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Policy Updates
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Supporting access to quality, cost-effective care

When we review our coverage, reimbursement, and

administrative policies, we take into consideration

one or more of the following: k)
e Evidence-based medicine. "

e Professional society recommendations.

e Centers for Medicare & Medicaid Services guidance. 3 s
e Industry standards. ( ‘ )
e Other existing Cigna Healthcare® policies.

Note: Reimbursement and modifier policies apply to all f :

claims.

For more information:

Log in to the Cigna for Health Care Professionals portal
(CignaforHCP.com)

> Resources

> Coverage policies

> Policy updates

If you are not registered for the portal, go to
CignaforHCP.com > Register.

Clgnq November 19, 2025 4
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https://cignaforhcp.cigna.com/app/login
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Clinical, reimbursement, and administrative policy updates

‘ Effective

date Policy name

Segtember e Unlisted Procedure Codes (0583)
2025

e Site of Care: Outpatient Hospital Setting for Physical
and Occupational Therapy (0600)

October e Preventive Care Services (A004)

2025 o Evaluation and Management Service (R30)

e Evaluation and Management Coding Accuracy (R49)
For additional information:

e Loginto
> Resources
>Clinical Reimbursement
Policies and Payment
Policies
> Reimbursement and
Modifier Policies

cigna
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Precertification
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We review precertification
(prior authorization) policies

Easy-to-access guidelines
Precertification can be complicated.
Knowing the right place to start can make
a big difference.

You can find complete information about
when and where to submit precertification
requests to Cigna Healthcare and our
national ancillary providers by going to
CignaforHCP.com > Resources >
Precertification.

Updates

As a result of our precertification policy
reviews, we make updates to our
precertification list.

Codes may be subject to the following:

e Code editing.
e Benefit plan exclusions.
e Post-service review for coverage.

cigna
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To view the complete
list of services that
require precertification:

Log in to CignaforHCP.com

> Resources

> Clinical Reimbursement
Policies and Payment
Policies

> Precertification Policies.

If you are not registered
for the portal, go to
CignaforHCP.com >

Register.
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New precertification check and dashboard features on
CignaforHCP.com

Effective October 15, users with “Patient Search (Precertification & Benefits)”
entitlement now have access to these features.

New capabilities at a glance:

o Get real-time results: Instantly confirm whether precertification is required for a

service.
For additional details,

following article: provides instant, up-to-date information using the latest procedure codes.

please refer to the El Simplify your workflow: Eliminate manual searches. With just one query, the tool

Precertification check Support documentation needs: Download a PDF summary when precertification
and dashboard features is not required.

on cignaforhcp.com
Access any time: conveniently available 24/7

Track submitted requests in a new dashboard: View the status of medical
precertification requests submitted by phone, mail, or electronically

Appeal denied requests directly in the portal: Submit appeals online for denied
precertification requests—no need to call or fax.

November 19, 2025 8
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Professional
Evaluation and
Management
Coding Accuracy
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Professional Evaluation and Management Coding
Accuracy (R49)

Cigna Healthcare implemented a new Evaluation and Management (E/M) Coding
Accuracy (R49) medical reimbursement policy on October 1, 2025. This policy will
review certain claims billed with CPT E/M codes 99204-99205, 99214-99215, and
99244-99245 for billing and coding accuracy.

« Services may be adjusted by one level only for providers who our records indicate as having a consistent pattern of
coding at a higher E/M level for routine services compared to their peers.

« Applies only to claims billed with level 4 and 5 Evaluation and Management (E/M) services from affected providers
where the submitted billing information does not support level of service billed.

+ Adjustments will be applied only to individual claim lines where the billing information does not substantiate the
reported service level.

« Almost 99 percent of all in-network providers will remain unaffected by this policy, including more than
97 percent of providers who bill level 4 and 5 E/M codes.

« For adjusted claims, reconsideration process offered (details are on explanation of payments for affected claims);
should not lead to material increase in appeals. Bypass process also available for providers with >5 claims adjusted.

