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Company & Program 
Overview



© 2025 Evernorth Health Services. Confidential, unpublished property of Evernorth Health Services. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel.

Medical Benefits Management (MBM)
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EviCore will begin accepting authorization requests for home health care (HHC) services on December 29, 2025 for dates of service 

January 1, 2026 and beyond. This process applies to Aetna members with Medicare coverage for new authorizations in the states of

NJ/NY/WV/PA.

Authorizations for home health care will include the following services: 

• Nursing 

• Therapies

• Social Work

• Home Health Aides  

Effective January 1, 2026:

• HHC agencies are responsible to submit authorization requests for HHC services for members discharging from the hospital 

and post-acute care (PAC) facilities.

• EviCore will manage new authorizations for January 1, 2026 and beyond.  

• Initial and Concurrent reviews for patients that started with Aetna prior to January 1, 2026 should be submitted to EviCore.

Aetna Authorization Services  
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To find a complete list of  Home Health procedural codes 

that require authorization, please visit: 

https://www.evicore.com/resources/healthplan/aetna

Home Health Authorization Requirements

Providers should verify member eligibility and benefits on the secured 

provider log in section on the provider portal located at 

https://www.aetna.com/health-care-professionals/availity.html 

or by calling Aetna at 800.624.0756.

Eligibility may also be verified on the EviCore provider portal at 

www.evicore.com. 

https://www.evicore.com/resources/healthplan/aetna
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
http://www.evicore.com/
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EviCore Provider Portal (preferred)

The EviCore online portal at www.evicore.com is the 

quickest, most efficient way to request authorizations 

and check status. 

Methods to Submit Authorization Requests

Fax:

866.705.3574

Authorization requests 

are accepted via fax and 

can be used to submit 

additional clinical 

information.

Telephone:

888.622.7329

Hours of operation:

Monday - Friday 8am - 8pm Central Time

Saturday 8am - 4:30pm Central Time

Sunday & Holidays 8am - 1pm Central Time

WEB

http://www.evicore.com/
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• Site of Care demographics

• Patient demographics

• Services requested  

• Home Health ordering physician demographics (including phone and fax)

• Anticipated date of discharge

• ICD10 code

• Clinical progress notes

• Medication list

• Wound or incision/location and stage (if applicable)

• Discharge summary (when available)

Authorization Details

• Prior and current level of functioning

• Focused therapy goals: PT/OT

• Therapy progress notes including level of participation

• Discharge plans (including discharge barriers, if applicable)

Mobility and Functional 
Status

Clinical Information

Required Information for Home Health Requests

The EviCore home health authorization form can be submitted along with clinical documentation to support medical necessity.

The authorization form can be found on the provider resource site: https://www.evicore.com/resources/healthplan/aetna. 

https://www.evicore.com/resources/healthplan/aetna
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Home Health Care Authorization Overview

• Initial home health authorization requests must be made within 7 days of the first visit*

• Requests prior to the current date may be submitted on the EviCore portal, phone, or fax

• EviCore will provide initial authorizations by service type in the following ways:  

• If the above bundle of services is requested on the initial request, a real-time approval will be provided

• Additional visits needed in the first 30 days will be approved based on medical necessity

• Authorizations for continued services will be approved based on medical necessity

• The above are examples of the 25 bundles that are available

* Orthopedic Bundle: Applies only if the patient has had recent orthopedic surgery for hip or knee replacement  

Initial Authorizations

Service HCPCS Codes Standard Bundle Orthopedic Bundle *

Skilled Nursing G0299, G0300
3 visits each in the first 30 days

6 visits in the first 30 days
Physical Therapy G0151, G0157, G0159 10 visits in the first 30 days

Home Health Aide G0156 6 visits in the first 30 days

Speech Therapy G0153
1 visit each in the first 30 days

1 visit in the first 30 days
Occupational Therapy G0152, G0158, G0160 3 visits in the first 30 days

Social Worker G0155 1 visit in the first 30 days
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Home Health Care Authorization Overview (continued)

• Nursing: G0299 covers ALL other nursing codes

• PT: G0151 covers all PT codes

• OT: G0152 covers all OT codes

• ST: G0153 covers all ST codes

EviCore will use substitution logic for Skilled Nursing, Physical Therapy, Occupational 

Therapy, and Speech Therapy
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Authorization Outcomes, 
Special Considerations & 
Post-Decision Options
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Approved Requests

• Standard requests are processed within 48 hours after receipt of all 

necessary clinical information.

