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Radiology and Cardiology
Provider Office Staff Training

M a r c h  1 0 ,  2 0 2 3
N o t e :  C a r e l o n  M e d i c a l  B e n e f i t s  M a n a g e m e n t ,  I n c .  i s  a n  i n d e p e n d e n t  c o m p a n y  
p r o v i d i n g  p h a r m a c y  b e n e f i t  m a n a g e m e n t  s e r v i c e s  f o r  H e a l t h y  B l u e  p r o v i d e r  o n  
b e h a l f  o f  B l u e  C r o s s  a n d  B l u e  S h i e l d  o f  N o r t h  C a r o l i n a .
H e a l t h y  B l u e  i s  a  M e d i c a i d  p l a n  o f f e r e d  b y  B l u e  C r o s s  a n d  B l u e  S h i e l d  o f  
N o r t h  C a r o l i n a .  B l u e  C r o s s  a n d  B l u e  S h i e l d  o f  N o r t h  C a r o l i n a  i s  a n  
i n d e p e n d e n t  l i c e n s e e  o f  t h e  B l u e  C r o s s  B l u e  S h i e l d  A s s o c i a t i o n .  ®  M a r k s  o f  
t h e  B l u e  C r o s s  B l u e  S h i e l d  A s s o c i a t i o n .  A l l  o t h e r  m a r k s  a r e  t h e  p r o p e r t y  o f  
t h e i r  r e s p e c t i v e  o w n e r s .
N C H B - C D - 0 2 3 9 4 5 - 2 3  J u n e  2 0 2 3
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Introduction to Carelon Medical Benefits Management

Healthy Blue Program Overview

Preparing for the Program Go-Live

Carelon Medical Benefits Management provider portal
Order Request Demonstration

Additional Carelon Medical Benefits Management
provider portal features

Questions

Objective
Effective November 1, 2022, Carelon Medical Benefits Management, Inc. 
began managing radiology and cardiology reviews for Healthy Blue® 
membership. Our objective today is to help you understand what this means 
to you and your practice.

Agenda
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Carelon Medical Benefits Management’s business is national in scale 
and scope across multiple solutions

50%+
FORTUNE 50
COMPANIES

76
PAYERS IN
50 STATES

68M+
COVERED LIVES
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Our radiology program membership coverage by state

Over 2,000,000 members

1,000,000-2,000,000 members

500,000-1,000,000 members

Below 500,000 members

KS

NE

CT

ILNV
CO

NM

FL

KY

IN
OH

ME

NH

CA

TX

NM

MO

GA

WI
NY

ID

LA

OR

WA
MT ND

SD

NE

WY

UT

AZ

KS

OK

MN

IA

MI

AR

TN

MS AL

SC

NC

VA
WV

PA

MD

DE

NJ

MA

VT

RI

AK

HI



5

Our collaborative approach enhances 
the provider experience

O V E R A L L  S A T I S F A C T I O N

90%

S A T I S F A C T I O N  W I T H  
P O R T A L  E A S E  O F  U S E

92%

A V E R A G E  I N T A K E  T I M E

4-5MIN

O F  R E Q U E S T S  R E S O L V E D  
W I T H I N  2 4  H O U R S

87%+
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Our multispecialty team of physicians assures clinical credibility

STACEY
BAN

CHRIS 
BUCKLE

MICHAEL J. 
FISCH

THOMAS P.
POWER

KERRIE
REED

RICHARD
VALDESUSO

ROBERT
ZIMMERMAN

Vice President and 
National Medical 
Director, Medical 
Oncology

National Medical 
Director, Radiology and 
Guideline Development

National Medical 
Director, 
Medical Oncology 
Programs and Genetics

National Medical Director,
Cardiology, Sleep Medicine,
and Surgical Procedures

National Medical 
Director, Rehabilitation

National Medical 
Director, Musculoskeletal

National Medical 
Director, Radiation 
Oncology

RUPA
NIMMAGADDA
Associate Medical Director, 
Government Programs

MATTHEW 
PATTON
Associate Medical Director, 
Surgical Procedures
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Healthy Blue Program Overview
Note: Carelon Medical Benefits Management Medical Benefits Management maintains the confidentiality of all protected health information. All data 
displayed is fictional and any resemblance to real persons is purely coincidental.
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RADIOLOGY

