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Agenda  

Provider Support – Connect with us 

Availity Provider Portal 

Provider Manual Newsletters and Notifications 

ProgenyHealth 

EFT/ERA  

Claim Submissions 

Medicaid Fees Schedule & Reimbursement 

Verifying Eligibility & Benefits 

Prior Authorization 

Timely Filing Requirements 

Grievance & Appeals 

Monthly Provider Trainings 

ABHFL Website - Provider Main Site & Provider Helpful Links 
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  Best Ways to  
Connect with Us  



   

 

 

 

 

  

Provider Support - Connect with Us 
You  can call OR email our  Provider Engagement  Team with any  questions/inquiries regarding enrollment,  
joining  our network/credentialing, claims, PA  and  many  more.  

Phone 

MMA: 

1-800-441-5501 TTY (711) 

LTC: 

1-844-645-7371 TTY (711) 

FHK: 

1-844-528-5815 TTY (711) 

Email 

Mail 

Aetna Better Health of Florida 
ATTN: Provider Relations 
261 N University Drive 
Plantation, FL 33324 
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Provider Support - Connect with Us 

Still need support? 
If you’ve already tried contacting us using one of the phone, email and mail options with no resolution to 
your question or issue contact us through our ABHFL website by providing us with specific information 
when completing the online form. 

Online Form 

Direct Link: 
• https://medicaidportal.aetna.com/mcainteractiveforms/ProviderForms/ProviderRequestForm.aspx?p=FL 

The contact us form allows you to add the proper/required information from the start, so you don't have to spend valuable time tracking down the 
help you need. 

As an added benefit for us both, we have ensured that any request or inquiry made through this form is routed to the appropriate department 
depending the reason of the inquiry. 

You can also include up to 5 files with your inquiry if needed. 
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Provider Support - Connect with Us 
To access  the  form visit "Contact Us" provider web form. 

NOTE: Please make sure that you have your provider’s office information 
handy while submitting the request as there are required fields to submit the 
inquiry/request. (Requestor’s name, title, email, phone, provider’s name, TIN, 
NPI) 

Contact Us 
Inquiry Reason - Options 
✓ Claims Inquiry or Disputes 

✓ Grievances & Appeals 

✓ Delegated Group Updates 

✓ New Contract Request 

✓ Provider Enrollment or Adds to an Existing Par 
Group 

✓ Provider Demographic Data Update 

✓ Provider Terms, Leaving Practice, Retiring, 
Closing Practice 

✓ Status Inquiry of previous email submission 

✓ Other 

*Additional options will be  added as we  work through  this 
new process!  
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Provider Support - Connect with Us  

Use this form to ask about: 
• Enrollment
• Claims
• Check patient eligibility
• Patient benefits
• Submit and check status on prior authorizations
• Grievances and appeals

Another way to connect with us is by 
using our Availity system. 
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https://apps.availity.com/availity/web/public.elegant.login


©2020 Aetna Inc.8

Availity  



        

 
  

 

 

Availity Provider Portal 
Providers support capabilities offered through Availity include the ability for providers to: 

©2020 Aetna Inc. 

AVAILITY 
Provider 

Portal 

Claim 
Submissions 

Claim Status 
Inquiries 

Payer Space 

Contact Us 
Messaging 

Appeals & 
Grievance Panel Roster 

Prior 
Authorization 

Eligibility 

Benefits 

Reports 
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Availity Provider Portal  

The Availity Provider Portal gives you the info, tools and resources you need to support the day-to-day 
needs of your patients and office. 

To access the Provider Portal visit: https://www.aetnabetterhealth.com/florida/providers/portal.html 

Availity Essentials, is our preferred and trusted source for payer 
information. 

HOW TO REGISTER 
If your organization isn’t registered with Availity, we strongly 
recommend that you get started today by: 

1. Visit the portal registration page: 
•	 https://availity.com/Essentials-Portal- 

Registration  
2. Call Availity for assistance at: 

•	 1-800-282-4548 You can still access the old Medicaid Web Portal (MWP) too. If 
you need help, email Provider Relations. 

10	 ©2020 Aetna Inc. 

https://www.availity.com/%7E/link.aspx?_id=92D0A43FEDE84AFEAD08D829932645FA&_z=z
https://availity.com/Essentials-Portal-Registration
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Availity Provider Portal 

Live webinars are available for Availity portal 
users! 

