
Rapid Response call notes – 01/25/19 

 
Agenda: 

Roll Call by Organization  
Client Eligibility or Client Enrollment Issues 
Provider Encounter/claims/billing/authorization questions or issues 
Crisis System Check-in 
Opportunity for any other topics 

 
 
NEMT follow up for incarcerated clients  
In general, clients who have suspended eligibility and are being released from incarceration and are 
eligible for SUD treatment to an IMD facility for a stay of 15 days or less, transportation brokers are able 
to arrange transportation with preferably two business days advance notice. Important: Broker needs to 
be notified by person calling that the client is being released from incarceration.  
It can be a week or more in advance that we’re working with the broker. So as long as we let the 
broker know that the client will be released from jail on the day of transport, we can arrange in 
advance? (NEW Alliance) 
Yes, that’s correct. The brokers also have a form that the receiving facility needs to fill out if they are 
going to an IMD facility for 15 days or less. Do not need that form if it’s a non-IMD facility.  
Email HCANEMTtrans@hca.wa.gov if you have questions.  
 
The BH-ASO employs an Ombuds that deals with client complaints and grievances. She is coming to 
meet with our staff in a couple of weeks. At the IMC Symposium we were told that complaints and 
grievances were to go directly to the MCO – so which is it? Do we refer to the Ombuds or the MCO for 
client complaints? (YFA Connections) 
Would still send complaints to the MCO. However, you would want to notify the client that they have 
the option to use the Ombuds services to help them with the grievance process or issue they’re having, 
or if they’re unsure of how to address a concern they have.  
 
Wondering if other provider having claims issues? I am curious to know how other agencies are doing 
with their claims testing.  We are having some issues with responsiveness and are only able to send 
claims to one MCO after 6 weeks into the process. (YFA Connections) 
Lutheran – we’ve definitely experienced some of that. Think I have the right contacts, but sometimes 
have trouble with their responsiveness. We had some trouble getting stuff through our clearinghouse to 
their portals. At this point we’re sending live files and hoping we get some responses.  
NEW Alliance – we’ve had success with all of the MCOs in submitting. The MCOs have been responsive 
with us. 
Pioneer –Have had success with Molina and CHPW. We’ve been working with them for almost 2 years 
now. We have not submitted any claims thru Amerigroup yet. 
Reach out to HCAintegratedMCquestions@hca.wa.gov if you are still having issues and we’ll help.  
Ruth at Coordinated Care can be reached at 253-344-0543. BHT will follow-up with provider. 
 
Is anyone else having issues with the promised 24-hour turnaround time for SUD IP referrals like we 
are? (YFA Connections) 
If someone urgently needs authorization for SUD IP, if you mark those as urgent (24-hour turnaround) 
when you send them to MCOs. The standard turnaround time for MCOs is 5 days, although they typically 
get through a little sooner than that.  
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We’ve been billing since Jan. 10. All the bills I’ve sent out have seemed to go into the processing at the 
MCOs fine. The problem is we’re being paid FFS for all but Molina (which is paying correctly). I 
received FFS payments for the other 3 MCOs. We’ve asked if there is an issue with the way we sent 
the claims out, and there was not. Our contract is capitated, but we’re still getting paid FFS. 
(Children’s Home Society) 
The 3 MCOs will reach out to Children’s Home Society directly.  
 
Still having difficulty adding a servicing only provider to our facility. Think it’s because she’s also listed 
under another facility. We have her NPI and ProviderOne number. I sent an email to Provider 
Enrollment about this, but we haven’t gotten a response. The other questions we’ve sent them have 
been resolved. (Pioneer) 
Send a reminder to the Provider Enrollment. If they’ve addressed your other issues, this question may 
have gotten lost in the shuffle. 


