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Resource Center

Find all the information you need to do business with us, including prior
authorization documents, payment policies, medical necessity guidelines, our
provider manual, and more.
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You may notice the Tufts Health Plan logo on many of these documents..
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Get all the information you need to know about our Office Manaqerst\
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Division and Product Organization

To optimize use of our online resources, you must identify and select

the Tufts Health Plan division in which your patient is enrolled:
* Commercial

°* Maedicare

°* Tufts Health Plan Senior Care Options (SCO)

°* Tufts Health Public Plans

Refer to the Products Overview and Member ID Card Guide for
assistance in determining the member’s plan and the division under
which the plan falls.

lama.. — Our Resource Condition Behavioral e . :
Provider — Plans Pharmacy Center Management Health News Training Find a Doctor, Hospital... v

Home > Provider

1 \'"' Provider
Welcome Providers [ TR

(You must select a division to login.)

To assist in determining copays, cost-share amounts, and other plan-specific 7 \
information, we developed a Products Overview and Member ID Card Guide! / Y ( Select a Division

Tufts Health Plan distributes its Provider Update® newsletter by email. In org f
receive Provider Update, you must complete the online registration form. Q : LOGIN »

Register Your Email” below to view the form. Sy e Aicans

*Copies of this information can be made available upon request by calling the appropriate Tufts Healtl ;
#

Provider call center.

REGISTER YOUR EMAIL »

Y




Products Overview and Member ID Card Guide
- tuftshealthplan.com/provider

Commercial Plans
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Full

Tier 1 — FCF ofice visits ars
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subgact to & §35 capayment,
Specialist vists are subjectta a
245 copEyment




Tufts Health Freedom Plan and Tufts Health
Plan Commercial Plans

Commercial providers may see Tufts Health Freedom Plan members.
Tufts Health Freedom Plan members will have a Tufts Health Freedom
Plan member ID card, and Tufts Health Plan Commercial members
will have a Tufts Health Plan member ID card.

Plan Name ii— TUFTS Plan Name

Health Plan

Reminder: Use Tufts Health Plan's secure Provider website to verify
member eligibility, determine the member's plan type and access
benefit information: tuftshealthplan.com/provider.

2@ TUFTS

Health Plan




Plan Information for Providers
- thfp.com/providers/plans

TUFTS HEALTH

FREED.?M Contact Us About Us Q | search

| am a_ sss — Resource
Provider — Center

Behavioral Conditlon

ST Health [ ELET T

Training Find a Doctor, Hospital and more

Plan Information for Providers

Tufts Health Freedom Plan offers a variety of plan options.

To learn more about a plan - including cost sharing, pharmacy benefits, referrals, and more - select it from the table below.

Exclusive Provider Option Preferred Provider Organization
EPO) Plans PPO) Plans

4 4

Granite EPO Granite Advantage PPO

4 4

Granite Premier Choice EPO Granite PPO

4 4

Granite Advantage EPO

4 4

Granite Advantage EPO Saver Granite Advantage PPO Saver




Prior to patient care...

Confirm Request or Request or

Verify patient patient is in check
eligibility your panel checsléarteufserral authorization
(for PCPs) status

Key Definitions

Referral:

A referral verifies that the PCP has approved the member’s care to that provider. It is the
responsibility of the PCP to indicate the number of visits and type of specialty care service
approved.

Prior Authorization:

Assists the health plan to determine medical necessity and appropriateness of health care
services under the applicable health care benefit plan.




Referral Overview

" Primary care providers (PCPs) coordinate the referral
management process for all HMO, EPO, and POS members
utilizing their authorized level of benefits.

It is the responsibility of the PCP to ensure that the member
is directed to the appropriate specialty care provider. A
referral verifies that the PCP has authorized the member’s
care to that provider.

= Referrals should be issued prior to services being rendered.

ir TUFTS
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Referral Overview (continued)

= It is the responsibility of the PCP to indicate the number of
visits and type of specialty care service authorized.