Once you’re registered, sign in at Apps.availity. 
com/availity/web/public.elegant.login. The 
Availity Learning Team offers regularly 
scheduled live webinars on a variety of topics. 

Explore the training site to register for a 
live webinar session, review recording, 
and access additional resources. 

Availity Essentials – Live Webinars 

Availity & Helpful Links: 
➢Availity Main Page 

➢Availity Provider Portal 

➢Availity Portal-Registration 

➢Availity Get Started 

➢Availity Log In 

➢Availity Training-and-Education  

11 ©2020 Aetna Inc. 

https://availity.com/
https://www.aetnabetterhealth.com/florida/providers/portal.html
https://www.availity.com/Essentials-Portal-Registration
https://www.availity.com/documents/learning/LP_AP_GetStarted/index.html#/
https://apps.availity.com/availity/web/public.elegant.login
https://availity.com/Training-and-Education
https://www.availity.com/documents/learning/LP_AP_GetStarted/index.html?_gl=1*f9hh8k*_ga*MTM3NDkyNTE5My4xNjgyNTM1NzI0*_ga_E2R9S4EQP7*MTcwNjcxNzY4Ny4xNy4xLjE3MDY3MTgyODguNjAuMC4w*_gcl_au*NjUwNjQxMzYzLjE3MDE5NzE3NDQ.#/
http://www.Apps.availity.com/availity/web/public.elegant.login
http://www.Apps.availity.com/availity/web/public.elegant.login


 

   

    
  

   
 

  
 

   
 

      
      

Availity Provider Portal 

Help is available! Any issues related to Availity contact them directly via the Contact-Us button on the 
website or by calling one of the phone numbers below depending on your question/inquiry/issue. 

Availity Essentials, Essentials Plus, or EDI  
Clearinghouse Customers:  

If you have an Availity Essentials, Essentials Plus, or  
EDI Clearinghouse account and cannot log in to  

submit a ticket, call  
1-800-282-4548 for support.  

Availity Essentials PRO (RCM) Customers:  
If you have an Availity Essentials Pro account  

and cannot log in to submit a ticket, call  
1-877-927-8000 for support. 

https://availity.com/Contact-Us 
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Provider Manual and Newsletters 

ABHFL regularly updates and uploads Provider Bulletins, Provider Manual and Provider Newsletters  on our ABHFL 
website for easy access. 

To stay informed with the most updated information please visit our ABHFL under the provider tab: ABHFL  
Provider Page  

Provider Manual (s) 

2024 Florida Healthy Kids 
Provider Manual 

2024 Medicaid and 
Comprehensive Long Term Care 

Provider Manual 

Newsletters 

Provider newsletter – Winter 2024 

Provider newsletter – Summer 2024 

Note: Provider Newsletters are issued 2 times a year. (Summer & Winter) 
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https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_fhk_provider_manual.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_fhk_provider_manual.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_medicaid_comprehensive_ltc_provider_manual.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_medicaid_comprehensive_ltc_provider_manual.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_medicaid_comprehensive_ltc_provider_manual.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_winter_2023_provider_newsletter.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_summer_2024_provider_newsletter.pdf
https://www.aetnabetterhealth.com/florida/providers/
https://www.aetnabetterhealth.com/florida/providers/


Summer 2024 
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Winter 2024  



 
         

 
 

    

 

  

    

     

 

    

Provider Notifications (Fax blasts) 
To stay informed with the most updated information please visit our ABHFL under the provider tab: ABHFL Provider Page 

January 2024 
•	 

	 

	 

	 

	 

WanaBana Products Recall (PDF) 

• January 2024 - Monthly Provider Webinar Training Invitation - General Training  
(01/31/2024) (PDF)  

• Best Ways to Connect with Us (PDF) 

• ProgenyHealth's Maternity Case Management Program (PDF) 

• Durable Medicaid Equipment (DME) and Medical Supply Services Coverage Policies  
Update - Effective 01/10/2024 (PDF)  

February 2024 
•	 

	 

	 

February 2024 - Reminder - Monthly Provider Webinar Training Invitation - Maternity  
(2/29/2024) (PDF)  

• Billing Requirements (Taxonomy, NPI's) (PDF) 

