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Flu Season Has Arrived! Is Your Practice Ready?
Flu season runs from October through May. And we know flu shots 
help prevent the flu and can help reduce the symptoms in many cases.

To support your practice efforts, Healthy Blue has useful patient 
materials that provide information about:

• Who should g  et a flu shot, and why it’s necessary to get one each year

•  Getting the flu shot, and why a second shot in December or January 
may be necessary

• Locations where members can get their flu shots 

• Differences between the flu and a cold

•  Tips on avoiding the flu, including hand washing; limiting contact with 
others; avoiding touching the eyes, nose and mouth; general health 
habits; drinking plenty of water each day; etc.

• When member s should contact their PCP, when urgent care may 
be sufficient or when the emergency room is required for flu and 
flu-like symptoms

Healthy Blue will provide your practice with copies for staff 
information and patient reference distribution. Please contact your 
Provider Relations Representative for specific requests.
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Care Coordination Expanding With Preferred Community 
Health Partners 
On Oct. 1, 2019, Healthy Blue began to integrate community health 
workers used by preferred community health partners (PCHPs) into 
our current care management program to provide enhanced care 
transition for Healthy Connections members with complex needs. 
These members include those with the following situations: 

• Hospital readmissions 

• A readmission risk score of more than 24 

• Frequent emergency department visits 

• Multiple diagnoses 

• Identified social determinants of health 

• Lack of engagement with the PCP for three or more months 

The PCHP provides an extra layer of support by using community 
health workers as an extension of care management to help 
members navigate the complex health care system. 

Services complement members’ efforts to improve health outcomes. 
The PCHP makes an initial outreach to identified members to 

determine the appropriate level of services but does not provide any 
clinical services, replace Healthy Blue case management nor replace 
the care and care management provided by PCPs and specialists. 

A PCHP community health worker may reach out to your practice 
to get acquainted and establish a relationship with the physician. He 
or she may also discuss developing a mechanism by which to share 
information about patients who have been identified for complex 
care services. 

The community health worker also broadens the impact of case 
management by focusing on action plan developments in various 
ways, such as helping members fill prescriptions, scheduling 
appointments and arranging rides to the doctor. They can even 
accompany members to appointments when appropriate and 
provide connections to meal delivery services. 

For questions about PCHPs and complex care services, please call 
866-757-8286.
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Baby Net Converts to Managed Care Administration  
As of Oct. 1, 2019, South Carolina Department of Health and Human 
Services has shifted administrative responsibilities for the Baby 
Net program to the Medicaid Managed Care Plans. If you are an 
enrolled Baby Net provider, this affects you.

When Baby Net Medicaid children turn 4 years old, therapies and 
developmental services covered in the Individual Family Services 
Plan (IFSP) become subject to utilization management’s prior 
authorization processes and are evaluated for medical necessity 
consistent with standard Medicaid.

Healthy Blue is notifying Baby Net parents/guardians about this 
change and copying the Baby Net participating provider.

If you have questions about this communication or need assistance 
with any other item, contact your local Provider Relations 
representative or call the Customer Care Center at 866-757-8286.
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FROM
• I don’t recognize the sender’s email address as  

someone I ordinarily communicate with.

• This email is from someone outside my organization  
and it’s not related to my job responsibilities.

• This email was sent from someone inside the  
organization or from a customer, vendor, or partner  
and is very unusual or out of character.

• Is the sender’s email address from a suspicious  
domain (like micorsoft-support.com)?

• I don’t know the sender personally and they  
were not vouched for by someone I trust.

• I don’t have a business relationship nor any past  
communications with the sender.

• This is an unexpected or unusual email with an  
embedded hyperlink or an attachment from  
someone I haven’t communicated with recently.

TO
• I was cc’d on an email sent to one or more people, but I don’t  

personally know the other people it was sent to.

• I received an email that was also sent to an unusual mix of people.  
For instance, it might be sent to a random group of people at my  
organization whose last names start with the same letter, or a whole  
list of unrelated addresses.

SUBJECT
• Did I get an email with a subject line that is  

irrelevant or does not match the message  
content?

• Is the email message a reply to something  
I never sent or requested?

DATE
• Did I receive an email that I normally would 

get during regular business hours, but it 
was sent at an unusual time like 3 a.m.?

ATTACHMENTS
• The sender included an email attachment that I was not expecting or that 

makes no sense in relation to the email message. (This sender doesn’t  
ordinarily send me this type of attachment.)

• I see an attachment with a possibly dangerous file type. The only file type  
that is always safe to click on is a .txt file. 

