes a password prompt to appear far non-password protected
documents. [nformation from Microsoft abowt how to resolve this issue an your computer is available hers, here, and here.
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Approved
Documents Page

File Edit Wiew  Faworites Tools  Help #

JBack ~ € [&] @2 | O search <irFavorites £ | (2~ & B L) @

! address @ htkp: v iceforbealth  orgflibrary. asp?sf=8sc=+APPROVED+ICE+DOCUMEMTS

A Library - Microsoft Internet Explorer,

vl Go ¢ Links ## Hoag Hospital @ Vave

Select a document section to view categories within the section.
Cop R E e e e e LBV TS R Administrative & Organizational Folders Agency Resources Association Resources

Current Conference/Workshop Info and Materials ICE Team Folders Past Annual Meeting Information Past Training Workshops and Materials

Teams Mot Currently Active

Looking for an approved ICE document'template? They can be found in the Approved ICE Documents folder - click here for a list of available documents
for each ICE team: APPROVED ICE DOCUMENTS.

APPROVED ICE DOCUMENTS

= Appeals and Grievances Fax Form

= Arizona Office Review Improvement Team [Facility Site Reviews)

= California Office Review Improvement Team (Facility Site Reviews)
e California SB168 Alternate Patient Identifier

e California . _

iE Claims

i CMS Forms (frequently used)

i Credentialing Shared Audit Policy Team - Main

i Expedited Review

= HIPAA

= ICE Cultural and Linguistics Provider Toolkit

= Medi-Cal Notice of Action (NOA) Translated Templates

= Medicare Advantage Downstres~1 Contracting Addendum Documents
= Part D Exceptions/Appeals Tean. [PEAI)

= Provider Dispute Resolution

= Provider Group Owversight - Appeals

= QIYUM Required Reports (former Coalition)

= Risk Adjustment Data Acquisition & Reporting (RADAR)

= Standardized Provider Group Referral Form and Direct Specialist Referral Form

 Interret
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Approved Documents
Claims Page

ibrary - Microsoft Internet Explorer |Z||§ |Z|
File Edit \Wiew Fawarites Tools  Help ”’
Q) Back - D B [ | O search FrFaverites £ | (3- & B [ &
: Address @ http: f v iceforhealth. orgflibrary . asprsf=g&scid=1260#scid1 260 » | G0 : Links Q Hoag Hospital @ Wave
|
File Upload
. Title Size Date
B AF1455 Claims Definitions BB KB 111772003
B AF455 Claims Time Limits 70 KB 111742003
Corml Denial Botice 12-23-02 45 KB 241142003
Faosted in Word format
™ Coml_ClaimsPDRE_Report_Addresses_103107 95 KB 103172007
B Complete Claim Quick Ref 49 KB 1141742003
_AB1455, AR 1455, Claims
Complete Claims Pracessing Guidelines 7B KB 1141742003
_AB1455, AB 1455, Claims
ER Diagnosis List_2-2005 194 KB 35202007
3] ICE Claims Audit Tool Book 12-0Ffinal 945 KB 1102007
@ ICE Claims ComltrProvDisputesRpt 10-31final 52 KB 114172005
ICE Claims Commercial Denial Reasons Guaide 10-20-05 184 KB 114272005
ICE Claims Medi-Cal Clairm Denial Reasons Guide 102005 191 KB 114172005
'@ ICE Claims Medicare Advantage Denial Heason Guide_ 112305 191 KB 32007
Approved by ChS on 1/25/07
3] ICE Coml M-Cal MoQtr Claims Rpt_10-2005 124 KB 37242006
_Updated 3-1-2008
ICE ER_Claim_Denial_Letter-CO 01-01-05 55 KB 10742007
3] ICE HP CLAIM SAMPLE SIFE 52008 20 KB 11,/29/2008
1ICE Operational Review Questionnaire 10-07-05 final 386 KB 114172005
ICE_ ClLAIMS  h& NDOP_ Paragraph_ 9-05 39 KB 2/8/2005
_hew revised - Sept 2005
ICE_CLAIMS kA MDP column_ S-05 38 KB 9/8/2005
newvy revised - Sept 2005
3] ICE_Claims_Comm-Medi-Cal_toQtr Rpt072106final 128 KB 10/24/2008
Interest Reg for Comrmon Adjustments 11 KB 1141772003
AB1455, AB 1455, Claims
@Dnne D Internet
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Approved Documents
Provider Dispute Resolution Page

