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Current state

Problem: Phone-based follow-up delays case review

Future state

After a case is submitted, all follow-up
communication is conducted by phone.

Carelon must call provider offices to request any
additional information needed.

Provider office staff must be available during
outreach attempts

Provider offices may need to navigate the Carelon
contact center phone system to connect with the
appropriate representative.

Provider offices are not always aware of which
specific items are missing from a case.

Carelon clinical staff can initiate outreach to
Provider Portal users directly through the portal.

Portal users will receive a notification when a
Carelon clinician sends a message.

Provider portal users can respond to Carelon
within the portal as their schedule allows.

Messages clearly outline the information needed
to complete the case review.




Benefits: Faster, trackable communication with less phone outreach

Reduces phone calls, hold times, and repeated outreach attempts

* Allows providers to respond when their schedule allows

* Clearly identifies the missing clinical information needed for review

* Provides visibility into message delivery, response status, and history

* Improves the provider portal experience by keeping communication in one place

* Supports faster case review by helping complete missing information sooner
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* The Message center provides a centralized location for provider portal users to view and respond to Carelon messages.

* Carelon clinical reviewers can request missing or clarifying information needed to support an appropriate clinical
determination.

* Portal users can submit additional documentation or clinical details online, reducing the need to call Carelon for follow-up.




We save providers time by communicating in real time on our portal
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ATCHALE

* Carelon Radiology and Cardiovascular clinical reviewers can send secure, case-specific requests for missing information needed to

complete review.

* Providers can enter additional clinical information, clarify details, and attach supporting documentation directly in the portal.
* This reduces the need for phone follow-up and helps move the case toward timely review.




