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Medical Benefits Management 

(MBM)

Addressing the complexity of the healthcare system

10 

Comprehensive 

solutions

Evidence-based 

clinical guidelines

5k+ employees, 

including 

1k+ clinicians

Advanced, innovative, 

and intelligent 

technology
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Vaya Prior Authorization Services 

EviCore Healthcare (EviCore) will begin accepting prior authorization requests for Durable Medical 

Equipment (DME) services on June 17th, 2024 for Vaya members for dates of service July 1, 2024 and 

beyond. 

Applicable Membership:

• Medicaid

Prior authorization applies to 

DME services that are:

• Home Based

• Medically Necessary 

Prior Authorization does NOT apply 

to services that are performed in:

• Hospital Settings

• Skilled Nursing Facilities 

• Surgical Settings

Providers should verify member eligibility and benefits with Vaya Health on the secured provider 

log-in section at: Vaya Health - Provider Central or call Provider Services at 866.990.9712. 

https://urldefense.com/v3/__https:/nam11.safelinks.protection.outlook.com/?url=https*3A*2F*2Fproviders.vayahealth.com*2F&data=05*7C01*7CJudith.Kirkman*40vayahealth.com*7Ceaf76326841e4141bca208daa09e9fcc*7Caf91c0b1bbdf4e06bc33418e26947432*7C0*7C0*7C637998900387276932*7CUnknown*7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0*3D*7C3000*7C*7C*7C&sdata=qLP8MqX43X*2BzgeAJzHkOYPpah9mt4lnQu*2BEyy45EGo8*3D&reserved=0__;JSUlJSUlJSUlJSUlJSUlJSUlJSUlJQ!!JtyhRs6NQr98nj80!6MPxm-IJxczeHM-1O5xmGmkEfL---yFvB0xvs-TbmhHzlmGUXXIhQsEWXC190_JqLmTKBIkRT7wCi_7OSsVA6-k0qzprOw$
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Prior Authorization Required

• Oxygen/Related Equipment

• Diabetic Shoes

• Decubitus Care Equipment

• Hospital Beds and Accessories

• Ventilators

• Pacemaker Monitor

• Patient Lifts

• Wheelchairs

• Prosthetics

• Orthotics

• Other

To find a complete list of DME Healthcare 

Procedural Codes (HCPCS) that require prior 

authorization through EviCore, please visit:

EviCore.com/resources/healthplan/vayahealth

DME HCPC code list is subject to change so 

please refer to our provider resources site and 

any Durable Medical Equipment announcements 

we send out.
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Necessary Information for Prior Authorizations

To obtain prior authorization on the very first submission, the provider submitting the request 

will need to gather four categories of information:

1. Member
• Health Plan ID

• Member name

• Date of birth (DOB)

3. Rendering Facility
• Facility name

• Address

• National provider identifier (NPI)

• Tax identification number (TIN)

• Phone & fax number

2. Referring (Ordering) Physician
• Physician name

• National provider identifier (NPI)

• Tax Identification Number (TIN)

• Phone & fax number

4. Supporting Clinical
• Current Physician’s order/script

• Current clinical information relating to request 

(i.e.patient history, progress notes and physical 

exam)

• Current detailed invoice listing all requested 

equipment

• Diagnosis Code(s)
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Insufficient Clinical- Additional Documentation Needed 

Additional Documentation to Support Medical Necessity

If during case build all required pieces of documentation are not received, or are insufficient for EviCore to reach a 

determination, the following will occur:

A Hold letter will be faxed to the 

DME supplier and ordering

physician requesting additional 

documentation

The Supplier must submit the 

additional information to 

EviCore

EviCore will review the 

additional documentation and 

reach a determination

The Hold notification will inform the 

provider about what clinical information 

is needed as well as the date by which 

it is needed.

Routine requests may 

remain in a hold status for 

up to 8 calendar days. 

Determination should be completed 

within 2 business days for a routine 

request and within 72 hours for an 

Urgent Request. If additional clinical 

information is needed, it could take up 

to 14 calendar days following receipt 

of a routine request for the service for 

EviCore to make a determination.Appropriate 

Decision
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Methods for Prior Authorization Requests

Other methods:

Fax:
866.663.7740 with DME Authorization form

Phone: 
855.754.5527 

Monday – Friday 9 a.m. to 9 p.m. EST

Saturday 9 a.m. to 5 p.m. EST

Sunday 9 a.m. to 2 p.m. EST

Holidays 9 a.m. to 2 p.m. EST
24 Hour On Call Nurse Coverage 

WEB

Homepage | EviCore by Evernorth

Available 24/7 and the quickest way to 

create a prior authorization and check 

existing case status

Important: EviCore recommends a completed DME Authorization form for all DME requests 

submitted by fax

https://www.evicore.com/
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Prior Authorization 
Outcomes and Special 
Considerations
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Approved Requests

• Standard requests are processed within 2 business days after receipt of 

all necessary clinical information. 

• Purchases are usually valid for 180 days but can be up to 365 days if 

guidelines allow.

• Monthly rentals are usually valid how many units/months approved.