• February 2024 - Monthly Provider Webinar Training Invitation - Maternity (2/29/2024)  
(PDF)  

16 ©2020 Aetna Inc. 

https://www.aetnabetterhealth.com/florida/providers/
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_WanaBana_Recall_Provider_Communication_Final.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Provider_General_Monthly_Training_1.31.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Provider_General_Monthly_Training_1.31.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Provider_Connect_WithUs_Web_Form_01.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_ProgenyHealth_Maternity_Care_Management_Program_1.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_DME_Coverage_Policies_Update_Provider_Communication_1.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_DME_Coverage_Policies_Update_Provider_Communication_1.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Maternity_Provider_Training_Invitation_reminder_02.29.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Maternity_Provider_Training_Invitation_reminder_02.29.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Claims_and_Encounters_Front_End_Taxonomy_Edits_Reminder_02.26.2024_v1.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_maternity_provider_training_invitation_02.29.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_maternity_provider_training_invitation_02.29.2024.pdf


 
         

 
  

 
  

    

 

   

 
 

   

   

 

  

Provider Notifications (Fax blasts) 
To stay informed with the most updated information please visit our ABHFL under the provider tab: ABHFL Provider Page 

March 2024 
•	 

	 

HCPCS Codes for Depression Screening (PDF) 

• March 2024 - Monthly Provider Webinar Training 
Invitation - Behavioral Health (3/27/2024) (PDF) 

May 2024 
•	 

	 

iBudget Waiver Program (PDF) 

• May 2024 - Monthly Provider Training ­
Behavioral Health (05/24/2024) (PDF) 

April 2024 
•	 

	 

April 2024- Monthly Provider Training - Maternity (PDF) 

• April 2024 - Monthly Provider Training - General Training 
(PDF) 

June 2024 
•	 

	 

	 

	 

	 

Hadlima added to Medicaid PDL (PDF) 

• Screen Time and Social Media Usage Questionnaire (PDF) 

• Letter of Intent (LOI) vs Add Provider to Existing 
Participating Group (PDF) 

• Members Eligibility Changes and Claims Submission ­
Updated Process (PDF) 

• June 2024 - Monthly Provider Training - LTC Training 
(06/28//2024) (PDF) 
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https://www.aetnabetterhealth.com/florida/providers/
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_FHK_HCPCS_CodesforDepression_Screening_3.19.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_BH_Training_Provider_Invite_3.27.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_BH_Training_Provider_Invite_3.27.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Maternity_Provider_Training_Invitation_04.25.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_General_Provider_Training_Invite_4.18.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_General_Provider_Training_Invite_4.18.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_iBudget_Waiver_Program_04.2024_v2.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_BH_Training_Provider_Invite_5.24.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_BH_Training_Provider_Invite_5.24.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Hadlima_MMA_%20Provider_Communication_6.24.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_FHK_Screen_Time_and_Social_Media_Provider_Bulletin_06.1.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_LOI_vs_Add_to_Group_Process_04.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_LOI_vs_Add_to_Group_Process_04.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Members_Eligibility_and_Claims_Submission_Process_Update_Provider_Notice_V1.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Members_Eligibility_and_Claims_Submission_Process_Update_Provider_Notice_V1.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_LTC_Training_Provider_Invite_6.28.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_LTC_Training_Provider_Invite_6.28.2024.pdf


 
         

 
    

 

  

    

 
 

   

 

  

Provider Notifications (Fax blasts) 
To stay informed with the most updated information please visit our ABHFL under the provider tab: ABHFL Provider Page 

July 2024 
•	 July 2024 - Monthly Provider Training - General 

Training (07/24/2024) (PDF) 

September 2024 
•	 

	 

Hurricane Helene provider communication (PDF) 

• ECHO Health Partnership for EFT/ERA Services (PDF) 

August 2024 
•	 No communications were sent out 

October 2024 
•	 

	 

	 

	 

ProgenyHealth's Maternity Case Management Program (PDF) 

• Aetna and Quest Analytics Partnership (PDF) 

• Hurricane Milton Provider Communication (PDF) 

• Diabetic Supplies - Pharmacy Services changes effective  
10/01/2024 (PDF)  

18 ©2020 Aetna Inc. 

