
© 2014 New Hampshire Healthy Families
New Hampshire Healthy Families is underwritten by Granite State Health Plan, Inc. 1

New Hampshire Healthy Families
& 

Cenpatico



www.NHhealthyfamilies.com
2

NH Healthy Families Current Snapshot

• Providing Medicaid benefit coverage in all 10 counties.
• Contracted with every hospital, FQHC, RHC and community 

mental health center including thousands of providers in NH 
and over the borders.

• Over 60 employees located in NH, and in the process of 
staffing up (primarily in the Call Center and Medical 
Management) to accommodate increased membership.

• Currently serving Medicaid and Health Protection Program 
populations.

• Membership exceeds 45,000.
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Website and 
Secure Portal Tools
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Web-Based Tools: Public Website
• Features

– Provider Manual and Billing Manual 
– Provider Information for Medical Services
– Prior Authorization Code Checker
– Operational forms such as Prior Authorization Forms, Notification of 

Pregnancy forms etc…              
– Clinical Practice Guidelines
– Provider Newsletters and Announcements
– Plan News
– Find a Provider

• New Hampshire Healthy Families is committed to enhancing our web based 
tools and technology, provider suggestions are welcome.
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Web-Based Tools: 
Secure Portal • Check Member Eligibility 

• Submit Prior 
Authorization Requests

• View Patient Lists and 
Care Gaps 

• Submit, view and adjust 
claims

• View Payment History 

Registration is FREE and 
easy!
• Must be a participating 

provider or if non-
participating, must have 
submitted a claim
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Member Eligibility
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Member ID Card
Standard Medicaid Health Protection Program
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• Go to Member Overview 
page 

• Look at Eligibility History
• It will either say 

Managed Care Program 
or Health Protection 
Program under Product 
Name.

To check eligibility, you 
may also use our 
Interactive Voice Response 
(IVR) system 
1-866-769-3085

On-line HPP Eligibility Verification
www.NHhealthyfamilies.com
*Must be a registered user on the secure portal
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Claims
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New Hampshire Healthy Families’ Payer ID
• 68069 (medical)
• 68068 (behavioral, Cenpatico)

Clearinghouses (not an all inclusive list)
• Emdeon
• Gateway 
• SSI

EDI Contact:
800-225-2573  ext.  25525
E-mail:  EDIBA@centene.com

Find forms, submit claims, and check status of claims in the 
Provider Secure Portal: www.NHhealthyfamilies.com

Claims Information
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• Paper Claims, Corrected Claims, *Claims Disputes, Request for 
Reconsideration mailing address:

New Hampshire Healthy Families
Attn: Claims Department 

P.O. BOX 4060
Farmington, Missouri 63640-3831

*Claims disputes must be accompanied by the Claim Dispute Form located at 
www.NHhealthyfamilies.com

Claims Information
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Medical Management
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Medical Management – Integrated Model 
• Physical Health and Behavioral Health Support is integrated in the NH 

Healthy Families’ offices in Bedford.

• New Hampshire Healthy Families and Cenpatico Behavioral Health 
functions work on site together:

• Case Managers
• Network Contracting and Provider Relations

• Specifically Case Managers work together by:
• Conducting “rounds” to review shared members.
• Being immediately available to handle calls requiring multiple 

consultations.
• Referring members needing additional care from NHHF/Cenpatico

programs.
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• Utilization Management (Prior Authorizations)
• Care Management (Complex Case Management) 

• Special Needs
• Foster Care
• Behavioral Health
• OB/GYN Management

• Disease Management (Health Coaching and Education)

• Quality Review (Clinical Outcomes Review)

Medical Management – Core Functions 

• Congestive Heart Failure
• Smoking Cessation
• Puff Free Pregnancy
• In-home Telemonitoring

• Diabetes
• Chronic Obstructive Pulmonary Disease
• Asthma
• Coronary Artery Disease
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Medical Management hours:
• Monday thru Friday
• 8:00 am to 5:00 pm (excluding holidays)
• 866-769-3085

• After Hours & Holiday Phone Coverage:
– NurseWise: 24-hour, toll-free phone line through which callers 

can reach both Customer Care Professionals and Registered 
Nurses. 
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Prior Authorization Process
• New Hampshire Healthy Families utilizes InterQual® Criteria

• Urgent/Expedited Authorization requests will be processed within 72 hours 
after all necessary clinical information has been received

• Standard Authorization request will be processed within 5 days after all 
necessary clinical information has been received

• Written or electronic notification of the authorization request will be received 
by provider 

• Be sure to request Authorizations using the NPI number that will be billed on 
the claim

• Complete information regarding the services or procedures
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• NHHPP Benefits are 
similar to Standard 
Medicaid (but no 
children in HPP).