Policy does not lead to claims being pended or denied, or delay patient care in any way. Rather than
delaying payment and requesting supporting documentation for the billed code upon receipt of the
claim, payment will be issued promptly for the lower-level adjusted code.

healthcare 10 November 19, 2025
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Professional Evaluation and Management Coding
Accuracy (R49) (cont.)

How claims are assessed

« To identify the small number of providers who may be affected by this policy update, Cigna
Healthcare took a conservative approach and reviewed claims over a 12-month period, with a
focus on providers who consistently billed diagnosis codes and higher-level E/M codes not typically
associated with complex cases requiring additional decision-making time.

« Policy utilizes human-developed claim-based criteria as an initial screening mechanism to detect
potential discrepancies, examining relevant claim data, associated diagnoses, and any additional
services rendered during the same encounter.

« Individual claim reviews will continue to leverage this human-developed criteria, and will be
supported by ClaimsXten, an industry-standard code editing platform that facilitates accurate
claims processing in adherence to Cigna Healthcare’s reimbursement policies. This process will also
be subject to regular audits and will be adjusted as needed.

« Extra consideration to the added complexity that certain visits may entail across various services,
age groups, and specialty types. This is accounted for when determining if a provider has a pattern
of coding at a higher E/M level compared to peers.

cigna
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Professional Evaluation and Management Coding
Accuracy (R49) (cont.)

Reconsideration

« Providers who believe their clinical documentation supports reimbursement for the originally submitted
level for the E/M service can submit the customer’s full record of the encounter to the secure Cigna
Healthcare fax number 833.392.2092 for prompt review.

« Cigna Healthcare does not rely on algorithms to make final determinations. Claims submitted for
reconsideration will be evaluated by certified coders. This ensures all documents relative to AMA E/M
coding guidelines are considered, and a thorough coding review is completed, before a final
determination is made.

« If the clinical documentation substantiate that the original codes were accurate as submitted, claims
will be adjusted, and an updated explanation of payment (EOP) will be issued.

« Administrative appeal rights are available if the original determination is upheld, though we expect
very few claims to warrant appeal.

» Providers who have experienced at least five adjusted claims, and believe they are billing in alignment
with AMA guidelines, can request to have their claims bypassed from the policy by
emailing EMCodingAccuracy@CignaHealthcare.com.

Clgna 12 November 19, 2025
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Outpatient hospital physical and occupational therapy
site-of-care review

Beginning October 1, American Specialty Health® (ASH), a Cigna Healthcare® national ancillary provider,
began managing the medical necessity review of outpatient hospital sites of care for Cigna Healthcare-
contracted providers who render physical therapy and occupational therapy (PT/OT) services for
patients with Cigna Healthcare commercial plans and Individual & Family Plans.* ASH will also be
responsible for medical necessity review of requested PT/OT services.

How the medical necessity review process works

« If you determine after the initial covered assessment/visit that the patient should continue receiving PT/OT services in
an outpatient hospital setting, you can submit a medical necessity review request to ASH for approval.

« ASH will approve an outpatient hospital setting when it is medically necessary, as defined in the Site of Care: Outpatient
Hospital Setting for Physical and Occupational Therapy - (0600) medical coverage policy.

« Medical necessity review request decisions will typically be made within one business day of receipt of all necessary
clinical information.

- If ASH determines it is not medically necessary to continue PT/OT services in an outpatient hospital setting:

v An ASH concierge team member will outreach to the patient to identify in-network PT/OT locations or virtual service
options.

v A letter will be mailed to both the provider and patient within one business day explaining the decision.

Clgn(] *Implementation for Individual & Family Plans is dependent on state regulatory requirements. 14 November 19, 2025
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Virtual Care
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Helping you deliver care

Virtual care (telehealth) coverage

We reimburse certain virtual care services per our Virtual Care
Reimbursement Policy (R31). This policy continues to govern
what we do and don’t reimburse for telehealth.