• For continued rentals and purchase a future DOS, up to 30 calendar 

days from date of submission of the PA, can be requested. This should 

not be requested > 30 days prior to existing authorization expiration 

date. This helps eliminate authorization time-frames from 

overlapping. 

• Prior authorization letters will be faxed to the ordering physician & 

rendering provider and can be printed on demand from the EviCore 

portal at Homepage | EviCore by Evernorth.   

Prior Authorization Approval

https://www.evicore.com/
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Adverse 

Determination

Prior Authorization Outcomes - Denied Requests

Based on evidence-based guidelines, an 

adverse determination is made and the request 

is denied.

A denial letter with the rationale for the decision and the 

appeal rights will be issued to both the provider and 

member.

Determination letters can be printed on demand from the 

EviCore portal at Homepage | EviCore by Evernorth. 

https://www.evicore.com/
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+Urgent Prior Authorization Requests

• EviCore uses the NCQA/URAC definition of urgent: 

when a delay in decision-making may seriously 

jeopardize the life or health of the member.

• Can be initiated by phone (recommended), fax or portal.

• Urgent prior authorization request determinations will be 

made within 72 hours.

* Due to the shortened timeframe for an urgent decision, we will not pend the 

case to request additional information and the case is reviewed with the 

information submitted initially.

Special Circumstances
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+Retroactive Requests

• Retrospective reviews will be allowed up to and including September 

29th, 2024 to assist with the transition to Vaya’s Tailored Plan, Vaya 

Total Care. On September 30th, 2024 and beyond, retrospective 

reviews will only be allowed if due to a member’s retroactive 

enrollment. 

+Alternate Recommendation

• An alternative recommendation may be offered, based on 

EviCore’s evidence-based clinical guidelines, if the originally 

requested equipment/supplies do not meet guidelines.

• The ordering provider can accept the alternative recommendation on

the web or by phone during case build, and the recommended

equipment/supplies will be approved instead of the original requested

one.

• If the alternative recommendation is not accepted and the case is

denied, the only option for the provider would be an appeal.

Special Circumstances cont.
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I’ve received a request for additional clinical information. What’s next? 

Submission of Additional Clinical Information

• Providers can submit additional clinical information to EviCore for consideration per 

the instructions received.

• Additional clinical information must be submitted to EviCore in advance of the due 

date referenced.

Pre-Decision Options

Note: Ordering Physicians may speak with an EviCore MD at any time before a 

decision is made.
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Peer-to-Peer 

• Providers have 3 business days after the determination date to submit a request

• Requests can be submitted in writing or verbally via a Clinical Consultation with an EviCore physician

• Decisions can be overturned, partially overturned, or upheld, and additional information may be submitted. 

• After 3 business days, the appeal process must be followed.

Post-Decision Options

Appeals 

• EviCore will process first-level appeals.

• Only members or their authorized representative may request an appeal.

• The timeframe to submit an appeal request will be outlined in the determination letter.

• The appeal address and phone number will be provided in the determination letter.

• Members or providers with appeal questions may call EviCore’s dedicated call center at 

855.754.5527.

• First-level appeal determinations will be communicated by EviCore to the ordering provider 

and member.

• Second-level appeals will be delegated to Appeals Support and Fair Hearing Support. 

My case has been denied. What’s next? 

Appeal Turn Around Times 

• Expedited: typical time is 24 hours (not to exceed 72 hours)

• Standard: 30 days
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Provider Resources
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Dedicated Call Center

Prior Authorization Call Center – 855-754-5527

Note: To ensure you have a successful experience in reaching the desired representative, 

please listen carefully to the phone prompts when calling the EviCore call center.

Providers can contact our call center to perform one of the following:

• Request prior authorization

• Check status of existing prior authorization requests

• Discuss questions about prior authorization and case decisions

• Change facility or HCPCS code(s) on an existing request

• Request to speak to a clinical reviewer or EviCore Medical Director

• Schedule a Peer-to-Peer request

Monday – Friday 9 a.m. to 9 p.m. EST

Saturday 9 a.m. to 5 p.m. EST

Sunday 9 a.m. to 2 p.m. EST

Holidays 9 a.m. to 2 p.m. EST
24 Hour On Call Nurse Coverage 
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Client and Provider Services

Dedicated team to address provider-related requests and concerns 

including:

• Questions regarding accuracy assessment 

• Requests for a prior authorization to be re-sent to the health plan 

• Consumer engagement inquiries

• Eligibility issues (member, rendering facility, or ordering physician) 

• Issues experienced during case creation

Client & Provider Operations Team

How to Contact our Client and Provider Services team

Email: ClientServices@EviCore.com (preferred)

Phone: 800.575.4517 (option 3)

For prompt service, please have all pertinent information available. When emailing, 

make sure to include “Vaya Total Care DME health plan” in the subject line with a 

description of the issue; include member, provider and case details when applicable.

mailto:ClientServices@evicore.com
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Provider Resource Website

Client Specific Provider Resource Pages

EviCore’s Provider Experience team maintains provider resource pages that 

contain client and solution specific educational materials to assist providers and 

their staff on a daily basis. The provider resource pages will include but are not 

limited to the following educational materials: 

