CIGNA AND TUFTS HEALTH PLAN:

STRATEGIC ALLIANCE — CARELINK

Quick Reference Guide for Providers

Updated: May 2018

Cigna has a strategic alliance with Tufts Health Plan to offer CareLink®, an Open Access Plan (OAP).

Your patients who have ID cards that display the CareLink logo are able to access care through the Tufts
Health Plan network of providers in Massachusetts and Rhode Island. Outside of these states, they are able
to access care through Cigna's network of providers throughout the country.

Sample Tufts CareLink ID card (Tufts is primary administrator)
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Emergencies: Go to the nearest medical facility or call 911 (or the local number for emergency
medical services) for assistance.

Please refer to your Plan Document for a full description of your benefits. To verify benefits, view
claims, or find a provider, visit our website or call us.

Claims Address:

Tufts Health Plan

P.O. Box 9163

Watertown, MA 02471-9163

Your network provider must call to pre-certify the above services. Refer to

your plan documents for your pre-certification requirements. Failure to do so

may affect benefits. In an emergency, seek care immediately, then call your

primary care doctor as soon as possible for further assistance and directions e

on follow up care within 48 hours. MultiPlan

INPATIENT ADMISSIONS AND OUTPATIENT PROCEDURES:
# PHCS

QR Code: Use the QR code reader App on your smartphone to view a full
description of your benefits, copayments, etc.

TDD: 711
Provider Services: (888) 884-2404

Offered by Tufts Benefit Administrators, Inc.
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Sample Cigna CareLink ID card (Cignais primary administrator)
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CareLink plan administration

Depending on whether Cigna or Tufts Health Plan is the primary administrator of the employer group’s
benefits, there may be differences in how CareLink is administered. Please refer to the chart below as a

guide.

Primary administrator

Question

How do | identify Cigna or Tufts
Health Plan as the primary
administrator?

Cigna

¢ CarelLink Cigna ID card

o Alphanumeric ID number

¢ Begins with “‘U”
Example: U12345678 01

Tufts Health Plan
e CarelLink Tufts Health Plan ID
card
e Numeric ID number

e Begins with “775,” “776,”
“888,” or “889”

Example: 889123456 01

What is the CarelLink medical
network and governing medical
contract for reimbursement?

o Tufts Health Plan contractual terms and reimbursement apply in
Massachusetts (MA) and Rhode Island (RI)
¢ Cigna’s contractual terms and reimbursement apply in all other states

What is the CareLink behavioral
health network?

Cigna Behavioral Health or other
mental health plan provider based
on employer group

e Tufts Health Plan in MA and RI

¢ Cigna Behavioral Health in all
other states, or a mental
health plan provider based on
employer group

How do | confirm eligibility for a
patient with a CareLink plan?

Cigha
o CignaforHCP.com
¢ Cigna Customer Service:

1.800.88Cigna
(1.800.882.4462)

Tufts Health Plan
e TuftsHealthPlan.com

e Tufts Health Plan Provider
Services: 1.888.884.2404

o The New England Healthcare
Exchange Network (NEHEN):
NEHEN.org

¢ Electronic data interchange
(EDI) clearinghouse

Tufts Health Plan
¢ TuftsHealthPlan.com

e Tufts Health Plan Provider
Services: 1.888.884.2404

¢ Tufts Health Plan interactive
voice response system
[National Provider Identifier
(NPI) required]

e NEHEN.org
e EDI clearinghouse

How do | confirm benefits for a
patient with a CareLink plan?

e CignaforHCP.com

¢ Cigna Customer Service:
1.800.88Cigna(1.800.882.4462)

e TuftsHealthPlan.com

e Tufts Health Plan Provider
Services: 1.888.884.2404

Where do | submit claims
(electronic or paper)?

e Electronic
Use Cigna payer ID 62308
e Paper
Use address on back of ID card

Electronic

Contact EDI Operations:

e 1.888.880.8699, ext. 4042

e EDI Operations@ Tufts-
Health.com

Paper

e Use address on back of ID card
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(continued)

Primary administrator

Question

Who processes claims and issues
the explanation of payment,
explanation of benefits, or
statement of account?

Cigna

Cigna

Tufts Health Plan
Tufts Health Plan

How can | review claim status?

e CignaforHCP.com

¢ Cigna Customer Service:
1.800.88Cigna(1.800.882.4462)

e TuftsHealthPlan.com

e Tufts Health Plan Provider
Services: 1.888.884.2404

e NEHEN.org

Where do | submit an appeal?

Cigna

Attn: National Appeals Unit
PO Box 188011
Chattanooga, TN 37422

Submit high-technology imaging
service appeals to:

eviCore healthcare

Attn: Claims Appeals

730 Cool Springs Blvd, Suite 800
Franklin, TN 37067

Tufts Health Plan

Attn: CareLink Primary
Administration

PO Box 9190

Watertown, MA 02471-9190

Where can | find the
precertification (prior
authorization) list?

e CignaforHCP.com

¢ Cigna Customer Service: 1.800.88Cigna (1.800.882.4462)

TuftsHealthPlan.com

Who do | contact for a prior
authorization request,
excluding high technology
radiology and diagnostic
cardiology management?
(includes medical benefit
drugs)

Cigna
e CignaforHCP.com

¢ Cigna Customer Service: 1.800.88Cigna (1.800.882.4462)

Who do | contact for a prior
authorization request for
high technology radiology
imaging and diagnostic
cardiology management?

eviCore
e eviCore.com

e eviCore healthcare:
1.888.693.3297

Cigna

e CignaforHCP.com

¢ Cigna Customer Service:
1.800.88Cigna (1.800.882.4462)

Who do | notify of an
observation admission?

Notify Cigna within 48 hours of admission to observation.
Note: Does not include postoperative observation service.

What is the transplant
network?

e Tufts Health Plan in MA and RI

e Cigna LifeSOURCE Transplant Network® in all other states
Cigna LIFESOURCE.com, or 1.800.668.9682

Who do | contact for
pharmacy prior
authorization?

¢ Cigna Pharmacy
Customer Service:
1.800.592.5108

e Company identified on ID card

CVS Caremark
e Standard Pharmacy
Unit: 1.888.413.2723

e Specialty Pharmacy Unit:
1.866.814.5506, or
company identified on ID
card

All Cigna products and services are provided exclusively by or through operating subsidiaries of Cigna Corporation, including Cigna Health
and Life Insurance Company, Connecticut General Life Insurance Company, Cigna Behavioral Health, Inc., and HMO or service company
subsidiaries of Cigna Health Corporation. The Cigna name, logo, and other Cigna marks are owned by Cigna Intellectual Property, Inc.

THN-2018-342. © 2018 Cigna. Some content provided under license.
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