More information is available at CignaforHCP.com/VirtualCare.

Reimbursement
Cigna Healthcare continues to reimburse covered services at
100% of face-to-face rates.

No updates to policy as a result of CMS changes

» Because Cigna Healthcare no longer has Medicare Advantage
plans, changes in Medicare coverage do not result in any
required changes for our Commercial line of business.

» As always, our clinical team will review the latest CMS coverage
guidelines, industry standards, and feedback from providers to
help inform potential changes.
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Get reimbursed at the same
rate as face-to-face visits

Common services reimbursable
« Routine checkups

* General wellness visits

 New patient exams

« Behavioral assessments

Common codes reimbursable

« Qutpatient evaluation and management (E&M)
codes for new and established patients (99202-
99215)

« Physical and occupational therapy E&M codes
(97161-97168)

« Telephone-only E&M codes (98008-98015)
« Annual wellness visit codes (G0438 and G0439)

cigna
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Digital Solutions

The right electronic tools for you
and your practice

[ J
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We offer solutions to help
providers reduce their

administrative burden
and make it easier to do
business with us.

November 19, 2025 19
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Committed to making your life easier

Provider portal

o \erify eligibility and benefits.

e Check claim status information.

e Submit reconsideration (includes appeals).

e Check precertification requirements.

e View precertification status.

e Enroll and manage electronic funds transfer (EFT).
e Access remittance reports.

e Access resources, including video tutorials, clinical
reimbursement and payment policies, and provider
reference guides.

To take view tutorials and resources:

Go to CignaforHCP.com > Resources >
Medical Education and Training

Trading partners and electronic data interchange
(EDI) vendors

Health Information Portability and Accountability Act
5010 transactions

e Submit claims electronically, including coordination
of benefit claims.

e Receive payment information, including claim status.
e Submit eligibility and benefit inquiries.
e Submit request for precertification review.

For more information about
transaction availability:*

Go to Cigna.com/EDIvendors.

November 19, 2025 20
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Digital ID cards are here

Cigna Healthcare continues its effort to transition physical customer ID cards
to fully digital. Digital ID cards enable real-time updates for benefit plans
and other important information, as well as offer greater efficiency, speed,
and security over physical ID cards.*

Your patients with Cigna Healthcare coverage may already be presenting you
with a digital version of their ID card. They can share it by:

e Showing it to you on their smart phone or tablet.

e Uploading it to your health portal (as technology allows).
e Emailing it directly to your office.

e Printing a copy.

To learn more:

Go to CignaforHCP.com

> Get questions answered: Resource

> Medical Resources

> Doing Business With Cigna: View Documents
> Digital ID cards

healthcare
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Claim search, and
reconsiderations
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Easily access claim
information

Claim search feature

« Search function with broadened
capabilities

« Claim information at an
organizational level

» Flexibility

- Results in a table

* Filter option for results
- Report download option
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Get a holistic view of your claims

To get started,
click “Search

Claims” from

the claims drop-

down menu.

To search for your
claims, click the
search option you

would like to use.
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Display the claim information you need

Click “"Download” to
download the results.

Claims search

If your search contains Evernorth Behavioral processed claims , please navigate to Provider . Evernorth . com to view them .

Flag Claims to Save Patient Claim number Tax identification number (TIN) All ' Download '@ .
th e m to yo u r Search by claim number , patient or TIN to customize your results

d a Sh boa rd fo r ea Sy Gnim status All = Date of service - Last 9@ days « Other Al \
access- I:I In process ..:.. of Service .:. Received Claims with recensiderations Fi Iter to the

- - ::,.;ES.;lec Lt Processed Claims with attachments Claims you
Click the claim Last 9 days v want to view.
n u m be r From To

tO View in—depth k 28/13/2025 11/11/2025 )

details about the

claim.

