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Horizon Supportive Care and 
Braven HealthSM Supportive Care Programs
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Horizon has contracted  with CareCentrix to manage post-acute care services and a 
community-based palliative care program for patients enrolled in Horizon Medicare 
Advantage, Braven HealthSM and Horizon Commercial Fully Insured plans. The new 
program will be effective on May 1, 2022.

CareCentrix will:
• Manage authorization requests for patients who are admitted to or require 

continuation of services at skilled nursing facilities (SNFs), subacute 
rehabilitation facilities (SARs), subacute rehabilitation facilities with 
ventilators (SARVs), transitional care units (TCUs) and inpatient rehabilitation 
facilities (IRFs).

• Coordinate care to support the patient’s journey through the phases of their 
illness, while identifying paths for care that help optimize clinical outcomes.

• Provide nurse coaching for eligible patients for a period of up to 90 days to 
support their path to healing, reduce unnecessary readmissions and help 
them manage their health after an acute care hospital discharge.

• Manage a community-based palliative care program.



Horizon Supportive Care and 
Braven HealthSM Supportive Care Programs

© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary. 5

Horizon and Braven HealthSM will continue to manage:

• SNF, SAR, SARV, TCU and IRF authorizations for patients enrolled in plans not 
included in this program including all self-insured plans.

• Authorization requests for all other services except those managed by 
CareCentrix..

• The post-acute facility provider network. There is no impact to the network or 
provider participation.

• Claims processing and claims appeals for services provided by SNF, SAR, 
SARV and IRF providers.

• All UM appeals, regardless of provider type.
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Integrated approach to whole patient care drives better outcomes

CareCentrix Hospital 
Admission

Supports discharge 
planning  by providing 
a care pathway and 

options for SNF and/or 
home health providers

Nurse 
Liaisons

Post-Acute Facility Stay
(SNF, SAR, SARV, TCU & IRF)

Facilitates concurrent 
reviews, collaborates to 

manage stays and 
supports identification 

of patient needs for 
safe transition to home

PAC 
Nurse

Home with Support 

Nurse 
Coach

Supports patients 
for up to 90-days 
post-discharge 
through Nurse 

Coach 
engagement

Palliative Care

Palliative 
Team

Delivers
comprehensive 

support and care 
navigation services 

for seriously ill 
patients and their 

caregivers



Discharge Options to Promote Optimal Patient Outcomes
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The Discharge Options Tool:

 Leverages multiple sources of 
data

 Supports informed discharge 
decisions

 Provides patient’s choice
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Community-Based 
Palliative Care Program



Community-Based Palliative Care Program 
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The community-based palliative program is  offered to seriously ill patients who are part of 
the Horizon Supportive CareSM Program and the Braven Health Supportive CareSM Program.  
The program will be managed by CareCentrix effective 5/1/22.  

The program is a care coordination and support model that uses a population health 
approach to home-based palliative care, blending compassionate care with technology to 
uncover, address, and monitor unmet medical, emotional, and social needs for seriously ill 
people and their loved ones.

Home, video and phone visits are provided by specially trained palliative nurses and social 
workers located throughout New Jersey who are managed by CareCentrix. 

The program focuses on:
• Proactively identifying those who may benefit from the program
• Engaging and supporting patients and caregivers to make health care decisions aligned 

with their goals and values. 



Community-Based Palliative Program
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The community-based palliative program is appropriate for any seriously ill person 
regardless of prognosis or stage of illness. 