= A referral is valid in the Tufts Health Plan system until one or

all of the following criteria are met:
" The approved number of visits is used
A specified time frame up to one year from the date of referral

|
" The member’s benefit limit has been met
" The member is no longer eligible

Note: In some instances, the PCP may indicate a specific date range for the
member to receive specialty care services. In these instances, the referral is
only valid for the specified date range indicated on the referral. The date range
specified may not exceed one year from the date of issuance.

ir TUFTS
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Referral Submission and Inquiry

- tuftshealthplan.com/provider
Referral Submission

" Providers are encouraged to submit referrals and
notifications through Tufts Health Plan’s secure website.
Refer to the Electronic Services section of our website for
information regarding additional self-service options.

Referral Inquiry

" Providers may check the status of an existing referral by
using referral status inquiry on the Tufts Health Plan secure
Provider website.

®" The referral status inquiry tool provides the status of any
referral submitted to Tufts Health Plan regardless of how the
referral was submitted.

ir TUFTS
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Tufts Health Freedom Plan Referral Process

This information applies only to Tufts Health Freedom Plan
products for which referrals are required.

Tufts Health Plan requires specialists seeing members of Tufts
Health Freedom Plan products (for which referrals are required)
to add the name and NPI of the member’s referring provider to
Box 17a and 17b of the CMS-1500 claim form.

Tufts Health Plan accepts the referring provider’s name and NPI
populated in Box 17a and 17b as evidence of an in-network
referral from the provider whose referral is required.

2@ TUFTS
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Prior Authorization Overview

Tufts Health Plan requires prior authorization for certain
services, drugs, devices and equipment as a condition of
payment.

While you may not be the provider responsible for obtaining
prior authorization, as a condition of payment you will need
to make sure that prior authorization has been obtained.

Refer to the Guidelines section of the Resource Center to
determine which services require prior authorization and
which department is responsible for review.

Medical Necessity Guidelines and InterQual criteria are used
in conjunction with the member’s benefit plan document and
in coordination with the provider recommending the service,
drug, device or supply.

ir TUFTS

Health Plan




Medical Necessity Guidelines

lama ... — _ _ _ i
Provider = Cwur Plans Pharmacy Resource Center Condition Management Behavioral Health Mews Training Q Find a Doctor._.

(Tuﬁs Health Public Plans - ) Q  Blepharoplasty

Locate Division on Member ID Card

Search By Category Blepharoplasty, Upper Eyelid, and Brow and/or Eyelid
Ptosis Repair
Medical Necessity Guidaiines

@ View/Download

Prowider Manuals

~ Guidelines

Blepharoplasty, Upper/Lower Eyelid, and Brow and/or

Onling + Electronic Services Eyelid Ptosis Repair @ View/Download
Effactive: Apni 1, 2019

Medical Necessity Guidalines

Clinical Resources

Behavioral Health

Clinical Practice Guidelines Showing 2 of 2 Related Items
Madical Necessity Guidelines

Pharmacy Medical Mecessity
Guldelines

Payment Policies
Provider Pharmacy
Behavioral Health

Forms
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Medical Necessity Guidelines (continued)
fd TUFTS

Health Plan

Medical Necessity Guidelines: Blepharoplasty, Upper/Lower Eyelid,
and Brow and/or Eyelid Ptosis Repair

Effective: April 1, 2019

Prior Authorization Reguired Yes @ No O
RED, submit supporting clinical documentation pertinent to service request.

COMMERCIAL Products
ETufts Health Plan Commercial products; Fax: 617.972.5409
ETufts Health Freedom Plan products; Fax: 617.972.9409

TUFTS HEALTH PUBLIC PLANS Products

ETufts Health Direct — A Massachusetts Qualified Health Plan (QHP) (a commercial product); Fax:888,415.9055
ETufts Health Tegether - massHealth MCO Plan and sccountable Care Partnership Plans; Fax: 888.415,2055
ETufts Health RITogether — & Rhode Island Medicaid Plan; Fax: 857.304.5404

ETufts Health Unify™ - OneCare Plan (a dual-eligible product); Fax: 781.393.2607
*The MNG applies to Tufts Health Unify members unless a less restrictive LCD or NCD exists.