Q2- & B 08B

: address @ htep: ) fuseny iceforhealth. orgflibrary . asprsf=8scid=1262#scid 1262 - | [=1a] : Links @ Hoag Hospital @ W ave
= |
File Upload
Title Size Date
2008 PDR L TR CHAMNGES 30 KB 10172007
A8 1455 Downstream Provider Motice 44 KB 111372003
A revision has been made to page 3, section C (i) and (ii) indicating the need to enter the IPAMedical Group name instead of provider.
AB1455 Health Plan Amendment 32 KB 10/8/2003
AB1455 IPA MG Cover Sheet 35 KB 10/8/2003
Balance Hilling Ltr- Contracted Provider 29 KB 111772003
AB14585 AR 1455, Claims
Balance Hilling Ltr-tWedi-Cal Provider 29 KB 111772003
AB1455, AB 1455, Claims, Medi-Cal
@Coml ClaimsPDR_Report_Addresses D22807 24 KB 541/2007
Denials - Reference hdatrix 53 KB 11/17,/2003
AB1455, AB 1455, Claims
FAIL TO SUBMIT INFO CLOURE LTR 0108 29 KB 10172007
T Final Text of AR 1455 67 KB 10/24/2003
AB1455 AB 1455, Claims
@ ICE Claims ComlGtrProvDisputesRpt 10-31final 52 KB 9472006
3] M-Cal Qtr ProvDisp Rpt.(1) 2 KB o7 /2005
1 M-Cal Rpt Defin Instruc 71 KB 94722006
FMULTI DISPE ACK LTR 0105 30 KB 10/ 7/2007
RO LIk LIPHLD DISC LTRE 0108 30 KB 10/ 72007
1 OWERTH CLOSURE LTR PAYRT 0108 28 KB 101722007
EDE Definitions 34 KB 11/17/2003
AB1455, AB 1455, Claims, Provider Dispute
PDE Form combined 0108 108 KB 10/ 72007
FDE Reporing Changes 31 KB 11/17/2003
AB1455, AB 1455, Claims, Provider dispute
PDE TAT guideline 44 KB 11/17/2003

AB1455, AB 1455, Claims, Provider dispute
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Teams Pa e

3 ICEForHealth.org - Industry Collaboration Effort - Microsoft Internet Explorer
File Edit Wiew  Fawvoribes Tools  Help

Q@ Back - & - [ [ .{}J 7 search =<' Favorites 488 - m B O -

! Address @ http:f fesvany iceforhealth, orgfteamactivities. asp

I Industry Collaborafon Effort
Health Plans « Providers « Adfsociations
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e | Go ¢ Links ##] Hoag Hospital 48] Wave

>

Teams

Select a team to view details such as its mission statement, related library categories, upcoming events, and to contact the team leads, as available.

CEL (Cultural & Linguistics) Tearn - Main

CEL Compliance & Monitoring Tearn

CE&L Education and Training Tearm

CEL Translation/Document Standardization Team
Claims Standardization Team - Main
Contracting & Compliance Tearm

Creadentialing Shared Audit Policy Team - Main
HIFAA Tearm

ICE Fart D Fraud YWaste & Abuse Prevention
ICE Farn D Implementation Team

ICE Part D IT -Claims/Friar Authorizations Team
ICE Part D IT -Cormmunication/Education Team
tdedical Director Farums

Office Review Improvement Team (ORIT)

I

(¢

All ICE activities are conducted in accordance with our established Antitrust Guidelines.