The community-based palliative program:
• Provides care coordination across community settings 
• Emphasizes ongoing support at home
• Ensures goals of care discussions and encourages advance care planning
• Provides education and support to proactively manage patient’s condition and 

symptoms 
• Provides caregiver support, coaching, and resources
• Engages physicians and other care providers through effective communication 

and collaboration
• Addresses the needs of those who are not yet hospice eligible, don’t want hospice, 

or are uneducated about the hospice benefit
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Roles and 
Responsibilities



Roles & Responsibilities
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Category Horizon Medicare Advantage & Commercial Fully-Insured
Braven HealthSM

CareCentrix Horizon & 
Braven HealthSM

Initial Authorization and 
Continuation of Services Requests

Hospital & LTCH
SNF, SAR, SARV, TCU, IRF Admissions On or After 5/1/22 

UM Appeals All providers 

Peer-to-Peer Review
Hospital & LTCH 
SNF, SAR, SARV, TCU, IRF 

Claims and Claims Appeals Hospitals, SNF, SAR, SARV, TCU, IRF & LTCH 

Authorization Requests for Other 
Services

Transportation 
High Cost Medications 
Specialty Equipment 

Readmissions Management Nurse Coaching 

Palliative Program Community-Based Palliative Program 



Nurse Liaison and PAC Nurse
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Nurse Liaisons and PAC Nurses will collaborate with hospitals and post-
acute facilities to discuss care coordination activities and support a 
patient’s discharge plan.

Consistent point of contact 

Clinical Documentation Checklist

Streamlined approval process 





Nurse Coach
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Nurse Coaches engage with patients 
as they transition home to: 
• Identify and solve for gaps in care  
• Assist in connecting patients to 

community resources as needed
• Refer patients who would benefit 

from community-based palliative 
care

CareCentrix provides nurse coaching for 
patients for up to 90 days after a hospital 
discharge to support their path to healing, 
reduce unnecessary readmissions, and help 
patients achieve self-management.
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Authorization Process
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CareCentrix will manage authorization requests for patients admitted to 
skilled nursing facilities, subacute rehabilitation facilities, subacute 
rehabilitation facilities with ventilators, transitional care units or inpatient 
rehabilitation facilities on or after 5/1/22.

01 Referral is sent to PAC facility

03 Continuation of services authorization

02 Admission authorization
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Authorization Process – Referral for PAC Facility 

• The current referral process will not change.
• PAC facility receives a referral for a Horizon Medicare Advantage, 

Braven HealthSM or Horizon Commercial Fully Insured patient 
admission from a hospital (or from the community for SNFs). 

• PAC facility accepts referral and completes eligibility check.

01 Referral is sent to SNF, SAR, SARV, TCU or IRF



Authorization Process - Admission
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• Submit the request with clinical documentation using one of the following methods: CareCentrix 
HomeBridge Portal, Fax, or Phone.

• CareCentrix performs a clinical review and renders a determination (approval or denial).
• If the request is approved, the admitting PAC facility can view the Service Registration Form (SRF) 

immediately on the Provider Portal. The facility also receives a copy of the SRF via fax. 
• The admitting PAC facility checks SRF for accuracy and delivers care.
• For Horizon Medicare Advantage and Braven HealthSM, approval and denial determination letters are 

mailed to the member and ordering physician and faxed to the hospital and PAC facility. When services 
are approved, the PAC facility will also receive a SRF.  

• For Horizon Commercial Fully Insured, approval letters are not issued to the members. However, if the 
member is in the hospital, the discharging hospital will be notified of the approval and the PAC facility  
will receive a SRF via fax. The hospital or PAC facility will notify the member of the approval 
determination. All denial determinations are faxed to the hospital and PAC facility and are mailed to the 
patient and ordering physician.  

02 Admission Authorization



Authorization Process – Continuation of Services
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• The PAC facility submits continuation of services request, with required clinical documentation, at least 72 
hours prior to the end of the current authorization period using one of the following methods – Fax or 
Phone.

• If the request is approved, the admitting PAC facility can view the SRF immediately on the Provider Portal. 
The facility also receives a copy of the Service Registration Form (SRF) via fax.  

• The Pac facility checks the SRF for accuracy and continues to deliver care.

• For Horizon Medicare Advantage and Braven HealthSM members, approval and denial determination letters 
are mailed to the member and ordering physician and faxed to the PAC facility. When services are 
approved, the PAC facility will also receive a SRF.  