Services requiring preauthorization

CARDIOLOGY EXPANDED CARDIOLOGY

• Stress Echocardiology 
(SE)

• Resting Transthoracic 
Echocardiology (TTE)

• Transesophageal 
Echocardiology (TEE)

• Diagnostic Coronary Angiography

• Arterial Duplex

• Percutaneous Coronary Intervention (PCI) 
such as cardiac stents and balloon 
angioplasty

• Physiologic Study Arterial

• Computed tomography (CT), 
including CTA

• Magnetic resonance 
imaging (MRI), including 
MRA, MRS, MRM, fMRI

• Nuclear Cardiology

• Positron emission 
tomography (PET)
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Settings requiring preauthorization

Physician’s 
Office

Outpatient 
Hospital

Free 
Standing 
Facility
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Ordering provider-initiated requests

Prospective Utilization 
Management program for 

all services

RECONSIDERATIONS

PROSPECTIVE 
REQUESTS

RETROSPECTIVE 
REQUESTS

Carelon Medical Benefits 
Management will verbally 
accept additional clinical 
information not previously 
submitted for a denied case 
for a period of up to 10 days

Retrospective reviews within 2 
business days of the initial date 

of service for all cardiac study 
cases except for PCI, Arterial 

Duplex Imaging, Cardiac 
Resynchronization Therapy, 

Implantable Cardioverter 
Defibrillators, and Pacemakers 

Their retrospective reviews 
timeframe is within 10 business 

days of the date of service
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Clinical review steps 

EDUCATION AND  
INTERVENTION

1. Peer-toS-peer 
discussion if previous 
adjudication indicated 
that case does not 
meet clinical criteria

CASE 
ADJUDICATION

1. Requests are reviewed 
in real time against 
CMS coverage 
determinations 
(NCD/LCDs), Healthy 
Blue medical policy 
and/or Carelon 
Medical Benefits 
Management clinical 
guidelines

CASE 
CLOSURE

1. Document final review 
outcome

2. Messaging of final review 
outcome to provider

3. Case final determination 
letter generated

4. Extract case information 
to Blue Cross® and Blue 
Shield® of North Carolina

ADDITIONAL
REVIEWS

1. Pre-service   
reconsiderations

2. First level provider 
appeals and first level 
member appeals are 
managed by Blue 
Cross® and Blue 
Shield® of North 
Carolina

1. Member 
demographics

2. Ordering and servicing 
provider 
demographics

3. Clinical case 
information 

CASE INTAKE 
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How long is a preauthorization valid?

The day the case was entered +60 calendar 
days

ORDER NUMBER VALID TIMEFRAME IS BASED ON:
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Carelon Medical Benefits Management closes most cases 
within 24 hours

Reconsiderations – Carelon Medical Benefits Management will accept 
additional clinical information not previously submitted for a denied case 
for a period of up to 10 days 

CASE

Non-urgent Commercial

Non-urgent Medicare Advantage

Non-urgent Medicaid 

Urgent Commercial

Shall close within N/A days

Shall close consistent with CMS guidelines

Shall close within 5 business days

Shall close within N/A days

Case turn around times

Urgent Medicare Advantage Shall close within 48 hours of receipt

Urgent Medicaid Shall close within 24 hours of receipt

http://www.google.com/url?url=http://simpleicon.com/calendar-time.html&rct=j&frm=1&q=&esrc=s&sa=U&ei=xPGmVJbaH4-VyASrtYKwAw&ved=0CCoQ9QEwCg&sig2=6aQubbQoA1kBoj1zsjj6iA&usg=AFQjCNFTmQkqOTDiEcAyagabbHez3EPJgA
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Healthy Blue is Live
Note: Carelon Medical Benefits Management Medical Benefits Management maintains the confidentiality of all protected health information. All data 
displayed is fictional and any resemblance to real persons is purely coincidental.

14
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Healthy Blue Radiology & Cardiology start date

Contact center and 
provider portal open

Program goes live

Contact center and provider portal has been available since November 1, 2022 for preauthorization requests
with dates of service rendered on or after November 1, 2022.

