
11

Thank you

Thank you for joining us, we will get started in just a few 
minutes to allow others to call in.

We will get started at 11:00 am

To receive the slides shared today please email 
COProviderRelations@Carelon.com

the slides and recording will also be posted to the RAE 2 and RAE 4 websites in 
the next week

mailto:COProviderRelations@Carelon.com
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Before we get started…

Please type your name and organization in the chat 
so we know who you are. 

If you have questions at any time during the webinar, 
we ask that you type them in the Q&A  

Everyone’s line is muted during the webinar.

Thank you



July Provider Support Call

Monthly Provider Roundtable

July 12, 2024
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What is the RAE?

The RAEs are responsible for the health and cost outcomes for members in their region, as well as: 

• Developing a network of Primary Care Medical Providers (PCMPs) to serve as medical home providers for 
their members, 

• Developing a contracted statewide network of behavioral health providers, 

• Administering the Department’s capitated behavioral health benefit,

• Onboarding and activating members, 

• Promoting the enrolled population’s health and functioning, and 

• Coordinating care across disparate providers, social, educational, justice, and other community agencies to 
address complex member needs that span multiple agencies and jurisdictions.

7/12/2024
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What is a RAE Roundtable?

This is a monthly meeting where we share updates, provide 
information, training, and welcome your questions and discussion. 

Feel free to share this invitation with colleagues who July also have 
an interest in attending. 

7/12/2024
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Agenda

1. Welcome and Introductions

2. Member & Provider Rights and Responsibilities

3. Member & Provider Complaints 

4. Member & Provider Appeals

5. Advance Directives & Language Assistance

6. Payment Standards

8/11/2023

7. Updates

8. Reminders, Questions & Open      
Discussion
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Chapter 01
Welcome and Introductions

Thank you for joining the Provider Support Call

7/12/2024 
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Chapter 02

Member & Provider Rights and 
Responsibilities

 Presented by Dawn Surface, Carelon

7/12/2024 
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Member Rights & Responsibilities

7/12/2024
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Member Rights & Responsibilities (cont’d)

7/12/2024
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Provider Responsibilities

7/12/2024
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Chapter 03

Member & Provider Complaints 

 Presented by Dawn Surface, Carelon

7/12/2024 
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Member Complaints – Grievance (Complaint) Defined

7/12/2024 
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Member Complaints (cont’d)

7/12/2024 
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Member Complaints (cont’d)

7/12/2024 
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Member Complaints (cont’d)

7/12/2024 
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Member Complaints (cont’d)

7/12/2024 
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Provider Complaints 

7/12/2024 
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Chapter 04

 Member & Provider Appeals

 Presented by Dawn Surface, Carelon

7/12/2024 
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Member Appeal & State Fair Hearing Rights

7/12/2024 



23

Member Appeal & State Fair Hearing Rights (cont’d)

7/12/2024 
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Member Appeal & State Fair Hearing Rights (cont’d)

7/12/2024 
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Member Appeal & State Fair Hearing Rights (cont’d)

7/12/2024 
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Member Appeal & State Fair Hearing Rights (cont’d)

7/12/2024 
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Member Appeal & State Fair Hearing Rights (cont’d)

7/12/2024 
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Provider Appeals - Claims

7/12/2024 
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Chapter 05

 Advance Directives & Language Assistance

 Presented by Dawn Surface, Carelon

7/12/2024 
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Advance Directives

7/12/2024 
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Advance Directives (cont’d)

7/12/2024 
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Language Assistance

7/12/2024 
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Language Assistance

7/12/2024 
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Questions?

7/12/2024

At this time we will open everyone’s microphones 
to address any questions about the topics 
covered.
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Chapter 06

 Payment Standards

 

7/12/2024 
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Payment Standards - Overpayments/ Recoup

7/12/2024

Providers should routinely review claims and payments to assure that they have not 
received any overpayments. Carelon will notify providers of overpayments identified 
by Carelon, clients, or government agencies.

Ove rp a ym e nt s includ e , b ut  a re  not  lim ite d  to :
• Claims allowed/paid greater than billed
• Claims paid in error
• Inpatient claim charges equal to the allowed amounts
• Duplicate Payments
• Payments made for individuals whose benefit coverage is/was terminated
• Payments made in excess of amounts due in instances of third party liability and/or coordination 

of benefits 
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Payment Standards - Overpayments/ Recoup

7/12/2024

Subject to the terms of the provider agreement and applicable state and/or federal regulations, 
Carelon or its designee will pursue recovery of overpayments through:

 Adjustment of the claim or claims in question creating a negative balance reflected on the 
Provider Summary Voucher  (claims remittance)

 Written notice of the overpayment and request for repayment of the claims identified as overpaid

Failure to respond to any written notice and/or request for repayment of identified overpayments in 
the time period identified in the notice/request is deemed approval and agreement with the 
overpayment; thereafter, Carelon will adjust the claim or claims in question creating a negative 
balance. 

Any negative balance created will be offset against future claims payments until the negative 
balance is zeroed out and the full amount the overpayment is recovered. 
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Payment Standards - Overpayments/ Recoup

7/12/2024

If the provider disagrees with an overpayment recovery and/or request for re- payment of an overpayment, the 
provider may request Carelon to review in writing- the written request for review needs to be received by Carelon on 
or before the date identified in the notice of overpayment recovery or request for re-payment of an overpayment. 

Please attach a copy of your written demand or request letter to your request for review and include the following 
information:

•  provider/participating provider’s name
•  identification number and contact information
•  member name, and number
•  a clear identification of the disputed items to include the date of service and the reason the disputed 

overpayments are being contested. 