Terms= and Conditions | Brivacy Statement é
Copwriaght & 2001-2007 ICE. Inc. =

0 Inkernet

E &= B E Inl:u:-::
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Claims Standardization
Team Page

3 ICEForHealth.org - Industry Collaboration Effort - Microsoft Internet Explorer |Z||E||_|
File  Edit Wiew Faworites Tools  Help ‘a’
JBack ~ [ & @ | O search 7 Favorites £ | 3~ & B [ @&

: Address @ http: f e iceforhealth, orgfteamactivities, asp =i | Go ‘ Links 8] Haag Hospital @ Wanve

| Claims Standardization Team - Main vl

Claims Standardization Team - Main
Purpose and Methods

To provide & muoltidisciplinary forum which can collaboratively interpret regulations, nesy or existing legislation and proposed industry standards, assist in the
development of tools and guidelines to improve compliance and standardization with TS, DMHC, DHS, Dol (Depantment of Labor — ERISA) and MNCOA reqguirements
in the focused area of claims compliance and provider dispute resolution. To encourage ICE member arganizations to support standardized tools and guidelines.

The Team may evaluate the entire claims workflow from receipt of a claim through final disposition including delivery of payment or denial notices and provider dispute
resolution, including delegationf/oversight of claims functions.

The Team is responsible to identify andfor select topics or issues that fall within the scope of the team and to wark collaboratively with industry and government
representatives to prioritize and develop solutions to achieve the greatest benefit or improvernent for all parties invalved. Waork Groups will be implemented to provide a
forurmn for focused topic areas as needed.

Related Teams

Contracting & Compliance

Related Library Categories

e |CE Claims Standardization Team - Wain
. ABT1455

e Claims

e Provider Dispute Resaolution

Upcoming Events
e 12772007 - Claims Standardization Tearm Meeting

Recent Messages ?

@ Done
‘s start e -
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e MM 11:31 &M

E Microsoft

& Annual Con.. 2} ICEForHealt. ..




ICE

NDUSTRY COLLABORATION EFFORT

Calendar Page

3 Health Care Industry Collaboration Effort (ICE) - Microsoft Internet Exploren |Z||E||E|
File  Edit Wiew Favorikes  Tools  Help #
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Communication for Collaboration

Calendar

(Events listed in Pacific Time)

November | | 2007 ~ |
Sun o Tues Wieds Thurs Fri Sat

1 2 3

4 5 6 7 8 9 10

11 12 13 14 15 16 17

18 19 20 21 22 23 24

25 26 27 28 29 30

11022007 09:00 Al Claims Standardization Team Meeting

11052007 10:00 AN [CE Cultural & Linguistic Services Tearm Meeting
11/05/2007 01:30 PM A & G Benchmarking Workgroup Meeting
11072007 05:30 Al BEADAR - Data Mining Best Practices Teamn Meeting
11092007 11:00 AN ICE C & L Services Translation Tearm Meeting
11/09/2007 01:00 P QUM BEeguired Reports Team Meeting

1192007 1130 Pk ICFE Cantracting & Comoliance Team Meatinn

O Internet
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Specific Calendar Date

3 Health Care Industry Collaboration Effort (ICE) - Microsoft Internet Explorer |:||§||z|
File  Edit Wiew Fawvoribes Tools  Help ;?'

) Back ~ ENE .5) 7 search <7 Favorites £ E;' == i

Address @ http:fficeforhealth. orgfcalendar feventdetail. asprEventID=1423 s | Go Lirks @ Hoag Hospital @ Wave

!lcE Industry Collaboration Effort

Health Plans « Providers « Associations Log In
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Claims Standardization Team Meeting

{Evenis listed in Pacific Timea)

Date: 11/02/2007

Start Time: Q00 Ak End Time: 12:00 Fh
Description:

Site: Teleconference Type: Team Meeting
Address:

Document Link:  hftp S iceforhealth oraflibrary asp v cid=A0#cid40

Discussion Link:

RSWP:

Coordinator:

Comments:

& Internest
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CLAIMS WORK GROUPS

e Auditing and Reporting
— Audit Adjustment Tools

e PDR Letter Review
e Commercial ER Denial Letter

", INDUSTRY COLLABORATION EFFORT
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Auditing and Reporting Workgroup

e Audit Adjustment Tools
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Adjustment Workflow Sheet

