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Agenda
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1. Introductions
2. ID Card Changes
3.Portal Updates
4.Technology Enhancements
5.naviHealth
6.General Updates



Introductions
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• Margaret Rocca – Manager, ProviderAdvocateAccount Managers DE/DC/MD 
mrocca@uhc.com

• Traci Cross - Hospital FacilityAdvocate 

tcross@uhc.com

• Lori Muir - Hospital FacilityAdvocate  

lori_muir@uhc.com

• Amy Meister - Hospital FacilityAdvocate  

amy_meister@uhc.com

mailto:mrocca@uhc.com
mailto:tcross@uhc.com
mailto:lori_muir@uhc.com
mailto:amy_meister@uhc.com


New ID Cards



ID Card Changes 2023-2024
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• UnitedHealthcare is continuinga phased rollout of a new claims processing system as part of a  
multi-year plan to simplify your benefits, claims, payments and referral experiences withus.

• Beginning in April 2023, new cards started to hit the streets. We want you to be aware of some  
changes to member ID cards for fully insured andAll Savers® plans that are part of this process.

• MAHP is targeted for September 2023
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UHC Portal Tools



Document Library

Please note, this includes letters sent by Optum for payment accuracy reviews they  
perform on behalf of UnitedHealthcare. This does NOT include overpayment letters  

sent by any other vendor. Those letters will continue to be mailed.

As announced in UnitedHealthcare’s Network News articles over the past several  
months, we will no longer mail overpayment and appeal decision letters to network  

health care professionals (primary and ancillary) and facilities.

Most commercial and UnitedHealthcare  
Medicare Advantage plans – beginning  

September 23, 2022
UnitedHealthcare Community Plan  
(Maryland) - beginning May 5, 2023
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Electronic Letters

They are available the day they’re generated, so all authorized users in your organization can
view them right away.

Sign in at UHCprovider.com then select  
Documents & Reporting in the Provider Portal •  

If not yet registered, consult  
UHCprovider.com/access

Select Document Library Document library  
Electronic Letters | Document Library

Most claim, prior authorization, payment (including overpayment and appeal) letters and reports
are in Document Library.
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Electronic Letters continued
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Electronic Letters continued
Search Options:

A. Basic (with 1 criterion from the dropdown menu)
B. Advanced (with multiple criteria)
C. Browse by Folder then subfolder(s)
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Is Authorization Required?
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Is Authorization Required?

•If a provider attempts to get a prior authorization and PAAN indicates no auth is needed, the  
provider will still get a determination number which would be Dxxxxx for reference.

• Decision numbers are not stored or archived on the ProviderPortal.

•It is important for providers to make a note of these numbers in their practice management  
systems for reference especially in cases where they have been misinformed and servicesreally  
do require authorization.



Technology Enhancements



Coming soon: Faster and easier online  
credentialing
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Chat With Us

1. Chat with a live service advocate when you sign into the portal (on the  
Contact Us page).

2. They can help resolve your questions about claims, credentialing, prior  
authorizations and even member benefits.

3. Claim support may be limited by member state.

4. Download a transcript of the chat conversation
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Early Warning System
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• UnitedHealthcare has implemented an internal process to identify real-timedenial  
trends.

• We are monitoring shifts in denial rates using long term (last 12 months) and short  
term (last 3 months) historical data across all lines of business (excludesaffiliates.)

• Allows advocates to communicate, via phone or email, trending denial issues as they  
occur to aid facilities/physicians to update systems if appropriate.



NaviHealth



NaviHealth
Hospital discharge transfers to SNF/Rehab – Medicare members
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• Members who admit to SNF, AIR, LTAC

• Delegation is for Medicare Part A benefit only

• Product lines included:
MedicareAdvantage
Dual Eligible Special Needs Plan (DSNP) – Excludes DC DSNP

•
•
• Chronic Special Needs Plans (CSNP)
• Medicare Component of Fully Integrated Dual Eligible (FIDE)

• Admissions to SNF are expected to have a preservice authorization
• Provider Portal – nH access

• Hours of Operation for Pre-ServiceAuthorization

• Monday – Friday 8:00am-8pm ET / 7:00am-7:00pm CT / 5:00 am-5:00 pm PT
• Saturday and Sunday 11:00 am-7:00 pm ET / 10:00am-6:00pm CT / 8:00am-4:00pmPT



nH Access
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General Updates



CMS outpatient place of service
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UnitedHealthcare will reimburse CPT and HCPCS codes when reported with an appropriate place of  
service (POS). UnitedHealthcare aligns with The Centers for Medicare & Medicaid Services (CMS)  
POS Code set, which are two-digit codes submitted on the CMS 1500 Health Insurance Claim Formor  
its electronic equivalent to indicate the setting in which a service wasprovided.

• Applies to Commercial, Medicare and Medicaid line of business
• CMS code changes effective January 1, 2023
• Place of service 22
• UHC updated system 3/2023
• Claims projects are underway to capture codingupdate

For additional information, please refer to UHCprovider.com and search “Procedure and Placeof  
Service Policy, Professional”



New Claim ID Numbers
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You may see new claim numbers beginning with “R”. This is a result of claims being  
continuously loaded throughout the day.

• Currently applies to Individual & Family Plans product.

• Other products will move at a time to be determined.

• Example: R23Exxxxxxxx



Molecular Testing
• Z-codes already in use for Medicare since2021
• Commercial products will add molecular codes.

• Reimbursement policy announcing the change will be published on May 1 with anAugust 1 effective  
date.

• Molecular Pathology Policy, Professional and Facility

• We will issue ACE edit warnings to alert you of a potentialproblem.
• Palmetto GBA manages the registration and will have the details on their web portal starting May 1.
• www.dexzcodes.com
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http://www.dexzcodes.com/
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