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Introductions

• Maryann Shiveley– Health New England
– Provider Relations Representative
– Email: ProviderRelations@hne.com or Mshiveley@hne.com
– Phone 800.842.4464 ext. 5000

• Donna Robillard– Health New England
– Provider Relations Manager
– Email: ProviderRelations@hne.com or Drobillard@hne.com
– Phone 800.842.4464 ext 5000

• Patricia Allen - eviCore
– Regional Provider Engagement Manager 
– Email: pallen@eviCore.com
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Company Profile

• Health New England is a non-profit health plan owned by Baystate Health, 
one of the leading integrated delivery systems in Massachusetts.

• Over 167,000 members in Western and Central MA trust Health New 
England for their health insurance needs.

• We offer fully and self funded commercial health plans for employers as 
well as Connector, Medicare Advantage, Medicare Supplement and 
Medicaid plans for Individuals. 

• We partner closely with providers to achieve superior quality outcomes for 
our members while maintaining competitive costs for employers.

• We take pride in the expertise, accessibility and superior service we are 
able to provide to our brokers, employers and members.



Mission/Vision

Mission:

To improve the health and lives of the people in our communities by:

• Providing Outstanding Service

• Delivering Superior Value

• Acting As A Leading Corporate Citizen

Vision:
To be the most trusted, equitable, and valued health plan in the 
communities we serve.
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Who We Serve

• Health New England serves commercial members in Berkshire, 
Franklin, Hampden and Hampshire Counties in Western 
Massachusetts and Worcester County. 

• We also cover the Medicaid population in and around Holyoke, 
Northampton, Springfield and Westfield. 

• Health New England's Medicare Advantage coverage extends 
throughout Western Massachusetts. 

• We also serve commercial members and their dependents who live in 
Connecticut and are employed by Massachusetts companies.
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Health New England Fully Funded HMO 
Service and Eligibility Area

Service Area

Enrollment Eligibility Area

*Health New England serves Connecticut, New York, New Hampshire 
and Vermont residents (and their dependents) who are employed by 
Massachusetts companies, but is not licensed in those states.



Working with Health New England



Commercial 
Fully Funded 
HMO (small 
groups will have 
PCP not Office 
Visit)

Commercial 
Fully Funded 
PPO

Commercial 
Self Funded 
HMO

Commercial 
Self Funded 
PPO

Health New England ID Cards - Commercial
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Health New England ID Cards - Commercial 
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Commercial HMO FF: 
(copy and logos at the 
bottom may change 
depending on the 
group/plan)

Commercial PPO FF: 
(copy and logos at the 
bottom may change 
depending on the 
group/plan)

Commercial HMO SF: 
(copy and logos at the 
bottom may change 
depending on the 
group/plan)

Commercial PPO SF: 
(copy and logos at the 
bottom may change 
depending on the 
group/plan)



Individual 
Medicare 
Supplement

Group 
Medicare 
Supplement

Medicare 
Advantage

Medicaid/ACO

Health New England ID Cards – Government Programs
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Front Side:



Health New England ID Cards – Government Programs
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Back Side:



Public Site:  http://healthnewengland.org/provider
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Public Site: (Provider Search)
http://healthnewengland.org/provider
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Click at Top: Find A Provider

Search By:  Plan Type

“Already a Member?” Option: 
allows a Member to search for a 
provider within their protected 
portal.  Easy links to PHCS/Multiplan  



Public Site: (Provider Search)
http://healthnewengland.org/provider
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Depending on plan type, this page allows you to search the provider.  In the case 
with a PPO plan, it allows you to search the extended network.



Public Site: (Provider Search/Medicare)
http://healthnewengland.org/medicare
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Click: Find a Doctor at the top and the site will help you find the provider of your 
choice. 



Public Site: (Pharmacy)
http://healthnewengland.org/provider
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Click at top:  Find a Drug

Click appropriate tier 
pharmacy plan

Click ID card to search 
formulary

Searchable 
Prescription 
Drug List



Public Site: (Pharmacy/Medicare)
http://healthnewengland.org/medicare/pharmacy/find-a-pharmacy
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Provider Portal:  https://www.hnedirect.com
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• HNE Providers can now view up-to-date information online including 
claim status, member eligibility, and member benefits

• HNEDirect is a secure online portal that allows providers to get 
answers to questions 24 hours a day, 7 days a week

• Providers who have questions about this provider portal or interested 
in registering for access, may contact 800.842.4464, ext.3311 or 
hnedirect@hne.com

Coming Soon: 
• Request PA on portal 



Provider Portal: https://www.hnedirect.com
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• Verify member eligibility

• Look up a member by:
• Name/date of birth
• ID/date of birth

• View demographics

• View PCP

• View how much the 
member has used 
towards their deductible 
by clicking on 
Deductible OOPM

