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Power & Custom Mobility Process Overview

Purpose of this communication:
· Notification to providers of the correct process for requesting Custom and Rehab equipment 
What do I need to do?

· Please ensure that the following guidelines are followed for every order
CareCentrix®

Custom Rehab Process Overview

CareCentrix is the Network PROVIDER for Florida Blue Custom and Rehab equipment requests.

CareCentrix has implemented specific processes for the coordination of Custom and Rehab equipment requests. Custom equipment includes any HME product that is manufactured or modified to meet the needs of each member.

CareCentrix has developed a specific team of associates to manage custom equipment requests and repairs.  All service requests for custom products and repairs are coordinated in our Tampa Regional Care Center by our Specialty Operations, Custom Equipment Team.

CareCentrix utilizes contracted and credentialed PROVIDERs for Custom and Rehab equipment and services.  CareCentrix and our panel of PROVIDERs are committed to providing appropriate and efficient member service.  In the event that our panel of PROVIDERs cannot meet a specific service need or location, CareCentrix will coordinate care with a PROVIDER, who meets contracting standards to promote timely and appropriate care.

Specific timelines have been established to provide patients with anticipated timeframes for service coordination, from the initiation of the request until the equipment is delivered.  These timelines establish clear expectations of our PROVIDER panel.   The timelines noted below are based on industry standards for Custom DME PROVIDERs.  Accelerated timelines, when indicated will be accommodated whenever possible.

New Custom Item Request 
1. Referral received by CareCentrix

Evaluation Request will be generated to a CareCentrix PROVIDER within 2 business days.

2. Evaluation request made to a CareCentrix PROVIDER

PROVIDER will contact the member within 3 business days to confirm receipt of the request and to coordinate a scheduled visit.

3. Seating and Positioning Evaluation of member

Seating and Positioning Evaluation will be completed within 21 business days; however, this will be subject to availability of the seating and positioning clinic if necessary. Note:  Often times the member or member’s clinician choose to have their seating and positioning evaluation done at a seating clinic at, or affiliated with, a rehabilitation hospital.  There is often a waiting list for these appointments and as a result the timeframe for a completed can vary widely. 
4. Completion of all documentation and submission to CareCentrix
All clinical and evaluation documentation will be completed and submitted to CareCentrix within 45 business days.  The PROVIDER will monitor receipt of necessary documentation.    If their attempts are unsuccessful after 30 days the PROVIDER will elevate to CareCentrix for assistance.
5. CareCentrix receives completed evaluation
CareCentrix will elevate the request to the payer in 2 business days if required.

6. CareCentrix receives payer approval
CareCentrix will issue authorization to PROVIDER within 1 business day after payer approval is received.

Repairs to Member Owned/Existing Equipment

1. Referral received by CareCentrix 

Evaluation Request will be issued to PROVIDER within two business days.

2. Evaluation request made to PROVIDER

PROVIDER will contact the member within one business day, confirming receipt of the request and to coordinate a visit to evaluate repair needs.

3. Evaluation of equipment for repair 
Evaluation will be completed within 10 business days 

4. CareCentrix receives completed evaluation

CareCentrix will elevate to payer in 2 business days if required and approve to PROVIDER within 1 business day if no auth is required.

5. CareCentrix receives payer approval 
CareCentrix will issue authorization to PROVIDER within 1 business day once payer approval is obtained.

6. Completion of Repairs after authorization is complete 
PROVIDER will complete the repairs within 21 business days.

Loaner Equipment for New or Existing Custom Chairs
CareCentrix and the PROVIDER will attempt to coordinate a rental product (known as a Loaner chair) for use by the member until a chair or repairs can be completed. 

It should be noted that the rental chair must meet the member’s medical/safety needs.  If this cannot be accomplished using what is available then no rental will be coordinated. 

*Please note: The timelines for each equipment request may vary based upon the degree of custom manufacturing required and the number of components necessary to meet the member’s needs. The timelines shown above are projected timeframes for service requests, however chairs, may at times require additional time to complete based on the complexity of the chair and the necessary components.

PROVIDER Compliance and Member Satisfaction

Outstanding customer service is the goal for all CareCentrix patients.

CareCentrix will be monitoring PROVIDER adherence to established timeframes delineated in this document, as well as confirming patient satisfaction.

PROVIDERs should contact their CareCentrix Network Manager for any questions or concerns related to this process.

Thank you in advance for your attention to this important matter.
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