https://www.aetnabetterhealth.com/florida/providers/
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_General_Provider_Training_Invite_7.24.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_General_Provider_Training_Invite_7.24.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Hurricane_Helene_%20Provider_Communication_9.25.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_ECHO_Provider_Vendor_%20Provider_Communication_9.4.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_ProgenyHealth_Provider_Bulletin_10.11.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/pdf/FL-LetterheadFaxesandEmail.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Hurricane_Milton_%20Provider_Communication_10.08.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Diabetic_Supplies_Pharmacy_Services_Provider_Communication_10.01.2024_v1.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Diabetic_Supplies_Pharmacy_Services_Provider_Communication_10.01.2024_v1.pdf
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ProgenyHealth® 

Supporting Your Maternity 
Patients Between Office Visits 

Clinical, behavioral, and social issues 
often arise between routine prenatal and 
postpartum appointments. 

That's why Aetna Better Health of 
Florida® has teamed up with 
ProgenyHealth®, a leading expert in 
Maternity & NICU Care Management, to 
deliver continuous support for your 
maternity patients. 

ProgenyHealth's Maternity Case Management 
Program (PDF) 

Our program ensures ongoing 
monitoring, risk identification, and 
care coordination to bridge the 
gaps between visits and keep you 
informed of significant 
developments. 

20 ©2020 Aetna Inc. 

https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_ProgenyHealth_Provider_Bulletin_10.11.2024.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_ProgenyHealth_Provider_Bulletin_10.11.2024.pdf


   

     
      

   

      

   
 

    

  

ProgenyHealth®  

How Our Program Benefits Your Pregnant Patients:  

Nurse & Social Worker Support: Our dedicated case managers provide 
personalized support between appointments. 

Real-time Updates: We promptly notify you of any concerning changes reported by 
your patients. 

Educational Resources: Our Maternity App offers ongoing education, reducing 
unnecessary phone calls. 

Appointment Adherence: By keeping patients informed and supported, we 
improve appointment adherence. 

Access to Resources: We connect patients with non-clinical resources and 
benefits as needed. 

To learn more about the ProgenyHealth Maternity Care Management Program, call 1-855-231-4730, 
Monday - Friday, 8:30 AM - 5:00 PM ET, or email maternity@progenyhealth.com 

21 ©2020 Aetna Inc. 
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ProgenyHealth® 

Referring Your Patients is Simple: 

•	 

	 

	 

Review the Program: Learn more about the ProgenyHealth Maternity Program. 

• Submit the Florida Medicaid Pregnancy Notification Form: Refer your patients with ease. 

• Encourage Patient Engagement: Hand out member flyers, encouraging them to download our 
mobile app using the QR code for immediate support. 

You can also refer patients by sending a completed Florida Medicaid Pregnancy Notification Form 
via sFax to 1-860-607-8726. 

Together, we can provide exceptional care and support for expectant mothers throughout their 
pregnancy and postpartum journey. 

22	 ©2020 Aetna Inc. 

https://www.aetnabetterhealth.com/florida/providers/maternity-care-management.html
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_provider_pregnancy_notification_form.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/PRO_23030_Aetna%20FL%20Maternity_MemberFlyerV8.pdf
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Electronic Funds Transfers (EFT) 
Electronic Remittance Advice (ERA) 

ENROLLED IN EFT/ERA PRIOR 
CYBER ATTACK & ABLE TO LOG IN 

If you were enrolled with 
EFT/ERA with Change 
HealthCare prior to the Cyber 
attack and you are able to log in 
to your account with no 
problems, you are okay and will 
continue EFT/ERA with Change 
HealthCare. 

No changes for you. 

ENROLLED IN EFT/ERA PRIOR 
CYBER ATTACK & AND CAN 
NOT LOG IN 

If your account was affected 
during the cyber attack, we 
have been advising all 
providers to sign up for 
EFT/ERA using ECHO 
Health. 

SIGNING UP WITH ECHO 

Visit ECHO Website: 
echohealthinc.com 

All EFT/ERA fillable forms 
are available in availity 
portal. 

– Under provider form,  
EFT/ERA.  

– We also have a  Provider 
Payments portal guide 
available that includes all 
the instructions. 

24 ©2020 Aetna Inc. 