SENIOR Products
# Tufts Health Plan Senior Care Opticns (SC0O), (a dual-ehgible product) - Refer to the Tufts Health Plan
SCO Prior Authonzation List

« Tufts Medicare Preferred HMO, (a Medicare Advantage product) - Refer to the Tufts Medicare Preferred
HMO Prior Authorization and Inpatient Notification List

To obtain InterQual® SmartSheets™:

+ Tufts Health Plan Commercial Plan products and Tufts Health Freedom Plan products: If
you are a registered Tufts Health Plan provider dick here to access the Provider website. If you are
not a Tufts Health Plan provider please click on the Provider Log-in and follow instructions to register
on the Provider website or call Provider Services at 888.884.2404.

+ Tufts Health Public Plans products: InterQual SmartSheet(s) available as part of the prior

authorization process. 10 f_ T U F TS

Mote: While you may not be the provider responsible for obtaining prior authorization, as a condition Health Plan
of payment you will need to make sure that prior authorization has been obtained.




Inpatient Notification

As a condition of payment, Tufts Health Plan requires
notification for any member who is being admitted for inpatient
care regardless of whether Tufts Health Plan is the member’s
primary or secondary coverage.

Inpatient notification is required for all medical and behavioral
health inpatient services.

Inpatient notification is the responsibility of admitting providers
and hospital admitting departments.

Inpatient notification does not take the place of a referral or
prior authorization requirements for a service.

Refer to the Referral, Authorization and Notification Policy for
additional information about the inpatient notification process.

2@ TUFTS
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Inpatient Notification Requirements

Admitting providers and hospital admitting departments share

the responsibility for notifying Tufts Health Plan in accordance
with the following timelines:

"= Flective admissions: Notify Tufts Health Plan five business days
prior to admission.

" Emergency/urgent admissions: Notify Tufts Health Plan within
the next business day.

Providers can submit an inpatient notification by:

Logging in to the secure Provider website at
tuftshealthplan.com/provider

EDI transaction: Batch 278 Inpatient Notification files are accepted.

Faxing an Inpatient Notification Form to the Precertification
Operations Department at 617.972.9590 or 800.843.3553

ir TUFTS
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Helpful Definitions

Referral:

A referral verifies that the PCP has approved the member’s care to that
provider. It is the responsibility of the PCP to indicate the number of
visits and type of specialty care service approved.

Prior Authorization:

Assists the health plan to determine medical necessity and
appropriateness of health care services under the applicable health
care benefit plan.

Inpatient Notification:

An inpatient notification is notification to CarePartners of Connecticut
that a member is being admitted for inpatient care. Inpatient
notification is completed by the facility where the member is scheduled
to be admitted or may be completed by the specialist provider.

ir TUFTS
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Recommended Browsers

= Tufts Health Plan recommends using the latest versions of one
of the following Internet browsers for the public and secure
Provider websites:

" Mozilla Firefox

" Google Chrome

= Internet Explorer is not optimal for working on the public and
secure Provider websites.

2@ TUFTS
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Navigating Tufts Health Plan’s Website
tuftshealthplan.com/provider
Tufts Health Plan’s Provider website has two distinct sections:

" Public Provider website
" Medical necessity guidelines
" Payment policies
" Pharmacy programs
" Provider manuals
" Training and education

" Secure Provider website (registration required)
Tufts Health Provider Connect (Tufts Health Public Plans only)
Tufts Health Plan Provider Portal (Commercial and Senior Products)
" Claims status inquiry
" Eligibility and benefits
Referral inquiry and submission
Inpatient notification request submission MM TUFTS

Online claim adjustments (Commercial and Senior Products) 1r Health Plan




Access the Secure Provider Website
- Login or Register at thfp.com/login

TUFTS HEALTH

FREED«s"M

Health + Wellness

Login/Register As A...

-
I\




Secure Provider Website Registration

- tuftshealthplan.com/provider/electronic-services/provider-self-service

'if‘ TUFTS About Us  Contact & |English» L | Login Q Site Search

Health Plan

lama .. o Our Resource Condition Behavioral -
Provider = Plans Pharmacy Center Management Health Mews  Training Find a Doctor, Hospital...

Home = Provider = Electronic Services > Provider Self Service

Electronic Services Registration

Provider Self Service _ _ _ _ _
Registering a contracting provider 1D allows you to access information containing that provider ID number, such as claims

and referrals.