CONTENT
• Is the sender asking me to click on a link or open an attachment to avoid a negative  

consequence or to gain something of value?

• Is the email out of the ordinary, or does it have bad grammar or spelling errors?

• Is the sender asking me to click a link or open up an attachment that seems odd or illogical?

• Do I have an uncomfortable gut feeling about the sender’s request to open an attachment  
or click a link?

• Is the email asking me to look at a compromising or embarrassing picture of myself or 
someone I know?

HYPERLINKS
• I hover my mouse over a hyperlink that’s displayed in the email message, but  

the link-to address is for a different website. (This is a big red flag.)

• I received an email that only has long hyperlinks with no further information, 
and the rest of the email is completely blank.

• I received an email with a hyperlink that is a misspelling of a known web site. For  
instance,  www.bankofarnerica.com — the “m” is really two characters — “r” and “n.”

© 2017 KnowBe4, LLC.  All rights reserved.  Other product and company names mentioned 
herein may be trademarks and/or registered trademarks of their respective companies.

Social Engineering         Red Flags

Please use the attached document as a desktop reference regarding phishing red flags. It was obtained 
from KnowBe4, which is an independent organization that offers security information on behalf of 
BlueChoice HealthPlan. 
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HEDIS® Tips For Proper Claim Coding
Comprehensive Diabetes Care (CDC) – Hemoglobin A1C (Hba1c) Testing and Results
Healthy Blue uses claims and encounter data to help determine compliance in diabetics. Please note that while more than one HbA1c may be 
performed in a single calendar year, only the last 2019 Hba1c test performed is analyzed through claims for the Diabetes measure.  

Member Compliance — HEDIS measure Hba1c valid results:
1.) The member is compliant if the Hba1c was completed in 2019, and <9
2.) The member is non-compliant if:
 a. Hba1c is >9 (uncontrolled blood sugar levels)
 b. Hba1c result is missing from either the claim or the medical record
 c. Member’s labs were not completed in 2019

Helpful Tips:
• Draw labs in-office or refer Healthy Blue members to LabCorp
• Document the date and result of the most recent Hba1c test in the office visit note
• Ask your laboratory vendor to include CPT II diabetes-related codes in its claims

On the claim, please include:
 d. CPT — 83036–83037 – Hemoglobin A1C (Hba1c) Collected

 e. CPTII — 3044F–3046F – Hba1c Result
  i. 3044F — Hba1c result is in good control, member is compliant. No need for further documentation.
  ii. 3045F — Hba1c result is between 7.0 – 9.0 – please document the exact result and fax to Healthy Blue [855-238-2257].
  iii. 3046F — Hba1c result is in poor control. No need for further documentation.

 f. ICD-10 – Diabetes diagnosis
  i. E10.10 – E10.9 — Type 1 diabetes mellitus
  ii. E11.00 – E11.9 — Type 2 diabetes mellitus
  iii. E13.00 – E13.9 — Other specified diabetes mellitus

Documentation clarification: We cannot assume that the date of service is the date when the test was performed:

Medical Record Example

Compliant for HEDIS 2020

Dr. Blue
Date of Service: 6/1/2019
Purpose of Visit: Diabetes

Assessment/Plan

Endocrine/Metabolic
BP - 136/87
Last A1c - 6/1/2019 6.7
Last eye exam - 2/1/2019
Last foot exam - 6/1/2019
Last microalbumin - 2/1/2019
Statin = yes
ACE/ARB = yes
ASA - yes

Non-Compliant for HEDIS 2020

Dr. Blue
Date of Service: 6/1/2019
Purpose of Visit: Diabetes

Assessment/Plan

Endocrine/Metabolic
BP - 136/87
Last A1c - 6.7
Last eye exam - 2/1/2019
Last foot exam - 6/1/2019
Last microalbumin - 2/1/2019
Statin = yes
ACE/ARB = yes
ASA - yes

NEEDS 
THE DA

TE COM
PLETED
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CAHPS® — Consumer Assessment of Healthcare 
Providers and Systems
CAHPS is an annual survey of a sample of Healthy Blue membership 
to evaluate consumer satisfaction. While there are several topics 
contained within the survey, there are particular questions that target 
Healthy Blue’s provider network and your practice.