  
 

  
 

 

 

 

Electronic Funds Transfers (EFT) 
Electronic Remittance Advice (ERA) 

Change Healthcare’s Payer Enrollment	 
Services FAQ’s	 

Support Team 
Change Healthcare Support Team 
can be contacted at 
1-800-956-5190 Monday through 
Friday 8:00AM – 5:00PM CST 

Virtual Assistance 
is also available! 

25 ©2020 Aetna Inc. 

tel:1-800-956-5190
https://payerenrollservices.com/faq
https://payerenrollservices.com/faq


  
   

  

 

 

 

 

Electronic Funds Transfers (EFT) 
Electronic Remittance Advice (ERA) 

Support Team 
ECHO Health, Inc  
If you need assistance, contact ECHO Health at:  

• allpayer@echohealthinc.com 
• 1-888-834-3511 

WEBSITE: 
• ECHO Health Provider Login 

EFT/ERA ENROLLMENT: 
• ECHO Health 

26 ©2020 Aetna Inc. 

mailto:allpayer@echohealthinc.com
https://www.echohealthinc.com/provider/
https://enrollments.echohealthinc.com/EFTERAInvitation.aspx?_ga=2.214138711.1530956173.1649865129-2019758614.1648486850


 

   

Electronic Funds Transfers (EFT) 
Electronic Remittance Advice (ERA) 

ECHO FILLABLE EFT/ERA FORMS ECHO PROVIDER QUICK REFERENCE GUIDE  

27 ©2020 Aetna Inc. 



Claim Submissions  
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Claim Submissions 

Claims Submission- For Medicaid please 
submit claims through Office Ally 

•	 Providers can register at 
https://cms.officeally.com/ 

REJECTED CLAIMS 
•	 

	 

If claims are being rejected, please 
verify that claims submitted are 
matching the Taxonomy listed from 
the Medicaid portal. 

• Below is the link of notification sent to 
providers on the Taxonomy 
updates. https://www.aetnabetterhe 
alth.com/content/dam/aetna/medicai 
d/florida/provider/pdf/ABHFL_Claims 
_and_Encounters_Front_End_Taxono 
my_Edits_Reminder_02.26.2024_v1.p 
df 

29	 ©2020 Aetna Inc. 

https://cms.officeally.com/
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Claims_and_Encounters_Front_End_Taxonomy_Edits_Reminder_02.26.2024_v1.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/ABHFL_Claims_and_Encounters_Front_End_Taxonomy_Edits_Reminder_02.26.2024_v1.pdf
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Importance of providing 
primary insurance EOB/EOP 
when filing claims as a 
secondary payer 
Coordination of Benefits (“COB”) provision
applies when a member has health care
coverage under more than one plan. 

In the event that  the Plan  is  the secondary 
payer,  coordination  of benefit  claims must 
be submitted within  ninety  (90)  days after 
final determination by  the primary 
organization  as  evidenced by  the primary 
carrier’s  Explanation  of  Payment (EOP) or 
Explanation  of Benefits (EOB)  as  required 
under applicable  law and regulation.  (See 
Florida  Statute 641.3155(2)).  

All explanations of payment or 
denials from the member’s primary
carrier must be provided with the
claim. 

Information should be sent to: 

• Aetna Better Health of Florida 
P.O. Box 982960  

El Paso, TX 79998-2960  

For more information please visit the Florida
Statute for COB: Statutes & Constitution :View 
Statutes : Online Sunshine (state.fl.us) or refer 
to our Aetna Better Health of Florida Provider 
Manual 
https://www.aetnabetterhealth.com/content
/dam/aetna/medicaid/florida/provider/pdf/
abhfl_fhk_provider_manual.pdf 
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Corrected or voided claims – REMINDER! 

IMPORTANT REMINDER 

Please utilize the reference “7” to avoid new claims or denials of duplicate claims. 

For Institutional claims, provider must include the original Aetna Better Health of Florida claim 
number and bill frequency code per billing standards. 

Examples: 
•	 Box 4 – Type of Bill: the third character represents  

the “Frequency Code”:  

• Box 64 – Place the Claim number of the Prior Claim in Box 64:  
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Corrected or voided claims – REMINDER! 
For Professional claims, provider must include the original Aetna Better Health of Florida claim 
number and bill frequency code per billing standards. When submitting a Corrected or Voided claim, 
enter the appropriate bill frequency code left justified in the left-hand side of Box 22. 