November

01
2022

November

01
2022
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Submitting an order request

Provider portal Carelon Medical Benefits 
Management contact center

• Register at  www.providerportal.com 

• Available 24 hours/day, 7 days/week except for 
maintenance on Sundays from 12-6 pm CT

• SSO through EPA for out-of-state providers (Blue 
plans only)

• Provider portal support team: (800) 252-2021 

• Dedicated toll-free number:  (866) 745-1788

• Contact center hours:  7 AM – 7 PM (ET) M-F

• Voicemail messages received after business hours 
will be responded to the next business day

* Carelon Medical Benefits Management call center is closed on the following holidays: Christmas Day

http://www.providerportal.com/
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Which Healthy Blue members need preauthorization through Carelon 
Medical Benefits Management?

Included lines of business 
(products):

Excluded lines of business 
(products):

Medicaid Commercial

Medicare

Please contact the health plan to verify preauthorization requirements for members who are not found within the Carelon Medical Benefits 
Management system. 

If the health plan confirms eligibility, they may contact Carelon Medical Benefits Management to have the member manually added into the 
Carelon Medical Benefits Management system.
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Order request checklist

• Member’s first and last name and date of birth

• Ordering provider’s first and last name

• Name and location of facility

Gather necessary information prior to logging into the Carelon Medical Benefits 
Management provider portal

• Date of Exam

• CPT code(s) and name of the exam being 
requested

• Member’s diagnosis

Order demographic 
requirements:

Order clinical 
requirements:
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Provider microsite

Providers can visit the Microsite for:

› Register on the Carelon Medical Benefits Management 
provider portal

› Clinical Guidelines

› Order Request Checklists

https://providers.Carelon Medical Benefits 
Managementmedicalbenefitsmanagement.com/radio
logy/

https://providers.Carelon Medical Benefits 
Managementmedicalbenefitsmanagement.com/cardi
ology/

https://providers.carelonmedicalbenefitsmanagement.com/radiology/
https://providers.carelonmedicalbenefitsmanagement.com/radiology/
https://providers.carelonmedicalbenefitsmanagement.com/radiology/
https://providers.carelonmedicalbenefitsmanagement.com/cardiology/
https://providers.carelonmedicalbenefitsmanagement.com/cardiology/
https://providers.carelonmedicalbenefitsmanagement.com/cardiology/
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Provider portal highlights

Provider portal modules

Provider portal access and registration

• Register at Carelon Medical Benefits Management via 
www.providerportal.com

• Select your User Role 

• Enter Username and Password

• Enter value for unique key (I.e., TIN, NPI)

• Check your inbox for an email from Carelon Medical 
Benefits Management

Start your 
order request

Check order 
status

View order 
history

Provider 
Management

Manage your 
user profile

Help Center
Training/tutorials

Forms

CPT Codes

http://www.providerportal.com/
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Benefits of obtaining prior authorization and post service 
reviews using the Carelon Medical Benefits Management 
provider portal

Self Service Case Entry 
available 24/7

Define favorite 
physician list for easier 
lookup and faster case 
entry

Online Approvals 
using smart clinical 
algorithms

Transparent 
feedback before 
transferring to clinical 
review, if necessary

Multiple staff can 
enter  and view 
practice orders to 
avoid duplicate order 
requests 

Easy access to print 
and save PDF of Order 
Summary

Training and 
tutorials available, 
including clinical 
criteria and CPT 
Code lists

PROVIDER 
SELECTION AND 

REDIRECTION 
SUPPORT

FAST AND 
EFFICIENT

CUSTOMIZE USER 
PROFILE

REAL-TIME 
DETERMINATIONS

CHECK ORDER 
STATUS & VIEW 
ORDER HISTORY

HELP CENTER
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Log into the provider portal to register
Access the provider portal 
at:

https://providerportal.com

If you are registered with the 
Carelon Medical Benefits 
Management provider 
portal, log in with your 
existing user account 

or

Click the “Register” button to 
begin your registration 
process if you are a new 
user
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Registering via the provider portal 

Enter your name & practice 
information to begin registering

Select the applicable user role 
type, scroll down to continue
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Registering via the provider portal 
Enter your practice’s Group 
identifier. E.g., TIN 

Select the type of ID you will be 
using to register from the drop-
down list 

Then type in the number in the 
following field.
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Provider portal Radiology order request 
demonstration
Note: Carelon Medical Benefits Management Medical Benefits Management maintains the confidentiality of all protected health information. All data 
displayed is fictional and any resemblance to real persons is purely coincidental.
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To start an order request, enter 
the “Date of Service” field on the 
provider portal homepage.