I File Edit Wew Insert Formak  Tools  Table  Window  Help Type a question for help =

.4_4 Mormal + 14 pk = Times Mew Roman - 14

| [Adjustment- Workflow-Sheetq]

il
ll

MMember-Name:- q
T

Original-Date-of-Receipt:- il
il

Original-Pay-Date:- T
il =

Type-of- Adjustinent - T

(Examples:Providerrequest,-WMember Eeque st Internal- A udit-finding -etc. )
T
Adjustment-Received-Date:-- T
T
Adjustment-Eequirement:- T
(Example:-Incorrect-Co-pay,-incorrect-contract-amount,-retro-fee-schedule-change, -etc. =
ll
‘Reprocess-Date:- Al

il

New-Pay-Date:- il
il

Interest/Penalty-Re quired:-TE:- ITO- T

il
i

Attaclmentsancinde-any-correspondence, copy-of original-cloim and
eriginal-E OP-supporfing-documentafion-and-final- EQOP.q
il

28]
@ Annu... B micro...

REC| TRE | |[EXT | |(OWR
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Health Plan Requirements
for Adjustment Review

T8 Health Plan Claim Adjustment Requirments. doc - Microsoft Word

I File Edit Wew Insert  Format  Tools  Table  Window  Help Tvpe a question For help - X

3 | Q[0 - @ | JiRead [

- 3B L ~ Task Pane

5-41. Mormal + Arial, -~ aArial
e —

Health-Plan-Requirements-for-Adjustmentsq

A=A

Commercial-Adjustment-Claims -for-Contracted-and-Non-Contracted-
ProvidersT

The-following-elements-should-be-included-in-the-report
1‘[
1 =+Membername ]
2 s Member number]]
3 -+ Providername-q|
4 - Provider Status-(Contracted: or MNon-contracted )|
5. — Claim-number —original and-adjusted- claim9]
G.—Date of serviceq]
¥ = Date-claim-receivedy]
8.+ Check date or-date-denial- letterwas - sent]]
9 - Acknowledgement Entry- Datey]
10.sDenial-reason- (if applicablem]
11 sPlace of service]

bl

It-is-helpful-if-the-Groups/IPA-has-the-following-documents-available-with-each-
Adjusted-claim-selected-for-audit:q]
all

1.—= Criginal- claim-showing original claim receive- date-( scanned or imaged docurment:

Is-aocepfahle — - ariginal Is- defined: by first clairme subrmitted) ]

2 - Original- EQE-or a replica-of-ariginal dataq]

3. Discovery documentation showing receive-date-q]

4 —» Documentation-from-the provider--{orint screens- if telephone ing Line ]

5 = 3Screen-prints of internal customer service - or-claim-notes-if-applicable-vq]

B.—Finalized EQB with-interest-payvment if-applicableq]

¥ s Acknowledgment and-finalization-letters- (For EDR's only )]

BB Inbo... . & Annu... B ™
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PDR Letter Review Workgroup

Marty Astor
Director, Claims Department
Bristol Park Medical Group

", INDUSTRY COLLABORATION EFFORT
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Summary of Changes to
PDR Letters & Forms
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Optional Fields

e Health Plan ID and Patient Account Number
can be added to the heading of the form letter.

e If you choose not to complete the optional
fields you can delete them from your letter.
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Billed Amount vs. Amount in Dispute

e The heading has been changed from:
“Amount in Dispute” to “Total Billed Amount.”

", INDUSTRY COLLABORATION EFFORT
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Date Recelved vs. PDR Date Recelved

e The heading has been changed from:
“Date Received” to “PDR Date Received.”

", INDUSTRY COLLABORATION EFFORT
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Letter Headings

All letters have the same headers with the

following information:

- Member Name:

— Date of Service:

— Total Billed Amount:

- (Claim, Tracking, Document)#:
- PDR Date Received:

- Health Plan ID# (optional)

— Patient Account# (optional)
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Letter Name Changes

e All letters have been renamed and T #'s
removed. ICE approved date of letter changes
and revision date is listed on each letter.



ICE

Updates to Forms

e In the Instructions at the top of the PDR Request form
a definition for “Like Disputes” was added.