47291 results Page 1 of 2363 @

Sort by any of the

columns by clicking | Provider- - |

. Claim . Date of Dates of assigned . . Amount Provider
Flag Claim number Patient ) . identification .
o n status birth service account billed name
number (TIM)
- number
the heading.
1234567890 (D) mrrocess  Doe, Jane 01/2311945  11/18/2023-  P1234567 123456789 $535.00 MD
U1234567 11/1@/2825 Josephine
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View pended claim details

Claims search

If your search contains Evernorth Behavioral processed claims, please navigate to Provider Evernorth.com to view them.

Search for, identify, and
CheCk the Status Of the Claim_ Patient Claim number Tax identification number (TIN) All

‘ Search by claim number, patient or TIN to customize your results.
33 results
. r - -
Cl(]lm 943242 M status Pended « Date of service - Last 90 days «
pyoes °
Clai b Claim Patient Date of Dates of Provider-assigned T
USEFULLINGS ~ | 21 | (B) ~ I rumBer 4 status atien birth service account number n
Patlent and Payment Information | Supporting Information (I) | Reconsideration History (0) | Correspondence History (0) 9437242 Pended B-I'ICEEII'ISJ. JO6/ 08/28/2024- ECC':LNO
Claim Information Payment Information @ F
Procedures
- -
Pended claim details
Amount Plan - .
Procedure Dates Of Place Of Amount Allowed Deductible/Copa Covered Patient Patient
Code Service Service Charged Amount ::ered Applied Balance ::i‘;"”"’"e Coinsurance  Responsibility Remark ~ Kn oW w hy d CI alim Is pe n d ed by th S
remark code description.
13385 08/28/2024- I $8010.20 $000 $8.010.20 $000/5000  $000 0%= 100%= $000 0327 . . oY/
000 5000 e Access help by clicking “?".
¢ View previously submitted
Explanation of Remark Codes i H i
P attachment details, including who
0327
and when.
$8.010.20, $6100.05, $1100.00 PROVIDER: WE CANT PROCESS THE CLAIM WITHOUT THE MEDICARE EXPLANATION OF BENEFIT (EOB). PLEASE SEND IT WITH A COPY OF THIS EXPLANATION OF
PAYMENT (EOP) TO THE CLAIM ADDRESS ON THE BACK OF THE PATIENT'S ID CARD. PATIENT: IF YOU NEVER ENROLLED IN MEDICARE, PLEASE CALL US AT THE NUMBER ON YOUR ID CARD. WE N ber 19, 2025 26
ovember 19,

NEED TO HEARFROM YOU BEFORE WE CAN PROCESS THE CLAIM. IF WE DON'T RECEIVE THE INFORMATION WE'LL HAVE TO CLOSE THE CLAIM.
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Find the answers you need

Claim reconsiderations (includes appeals)

Reconsideration Help Close X
Get answers to common

reconsideration

questions by accessing

the Reconsideration
B Help menu.

What is the reconsideration tool?

What is an open draft?

Why can't | look at an open draft?

1

Can | work on a draft that someone else has started?

Yes. With the appropriate access. you can modify and re-

save, submit or discard any draft, regardless of who
Start a Reconsideration @ | started the draft

Can | save a draft and complete it later?

| started a reconsideration. but it's no longer showing.

Why can't | start a reconsideration?

The Reconsideration History section will display status and
the Cigna Healthcare processor’s name and decision notes.

Claim 04324 R
(©) processep ®

Open Request in Progress

USEFULLINKS ~ | = | @ -

Patient and Payment Infermation | Supperting Informatien (0) [ Recensideration History (2)] Correspondence History (0)

Reconsideration Number Reconsideration Type Last Modified By Last Date Modified Status Decision Notes
HWEB Adjustment cloud ge 1/6/2024 at 2:46 AM In Process NAA
Y —_—
‘.‘.’.’ HWEB Adjustment cloud ge 1/6/2024 at 2:21 AM In Process NAA
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Experience an improved process

You no longer need to call to start a claim reconsideration for an adjustment or appeal.