• Authorization letters will be faxed to the requesting provider and can be 

printed on demand from the EviCore portal at www.evicore.com.    

• Members will receive an authorization letter by mail.

Authorization Approval & Partial Approval

http://www.evicore.com/
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Determination Outcomes: Hold Process

Hold Process

• When a request is unable to be approved due to insufficient clinical 

information, it will go into a HOLD – Provider Outreach status. 

• The provider will receive additional verbal and written outreaches for 

additional information and be notified that a Peer-to-Peer is available.

• The hold will be in place for 3 calendar days for standard cases and 3 

hours for urgent cases. 

• Important: If no additional clinical information is received and no 

Peer-to-Peer is requested, the case moves to the medical director for 

review and denial. 
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Authorization Outcomes: Adverse Determination

Adverse 

Determination

In those cases, a denial letter with the rationale for the 

decision and appeal rights will be issued from EviCore to the 

provider and member.

Adverse determination status can also be viewed on demand 

from the EviCore portal at www.evicore.com.

EviCore will provide 1 transitional visit if clinical is 

insufficient or the member appears to be at a stable 

or baseline LOF so that the member can continue to 

have services until firmly discharged or information 

received.

When a request does not meet medical necessity 

based on evidence-based guidelines, an adverse 

determination is made and the request is denied.

http://www.evicore.com/
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Clinical Consultation Request 

• If  a request is not approved and requires further clinical discussion for 

approval, we offer clinical consultations with referring physicians and an 

EviCore Medical Director.

• Clinical consultations may result in either a reversal of decision to deny or 

an uphold of the original decision.

• A clinical consultation can be scheduled via the provider portal at 

www.evicore.com or by calling EviCore at 888.622.7329.

Adverse Determination

• Providers can request a clinical consultation with an EviCore physician 

to better understand the reason for denial.

• However, once a denial decision has been made, the decision cannot be 

overturned via clinical consultation.

Hold Process

http://www.evicore.com/
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• The HHA (home health agency) has 7 calendar days to perform the initial 

bundle of services before an authorization request is required. The request 

must be made within 7 days of the start of care date (first visit).

• If the request for authorization is made more than 7 calendar days from the 

start of care, EviCore will backdate only for 7 calendar days. Any services 

performed before that would need to be submitted as a claims appeal 

through Aetna.

• If the request for authorization is made after the services have all been 

completed and the patient has been discharged from home health care, the 

request will not be started with EviCore. The HHA will need to file a claim and 

do a claims appeal through Aetna.

Special Circumstances (Home Health)
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Please complete these questions on the 

authorization request form to assist EviCore 

with the Home Health review process. 
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Urgent 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.

• Urgent requests can be initiated via the web portal or phone.

• Urgent requests will be reviewed within 72 hours.

Retrospective Requests

• Retrospective reviews for Home Health services are not allowed and there 

are no exceptions. Please contact Aetna directly with any questions. 

Special Circumstances
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Post-Decision Options: Appeals Process

Appeal Process

• Aetna will process first-level appeals. Delegation of second level appeals will vary by plan and/or 

state regulations.

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

• Appeal requests can be submitted to Aetna in writing via US Mail or by fax. The Aetna appeal 

address and fax number will be provided on the determination letter.

• Providers with appeal questions may call the number indicated on the member’s ID card. 

• The appeal determination will be communicated by Aetna to the ordering provider and member.

• Appeal turnaround times:*

• Expedited: 72 hours

• Standard: 30 days

* May vary by plan and/or state regulations
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Web Portal Process
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EviCore Provider Portal | Access and Compatibility

+ To access resources on the

EviCore Provider Portal, visit

EviCore.com

+ Already a user?

Log in with User ID & 

Password.

+ Don’t have an account?

Click Register.

EviCore’s website is compatible with all web browsers. If you experience issues, you may 

need to disable pop-up blockers to access the site.