Overpayment Recovery should be mailed to:

 Carelon Behavioral Health
 1330 Amerigroup Way
 Virginia Beach, VA 23464
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Payment Standards - No Balance Billing

7/12/2024

Participating providers may not balance bill members for covered services rendered. 

This means that the participating provider may not bill, charge or seek reimbursement or a deposit, 
from the member for covered services except for applicable member expenses, and non-covered 
services. 

Participating providers are required to comply with provisions of Carelon’s code of conduct where 
applicable, including, without limitation, cooperation with claims and billing procedures and 
participation in training and education. 
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Chapter 06

Updates

7/12/2024 
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Carelon Training Webinars - Monthly

Carelon offers monthly training webinars for 
providers. Here are examples of webinars  
scheduled for this month.

You can register for any of these trainings by 
going to:

https://www.carelonbehavioralhealth.com/prov
iders/resources/trainings

Provid e rConne ct  Ove rview                         
We d ne sd a y, July 24 a t  1 p .m . ET

Cla im  Sub m ission Guid a nce
Thursday, July 25 at 12 p.m. ET

e Se rvice s Ove rview
Wednesday, July 10 at 1 p.m. ET 

7/12/2024 

https://www.carelonbehavioralhealth.com/providers/resources/trainings
https://www.carelonbehavioralhealth.com/providers/resources/trainings
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Carelon Training Webinars - Quarterly

Carelon also offers quarterly training webinars 
for providers. Here are examples of these 
webinars  scheduled for this month.

You can register for any of these trainings by 
going to:

https://www.carelonbehavioralhealth.com/prov
iders/resources/trainings

Yout h BH 101                                                
Thursday, July 11 at 3 p.m. ET

Ge nd e r-Affirm ing  BH 101
Wednesday, July 17 at 3 p.m. ET

Ava ilit y Porta l Enha nce m e nt s                      
Tuesday, July 23 at 1 p.m. ET

7/12/2024 

https://www.carelonbehavioralhealth.com/providers/resources/trainings
https://www.carelonbehavioralhealth.com/providers/resources/trainings
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July/July HCPF Trainings

7/12/2024 

Beginner Billing Training: Institutional Claims: This training will show you how to navigate the HCPF website, 
understand billing prerequisites, and how to complete basic billing. Next training – Thursday, July 11th at 9 AM
- Also, Friday July 12th at 10 AM
 
Beginner Billing Training: Professional Claims: This training will show you how to navigate the HCPF website, 
understand billing prerequisites, and how to complete basic billing. Next training –  No training scheduled for July.

For a full list of trainings, resources, and calendars of trainings please visit the HCPF website:  
https://hcpf.colorado.gov/provider-training
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State Behavioral Health Services (SBHS) Billing Manual January 
Update

1/12/2024 

- A new SBHS Billing Manual is available and effective 7/1/2024 at: 
https://hcpf.colorado.gov/sbhs-billing-manual

- There is a Tracking Form available outlining changes made to the manual 
effective 7/1/2024

- Examples of changes are:
- Changed diagnosis (Dx) spans for MH and SUD covered dx
- Deleted generic H0018 and H0019 coding pages, as well as references to 

these codes in all appendices (H and I)
- Removed PT 63 and 64 from H0035 and S9480
- Updated language for codes H0015, H0035, S9480

https://hcpf.colorado.gov/sbhs-billing-manual
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Chapter 07

Reminders, Questions & Open Discussion

7/12/2024 
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New Fiscal Year

The new fiscal year (FY 24/25) for Colorado Medicaid and the RAEs began 7/1/2024

Please be sure to stay up to date on changes, Medicaid validation, and other items coming in FY 
24/25.

- Visit the HCPF website - https://hcpf.colorado.gov/our-providers 

- Contact Carelon PR 

- Follow newsletters provided by the RAEs and HCPF

7/12/2024
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Carelon Resources – How to connect…

Call the National Provider Service Line (NPSL) at:                                                                           
800-397-1630

Email Colorado Provider Relations at:                                                                    
CoProviderRelations@carelon.com 

 

7/12/2024
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Carelon Resources – Forms and Guides

https://www.carelonbehavioralhealth.com/providers/forms-and-guides

Billing and claims

 - Tip Sheets for how to complete billing forms

Change Request Forms

 - Change of Address Forms, Facility Location Service Forms (LSF)

Clinical Forms

7/12/2024

https://www.carelonbehavioralhealth.com/providers/forms-and-guides
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Stay Up To Date

Every month we provide a Newsletter that has 
information for providers-  including upcoming 
webinars,
events, updates, and resources. 

Be sure to check out the Inspire Wellness 
newsletter!! 

To sign up please email:
 CoProviderRelations@carelon.com 

7/12/2024 
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Upcoming Training 

The  Next  RAE Round ta b le   

The  2nd  Frid a y of t he  mont h

Aug ust  9, 2024

 11a m

7/12/2024
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Thank you

888-502-4185

www.healthcoloradorae.com

healthcolorado@carelon.com

 

https://www.facebook.com/healthcolorad
orae/

7/12/2024 

Contact Us
888-502-4189

www.northeasthealthpartners.org

northeasthealthpartners@carelon.com

https://www.facebook.com/northeasthea
lthpartners.org/

http://www.healthcoloradorae.com/
mailto:healthcolorado@carelon.com
http://www.northeasthealthpartners.org/
mailto:northeasthealthpartners@carelon.com
https://www.facebook.com/northeasthealthpartners.org/
https://www.facebook.com/northeasthealthpartners.org/
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