Those questions are:
Q4. Got urgent care as soon as needed
Q6. Got checkup or routine appointment as soon as needed
Q10. Discussed reason to take a medicine
Q11. Discussed reasons to NOT take a medicine
Q12.  Asked the patient what he/she thinks is the better approach to 

medications and treatment
Q14. Ease of getting care, tests or treatment
Q17. Personal doctor explained things
Q18. Personal doctor listened carefully
Q19. Personal doctor showed respect 
Q20. Personal doctor spent enough time
Q22. Personal doctor seemed informed about care from other providers

Here are some ideas you can incorporate into your practice to help 
improve and maintain your patient population’s overall satisfaction 
with your services.

Improvement Opportunities
Q10, 11, 12 — Shared decision-making
• Discuss potential side effects and involve your patient in the decision
•  Build trust between you and your patients by involving them in the 

treatment plan
• D iscuss various options, including generic, OTC and natural alternatives
• Collaborate with your patient’s other practitioners
• Discuss lifestyle changes and natural alternatives
• Discuss your patient’s experience with his/her medications

Q14. Ease of getting care, tests or treatment
• Listen to patient’s concerns
•  Provide care and services quickly and explain usual treatment 

access timelines to set expectations
•  Communicate with your patients courteously when overbooking or 

scheduling conflicts will delay their care, reassuring the delay is not 
expected to negatively affect their health status

•  Identify obstacles to timely care and help your patient to overcome them

Q18. Personal doctor listened carefully
• Maintain eye contact
•  Demonstrate active listening by asking questions and making 

confirmatory statements
• Do not rush your patients when discussing their health
•  Avoid allowing note taking or electronic record entry to distract your 

interaction or to become a barrier between you and your patient

Q19. Showed respect
• Demonstrate empathy for the patient’s concerns
• Spend sufficient time with your patients
• Greet your patients courteously
• Demonstrate you are familiar with the patient’s history 
Q20. Spent enough time
• Avoid appearing rushed during the visit
• Address all your patient’s concerns before concluding the visit

Q22. Informed about care from other providers
• Review records to avoid misstatements
• Maintain up-to-date records
•  Ask your patients at each visit if they have seen another provider so 

you can incorporate that provider’s details into your treatment plan 
to avoid negative side effects, especially with medications

Don’t forget: It’s not just your interactions with your patients. Your 
patients begin forming an opinion about your office from the minute 
they are in your parking lot and enter your doorway. 

Your office staff directly affects your patients’ perceptions, from 
your front check-in desk to the support staff who assist your 
patients to the exam room and take their vital signs, through the 
exit process. Listen to how they engage with your patients: voice 
tone, explanations, interactions, etc. Every touch point can make 
or break a satisfactory visit. 

Network providers may access a free online learning opportunity, 
“What Matters Most: Improving the Patient Experience.”

Individuals completing the course receive CME credit.
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Electronic Submission Is Preferred Method For 
Requesting Pharmacy Prior Authorization 
Our electronic prior authorization (ePA) process is the preferred method for submitting pharmacy prior authorization requests. The online 
process is faster and easier to complete, and the response is automatic, which helps patients get their medications sooner. You can complete 
this process through your current electronic health record/electronic medical record (EHR/EMR) system or via the following ePA sites: 
• Surescripts®: https://providerportal.surescripts.net/providerportal*   
• CoverMyMeds®: https://www.covermymeds.com/main* 

Surescripts and CoverMyMeds are independent companies that provide ePA services on behalf of BlueChoice HealthPlan.

Creating an account is free and takes just a few minutes. If you are experiencing any issues or have a question about how the systems operate: 
• For questions or issues with accessing the Surescripts portal, call 866-797-3239.
• For questions or issues with accessing the CoverMyMeds portal, call 866-452-5017.

For questions about pharmacy benefits, please call Pharmacy Services at 833-207-3118.

* These links lead to third party websites. The companies are solely responsible for the contents and privacy policies on their sites.

https://providerportal.surescripts.net/providerportal
https://www.covermymeds.com/main
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BlueChoice HealthPlan is an independent licensee  
of the Blue Cross and Blue Shield Association. 

BlueChoice HealthPlan has contracted with 
Amerigroup Partnership Plan, LLC, an independent 
company, for services to support administration of 
Healthy Connections.

Some links in this newsletter lead to third party sites. 
Those organizations are solely responsible for the 
content and privacy policies on these sites.

To report fraud, call our confidential Fraud  
Hotline at 877-725-2702. You may also call the  
South Carolina Department of Health and  
Human Services Fraud Hotline at 888-364-3224  
or email fraudres@scdhhs.gov.

@CoachBlueSC @HealthyBlueSCfb.me/HealthyBlueSC
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