- Multiple “LIKE” claims are for the same provider and dispute
but different members and dates of service.

e At the top of the attached page to list multiple Like
Disputes a definition for “Like” claims was added.

— For use with multiple “LIKE” claims (claims disputed for the
same reason)

.. 'NDUSTRY COLLABORATION EFFORT
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Added & Changed Fields to Forms

e A field for Provider ID & NPI was added to both
forms.

e Patient Name fields were resized and the
Expected Outcome Column was removed.
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The Dispute Type options are updated on both forms
to list the same options.

e DISPUTE TYPE

— Claim
— Seeking Resolution Of A Billing Determination

— Appeal of Medical Necessity / Utilization
Management Decision

- Contract Dispute

— Disputing Request For Reimbursement Of
Overpayment

— Other
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On Section F2 of the Tracking Form a check box for
“Other” was added.

% http:/ Swwwiceforhealth.org/library s/documents PDR_Forn_combined_ 0108.doc - Microsoft InEernet EXp —_ =] =

File Edit Wie Inserk Formak Tools Table Go To Favorites Help |

< Back - =k - () ot | fChSearch  [SgFavorites  GiPMedia O34 | fl Ey- & ] B &L

Address I@ htep: f i iceforbealth. org/flibrarw/documentsfPDR._Form_cormbined_0108.doc ;I |"£‘|J>GD | Links **

P A4 arial -10 - | B 5 U|E|==i=i=Z =IO A- EE-—'} vEEFinalSthingMarlﬁJp -E
III‘E S S TS SO SO SO S SO S S A ?ZI
™ TRACKING NUMBER: PROVIDER ID or HPI#:

- 2. PROVIDER NAME: b. CONIRACIED PROVIDER: YES HO

- c. DATE DISPUTE RECEIVED (Date Stamped): d. DATE OF INITIAL PAYMENT OR ACTION:

- e. WAS DISPUTE RECEIVED WITHIN TIMEFRAME? (c—-d) ____YES _____ NO (If NO, should be returned

,_,. O oOWwERPAYMERNT DISPLUTE O CoNTRACT DISPUTE O oTHER

- Ple pecify type of "other?

- 2. PROVIDER TY¥PE: [0 PROFESSIOMNAL OO INSTITUTIOMAL [0 OTHER J

: g. DATE DISPUTE ACKNOWLEDGED: h. TURNAROUND TIME (g — c):

i TYPE OF LETTER SENT: (List the various ICE letters as applicable) j:l

3

- @

IF HO ADDITIONAL INFORMATION REQUESTED: =

@=[E] = @ 4| | |
I—l—l—lﬂ Unknown Zone
@hstart || | @ (O] 50 = || [Slwbo... | Eismar.. | e .. | Ecep..| Bjzoo7.. |[@]htp. [WEG D@ S 1:81Pm
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Type of Action options in Box L & S have been
updated to list the same options.

3 http:/ fwmw iceforhealth.org flibrary /Jdocuments /PDR_Form_combined_ 0108.doc - Microsoft Internet Exp

File Edik Wienw Inserk Formak Tools Table Go To

== =]
Fawaorites Help h
d=Back + =» - (2D ot | fCl Search [ Favorites  GEPMedia o8 | e B4 & ov| ="

Address I@ http: ffvavavn iceforhealth. orgflibrary fdocuments/PODR._Form_combined_0108. doc vI ﬁGD | Links **
P44 Arial -10 - | B I U - A~ B o - B Final Showing Markup =
Eﬂ T e e e E e e e e e e e e azi

g. DATE DISPUTE ACKNOWILEDGED: h. TURNAROUND TIME (g — c):

i,
WP
[
LTy
[11
11¥1
il
BN H

(73]