Step-by-step guidance speeds up and simplifies the process.
e Describe your reason for the request in the notes section.

e Attach documentation, if needed.

Start a reconsideration = = = .
Access the reconsideration button
directly from the claim details screen.

L ]
Need Help (3)

Questionnaire

Claim 04324 = v
o = £
Previcus 2 3 4
@ oo ( o) Onees o
Questionnairs Doruments Summary Canfirmation
USEFULLINGS . | B | (3 -
What do | want to request for this claim?
Patient and Payment Information | Supperting Infarmation {0} | Recorsideration Histary {0} | Correspondence History {0} Plecs chose @ topic below £ procesd b the reconziderstion procsss
Claim Information Payment Information & Koo t moyte hondied o5 o acfustment o appeal which il e determined ot the time of processing. T dissision wll be bresed o fecleral sl stote kow, ooreciinion st ond o detoded review of the
= whornass of the request.
Claim/Reference Mumber: 04324 Fatient Responsibility: 35000
Patient Hame: . aLenny Claim Amount Paid: $000 My issue is related to...
fimw Cverage
Provider Generated Patient Account
Humber:
Servios Broviders: R Claim was denied for precertfication of services Level of Care/Days ar Unit Disputes
+ Appeal & dit daim foir vl of care or days autherized
Diate Received: 1/14/2024 . ) e .
ctly for emergency or urgent care services - Appesl = units on the chkim and the urits paid/Gutharized
Date Processed: /1472024 + Appeal & dispute o precertification or deried daim + Appesl = aclaim due to o delay in teatment
Claim Stotus: () moczssen
Procedures Medical necessity or experimental/investigational procedures Claim processead as cut-of-netwark incorrectly or to the wrong provider
+ Appeal & dispute o daim derial due to medical necessity + Provider has completed credenticling
- » Ap i = o denial reloted to enperimental. ime stigational or »  Claim processed out-of-network inoormectly
Al it . - -
Procedure  Dates OF Place Of Amount Alowed o Deductible/Copa Cavered Comurance | PatiET Patient ec urErovEn procs + Ckim paid 1o @ specidist contract incorrectly
Cade Service Service Charged Amoun Cavered Applied Balunze Paid Comzwance  Resporsibility + Appeal & dispute o doim derial reloted to cosmetic procedure
59313 L2024 550000 3000 $5000 500073000 5000 %= 100%= 535000 Qo
113/2024 $000 5000
Totals S500:00 2000 5000 $000/3000 5000 5000 5000 335000 Claim denied or was not processed as expected Carrections to o submitted claim
s 4 Expand upen your expectations of the submitted claim Carrected daims can not b= subemitted through the srfine reconsideration
-\ [} ' 2 toal:
-0 o
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Auto-recoupment
olicy
payment offsets)
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Auto-recoupment policy

Expanded recoupment process

Auto-recoupment (i.e., payment offsets) for overpaid claims will be broadened, allowing for smoother and
faster recoveries for certain claims beginning October 1, 2025.

Streamlined operations

Providers no longer need to process paper requests or mail checks, improving operational efficiency and
reducing manual work.

&  Vendor managed offsets

/\/\/\V Three vendors now handle the offset process, enhancing reliability and transparency in payments and claim
management (Cotiviti, Johnson & Rountree Premium, Inc., and The Rawlings Company).
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Auto-recoupment policy (cont.)

About the process Option to initiate the offset payment earlier

e Before an overpayment is offset, provider will receive a
notification letter from one of the vendors.

¢ To initiate the offset payment before the response time has
elapsed, provider may contact the vendor via one of the methods

listed in overpayment notification letter to start the process
Provider will have opportunity to respond and take actions: earlier.

Refund the requested overpayment amount in full. The How to view offset transactions

overpayment will not be offset. e Provider can access offset transaction details via an 835

Dispute the overpayment by contacting the vendor via the electronic remittance advice transaction.

methods |nd|cat_ed in the notification letter. The vendor will e Reviewing the remittance report (explanation of direct deposit
respond to all disputes.* activity).