To register

Go to the secure Provider website log-in page and click "Register here”. Determine the type of registration yvou need to
complete. To add an additional provider or providers to your existing account, click I need additional access”™ or to register
a new account, click “Continue with registration”.

¥ou will need the following information to add additional providers or create a new account:

« NPl (National Provider Identification)
* One of the following
= Tax ID number (group registrations)

= Social Security Number (individual registrations)
* [nformation from two recent claims submitted by the provider
Select your role:
If you are registering to be the SAA of the NPl entered and there is already an NPI in place, you must select "Replace

current SAA" or “Cancel to start over” and select a different role.

Are you registering as the provider or on behalf of the provider?




Secure Provider Website

ATUFTS

Health Plan

ELIGIBILITY & BENEFITS CLAIMS REFERRALS AUTHORIZATIONS NOTIFICATIONS BEHAVIORAL HEALTH

Membership Report

Reporting Tools

’, N Restricted Drug List
Coverage Updates for

Commercial Products ‘¢
. M \ L

The latest changes to Commercial products (including Tufts Health Freedom Plan) are now m effact. Be sure o
read about the changs to ensure timely billmz and payment.

Coverage Updates for Commercial Products

ir TUFTS
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Claims Status Inquiry

TU FTS Go to tuftshealthplan.com Contact Us

Health Plan

ELIGIBILITY & BEMEFITS | CLAIMS | REFERRALS AUTHORIZATIONS NOTIFICATIONS BEHAVIORAL HEALTH

Claims St Claims Inquiry, Rationale, & Adjustments
-

The Claims Status In Electronic Payment Services |fprovider .
for specific member 1= @EfrE Frequently Asked Questions

To search for a claim Electronic Claims Submission r freeform Are all claims Ellglble to be

search to search by e, adjusted or disputed?

procedure code or just about any other piece of information associated with the . .
claim How many claims can | view?

Where can | find Tufts Health
Plan's payment policies?
SEARCH ALL CcLAIM NUMBER PATIENT INFO PROVIDER INFO SERVICE PERIOD

You can use the search below to enter any information related to your claim. When searching for multiple pieces of
information at once, simply put a comma and/or space in between your search items. Click here to learn more.

Search for any information related to claim or claims

CLEAR SEARCH

A8

TUFTS
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Claims Status Inquiry - Free Form Search

" You can search with any information related to the claims that
you are looking for. For example, if you are looking for a claim from
July, just type “July” in to the search box, and claims associated with
the month of July will be returned.

" You can search for multiple pieces of information at once. For
example, you can enter many claim numbers returning multiple
results. You can also enter multiple pieces of information related to a
single claim in order to refine search results.

" When searching for multiple pieces of information at once, simply
put a comma and/or space in between your search items.

SEARCH ALL cLAIM NUMEER PATIENT INFO PROVIDER INFO SERVICE PERIOD

You can use the search below to enter any information related to your claim. When searching for multiple pieces of
information at once, simply put a comma and/or space in between your search items. Click here to learn more.

July, Beth Eaton, 99395|

CLEAR SEARCH !




Claim Adjustments
- Commercial and Senior Products

if- T U FTS Go to tuftshealthplan.com Contact Us

Health Plan

ELIGIBILITY & BEMEFITS CLAIMS REFERRALS AUTHORIZATIONS MNOTIFICATIONS BEHAVIORAL HEALTH

Claims Adjustment

Frequently Asked Questions

Provider Payment Dispute Guidelines

Claim Number Pay Date Check Mumber Process Type EFT Claim Type

Change Information on this Claim

| want to change information on this claim.

Return Funds to Tufts Health Plan

Dispute a Denial and/or Payment

60 BACK (T




Provider Payment Dispute Overview

" Providers have the right to file a payment dispute if they disagree
with a decision regarding the denial or compensation of a claim.

The Online Claim Adjustment Tool on the secure Provider
website is the primary means of submitting Commercial
and Senior Products claim adjustment requests and
payment disputes.

When submitting a payment dispute by mail, the Request for
Claim Review Form, along with any supporting documentation, is
required. The form can be found in the Forms section of the
Resource Center at tuftshealthplan.com/provider.

" A separate dispute form must be submitted for each claim adjustment.
= All incomplete submissions will be returned.