- ITYPE OF LETTER SENT: (List the various ICE letters as applicable) -
z |

IF HO ADDITIONAL INFORMATION REQUESTED:

j. DATE OF ACTION:

k. ACTION TURNAROUND TIME | I. TYPE OF ACIION
G —ch O UPHELD
- O OWERTURMED
- O OTHER
: IF ADDITIONAL INFORMATION REGUESTED:
-~ m. DATE ADDITIONAL INFO REQUESTED: n. TURNAROUND TIME (m — o):
- o. DATE ADDITIONAL INFO RECEIVED: p. RECEIPT TURNAROUND TIME m): J
. q. DATE OF ACTION: r- ACTION TURNAROUND TIME | s. TYPE OF ACTION
: (g — o): O UPHELD =l
O OWERTURMED &
z 0O OTHER =
- *
= oa[&] = @ <] | 1S
E=]

I— l_ l_ ﬁ Unknown Zone
(e < ED @S] 135 PM

iﬂStart”J &2 (O] = /M= |J | Oltnbox - ... | BEismarter... | 11cE ann... | 72007 an... |[&)ntep: s




i \\3.\.‘
ICE)
STRY COL TION EFFORT

R NI

y
\':
-

Questions regarding
PDR Letter updates
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Commercial
ER Denial Letter Workgroup

Phyllis Kerk
Director, Provider Audit
PacifiCare, A United Healthcare Company

", INDUSTRY COLLABORATION EFFORT
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Commercial Emergency Room (ER) Denials

Historically:

e Member ER Denial Letters come from Claims
Department

e Department of Managed Health Care (DMHC)
reviews ER Denial Letters as part of Medical
Survey and Claims Survey
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Commercial ER Member Denial Letter

e The DMHC does not make a distinction
between the requirements for a denial reason
used in a UM pre-service denial letter and an
ER claim denial letter

e An additional Claims Denial Letter Template
was needed to meet DMHC requirements for
ER medical necessity denials
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NEW
COMMERCIAL ER DENIAL LETTER

e The DMHC requires that ALL medical
necessity denial letters include the criteria used
to make the decision to deny and the
member’'s specific medical information

e An ICE work group was formed to allow claims
staff and clinical staff to collaborate in the
development of a letter which would meet the
DMHC'’s requirements




ICE
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California Health & Safety Code Section
1317.01.1 (b) (1), 1317.01.1 (b) (2), 1317.01.1 (b) (3)

e Emergency Medical Condition: a medical condition manifesting
itself by acute symptoms of sufficient severity (including severe
pain) such that the absence of immediate medical attention could
reasonably be expected by the member, as a “Prudent
Layperson”, to result in any of the following:

- Placing the member’s health in serious jeopardy
— Serious impairment to his or her bodily functions
— A serious dysfunction of any bodily organ or part

— Active labor, meaning labor at a time that either of the following would
occur: there is inadequate time to effect a safe transfer to another
hospital prior to delivery or transfer poses a threat to the health and
safety of the member or unborn child.
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California Health & Safety Code Section
1367.01 (H) (4)

1367.01 (h) In determining whether to approve, modify, or deny requests by providers
prior to, retrospectively, or concurrent with the provision of health care services to
enrollees, based in whole or in part on medical necessity, a health care service plan
subject to this section shall meet the following requirements:

(4) Communications regarding decisions to approve requests by providers prior to,
retrospectively, or concurrent with the provision of health care services to enrollees

shall specify the specific health care service approved. Responses regarding
decisions to deny, delay, or modify health care services requested by providers prior
to, retrospectively, or concurrent with the provision of health care services to
enrollees shall be communicated to the enrollee in writing, and to providers initially by
telephone or facsimile, except with regard to decisions rendered retrospectively, and
then in writing, and shall include a clear and concise explanation of the reasons for
the plan’s decision, a description of the criteria or guidelines used, and the clinical
reasons for the decisions regarding medical necessity. Any written communication to
a physician or other health care provider of a denial, delay, or modification of a
request shall include the name and telephone number of the health care professional
responsible for the denial, delay, or modification............
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New/Revised Paragraphs
In the ER Denial Letter

Dear {member name}:

1) We have received your claim regarding the above
referenced provider. The Plan/provider group
evaluates the facts and circumstances involved in the
emergency services rendered to determine whether
the patient reasonably believed that their medical
condition was an emergency medical condition. The
reported facts include:

2) {INSERT member specific medical information
Including presenting symptoms, duration of symptoms}
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New/Revised Paragraphs
In the ER Denial Letter (continued)

3) The clinical facts referenced above do not support a
reasonable belief that an emergency existed,
therefore the claim in denied.