Most providers are already saving time submitting clinical review requests online vs. telephone.
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Portal Registration

Enter your 

information 

here then click 

‘Next’

Read and 

accept the 

Terms and 

Conditions
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Portal Registration Continued

1. Confirm the details are 

correct, then click ‘Next’

2. You will then be sent a 

verification code to the email 

provided

3. Enter the 6-digit code, then 

click ‘Next’
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User Registration Successful

Create a Password
Password must be at least 8 characters long 

and contain the following:

✓ Uppercase Letters

✓ Lowercase Letters

✓ Numbers

✓ Characters (e.g., !#*)

Once logged in, you can go to ‘Portals’ to 

access the CareCore option
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EviCore.com Access | Two Factor Authentication 

To safeguard your patients’ private health information (PHI), we have implemented a multi-

factor authentication (MFA) process. 

• After you log in, you will be prompted to register 

your device for MFA.

• Choose which authentication method you prefer: 

Email or SMS.  Then, enter your email address 

or mobile phone number.

• Once you select Send PIN, a 6-digit pin will be 

generated and sent to your chosen device.

• After entering the provided PIN in the portal 

display, you will successfully be authenticated 

and logged in.
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CareCore National 
Portal Overview
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Case Initiation on CareCore Portal 
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To begin the authorization request from the CareCore National portal, you can select REQUEST AN AUTH or 

Clinical Certification on the top banner. Then you will select the Program from the list that is provided. For 

Home Health, you will need to indicate whether you are from the referring physician’s office or the agency.
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Demographic Case Build – Selecting the Requesting Provider
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If you are from the Home Health agency, you will

select the health plan and then enter your NPI

number (or Tax ID number) to search.
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Adding Providers
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On the CareCore National Portal, practioners/groups may be added

to your account prior to case submission (optional).

To add practioners or groups:

• Click the Manage Your Account tab to add provider information

• Select Add Provider

• Enter the NPI, state, and zip code to search for the provider

• Select the matching record based upon your search criteria

• Once you have selected a practitioner, your registration will 

be complete

• You can also click Add Provider to add another practitioner/group to 

your account

• You can access the Manage Your Account at any time to make any 

necessary updates or changes
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Demographic Case Build – Selecting the Requesting Provider
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If you are from the referring physician’s office, you 

can select the Practitioner/Group one of two 

ways:

1. From the list that appears (the list of 

providers you added to your account).

2. Use the Search By NPI feature. By using this 

feature, you can add the searched provider to 

your account without having to exit and go to 

your account to add them.
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Demographic Case Build – Selecting the Insurer
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duplicate or distribute. Use and distribution limited solely to authorized personnel.
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Demographic Case Build – Contact Information 
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• Enter/edit the practitioner’s name and 

appropriate information for the point of 

contact for the request

• Practitioner name, fax and phone will

pre-populate, edit as necessary

The e-notification box is checked by default to 

enable email notices for any updates on case 

status changes. Make sure to uncheck this box 

if you prefer to receive faxed notices.
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Demographic Case Build – Start of Care / DOS Pathway (Extension)
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duplicate or distribute. Use and distribution limited solely to authorized personnel.
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Demographic Case Build – Start of Care / DOS Pathway (Initial & 
Initial Concurrent)
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Demographic Case Build – Entering Patient Information

© 2025 Evernorth Health Services. Confidential, unpublished property of Evernorth Health Services. Do not
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Demographic Case Build – Entering Service Type / Diagnosis
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Select appropriate Procedure / CPT 

and Diagnosis. You can search using 

the description or the code.

Home Services will use the ‘header

code’ HomeH.

The CPT codes will be collected

during the clinical questionnaire.
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Demographic Case Build – Ordering Physician Lookup
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Demographic Case Build – Select Rendering Provider
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Search for the Site of Service (Rendering Facility) where the procedure will be

performed (for best results, search with NPI, TIN, and zip code).