For complete information, refer to the Provider Payment
Dispute Policy found in the Payment Policy section of the
Resource Center on the public Provider website.

ir TUFTS
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Request for Claim Review Form

COBMPLETE ALL INFORBAATION REQUIRED O THE “REGQUEST FOR CLAIM REVIEW FORM™.
INCOMPLETE SLIBRISSEOME WILL BE RETURMED LINFROCESSED

Phease direct any questions regarding this foem to the glan to which yaw submit your nequest far claim reviews.

Tosda®s Dt (MNVDDEYY )
Tllanoter reguinsd (o)

Health Flan Mars: |

Pravider Informatlon
*Frovider Haima: *Contact Maia:
*Maticral Prosider Identidier (MPI): *Lontact Phane Husker:

Cantact Fax Murmbsr: | Conilact E-mail Addnass:

STt A reds:

Mamber ¢ Clabm Information
*Micambar 1D

*Tata(shof Smrvice (MMIDIVYYE

#0aim Humibser: *Denial Code:

*Review Typs
Enber ¥ m coe boa, andior provids comment beloa, b ellsct purg

Contmst temixi: The peewider beliese the previcasdy procesed claim vass rent i in accocdance withs negotisted fems,

has been received,

Comected Clain: The previowly procmsed daien {paid of diriad) regainis an attibute oormection feg., units, proceduns, disgoaos,
mesdifiers, etc ) Please specily the correction bo ke mads:

Coordinathen of Banedite Thi refuestad rivie B tor a daim that could not Tully be procesed until information fom anothear Fbure

Doplicate Claim The origing reason for denlal weas due te a duplicace daim
nzbmimien,

Filimg Lirmst: Thes cloorr wahose: crigral e for denial wos urdimsly filing

po by

Payer Pabcy, Chrical: The | ider Ll lhe g i by puemssed 1 lsim wean receracdly mimbuoeas] sanse ol s payens el

Payer Palcy, Pay Tha | ither bnls lhe pevicaaly preeesil dlam vass s ly eembursd becsse al e payss

pagrncnd policy.

relmiburscment kevel weas related 1o a fallure to nodify or pre suthorize serdbocs or cxceedinegg authonzod limits.

Pre-CartalicstionMotilication or Priar-fobaneation ar Reducsd Pay Thes reapmal bar a1 lsim vebires poagnal tesscn o denisl o

Redersl Dunial: Tre clam vebiee crigral sasor Tee decial wes moslisl e mssing primacy care phyican FCF ederal

Reminders:

= When filling out the form, do not
highlight any content, as text may
appear blacked out when scanned in to
the system.

* Make sure to list a valid claim number
and message code. This information
must match what is listed online or on
the Explanation of Payment.

= The appropriate review reason must be
chosen to avoid unnecessary
rejections.

A separate dispute form must be
submitted for each adjustment along
with any supporting documentation.

Appeals for denials resulting from the
billing of an unlisted procedure code
must include operative notes that
identify the service(s) performed
associated with the unlisted code.

New/original claims may not be
included with your payment dispute

Feiagaist Tof additlonal iInfomiathen: Thi refusted revicdy & in responss o o dalm that wis originally deniad Sue to mBSmy oF Incom
plete indnmmakior {WOC Codes, Home Infurdnon Theramg),

Retraction of Payment Thi predder & reguesting o retrection of niing paemndiit of S6rdiod line jeg., Not pour pankens, sendbos not per
formed, mhe

MassHaalth: The MasstHealth prodbder has receled & Fnad’ Deaoine Fxoeaaed arnor missage. MasHealth proddens must only use this
revima; ype bo submit daims for revievs o MasdHeslth, Use af shis fone dor submission of daire ta MassBealth s restrcted to clams
wAth serioe dates exceeding one pear arsd that comply vith regaiation 130CWRB 430,233,

rher:

Coamimaenis fPJeuH' peint cheardy Selowk

forms.

Disputes of claims denied for receipt
past the filing deadline must include
acceptable proof of timely submission.
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Register to Receive Provider Update by Email

" The registration form can be accessed on the public Provider website
at thfp.com/providers. Click "Register Your Email" below to
complete and submit the short registration form.