4) An emergency medical condition is a condition that
manifests itself by acute symptoms of sufficient
severity (including severe pain) such that the absence
of iImmediate medical attention could be expected to
result in any of the following: (1) placing your health
as the patient in serious jeopardy; (2) serious
Impairment to your bodily functions; or (3) serious
dysfunction to any of your bodily organs or parts.
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ER Medical Necessity Denial Letter
Example 1

Dear Ms. Jones:

We have received your claim regarding the above referenced
provider. The Plan/provider group evaluates the facts and
circumstances involved in the emergency services rendered to
determine whether the patient reasonably believed that their
medical condition was an emergency medical condition. The
reported facts include:

You presented to the Emergency Room after stepping on a nalil
The ER notes did not indicate redness, swelling, or pain. The
ER provided a tetanus vaccine which could have been provided
by your primary care physician.
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ER Medical Necessity Denial Letter
Example 1 (continued)

The clinical facts referenced above do not support a reasonable
belief that an emergency existed, therefore the claim in denied.

An emergency medical condition is a condition that manifests itself
by acute symptoms of sufficient severity (including severe pain)
such that the absence of immediate medical attention could be
expected to result in any of the following: (1) placing your health
as the patient in serious jeopardy; (2) serious impairment to your
bodily functions; or (3) serious dysfunction to any of your bodily
organs or parts.

You are responsible for payment of this denied charge.....
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ER Medical Necessity Denial Letter
Example 2

Dear Mr. Smith:

We have received your claim regarding the above referenced
provider. The Plan/provider group evaluates the facts and
circumstances involved in the emergency services rendered to
determine whether the patient reasonably believed that their
medical condition was an emergency medical condition. The
reported facts include:

You presented to the Emergency Room with a one week history
of leg pain. The ER records indicate there was no evidence of
difficulty walking, and the pain was controlled with over the
counter medication.
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ER Medical Necessity Denial Letter
Example 2 (continued)

The clinical facts referenced above do not support a reasonable
belief that an emergency existed, therefore the claim in denied.

An emergency medical condition is a condition that manifests itself
by acute symptoms of sufficient severity (including severe pain)
such that the absence of immediate medical attention could be
expected to result in any of the following: (1) placing your health
as the patient in serious jeopardy; (2) serious impairment to your
bodily functions; or (3) serious dysfunction to any of your bodily
organs or parts.

You are responsible for payment of this denied charge.....
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Auditing for Commercial ER Member Denials

In addition to already established denial letter guidelines,
auditors will review the letters to:

e determine if the appropriate Commercial ER Denial
template was utilized

e verify the Plan/Medical Group/IPA has clearly
documented the reason for the ER denial, including
utilization review criteria and the clinical reason for the
decision. This information must come from UM/clinical
staff based upon their review.

e verify the letter includes member health condition,
Including presenting symptoms
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Sample Corrective Action Plan (CAP)

e Demonstrate in Commercial ER denial files the clear
documentation of the reason for the denial in the
written notification to the member, including specific
utilization review criteria used in the determination.

e Denial language must include:

— specific criteria used to make decision or criteria not
met (i.e., not the name of the criteria),

- specific member health condition
— rationale to support decision
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Questions regarding
Commercial ER Denial Letter
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Tentative Projects for the Claims
Standardization Team - 2008

e Revision of the monthly timeliness form —
Seniors

e Revision of the Claims Commercial Denial
Reasons Guide

e Review and revise the Claims Audit Tool Book

e Auditing for Usual and Customary —
Commercial

e Suggestions -- Please submit to the ICE
Claims Team Leads.
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Thank you!!!!

To access any of the documents referenced in
this presentation, they can be located on the
ICE web site by cutting and pasting the
following link into your web browser:

http://lwww.iceforhealth.org/library.asp?sf=&sc=+
APPROVED+ICE+DOCUMENTS



