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‌
Change Healthcare service

interruption update
‌

March 18, 2024 
We are grateful to our network providers – and the members you
serve – for your patience and flexibility while we work
thoughtfully and quickly to restore operations impacted by the
Change Healthcare (CHC) service interruption that occurred on
Feb. 21. Together, we’ve made significant progress across all
Electronic Data Intake transactions impacted by this health care
market event, including claims intake and claims processing,
prior authorization intake and provider payments. On the latter
for provider payments, we now have solutions in place to get
claims payments to providers across all our lines of business,
recognizing the disproportionate impact to payment of Medicaid
claims.

 

Medicaid claims payment:
We’ve moved to a new vendor, ECHO Health, to process and
distribute Medicaid claims payments to providers. Because ECHO
Health is a national payment solutions supplier, we were able to
readily transition data to support Medicaid claim payment operations
after careful system and quality testing. We are expediting getting
claims payments to providers and payments have started.
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‌
ECHO Health also will distribute Electronic Remittance Advice (ERA)
files for the Medicaid claims payment issued. Providers will receive
ERA files based on the information on file and, for those who have
not signed up to receive ERA files, they will receive paper remittance
files.
‌
Providers do not need to take additional action at this time to
receive claims payment or remittance files through the new
vendor, ECHO Health, for Medicaid claims they have submitted.
‌

If you have questions about claims payments, please call the
customer service number on your Explanation of Provider
Payment.
Providers that want to update their payment/ERA distribution
preferences for Medicaid claims payment may do so here.

‌
Importantly, prior to the recent claims payment solution with ECHO
Health and while claims payments are being processed, Aetna will
continue to help alleviate unusually difficult financial circumstances
for providers submitting Medicaid claims on a case-by-case basis.

 

Commercial, Individual and Family Plans, and
Medicare claims payment:
Please keep in mind that EFT payments for Commercial, IFP and
Medicare claims were not impacted by the Change Healthcare
service interruption. However, check payments began going out as
of the end of February and payments to providers enrolled to receive
VCC payment will continue over the coming week.
‌
Providers do not need to take additional action to receive check
or VCC payment for their submitted claims for Commercial,
Individual and Family Plans, or Medicare.
‌

https://click.provider.aetna.com/?qs=9002887e81e5b6e9db489c314df0b373130a32c12beb232d239bc654553c0361a04641319910fba560f9ad69599b917c5f46baeeb5f8d9d26183dd8a4c999a2f
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Providers that have enrolled with a new vendor for remittance files
for Commercial, IFP and Medicare claims will begin receiving them
for claims going back to the start of the service interruption.
Providers that have not enrolled with a new vendor may do so using
the forms below.

ERA/EFT enrollment form for medical providers for
Commercial, Individual and Family Plans and Medicare claims.
ERA/EFT enrollment form for dental providers for
Commercial, Individual and Family Plans and Medicare claims.

‌

 

Providers who have pending or outstanding claims
that were submitted prior to the Change Healthcare
service interruption on Feb. 21 should resubmit
those claims and any correlating electronic
attachments.

For Commercial, IFP and Medicare medical claims, providers can
submit through another approved clearinghouse or use our
medical provider portal hosted on Availity here. 
‌
For Medicaid medical claims, providers should use Office Ally.
‌
For dental claims, providers should use NEA/Vyne or Dental
Exchange to submit.

 

Stay informed

We will continue to update the provider bulletin as we

https://click.provider.aetna.com/?qs=9002887e81e5b6e96aca597142137943164bf95dcf3ec25f7f562ecd187d7eaf82c2277a57ca08e771bb490e1b9205e37e855a57dc120caf2c10f8d1b95d67ab
https://click.provider.aetna.com/?qs=9002887e81e5b6e9e3f0edc16dc779e4c95193e12c2d1ab505513c75a967630e6f0f5594212e08a19314c3fad25f2ee15e11695eb6f147754508cd95c1088450
https://click.provider.aetna.com/?qs=9002887e81e5b6e9e008fe09dd334db09945614f42bea9fcc0cb0d214f24cf6988a736de7468f77ca313db2cf4cc9e2b87ca4628adabfafaf4931277fe0f9420
https://click.provider.aetna.com/?qs=9002887e81e5b6e953637fe232f85235cc373571eed8cb152bf8c3c3b2f91fdba0df7a6ada5ac09f01f6aa1e5bbcd9abc7d5c1c79e3c3f6045753aeba488e033
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have additional information to share.

View the latest bulletin

 

Aetna® is the brand name used for products and services provided by one or more of the
Aetna group of companies, including Aetna Life Insurance Company and its affiliates
(Aetna).
 
Health plans are offered or underwritten or administered by Coventry Health Plan of Florida, Inc.,
Aetna Health Inc. (Georgia), Aetna Life Insurance Company, Aetna Health of Utah Inc., Aetna
Health Inc. (Pennsylvania), or Aetna Health Inc. (Texas) (Aetna). Aetna is part of the CVS Health
family of companies.
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