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Policy Name Policy Number

Continuity of Care Service Requests UM-41

Business Segment

HealthCare

Initial Effective Date: Policy Committee Approval Date(s):

03/1998 1/14/20; 5/12/20; 6/9/20; 5/11/21; 12/14/21; 4/12/22; 3/28/23; 4/25/23;
9/26/23

Replaces Policies:
CGMM-I1I-17 Continuity of Care Services When a Provider or Facility Terminates

Purpose:

The purpose of this policy is to establish a consistent process for evaluating and responding to Continuity of Care
requests when a Cigna participating health care provider or facility leaves the network or, in limited circumstances,
when a client terminates its contract with Cigna.

Policy Statement:
Continuity of Care (COC) refers to the continuation of care for customers when:

¢ A participating health care professional (may be physician, ancillary and/or facility) leaves the network and
ongoing medical care/services are requested

o Afully insured client terminates their contract with Cigna and the client’s replacement coverage does not
include access to the health care professional at the in-network level and ongoing medical care/services
are requested

The COC process validates that the customer requesting continuity of care is a continuing care patient with a serious
and complex medical condition.

Customers are notified of health care provider or facility terminations, and their right to elect continued care on a
timely basis via several avenues initiated by Provider Services Contracting and/or Regional Network Management.

*Customers are notified of client contract terminations with Cigna by their employer or plan sponsor.

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

TOC: Transition of Care (TOC) refers to the process of transitioning medical care for new enrollees from non-
participating health care professionals to participating health care professionals as outlined in policy UM-35.
Continuing Patient Care is an individual who is:

e undergoing a course of institutional or inpatient care

e undergoing a course of treatment for a serious and complex condition from the terminating provider or
facility
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e scheduled to undergo non-elective surgery, including postoperative care;
e pregnant and undergoing a course of treatment for the pregnancy or
e determined to be terminally ill

A serious & complex condition is:

e an acute illness or condition that is serious enough to require specialized medical treatment to avoid
reasonable possibility of death or permanent harm;

e achronic illness or condition that is life-threatening, degenerative, potentially disabling, or congenital and
that requires specialized medical care over a prolong period of time

Cigna Pathwell Specialty:

e Certain Medical Pharmaceuticals that are used for treatment of complex chronic conditions, are high cost,
and are administered and handled in a specialized manner may be subject to additional coverage criteria or
require administration by a participating provider in the network for Cigna Pathwell Specialty. Cigna
determines which injections, infusions, and implantable drugs are subject to these criteria and requirements.

e The network for Cigna Pathwell Specialty includes but is not limited to contracted physician offices,
ambulatory infusion centers, home and outpatient hospital infusion centers, and contracted specialty
pharmacies. When the network for Cigna Pathwell Specialty cannot meet the clinical needs of the customer
as determined by Cigna, exceptions are considered and approved when appropriate.

State/Federal Compliance:

e Consolidated Appropriations Act — 26 US Code § 9816

e Medical Necessity reviews for ancillary services/health care professionals for Continuity 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 ASQ) and Virginia.

e The state of Maryland does not limit continuity of care to situations in which clinical contraindications exist to
preclude transfer of care to a participating PCP. In other words, the enrollee only needs to request continuity
of care with the terminating PCP. No medical necessity for the continuity of care with the terminating PCP
needs to be demonstrated.

e Mandated benefits may apply for several states

e Mandated turnaround times requirements may apply for several states

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

NOTE: Federal/State mandates supersede Cigna standard time periods and conditions

Procedure(s):
A. Customer Notification of Terminations (client termination notification’s are the responsibility of the
employer or plan sponsor):
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e Customer Notification of Provider termination: When the customer’'s healthcare provider is
terminating and the customer has incurred one or more visits in the past six months from a
terminating health care provider the customer notification includes information on the
availability of COC services and the process for submitting requests. Absent an accreditation
or regulatory requirement to automatically continue care, the customer will not receive COC
services in the following situations:

provider contract discontinued based on professional review action

e provider unwilling to continue to treat the customer
provider unwilling to accept payment or other terms subject to the provider's
expiring agreement in accordance with state law

Customer notification materials indicate that all requests for COC Services must be
submitted within 30 calendar days of provider termination or as dictated by State
Mandates. A Continuity of Care Request Form is required to evaluate services for COC
coverage unless a provider termination occurs without prior notice; requests will be
considered on a case-by-case basis. Services eligible for COC 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 COC coverage is exceeded

e Customer Notification of Facility termination: Regional Network Management areas notifies
customers of facility terminations based on historical claims data up to 18 months for that
facility and/or by a designated geographic area around the facility regardless of claims history.

B. Continuity of Care Request Form may be submitted by a customer and or their current physician or
provider. Requests are not processed until eligibility and benefits are active in the system. The
TOC/COC team is responsible for performing the initial review & approvals. When reasonably
necessary clinical information is not provided, the request is pended for additional information based on
the Lack of Information (LOIl) policy. If a request does not meet criteria, the case is forwarded to the
Medical Director for review. Other exceptions for routing COC reviews include

e Requests for California — managed care customers are performed by the Glendale office

e Requests for continuation of behavioral health services are referred to the customer's
behavioral health care carrier

e Services related to transplant and/or customers actively enrolled in_Transplant Case
Management are referred to the Transplant Case Manager for review

C. Requests for COC should be submitted no later than 30 calendar days following the provider's
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termination date. However, a 30 day grace period allows for requests to be received up to 60 days
following the provider's termination date. Consideration may be given to requests received after the
specified time period if the request was delayed due to circumstances beyond the customer’s control
(e.g. late notification of health care professional termination).

D. The customer’s condition is evaluated by a nurse to determine if the request meets COC guidelines.
The nurse will request a brief history, treatment plan and/or current evaluation if needed.

E. The following COC requests may be approved for reimbursement of the terminating provider at an in-
network benefit level, or according to state law.
1. 90 calendar days; or
2. The date the individual is no longer a continuing care patient

Terminal conditions

Acute and/or chronic conditions in active treatment

Pregnant and undergoing treatment for pregnancy including post-partum care

Hospital confinement on the provider termination date for plans which do not have extension of
benefit provisions

o Hospital confinement for either currently admitted patients or any scheduled admissions within
the first 10 days from the termination date. Those scheduled beyond 10 days of the
terminations are reviewed on a case-by-case basis.

NOTE: Elective surgeries scheduled more than 21 days prior to the provider's termination date
AND within 2 weeks of the provider terminating 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 COC request may be approved for in-network
reimbursement for a service that qualifies for coverage under COC when the provider 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 a 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 their course of treatment.
Exceptions may be made on a case-by-case basis to authorize periods longer than the standard 90
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calendar days to preserve continuity of care for a defined and limited treatment interval (e.g. Cigna
Pathwell Specialty network, chemotherapy treatment plan that is expected to be completed within 120
days).

I.  The Medical Director will complete the required documentation and will forward to the appropriate staff
member for recording in UM system and customer and/or provider notification.

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 health care professionals.

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

Interact and Medical Director Case Review Policy UM-08

Timeliness of Health Services Decisions Policy UM-39

Pre-Certification of Inpatient, Outpatient and Ambulatory Services Policy UM-09
Transition of Care Service Request for New Customers UM-35

California Utilization Management Process UM-CA 11

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