• New HPP benefits 
(chiropractic and 
substance use disorder 
treatment) may have 
some limitations and 
requirements for prior 
authorization.

• To check prior 
authorization 
requirements use the 
Pre-Auth Needed? tool.

Services Requiring Prior Authorization
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• Reimbursement for Non Network Providers
– All services will require prior authorization during and after Transition 

Period 
– Claims will be denied without prior authorization

• Covered Services by Non-Network Providers
– Prior Authorization is required for all covered services provided by non-

network providers during and after Transition Period, excluding 
emergency services

Services Provided by Non-Network Providers
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Specialty Companies and Services
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• US Script - Manages the pharmacy benefit for New 
Hampshire Healthy Families

• Total Vision – Manages all services billed by an 
Ophthalmologist or Optometrist

• National Imaging Associates, Inc (NIA) – Manages 
authorizations for outpatient high tech radiology services 

Specialty Companies
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• Access2Care will administer the non-emergent transportation benefit for 
New Hampshire Healthy Families

• At least 72 hours notice prior to visit 

• Urgent request are honored – pick up from ER or urgent appointment

• Questions regarding the transportation benefit should be directed to New 
Hampshire Healthy Families at 866-769-3085 or 
www.NHhealthyfamilies.com

Non-Emergent Transportation Management – Access2Care

21
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Provider Relations Services
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‒ Serves as the primary liaison between the Plan and our provider network

‒ Coordinate and conduct ongoing Provider education, updates and training

‒ Demographic Information Update

‒ Initiate credentialing of a new practitioner  

‒ Facilitate to inquiries related to administrative policies, procedures, and 
operational issues

‒ Monitor performance patterns

‒ Contract clarification

‒ Membership/Provider roster questions 

‒ Assist in Provider Portal registration and Payspan

Provider Relations Specialist
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To join the New Hampshire Healthy Families 
Medical or Chiropractic Network:

Kristina Griffin
Director, Contracting and Network Development

603-263-7139
krgriffin@centene.com
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Questions?
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Cenpatico Provider Orientation
Eric Goldstein, Senior Manager Network Operations

Please make sure you complete the sign-in sheet for today’s 
orientation session
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Welcome to Cenpatico

Welcome to the Cenpatico provider network. We are glad to have you 
as a part of our comprehensive behavioral health network. Our 
orientation session will cover:

• Overview of Cenpatico’s 
Philosophy

• Provider Network Composition 
and Provider Responsibilities

• Member Appointment 
Standards

• Overview of Provider Manual
• Online Provider Resources
• Verifying Member Eligibility
• Overview of Member Services
• Cultural Competency

• Covered Services
• Integration with Physical Health
• Prior Authorizations 
• Case Management 
• Completing an OTR Form
• Claims Overview
• Common Billing Errors
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• Recovery is a consumer-centered approach to the process of 
healing that shapes our clinical philosophy, provider networks and 
motivates our team. 

• Resiliency is defined by how well a person can bounce back from 
illness, trauma, or circumstances.

• Results Our care management initiatives employ comprehensive 
means of tracking and reporting functional outcomes so that we 
can ensure the most appropriate, high quality care for our 
members.

Recovery, Resiliency, Results
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Cenpatico emphasizes it’s commitment to quality of care for our 
members by ensuring our providers adhere to the following criteria:

 Provide New Hampshire Healthy Families members with a 
professional level of care and efficiency consistent with 
community standards.

 Prepare and maintain complete medical records and other 
required documents for all member care.

 Participate in quality improvement activities, utilization review 
activities, orientations, continuing education and other 
medical management components.

 Abide by ethical principles of their profession.

Cenpatico will communicate with providers to inform them of their 
participation responsibilities, credentialing and application status and 
network requirements. 

Provider Participation Responsibilities
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Our Provider Manual offers information on our policies and procedures for 
serving our Members. This Manual is part of your Agreement with us and will help 
you ensure compliance with all regulatory authorities and program requirements.

