CLIENT QUESTIONS ON CLAIMS

Due to HIPAA Privacy Rules, which protect a member’s right to privacy, insurance carriers will not release

Protected Health Information (PHI) to any person other than the member. Because of this, Flex is not able to

assist with questions on claims.

If a member has a question regarding their claim, he/she will need to contact the carrier directly.

Claims Contact Numbers

Group Aetna (888) 802-3862 (866) 529-2517
Group BCBSIL (800) 541-2767 (800) 892-2803
Group BCBSTX (800) 521-2227 (877) 299-2377
Group UHC (800) 357-0978 (800) 357-0978
Individual BCBSIL (800) 538-8833 (800) 538-8833
Individual BCBSTX N/A (888) 697-0683
Medicare BCBSIL Medicare Supplement (800) 624-1723 N/A
Medicare BCBSIL Medicare Advantage (877) 260-0298 (877) 260-0298
Medicare BCBSIL Part D Rx (800) 285-2249 N/A
Medicare BCBSTX Medicare Supplement (800) 654-9390 N/A
Medicare BCBSTX Medicare Advantage (888) 723-7423 N/A
Medicare BCBSTX Part D Rx (888) 285-2249 N/A
Medicare Mutual of Omaha (800) 354-3289 N/A
Medicare UHC AARP (866) 331-1964 (866) 331-1964
Medicare UHC AARP Rx (888) 867-5575 N/A

If the member has contacted the carrier’s claims department and still has questions, you can assist them in one
of two ways:

1. Schedule a conference call with the member and the carrier. If the member in on the line with you, the
carrier will release information on the claim.

2. The member can complete an authorization form listing your contact information. Once processed, the
carrier will discuss PHI with you.

Carrier Standard Authorization Forms

Aetna — Member Authorization for Release of Protected Health Information (PHI)
Blue Cross and Blue Shield of lllinois — Group, Individual, Medicare Supplement
Blue Cross and Blue Shield of Texas — Group, Individual, Medicare Supplement
UnitedHealthcare — Group PHI

Center for Medicare & Medicaid Service (CMS) — Part D
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http://www.aetna.com/individuals-families-health-insurance/document-library/member-phi-authorization-english.pdf
http://www.aetna.com/individuals-families-health-insurance/document-library/member-phi-authorization-english.pdf
http://www.bcbsil.com/PDF/hipaa/hipaa_standard_auth_il.pdf
https://www.bcbstx.com/pdf/formfinder/hipaa_access_req_tx_080115.pdf
https://www.bcbstx.com/pdf/formfinder/hipaa_access_req_tx_080115.pdf
http://www.flexiblebenefit.com/sites/default/files/docs/producer/brochures/UnitedHealthcare-claims.pdf
http://www.cms.gov/Medicare/CMS-Forms/CMS-Forms/downloads/cms1696.pdf

Claims Appeals Rights

If the carrier has denied a claim, in whole or in part, for a requested treatment or service, the member has the
right to appeal. Information regarding the internal claims appeal process is included with the Explanation of
Benefits (EOB) or in their policy booklet.

[llinois

Members may also have the right to an External Review of a denied claim with the Illinois Department of
Insurance. Forms for the External Review are available online at www.insurance.illinois.gov/externalreview
and submitting them directly to address/fax/email listed below:

Illinois Department of Insurance
Office of Consumer Health Insurance
EXTERNAL REVIEW REQUEST
320 W. Washington Street
Springfield, lllinois 62767
Fax: (217)557-8495
Email: DOl.externalreview@illinois.gov

Texas

Members may also have the right to an External Review of a denied claim with the Texas Department of
Insurance. Forms for the External Review are available online at Insurance Complaint Process and submitting
them directly to address/fax/email listed below:

Texas Department of Insurance
Consumer Protection, MC 111-1A
P.O. Box 149091
Austin, TX 78701
Fax: (512) 490-1007
Email: ConsumerProtection@tdi.texas.gov

HealthAdvocate

HealthAdvocate™, Inc., the nation’s leading independent healthcare advocacy and assistance company, is
available to Flex clients to support members with claims resolution. Contact your Flex Sales Rep today for
pricing and additional program information.
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