TUFTS HEALTH
FREED.?’M Contact Us About Us & LOGIN Q | Search
PLAN

Condition

Management

Training Find a Doctor, Hospital and more

Provider

Account Login

LOGIN

Tufts Health Plan distributes its Provider Update* newsletter by email. In order to Register For Access
receive Provider Update, you must complete the online registration form. Click

Welcome Providers

"Register Your Email” below to view the form.

*Copées of this Information can be made avatiable upon request by caling the appropetate Turts Heaith Plan

Provider call center.

Register Your Email »

Note: This email address will be used only for required notifications
and other pertinent business communications. It will not change or
grant login credentials to the secure Provider website. M TUFTS

1‘. Health Plan




Provider Update
- tuftshealthplan.com/provider/news

| am a_ s —_ Our Resource
Provider = Plans Center

Provider News

The latest news for our providers, incl
coding reminders, mandates, plan cl

Q  Search the Resource Center

Behavloral Condition Training 3 Q

Rt Health Management Find a Doctor...

Provider Update

Reglster to recelve Provider Update by email for the

atest news and Information from Tufts Health Plan

Current issue

May 1, 2019

Past Issues

-

Coverage Updates

Commercial (Including Tufts Health Freedom Plan), Tufts Health Public April 30, 2019
Plans




Provider Education and Training
- Guides and Resources

thfp.com/providers/training/guides-resources

TUFTS HEALTH

FREED.?M Contact Us About Us & LOGIN Q. | Search

Training Find a Doctor, Hospital and more

Training Home Provider Training

Office Managers GL“de-S + Resources

Meetings

Secure Provider Website

Webcasts o .
= Authorization Inquiry

Woebinars = Claim Status Inguiry Why Am | Seeing the
- Eligibility and Benefits Inquiry ’ Tufts Health Plan
* Inpatient Notification Inguiry Logo?
Inpatient Notification Submission ’
Referral Inquiry You may have noticed the
Referral Submission Tufts Health Plan logo on
many of our documents

Other Resources

Here's Why
= Commercial Provider Resource Guide

» Guide to Tiered Metwork Plans for Hospitals and Professionals

ir TUFTS
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Provider Education and Training
- Webinars
thfp.com/providers/training/webinars

TUFTS HEALTH

FREED!?M Contact Us About Us

lama...

Provider

Resource Behavioral Condition - . .
Center Pharmacy Health News Management Training Find a Doctor, Hospital and

Training Home

Office Managers Weblna rs
Register to Attend an Informational Webinar

Meatings

Guides and Resources

Our webinars allow you to participate in interactive training sessions with Tufts
Health Plan’s Provider Education Team without traveling away from your office.

Upcoming Webinars
the Provider Website ’

Wednesday. June 19, 2019 | 12-1 p.m.

Training Videos

vidar | i
Tuesday, June 25, 2019 | 1-2 p.m
Referral, Prior Authorization and Inpatient Notification

Thursday, July 11, 2018 | 10-11 am

Wednesday, July 24, 2019 | 11 a.m.-12 p.m.




Tufts Health Freedom Plan
- Mobile App for Members

= With the free Tufts Health Freedom Plan mobile app,
members can check claims, benefits, search for providers
and view their ID card - anytime, anywhere!

The touch-ID enabled app makes it easy to find the information you need

FREED» b without having to remember your login infermation each time.
1. Check your claims

Keep track of all the covered services you we received and your cost-share

MESONSITINTY.
2. Find estimated costs for services under “Find a Doctor™

You can shop for care using our Treatrment Cost Estimator tool to find high-

guality, affordable services.

3. View your costs and benefits

Know your coverage and cost-share responsibilities for different services so

you're prepared whemn you see your health care provider.

4. View your ID card

Hawe It handy to show at doctor's visits.




Contact List

Tufts Health Freedom Plan Website: thfp.com/providers

Provider Services: 888.884.2404

= Call with claim, benefit, and policy inquiries for Commercial members

Behavioral Health: 800.547.5186

Technical Inquiries: 888.884.2404, option 6 or
network_tech@tufts-health.com

EDI Operations: 888.880.8699 ext. 54042 or
EDI_Operations@tufts-health.com

Provider Education: provider_education@tufts-health.com

ir TUFTS
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