Example: 

Any missing, incomplete, or invalid information in any field may cause the claim to be rejected. 

Please Note: If the provider handwrites, stamps, or types “Corrected Claim” on the claim form without entering the 
appropriate Frequency Code (7 or 8) along with the Original Reference Number as indicated above, the claim will be 
considered a first-time claim submission. 

When processing a Corrected or Voided Claim, a Payment Reversal may be generated which may produce a negative 
amount, which will be seen on a later Remittance Advice than the Remittance Advice that is sent for the newly 
submitted corrected claim. 
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Corrected or voided claims – REMINDER! 
Corrected or voided EDI claims 
Corrected and/or Voided Claims are subject to Timely Claims Submission (i.e., Timely Filing)  
guidelines.  

To submit a Corrected or Voided Claim electronically: 
• Loop 2300 Segment CLM composite element CLM05-3 should be ‘7’ or ‘8’ – indicating to replace 
‘7’ or void ‘8’ 
• Loop 2300 Segment REF element REF01 should be ‘F8’ indicating the following number is the 
control number assigned to the original bill (original claim reference number) 
• Loop 2300 Segment REF element REF02 should be ‘the original claim number’ – the control 
number assigned to the original bill (original claim reference number for the claim to be replaced.) 
• Example: REF✽F8✽Aetna Better Health of Florida Claim number here~ 
• These codes are not intended for use for original claim submission or rejected claims. 

For more information please refer to our Provider Manual 

33 ©2020 Aetna Inc. 
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Medicaid Fee Schedule  
& Reimbursement  



 

      
  

 

   
  

    
 

  
 

  

Medicaid Fee Schedule & Reimbursement  

Billing codes you need for specific services in 
the fee schedules can be located on our ABHFL 
website: 

Fee Schedule 
• Doula provider billing guide (PDF) 
• Provider reimbursement fee schedule 
• Durable medical equipment and supplies fee schedule 

Florida Medicaid Program Rules and 
Reimbursement Schedules can be located on 
the Florida Agency for Health Care 
Administration (AHCA) page. 

• https://ahca.myflorida.com/medicaid/rules 
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https://www.aetnabetterhealth.com/florida/providers/file-submit-claims.html
https://ahca.myflorida.com/medicaid/rules
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/doula_provider_billing_guide.pdf
https://ahca.myflorida.com/medicaid/review/fee_schedules.shtml
https://www.aetnabetterhealth.com/florida/providers/durable-medical-equipment.html
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Prior Authorization 
Prior  authorization  (PA) i s required  for  some  out-of-network providers,  outpatient care and  planned  hospital a dmissions.  

We don’t require PA for emergency care. You can find a current list of the services that need PA on the Provider Portal. 

You can also find out if a service needs PA by using ProPAT, our online prior authorization search tool. 

Propat Link: Search ProPAT 

37 ©2020 Aetna Inc. 

https://www.aetnabetterhealth.com/florida/providers/portal.html
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Prior Authorization  

ProPAT is ABHFL Participating Provider 
Prior Authorization Requirement Search 
Tool. 

We highly recommend that you READ all 
the exception details that are outlined on 
this page. It contains very important 
information regarding your PA. 
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Prior Authorization 

The ProPAT tool allows providers to: 
• 
 

Enter CPT or HCPCS Code(s) 
• Select Plan 

• 
 

Search if PA is required or not for service(s) 
• Review “Variance Detail” tab 

*This tab provides additional detailed information related to the code that was 
searched. (ex: lab or path service to be sent to Quest or Labcorp). 
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Tips for requesting PA  

A request for PA 
doesn’t guarantee 

payment 

We can’t reimburse you for unauthorized services. You can make requesting PA easier with these tips: 

Register for Availity if you haven’t already. 

Verify member eligibility before providing services. 

Based on the type of request, complete and submit the PA request form. 

Attach supporting documents when you submit the form. 

TYPES OF PA 
REQUEST FORMS 

These forms apply to all plans. 

