Cigna

Policy Name Policy Number
Transition of Care Service Requests For New Customers UM-35
Business Segment

Healthcare

Initial Effective Date: Policy Committee Approval Date(s):
09/01/00 5/11/21; 4112122; 3/128/23; 4/25/23; 4123124

Replaces Policies:
CGMM-III-10 Transition of Care Services for New Customers
UM-US-052 Transition of Care

Purpose:
The purpose of this policy is to establish a consistent process for evaluating and responding to Transition of
Care requests for new enrollees.

Policy Statement:

Transition of Care (TOC) refers to the process of transitioning medical care for new enrollees from non-
participating providers to participating providers. The TOC process evaluates requests for authorization and
reimbursement of a non-participating provider at the in-network level of benefits for services that would be
considered covered benefits when provided by a participating provider. In so doing, the TOC process
evaluates clinical contraindications for the immediate transfer of a customer from a non-participating
provider to a participating provider including conditions where the transfer of care is not permitted per
accreditation standards, regulatory or state requirements, could cause worsening of the condition,
reoccurrence, or interfere with anticipated outcomes.

A new enrollee is defined as a new Cigna Healthcare customer or an existing Cigna Healthcare
customer enrolled into a new medical product (i.e. change in benefit plan).

A Transition of Care Request Form is required to evaluate services for TOC coverage and should
be submitted no later than 30 calendar days following the effective date of enroliment.
However, a 30 day grace period allows requests received 60 days following the
customer’s new enroliment date. Services eligible for TOC are subject to benefit plan
limitations and end when the one of the following occurs:

Care for the acute and/or chronic condition is completed;
Care is successfully transitioned to a participating provider;
Benefit limitations are exceeded;

Time period approved for TOC coverage is exceeded

Approvals and adverse determinations are provided in writing to the requester/designee. With
adverse determinations, customers are advised of their right to appeal and the process for
initiating an appeal.
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Review for medical necessity will not be performed for Ancillary Services Transition of Care
requests except in specific states as noted in the State Compliance section and/or
services provided by a licensed practitioner. An administrative denial letter is sent to the
customer and/or requesting provider.

For purposes of this policy, the definition of an ancillary provider is a provider or facility of auxiliary
or supplemental services used to support diagnosis and treatment of a condition. These
providers include but are not limited to:

Acupuncture

Ambulance/transportation services

Custodial care services (only when a covered benefit)

Diagnostic services, miscellaneous (e.g. EMG, neuropsychological testing, etc.)

Dietary services including dieticians, nutritionists, and nutritional support services

Durable medical equipment (DME)

Health education services

Hearing aids

Home health services

Imaging services

Infusion centers

Laboratory services

Licensed Midwife working independently and not billing under an OB/GYN (unless otherwise
specified by state mandates)

Nurse Surgical Assistant

Orthotics and prosthetics

Outpatient cardiac rehabilitation

Outpatient surgery centers

Pharmacy services

Physician extenders including physician assistants, nurse practitioners, clinical nurse
specialists

. Sleep disorder studies

Individual Family Plans (IFPs) - As Individual and Family Plan (IFP) customers have freedom to choose
any plan and have access to the provider directory during their enroliment period, in the absence of
applicable state mandates transition of care (TOC) generally does not apply. A TOC exception may,
however, be granted when transitioning to an In-Network provider is impossible or will result in an imminent
and significant threat to the health and well-being of the customer, as determined by the Cigna Medical
Director.

Definitions:
For purposes of this policy “customer” means an individual participant or member.

COC: Continuity of Care (COC) refers to the continuation of medical care for customers when a participating
provider (may be physician, ancillary and/or facility) leaves the network and ongoing medical care/services
are requested as outlined in policy UM-41.
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State/Federal Compliance:
This list is not all inclusive; please refer to iComply for entire listing of state specific requirements

For California HMO, the timeline for completion of TOC requests is 5 business days from
receipt of all required information to customer/provider notification.