Select the specific site where the procedure will be performed.
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Proceed to Clinical Information
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Verify that all information is entered and correct. You will not

have the opportunity to make changes after this point.
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Clinical Questions & Bundle Offering

© 2025 Evernorth Health Services. Confidential, unpublished property of Evernorth Health Services. Do not

duplicate or distribute. Use and distribution limited solely to authorized personnel.
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Requesting Types of Service
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Urgency Indicator
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• If the case is standard, select Yes

• If your request is urgent, select No

• When a request is submitted as 

urgent, you will be required to 

upload relevant clinical information

• Upload up to FIVE documents
(.doc, .docx, or .pdf format; max 5MB size)

• Your case will only be considered

urgent if there is a successful upload



Requesting an 
Extension

April 6, 2025 43
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Used when providers want to add time and/or

visits to an existing approved authorization

HOME HEALTH
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Requesting an Extension

April 6, 2025 44
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Requesting an Extension

45
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Discharging a 

Patient from Home

Health Services
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HOME HEALTH
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Discharge Management

47
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Provider Resources
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Quick Reference
PROVIDER RESOURCES

At the top right corner of any 

EviCore.com webpage, click the drop 

down to display quick links to a variety 

of resources.

+ Clinical Guidelines

+ Health Plan Specific “Provider Resources”

+ Worksheets for some programs

+ Click “Go to Provider’s Hub” to:

▪ Log into the provider portal

▪ Find Training resources not specific to 

any health plan

▪ Register for provider Training Webinars

▪ Find Contact Information

▪ Sign up for our Provider Newsletter

491/6/2026
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Contact EviCore’s Dedicated Teams

Provider Services and Portal Support

• Live chat

• ecrm@evicore.evernorth.com 

• Phone: 800.646.0418 

Provider Engagement

You can contact your Provider Engagement 
Representative by visiting the Provider’s Hub and 
viewing the Provider Engagement Territory Map in the 
Training Resources.

Call Center/Intake Center

Call 888.622.7329.  Representatives are
available as follows:

Monday - Friday 8am - 8pm Central Time
Saturday 8am - 4:30pm Central Time
Sunday & Holidays 8am - 1pm Central Time

mailto:ecrm@evicore.evernorth.com
mailto:ecrm@evicore.evernorth.com
https://www.evicore.com/provider
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Provider Resource Website

51

EviCore’s Provider Engagement team maintains provider 

resource pages that contain client and solution specific 

educational materials to assist providers and their staff.

https://www.aetna.com/health-care-professionals/availity.html or 800.624.0756

To access Health Plan Specific provider resources, visit 

Provider Resources | EviCore by Evernorth

+ Frequently asked questions

+ Quick reference guides

+ Provider training materials

+ CPT code list

Access Aetna’s provider resources at:

 

https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.aetna.com/health-care-professionals/availity.html
https://www.evicore.com/resources
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Contacts and Helpful Links

PROVIDER RESOURCES

Client & Provider Operations, Portal 

support, Network support, etc.

ECRM Consumer Service Portal - ECRM 

Consumer Support

Find Contact information Contact Us | EviCore by Evernorth

Regional Provider Engagement 

Manager team
Provider Engagement Territory Map

Clinical Guidelines Clinical Guidelines | EviCore by Evernorth

Worksheets for some solutions
Clinical Worksheets & Online Forms | EviCore 

by Evernorth

Request a Clinical Consultation
Request a Peer-to-Peer Discussion | EviCore by 

Evernorth

52

https://cigna.service-now.com/ecrm
https://cigna.service-now.com/ecrm
https://cigna.service-now.com/ecrm
https://cigna.service-now.com/ecrm
https://www.evicore.com/contact
https://www.evicore.com/sites/default/files/2025-09/EviCore%20Provider%20Engagement%20Map%20090825.pdf
https://www.evicore.com/provider/clinical-guidelines
https://www.evicore.com/provider/online-forms
https://www.evicore.com/provider/online-forms
https://www.evicore.com/provider/request-a-clinical-consultation
https://www.evicore.com/provider/request-a-clinical-consultation
https://www.evicore.com/provider/request-a-clinical-consultation
https://www.evicore.com/provider/request-a-clinical-consultation
https://www.evicore.com/provider/request-a-clinical-consultation
https://www.evicore.com/provider/request-a-clinical-consultation
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