A member search is completed by 
providing the following:

• Member First Name
• Member Last Name
• Member ID
• Member Date of Birth

Select “Find this member”

You may also:
• Check Order Status
• View Order History
• Check Member’s Eligibility
• Provider Management
• Manage Your User Profile
• Help Center

Start your order request
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Order type selection

Only solutions that are 
currently managed by Carelon 
Medical Benefits Management 
for the member will appear on 
the order type selection screen

On the order type screen, 
select “Diagnostic Imaging” or 
“Cardiovascular” and then 
select the “Start Order 
Request” button.



28

Member order request history

The Member History screen will 
allow the user to view  
historical order requests for 
the given member.
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Ordering provider selection

Select the ordering provider by 
clicking on the physician’s 
name.

Ordering providers that are 
associated with group 
identifier (e.g., TIN, NPI, etc.). in 
the user’s registration will be 
available for selection

For practices with multiple 
providers, establishing 
“Favorites” will allow for 
increased intake efficiency.
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Enter the fax number to be 
used when communicating 
with the ordering provider the 
outcome of an adverse 
determination (denial) case 

or  

If a fax number was previously 
entered for the provider, 
confirm the number is correct

Press the “Save” button.

Ordering provider fax number
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Exam selection

You can search for an exam or 
procedure by CPT code. 

To begin, type the CPT code for the 
exam or procedure you’re 
requesting. 

If you prefer, you may select the 
exam name and description from 
the drop-down menu. 

Then choose “Add Exam” to begin 
the review process. 
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Adding more exams

If you need to review another 
exam for this patient, you can 
add an additional exam from 
this screen. 

Simply search again by CPT 
code or select the exam name 
and description from the drop-
down menu. 

Then choose “Add Exam”. Your 
additional exam or procedure 
will now be listed. 
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Enter member’s diagnosis
Choose the exam you wish to 
submit for review by clicking 
on it. 

Search for the patient’s 
diagnosis. 

You may do this by either 
entering the diagnosis or the 
diagnostic (ICD) code. 

When you enter at least three 
characters, a list of matching 
diagnoses will appeal. 

Choose the diagnosis that 
corresponds to your patient’s 
condition by selecting it. 



34

Enter member’s clinical information
Once the diagnosis code has 
been entered, the user will 
enter the necessary member’s 
clinical information. 

Click “Next” to continue with 
the case after entering the 
member’s clinical information.
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Exam summary
The Exam Summary allows the 
user to view the clinical 
information entered for the 
requested service. 

If you have entered multiple 
exams or procedures, you can 
now review your next exam. 

If the exam doesn’t meet 
medical necessity, the user will 
be presented with this 
information on the Exam 
Summary screen. 

The user will be given an 
option to “Withdraw Exam”, 
“Withdraw Request”, or select 
“Continue”
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Exam information
The Exam Information allows 
the user to view the clinical 
information entered for the 
requested service. 

The user will be given an 
option to “Withdraw Exam”, 
“Withdraw Request”, “Add
Exam” or select “Next” to 
continue with the order review. 
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Servicing facility selection
Select the servicing provider 
location by clicking on the 
name from a list of frequently 
used providers.

If you are unable to locate the 
servicing provider location, you 
can select “Find Provider” 
button to search for additional 
facilities. 

Select the “Submit a Facility” 
button if you are unable to 
locate the facility and want to 
manually add a facility 
location for the order request.
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Servicing provider summary
The Servicing Provider 
Summary displays the 
selected servicing provider. 

The end user may input the 
servicing provider’s fax number 
or change the servicing 
provider is necessary before 
continuing with the case. 

Select “Continue” to proceed 
with the case. 
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Order request preview

The Order Request Preview 
allows users to confirm the 
requested items prior to 
submission.