If provider does not respond, the overpayment will be e Logging in to the Cigna for Health Care Professionals Portal
offset as indicated in the letter. (CignaforHCP.com).

e Reviewing the explanation of payment document, when available.

e Note: Please continue working with all overpayment vendors for manual recoveries
that require repayment via check because not all overpayments are eligible for
offsetting.

- * If the vendor confirms there is an overpayment, provider will be notified and given additional time to respond.

Clgga]u'hcg November 19, 2025 31
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Credentialing tips
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Credentialing tips

« Ensure the CAQH Provider Data Portal is updated with the correct Taxpayer Identification Number (TIN),
Provider Group, and all required information.

- Initiate credentialing with Cigna Healthcare by submitting provider demographic information (including
CAQH ID) to MedicalOnboarding@Evernorth.com or by calling Cigna Healthcare Provider Service at
800.88Cigna (800.882.4462).

« Note: You will receive an email to acknowledge receipt of credentialing requests submitted to Medical
Onboarding within seven to 10 days.

« There is a 60-day average turnaround for credentialing requests. We will meet compliance requirements
for states that require a shorter turnaround.

« Submissions that have discrepancies or are incomplete will be reviewed by our Regional Credentialing
Committee. Reviews will increase the turnround time.

« To check credentialing status, contact Cigna Healthcare Provider Service at 800.88Cigna (800.882.4462).
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Provider
Resources

Tools to make your life easier

cigna

healthcare November 19, 2025 34

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



Easily access the information you need
B

Provider portal Provider Reference Guide
Go to the Cigna for Health Care Log in to CignaforHCP.com >
Professionals portal (CignaforHCP.com). Resources > Reference Guides.

éigna e ———

‘Welcome to
Cigna for Health Care
Professionals

CIGNA

HEALTHCARE
REFERENCE GUIDE

For participating physicians, hospitals,
ancillaries and other health care providers

.
.....

e
PCOMM-2023-1772-Nat 1/24 Clg!.\lng

Provider Newsroom

Access news and updates on topics that
are most important to you — all in one
place. Go to ProviderNewsroom.com.

Provider Newsroom

licy and network updates

Welcome to the Provider Newsroom

Note: The Provider Newsroom replaced
these provider newsletters: Network News,
Network Insider, and Transformations.
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https://cignaforhcp.cigna.com/app/login
https://cignaforhcp.cigna.com/app/login
https://providernewsroom.com/

Use our resources to improve
your experience

Digital solutions Quick Guide to Cigna

Access our self-service tools to Healthcare ID Cards

improve your office’s efficiency and View sample ID cards with
reduce your administrative burden. descriptions of the various fields
For more information, visit the on the cards. You may save,
Medical Education and Training download, or print card guides
resource page. for use in your office.
Webinars

Learn how to navigate .
CignaforHCP.com and perform QueStlonS?
time-saving transactions (e.q., Call Cigna Healthcare
eligibility and benefits inquiries, Provider Service at
claim status inquiries, EFT
enrollment). To register for a

800.88Cigna
webinar, view the webinar (882.4462).

schedule.
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Update your demographic

(] [ ]
information
We use your demographic To submit demographic changes:*
information to: Log in to CignaforHCP.com
e Publish online provider > Working With Cigna

directories. :

>D t t

e Send important rectory update

communications to you. You may also submit demographic
e Process claims. changes as directed below.

e Assign a primary care provider
to individuals whose plan
requires one but who haven't
made a selection.

e Comply with state laws. e Hospital and ancillary changes only
e Determine network adequacy. Fax: 646.459.2180

e Practitioner and group changes

Fax: 877.358.4301 or
Email Intake_ PDM@evernorth.com

Please notify us in writing

90 days before changing your office or billing
address, telephone number, Taxpayer Identification
Number (TIN), National Provider Identifier (NPI),
or specialty.

s
cigna
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http://www.cignaforhcp.com/

Q&A
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