Physical health PA request form (PDF) 

Behavioral health PA request form (PDF) 

Obstetrical notification form (PDF) 

MORE HELPFUL 
RESOURCES 

Prior authorization rules for Medicaid and Florida Healthy Kids (PDF) 

Quick reference guide — vendor list (PDF) 
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https://www.availity.com/provider-portal-registration
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_pa_form.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_bh_pa_form.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/Obstetrical%20Notification.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/illinois/providers/pdf/abhfl_prior_authorization_rules.pdf
https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abh_quick_reference_guide_vendor_list.pdf


 

 

  

 

  

 

  

 

 
    

    
   

 

 

    
 

     

 

  

 

How to request PA  

Online 

Ask for PA through our Provider Portal. 

Visit the Provider Portal 

By phone 

Ask for PA by calling us: 

• Medicaid Managed Medical 
Assistance: 

1-800-441-5501 (TTY: 711) 

• Florida Healthy Kids: 

1-844-528-5815 (TTY: 711) 

By Fax  

Download and complete the PA request 
form based on the type of request. Add 
any supporting materials for the review. 
Then, fax it to us. 

Fax numbers for PA request forms 

•	 

	 

	 

Physical health PA request form fax: 1-860-
607-8056 

• Behavioral health PA request form fax 
(Medicaid Managed Medical Assistance): 1-
833-365-2474 

• Behavioral health PA request form fax (Florida 
Healthy Kids): 1-833-365-2493 
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tel:1-844-528-5815
https://www.aetnabetterhealth.com/florida/providers/portal.html
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   Timely Filing Requirements



 

    
      

      
   

   
   

  
 

 

Timely Filing Requirements 

➢ Providers should submit timely, complete, and accurate 
claims to the Aetna Better Health of Florida. 

➢ Untimely claims will be denied when they are submitted 
past the timely filing deadline. 

➢ Unless otherwise stated in the provider agreement, the 
following guidelines apply (see guideline chart on your 
right). 

For more information 
visit our ABHFL 

Complaints and 
appeals page. 

Guidelines Chart 
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https://www.aetnabetterhealth.com/florida/providers/grievance-appeal.html
https://www.aetnabetterhealth.com/florida/providers/grievance-appeal.html
https://www.aetnabetterhealth.com/florida/providers/grievance-appeal.html
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 Grievance & Appeals  



 

        

  

    
 

 
  

        
  

 

   

     
    

         
      

Appeals Submissions  

If you are submitting an interfiled appeal request (multiple unrelated claims) in one mailing you must use physical barriers (elastic, paper clip, binder clip, 
blank sheet of colored paper etc.) for each claim in the submission. 

Appeals, Complaints and Grievances 

1.  ELECTRONIC: Whenever possible please submit your appeal, complaint or grievance electronically. 
➢ It is preferred that you submit through the Availity provider portal using the direct application for Appeals, Complaints and Grievances: Availity 

Provider Portal 
➢ You may submit by fax to 1-860-607-7894 

2. TELEPHONE: You can also call us with your complaint or appeal: 
• Medicaid Managed Medical Assistance: 1-800-441-5501 (TTY: 711) 
• Long-Term Care: 1-844-645-7371 (TTY: 711) 
• Florida Healthy Kids: 1-844-528-5815 (TTY: 711) 

3. MAIL: If you prefer to mail hard copy requests for an appeal, complaint or grievance, they must be sent to:  
Aetna Better Health of Florida 
PO Box 81040 
 5801 Postal Road  
Cleveland, OH  44181  

Complaints/Grievances may be submitted at any time. 

Medical necessity claim appeals must be submitted within sixty (60) calendar days 
from the claim denial or the resubmission denial 

45	 ©2020 Aetna Inc. 

https://apps.availity.com/availity/web/public.elegant.login
https://apps.availity.com/availity/web/public.elegant.login
tel:1-800-441-5501
tel:1-844-528-5815
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 Monthly Provider Trainings  



 

      
   

      
       

 
      

    

 

  

  

Monthly Provider Trainings 

Monthly Provider Training Invitations are sent to providers via fax and via email. We also upload 
the invitation on our ABHFL website for your convenience. 

It is important that we have your most updated fax and email information on file in order for 
you to receive Monthly Provider Trainings and all of our communications timely. 