Select the “Submit This 
Request” button to submit the 
order request
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Order request preview

The order request preview will 
display the requested exams 
and the applicable CPT codes 
that are included within the 
order request
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Order request summary

Approved requests will display 
an Order ID number and 
Approval Valid Through date 
within a green box. 

You can “Print” or “Save to a 
PDF” to include in the patient’s 
chart. 
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Provider portal Cardiology order request 
demonstration
Note: Carelon Medical Benefits Management Medical Benefits Management maintains the confidentiality of all protected health information. All data 
displayed is fictional and any resemblance to real persons is purely coincidental.
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To start an order request, enter 
the “Date of Service” field on the 
provider portal homepage.

A member search is completed by 
providing the following:

• Member First Name
• Member Last Name
• Member ID
• Member Date of Birth

Select “Find this member”

You may also:
• Check Order Status
• View Order History
• Check Member’s Eligibility
• Provider Management
• Manage Your User Profile
• Help Center

Start your order request
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Order type selection

Only solutions that are 
currently managed by Carelon 
Medical Benefits Management 
for the member will appear on 
the order type selection screen

On the order type screen, 
select “Diagnostic Imaging” or 
“Cardiovascular” and then 
select the “Start Order 
Request” button.
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Member order request history

The Member History screen will 
allow the user to view  
historical order requests for 
the given member.
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Ordering provider selection

Select the ordering provider by 
clicking on the physician’s 
name.

Ordering providers that are 
associated with group 
identifier (e.g., TIN, NPI, etc.). in 
the user’s registration will be 
available for selection

For practices with multiple 
providers, establishing 
“Favorites” will allow for 
increased intake efficiency.
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Enter the fax number to be 
used when communicating 
with the ordering provider the 
outcome of an adverse 
determination (denial) case 

or  

If a fax number was previously 
entered for the provider, 
confirm the number is correct

Press the “Save” button.

Ordering provider fax number



48

Exam selection

You have the ability to search 
for an exam or procedure by 
CPT code. 

To begin, type the CPT code for 
the exam or procedure you’re 
requesting. 

If you prefer, you may select 
the exam name and 
description from the drop-
down menu. 

Then choose “Add Exam” to 
begin the review process. 
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Adding more exams

If you need to review another 
exam for this patient, you can 
add an additional exam from 
this screen. 

Simply search again by CPT 
code or select the exam name 
and description from the drop-
down menu. 

Then choose “Add Exam”. Your 
additional exam or procedure 
will now be listed. 
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Enter member’s diagnosis
Choose the exam or procedure 
you wish to submit for review 
by clicking on it. 

Search for the patient’s 
diagnosis. 

You may do this by either 
entering the diagnosis or the 
diagnostic (ICD) code. 

When you enter at least three 
characters, a list of matching 
diagnoses will appeal. 

Choose the diagnosis that 
corresponds to your patient’s 
condition by selecting it. 
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Enter member’s clinical information
Once the diagnosis code has 
been entered, the user will 
enter the necessary member’s 
clinical information. 

Click “Next” to continue with 
the case after entering the 
member’s clinical information.
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Exam summary
The Exam Summary allows the 
user to view the clinical 
information entered for the 
requested service. 

If you have entered multiple 
exams or procedures, you can 
now review your next exam. 

The user will be given an 
option to “Withdraw Exam”, 
“Withdraw Request”, or select 
“Continue”
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Exam information
The Exam Information allows 
the user to view the clinical 
information entered for the 
requested service. 

The user will be given an 
option to “Withdraw Exam”, 
“Withdraw Request”, “Add
Exam” or select “Next” to 
continue with the order review. 
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Servicing facility selection
Select the servicing provider 
location by clicking on the 
name from a list of frequently 
used providers.

If you are unable to locate the 
servicing provider location, you 
can select “Find Provider” 
button to search for additional 
facilities. 

Select the “Submit a Facility” 
button if you are unable to 
locate the facility and want to 
manually add a facility 
location for the order request.
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Servicing provider summary
The Servicing Provider 
Summary displays the 
selected servicing provider. 

The end user may input the 
servicing provider’s fax number 
or change the servicing 
provider is necessary before 
continuing with the case. 