• View benefits and 
effective date



Provider Manual
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• Contains State and Federal requirements, 
accrediting organizational changes, 
guidelines and procedures when rendering 
medical services to members

• Material changes to this manual, requires 
notification and then takes effect 60 days 
from distribution

• Current initiative underway throughout 
HNE, updates coming January 2021

• Can be found on 
http://healthnewengland.org/provider as 
well as our secure provider portal 
(https://www.hnedirect.com) 



ProviderMatters

ProviderMatters, which allows providers to receive an email notification when 
important information is added, such as:

• New HNE Products and Services

• HNE/Industry News and Information

• Notice of Policy Changes

• Pharmacy Updates

• Policy/Administrative Reminders

• Semi-Annual Notice of Benefit Changes
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ProviderMatters
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You can get to ‘Provider Matters’ at our public site, http://healthnewengland.org/provider



Prior Authorization

24

• Guidelines for procedures and services requiring prior authorization, can be 
found in the Provider Manual under Medical Management

• To verify a specific service, procedure, or treatment requiring prior 
authorization, contact HNE Health Services directly at (413) 787-4000, 
extension 5027 or (800) 842-4464, extension 5027, or HNE Member Services 
at (800) 310-2835

• Form can be located at 
http://healthnewengland.org/forms



Claims Editing
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Claim review against industry rules and coding guidelines
– National Coverage Determination (NCD) and Local Coverage Determination 

(LCD) Rules
– Rules and edits are consistent with CPT, ICD, CMS, and Health New England 

Payment Policies

Helpful links: 
– CMS National and Local Coverage Determinations Indexes
– • NGSMedicare.com > In the “Continue as Guest” Box, select Part B Provider 

and your state
– https://healthnewengland.org/Providers/Resources, Click “Payment Policies”



Interactive Voice Response (IVR)
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Self-serve option to check: 
• Member Benefits & Member Eligibility   800.842.4464 ext 5046
• Claim Status & Appeal Status                800.842.4464 ext 5026

At time of call, have the following available: 
• Provider Tax ID Number
• NPI
• Member Name 
• Member ID Number
• Date of Birth
• Dates of Service
• Billable Amount

System will allow you to attempt 3 times, and will connect you to a live representative 
if you are unsuccessful. 



Provider Appeals (Dispute of Payment)
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• Provider has a right to ask 
HNE to review a claim post 
payment.

• Filing limit is 6 months from 
date of service or date of 
discharge.

• Coordination of Benefits 
(COB) disputes are 
managed by the Revenue 
Assurance and Risk 
Management Department. 
Reference Provider Manual 
for timeframes. 



Provider Appeal (Dispute of Payment)
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Zelis Appeal Process:



Product Information



Medicare Supplement Plan
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More of our Medicare 
Members are purchasing a 
Medicare Supplement 
through Health New England.

Original Medicare is primary.  
Health New England 
Medicare Supplement 
secondary. 

Submit claims to Medicare 
and the claim will cross over 
to Health New England



Vendor Partnerships



Vendor Partnerships - Audits
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Amenity (Nurse Audit) 
– Institutional and Professional Coding & Clinical Review

Zelis
– High dollar claim review
– Vendor to perform what was already in place/more efficient
– Communication was sent out February 2019
– Reviewing claims starting at $35K 
– May request medical records for high dollars $100k
– Process of claim review is approximately 7 – 10 business day



Vendor Partnerships – Care Management / Pharmacy
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• Healthmap Solutions 
– Care Management benefit
– Identifies member with potential kidney disease or end-stage renal disease

• Rx Savings Solution
– Pharmacy savings solution 
– Works with providers to identify cost-effective medication

• Optum
– Pharmacy Benefit Manager
– Acupuncture network
– Transplant assistance 

• Evicore
– Authorization management for genetic lab, high cost imaging, sleep studies

• Northwood 
– Network of providers supplying durable medical equipment & supplies
– Management of authorization



Vendor Partners – Care Management / Pharmacy
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• Prime Therapeutics Management LLC (formally 
Magellan RX-effective 09/16/24)

– Directs members to the most cost-effective, clinically appropriate location to receive 
their infusion(s) of select specialty medications

– Commercial Fully Funded members between the ages of 18 and 64,receiving infusions 
at outpatient hospital settings 

– Need to meet medical necessity based on program description
– Policies and FAQ’s found here https://healthnewengland.org/Providers/Resources

• Progeny
– Vendor partner specializing in Neonatal Intensive Care Unit (NICU) management
– Assist in Utilization Management and Care Management Services 
– Commercial Members



Key Contacts & Specialty Partners



Key Contacts
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Health New England Specialty Partners 
https://healthnewengland.org/provider/partners
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Questions