• Provider Training Documents

• Frequently Asked Questions (FAQ) Documents

• Quick Reference Guides (QRG)

• Provider Training Sessions Details

• HCPCS Prior Authorization Code List

• DME Authorization Form

To access these helpful resources, please visit:

Vaya Health Provider Resources | EviCore by 

Evernorth

https://www.evicore.com/resources/healthplan/vayahealth
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Provider Portal
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Did you know that most providers can save time by submitting prior 

authorization requests online? Here are some benefits and features:

• Saves time: Quicker process than phone prior authorization requests

• Available 24/7: You can access the portal any time and any day

• Upload clinical information: No need to fax in supporting clinical documentation. It can be uploaded on the portal to 

support a new request or requests for additional information

• Check case status in real-time 

• View and print decision information 

Benefits of EviCore Provider Portal

• To speak with a Portal Specialist, call 800.646.0418 (Option #2) or 

email portal.support@EviCore.com

mailto:portal.support@evicore.com
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Account Registration
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EviCore healthcare Website

Homepage | EviCore by Evernorth

Already a user? 

If you already have access to EviCore’s online portal, simply log-in with your User 

ID and Password and begin submitting requests in real-time!

Don’t have an account? 

Click “Register Now” and provide the necessary information to receive access 

today! 

https://www.evicore.com/
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Creating An Account

• Select CareCore National as the Default Portal, complete the User Information section in full and Submit 

Registration.

• You will immediately be sent an email with a link to create a password. Once you have created a 

password, you will be redirected to the log in page 

• Once logged in, you will have the ability to initiate a case, check a case status and much more.
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Add Providers To Your Account

• Once logged in, you will want to add providers to your account prior to case 

submission. Click the  “Manage Account” tab, then the Add Provider link.  You 

should add all referring providers to your account also.
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Add Providers To Your Account continued

• Enter the Practitioner NPI, State, and Zip Code to search for the Physician.

• Click on Find Matches.

• You can also click “Add Another Practitioner” to add another provider to your account
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Initiating a Case
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Initiating A Case

• Choose Clinical Certification to begin a new case request.

• Durable Medical Equipment (DME) should be chosen for all requests
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Select Healthplan and Provider

• Choose the Healthplan

• Search for the ordering Physician for whom you want to build a case by entering 

the NPI and last name

• Select the appropriate physician 
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Add Contact Information 

• Complete the fields for contact information

• Enter an email and check the box if you would like to receive email notifications of case status changes
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• Choose whether or not the DME has been delivered to the member

DME Delivery Status
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Member Information

• Enter the patient information including the Patient ID number, date of birth, and patient’s last name then 

select the correct patient record
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Member Information

• Once confirmed you have the right patient, enter a cell phone and email for the patient if known
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• Select “DME” and enter Diagnosis code(s) and Continue to confirm

Clinical Details
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• Search for the site that is dispensing the equipment by entering the NPI

• Enter your Fax and Phone number

• Enter an email address to receive email notifications with status updates

Site Selection
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• Verify all information entered and make any needed changes prior to moving into the clinical collection 

phase of the prior authorization process

• You will not have the opportunity to make changes after this point

Clinical Certification
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Important: In order to reduce denials, a request should not be submitted as “urgent”, unless it meets the 

NCQA/URAC definition of urgent: when a delay in decision-making may seriously jeopardize the life or health of 

the customer. Urgent Requests determinations will be rendered within 72 hours and will be based solely on 

clinical information received within that timeframe. 

Urgent vs Standard
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• Enter the Primary HCPCS code 

• If EviCore is not delegated to manage a code, you will receive notification to contact the healthplan

• You can enter additional codes at this time

Codes and Units
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• On this screen, you can choose to either upload clinical documents, enter important notes, or both

Upload Clinical Documents or Notes
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• To attach documents, you will navigate to your desktop, locate the document, and choose upload

• Once complete, you can submit the case

Upload Clinical Documents
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• Case will be either approved or sent for medical review

• You should save or print this screen for your records

Outcome Determination
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Clinical Pathway 
Questions 
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Clinical Pathway Questions Continued 

• Providers can now complete the clinical pathways for certain HCPC codes including Oxygen, Orthotics/Braces, 

Hospital beds and other items via the web. If the questions are answered in alignment with the guidelines and 

attestation, you may receive a real time authorization for the request.
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Clinical Pathway Questions Continued 

• Clinical pathway questions for K0738
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Clinical Pathway Questions Continued 

• Completing these questions will 

lead to a quicker authorization 

process
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Clinical Pathway Questions Continued 

• These questions are asked specifically for K0739

• If there are codes you want pathway questions for let us know
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Authorization Lookup
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• To look up the status of an Authorization, Select Search by Authorization Number/NPI. Enter the 

provider’s NPI and authorization or case number. Select Search.

• You can also search for an authorization by Member Information, and enter the health plan, Provider NPI, 

patient’s ID number, and patient’s date of birth. 

Authorization Lookup
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• The authorization will then be accessible to review. To print authorization correspondence, select 

Uploads & Faxes.

Authorization Lookup Continued 
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