The Provider Manual covers:
•Claims program
•Authorization processes
•Eligibility verification
•Credentialing policies
•Medical Necessity Criteria
•Clinical Practice Guidelines
•Appeals/Denials processes
•Complaints
•Utilization Management guidelines
•Quality Improvement guidelines
•Forms

A copy of the Provider Manual can be found online at www.cenpatico.com.

Provider Manual
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Our staff are available 24 hours a day, 365 days a year by calling the following 
number:

888-282-7767 
Customer Service Center

•Staff available 7 a.m. - 7 p.m. EST
•Eligibility Verification
•Referrals
•Integrated Case Management between providers of varying levels of care
•Care Coordination to assure Members have adequate access to providers

NurseWise
•Nurse triage & other services available 24/7/365

What We Do for Members
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We strive for customer satisfaction on every call by doing the right thing the first 
time.

The Cenpatico Customer Service department (888-282-7767) assists Network 
Providers with the following:

 Verifying member eligibility
 Verifying member benefits 
 Providing authorization information 
 Referrals 
 Trouble-shooting any issues related to eligibility, authorizations, referrals, or 

researching prior services

Customer Service
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A proprietary web-based system that allows unsecure and secure data access 
to providers, including, but not limited to the following:

Provider Search
Formulary
Clinical Standards and Practice Guidelines
Secured Access allows the provider to access the following:

 Ability to check Member Eligibility
 Claim status
 Claims submission
 Payment history

In order to register and utilize the provider portal, the provider must be 
effective (or “PAR”) in Cenpatico’s system.

Customer Service –
Cenpatico Provider Portal
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Covered Services
We cover a wide array of behavioral health services in order to promote 
a full continuum of care for Granite State Members.

• Medication Management
• Outpatient Therapy

(Individual, Family and Group sessions)
• Psychological Testing
• Functional Support Services:
• Supported Employment

• Inpatient hospitalization
including detox services

• Private Non-Medical Institutions
• Crisis Stabilization Services
• Observation
• PHP
• Case Management
• SUD Services for New Hampshire Health 

Protection Program members (only)
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We recognize that multiple co-morbidities will be common among our 
membership.  The goal of our program is to collaborate with the 
member and all treating providers to achieve the highest possible levels 
of wellness, functioning and quality of life.

Cenpatico’s case management model uses an integrated team of:
 Licensed mental health professionals
 Registered nurses 
 Social workers
 Non-clinical staff 

Cenpatico’s case management model is designed to:
 Educate members on the importance of treatment 

compliance
 Help members obtain needed services
 Assist in coordination of covered services, community 

services, or other non-covered venues 

To contact our Case Management Department, call: 1-888-282-7767 

Case Management
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• Access to care standards
• Adherence to Clinical Practice Guidelines
• Communication with PCPs and other behavioral health practitioners
• Critical Incidents
• Quality of Care (QOC) concerns
• Member confidentiality
• High-risk member identification, management and tracking
• Inpatient discharge follow-up
• Inpatient admissions, readmissions and lengths of stay
• Provider grievances
• Service utilization patterns
• Provider satisfaction
• Member satisfaction

Monitoring Clinical Quality
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Cenpatico partners with the multiple  EDI vendors  i.e:
• Emdeon (800) 845-6592
• Capario/Proxy Med (800) 792-5256
• Availity (800) 334-8446
Providers can contact the vendors at the phone numbers listed above to sign up 
for electronic claims submission.
Providers should use Payer Identification Number (68068) when filing electronic 

claims.

Paper Claims Submission (mail to)
Cenpatico
P.O. Box 7200
Farmington, MO 63640-3818

Claims Submission
EDI Submission
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9 out of 10 Billing Errors are on the Provider Side. Examples include:
• Billing Multiple Counts
• Billing date spans in error
• Billing Duplicate Claims
• Other Insurance Checked

Common Billing Errors
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Questions

Thank you for participating in today’s discussion.

Catherine Foy                         Steven Stefanick
Network Manager                  Provider Relations Rep.
Phone:603-263-7111              Phone: 603-716-4677
Fax: 866-739-3424                  Fax: 866-739-3424
cfoy@cenpatico.com sstefanick@cenpatico.com