Medical Necessity reviews for ancillary services/providers for Transition of Care will be
performed by a physician reviewer in the following states for customers who are enrolled
in non-ASO products unless other noted: California (applies to Network-ASO members
who reside in CA and should be treated like CHMO enrollees in CA and covered under
the CHC-CA GSA), Colorado, Connecticut, District of Columbia, lllinois, Indiana, lowa,
Louisiana, Maine, Missouri, Nebraska, New Jersey, New Mexico, North Carolina, New
York, Oregon, South Dakota, Texas (applies to non-ERISA ASO) and Virginia.
Mandated benefits may apply for several states

Mandated turnaround times requirements may apply for several states

Reviewer qualifications for peer review and licensing may apply for several states

NOTE: State mandates supercede Cigna Healthcare standard time periods and conditions

Procedure(s):

A

Transition of Care Request Form may be received from a customer and/or their current
physician or healthcare provider. These requests are managed nationally by the
Utilization Management area with the exception of the following:

e Requests for transition of behavioral health services are referred to the customer’s
behavioral provider
e Requests for services related to transplant and/or customers actively enrolled in

Transplant Case Management are referred to the Transplant Case Manager for
review

Time period requirements are evaluated to determine coverage.

e Requests for TOC should be submitted no later than 30 business days following
effective date of enrollment. Requests are not processed until eligibility and benefits
are active in the system.

e Timeline for completion of TOC requests is 8 business days, unless a stricter
timeframe is required by state law, from receipt of all required information to
customer/provider notification.

The customer’s condition is evaluated by a nurse to determine coverage. The nurse will
request a brief history, treatment plan and/or current evaluation if needed to determine
TOC coverage. When reasonably necessary clinical information is not provided, the
request is pended for additional information based on the Lack of Information (LOI) policy.
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D. Unless otherwise addressed by a state mandate, acute and/or chronic conditions in active
treatment which may be approved as TOC are defined as any of the following:

o physician visit or hospitalization;

e documented changes in a therapeutic regimen within 21 days prior to the effective
date of enrollment;

e conditions where discontinuity could cause worsening of the condition, reoccurrence
and/or interference with anticipated outcomes

E. Unless otherwise addressed by a state mandate, the below TOC requests may be
approved for reimbursement of a non-participating provider at an in-network benefit level
for up to 90 calendar days.

Terminal conditions

Acute and/or chronic conditions in active treatment

2nd and 3rd trimester of pregnancy including post-partum care

Hospital confinement on the plan effective date for plans which do not have extension
of benefit provisions

NOTE: Elective surgeries scheduled more than 21 days preceding eligibility AND within 2 weeks of
the plan effective date will be reviewed on a case-by-case basis by the Medical Director to ensure
continuation in quality of care.

F. Non-participating facility services associated with a TOC request may be approved for in-
network reimbursement for a service that qualifies for coverage under TOC when the
physician does not have privileges at a participating facility offering those services.

G. Approved requests to cover services provided by a non-participating provider at the in-
network benefit level will include the following:

o List of the specific services approved
e Specified time period services are approved (not to exceed 90 calendar days with the
exception of pregnancy or approval by Medical Director)

H. Requests which cannot be approved by the nurse are referred to the Medical Director for
determination. The Medical Director reviews the treating provider's treatment plan to
assess the individual health care needs of the customer and ensure a reasonable
transition period to continue his/her course of treatment. Exceptions may be made on a
case-by-case basis to authorize periods longer than the standard 90 calendar days to
preserve continuity of care for a defined and limited treatment interval (e.g., a
chemotherapy treatment plan that is expected to be completed within 120 days).

l. The Medical Director will complete the required documentation and will forward to the
appropriate staff for recording in UM system and customer and/or provider notification.
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J. Coverage determination letter is sent to the customer and/or requesting provider. An
adverse determination will include the rationale for the decision and guidance on obtaining
information on participating providers as well as advised of their right to appeal and the
process for initiating an appeal

Applicable Enterprise Privacy Policies:
https://iris.cigna.com/business_units/legal_department/enterprise_compliance/privacy/privacy _policies

Related Policies and Procedures:

Adverse Determination Notification Elements Policy UM-13

Timeliness of Health Services Decisions Policy UM -39

Interact and Medical Director Case Review Policy UM-08

Network Adequacy Provision (NAP) Policy UM-20

Pre-Certification of Inpatient, Outpatient and Ambulatory Services Policy UM-09

Links/PDFs:
Attachment 1: States with Transition of Care Laws that Deviate From Cigna Standard Process
Attachment 2: States with Transition of Care Laws that Do Not Deviate from Cigna Standard Proc
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