Need to update your information? 
1. Contact our provider relations department via email FLProviderEngagement@aetna.com 

2. Complete the ABHFL Provider Data Change Form : https://www.surveymonkey.com/r/AETPDCF 

3. Call us! 

• MMA: 1-800-441-5501 TTY (711) 

• LTC: 1-844-645-7371 TTY (711) 

• FHK: 1-844-528-5815 TTY (711) 

47 ©2020 Aetna Inc. 

mailto:FLProviderEngagement@aetna
https://www.surveymonkey.com/r/AETPDCF


 

   
        

  

Monthly Provider Trainings  

Missed a provider training? No problem! 
Our provider trainings are uploaded on our website on a monthly basis.  
Visit our ABHFL website under the Provider Site and you will find all of our trainings!  
• https://www.aetnabetterhealth.com/florida/providers/materials-forms.html 
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https://www.aetnabetterhealth.com/florida/providers/materials-forms.html


 Monthly Provider Trainings  

https://www.aetnabetterhealth.com/florida/providers/webinar-trainings.html  
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https://www.aetnabetterhealth.com/florida/providers/webinar-trainings.html
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ABHFL Website  

Provider & Helpful Links  



 

  

  
 

Provider Main Site  
Our ABHFL website 

ABHFL Provider Site Direct Link: 

• https://www.aetnabetterhealth.com/florida/providers/index.html 

Our Provider Site Main Page contains “Helpful Links”:  

•Materials and forms 

•Provider Portal 

•Notices and newsletters 

•Member home page 
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https://www.aetnabetterhealth.com/florida/providers/index.html
https://www.aetnabetterhealth.com/florida/providers/materials-forms.html
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https://www.aetnabetterhealth.com/florida/providers/notices-newsletters.html
https://www.aetnabetterhealth.com/florida/index.html


   
 

 

Provider Main Site 

Getting started - Here are some helpful provider links if you’re new to our network. 

•Orientation and training 

•Continuity of care 

•Claims 

•Prior authorization 
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https://www.aetnabetterhealth.com/florida/providers/training-orientation.html
https://www.aetnabetterhealth.com/florida/providers/continuity-care.html
https://www.aetnabetterhealth.com/florida/providers/file-submit-claims.html
https://www.aetnabetterhealth.com/florida/providers/prior-authorization.html


 

 

 
  

 

 

 
  

  

  

 
 

 

   
  

   
 

  

 

 

 

 

Provider Helpful Links  

Materials and Forms 

•	 Under materials and forms you 
will find helpful information that 
includes: 

➢ Behavioral Health Services 

➢ In-Network Relations  
Representatives  

➢ ABHFL Resource Guide 

➢ ABHFL Vendor List 

➢ And much more! 

•	 https://www.aetnabetterhealt 
h.com/florida/providers/mate 
rials-forms.html 

Provider Portal 

• Quick access to connect with us 
via Aetna Better Health of 
Florida Portal or Availity Portal. 

➢ Availity 

➢ ABHFL Portal 

• https://www.aetnabetterhealt 
h.com/florida/providers/port 
al.html 

Provider Surveys 

•	 Multiple provider surveys are 
available and can be used to 
update information. 

➢ ABH FL Provider Data Validation 
ABH FL Provider Data Change 
Form 

➢ ABHFL Provider OB/GYN  
Survey (PDF)  

➢ Aetna Better Health of Florida 
Behavioral Health and Primary 
Care Provider Collaboration 

➢ Aetna Better Health of Florida 
Primary Care and Behavioral 
Health Provider Collaboration 

➢ ABH FL Provider Office Hours & 
Telemedicine Services Survey 

•	 https://www.aetnabetterhealth.c 
om/florida/providers/materials­
forms.html 

Notices & Newsletters 

•	 Important updates and most 
recent information is in this 
section. 

➢ Policy Updates 

➢ Pharmacy updates 

➢ Billing policy reminders 

➢ PopHealth Newsletters 

➢ Provider Notifications 

➢ Newsletters 

•	 https://www.aetnabetterhealt 
h.com/florida/providers/notic 
es-newsletters.html 
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https://www.aetnabetterhealth.com/content/dam/aetna/medicaid/florida/provider/pdf/abhfl_provider_bh_ilos_service_codes.pdf
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Questions?  
We have answers!

Contact our Provider Services Department 

Phone: 1-844-528-5815 (TTY: 711)  
Email: FLProviderEngagement@aetna.com

mailto:FLProviderExperience@aetna
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