Select “Continue” to proceed 
with the case. 
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Order request preview

The Order Request Preview 
allows users to confirm the 
requested items prior to 
submission.

Select the “Submit This 
Request” button to submit the 
order request
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Order request preview

The order request preview will 
display the requested exams 
and the applicable CPT codes 
that are included within the 
order request
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Order request summary

The order has now been 
submitted. 

Requests that meet clinical 
criteria will be adjudicated 
real time upon case 
submission.

Approved orders will have a 
status of “Authorized” along 
with an “Order ID”, “Approval
Valid Through” date within a 
green box.

You can “Print” or “Save to a 
PDF” to include in the patient’s 
chart. 
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Additional provider portal features
Note: Carelon Medical Benefits Management Medical Benefits Management maintains the confidentiality of all protected health information. All data 
displayed is fictional and any resemblance to real persons is purely coincidental.
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Check order status Searching for Orders:
Select the member’s health plan 
(if not pre-populated or if 
different than the default)

Select the “Order Type”. E.g., 
Diagnostic Imaging

Search for the record by either 
Order ID  or Member  
Information.

• Order ID + DOB

• Order ID + Member Name

• Member ID + DOB

• Member ID + Member Name

Select “Find This Order” to 
continue. 
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Viewing order requests on the provider portal

Order Information

Order Information displayed 
included on the 
order/preauthorization:  

• Request Status

• Valid Dates

• Requested exams shows a 

request status and reason for 

the requested item outcome
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View order history

View Order History provides 
access to orders that have 
been entered in the past 90 
days.

Select the desired timeframe 
from the Within the last X 
days. 

Select from With the Status, 
the type of orders you wish to 
view, e.g., in progress or 
incomplete orders. 

Press the “Go” button.
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Provider management
To create a more customized 
and easier experience, Carelon 
Medical Benefits Management 
provider portal has integrated 
a service called “Provider 
Management”.

This will allow you to add your 
provider groups as favorites 
and make the provider 
selection process much easier. 

From the Main Home page, 
select “Provider Management”.
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Provider management

Within Provider Management, 
you can associate providers to 
your account.  

To add providers, select “Add 
Provider Identifier”
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Provider management

To add providers to your 
account, select the 
appropriate provider identifier 
from the drop-down list and 
enter the identifier value into 
the text box

E.g., input the Tax ID value if 
you selected Tax ID as the 
provider identifier. 

Select which health plans this 
provider recorded is 
associated to and click “Save”
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Help Center

The Help Center contains 
helpful information such as:

• Tutorials

• Training modules

• Clinical Guidelines
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Manage your user profile

Within Manage Your User 
Profile, you have access to: 

1. Provider Management

2. Update your user 
information such as 
address, phone, fax, and 
email information

3. Security Account Questions 
and Answers

4. Notification Preferences

5. Change your password
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Reminders

Come to Carelon 
Medical Benefits 

Management
For Radiology and 

Cardiology 
Preauthorizations

How to Check 
Eligibility

Call Customer Service # on 
the back of the member’s ID 

card

Submitting 
Preauthorization 

via provider 
portal

Submit on a real time basis 
eliminating the need to call 

Carelon Medical Benefits 
Management; 24/7/365

Facility Location 
Changes

Preauths can be updated to 
reflect facility location 

changes

What if the Valid 
Timeframe has 

Expired?
Contact Carelon Medical 

Benefits Management and 
reference the 

Preauthorization ID



69
© 2023 Carelon Medical Benefits Management Medical Benefits Management 
Proprietary and confidential.

Carelon Medical 
Benefits Management 
conducts a provider 
satisfaction survey 
annually in December. 

Please be sure to participate! 
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Questions?
Radiology Program provider website: 
https://providers.Carelon Medical Benefits 
Managementmedicalbenefitsmanagement.com/radiology/
Cardiology Program provider website:
https://providers.Carelon Medical Benefits 
Managementmedicalbenefitsmanagement.com/cardiology/

https://providers.carelonmedicalbenefitsmanagement.com/radiology/
https://providers.carelonmedicalbenefitsmanagement.com/radiology/
https://providers.carelonmedicalbenefitsmanagement.com/cardiology/
https://providers.carelonmedicalbenefitsmanagement.com/cardiology/
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