• For Horizon Commercial Fully Insured members, approval letters are not issued to the members. However, 
the PAC facility will receive a SRF via fax. The PAC facility will notify the member of the approval 
determination. All denial determinations are faxed to the PAC facility and are mailed to the patient and 
ordering physician.  

03 Continuation of Services Authorization
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Horizon and
Braven HealthSM CareCentrix

PAC Facility Initial Authorization Request
Patient admission to SNF/SAR/SARV/TCU/IRF prior to 5/1/22 

Patient admission to SNF/SAR/SARV/TCU/IRF on or after 5/1/22 

PAC Facility Continuation of Services Authorization Request
Patient was admitted to SNF/SAR/SARV/TCU/IRF prior to 5/1/22 

Patient was admitted to SNF/SAR/SARV/TCU/IRF on or after 5/1/22 

Authorization Process – Where to Send Request 
Based on SNF, SAR, SARV, TCU or IRF Admission Date

For patients enrolled in Horizon Medicare Advantage, Braven HealthSM or Horizon 
Commercial Fully Insured plans who are admitted to a PAC facility on or after 5/1/22, 
facilities will need to contact CareCentrix for the initial authorization request and 
continuation of services requests.
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Horizon Supportive CareSM

Braven Health Supportive CareSM 

SNF, SAR, SARV & TCU Training

Authorization Details



Clinical Documentation Checklist – Initial Authorization
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Required information and documentation to support medical necessity

All Authorization Requests

• Patient first and last name

• Patient date of birth

• Patient home address

• Patient phone number with area code

• Member ID number

• Plan name: Horizon Blue Cross Blue 
Shield of New Jersey or Braven Health

Initial Authorization Requests

In addition to the information in the “All Authorization Requests” listed above, initial 
authorization requests must include:
• Start of care date
• Ordering physician (name and phone 

number)
• Diagnosis to support requested 

services
• Type of service requested
• History and physical

• Prior level of function
• Prior living situation
• Current cognitive status
• Most recent physician, nursing and 

therapy notes
• IRF pre-admission screen

Note: SNF Preadmission Screening and Resident Review (PASRR) is not required by 
CareCentrix however you should continue to follow your standard process.



Clinical Documentation Checklist – Continuation of Services
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In addition to the information in the “All authorization requests” section of this tool, continuation of services requests
must include:

Continuation of Services Requests

• Site of care

• Most recent physician, nursing  and 
therapy notes including progress 
towards goals

• Therapy treatment logs

• Current medication list

• Changes in clinical status

• Discharge plan

• Most recent interdisciplinary team 
meeting care plan note

• Anticipated discharge date

• Current functional status
Continuation of Services Requests should be submitted at least 72 hours prior to the 
expiration of the current authorization. 

Additional Information: may be 
required to support decisions

• Most recent completed Minimum 
Data Set (MDS)

• Other documentation to support 
clinical needs

• Wound care treatment plan and notes

This list outlines the clinical information needed for each type of authorization



Initial SNF, SAR or TCU Admission Requests for MA Patients
When using the HomeBridge portal to submit an initial authorization request for a SNF, SAR, or TCU 
admission for a Horizon Medicare Advantage or Braven Health member, you will be asked to answer 
questions to support accurate categorization of the authorization request for utilization management 
purposes and a faster decision. See below for the first question you will need to answer in HomeBridge:

Was the service or item for which you are now requesting authorization initiated prior to submitting this 
request for authorization?  

• If the correct answer to this question is “yes,” you are submitting an initial prospective request, and you 
may proceed with submitting the request via the HomeBridge portal.  

• If the correct answer to this question is “no,” and you have already initiated the services that are the 
subject of the authorization request, you should not proceed with entering the request via the 
HomeBridge portal and should instead submit the request via fax or phone. 

Missing or incomplete information may delay the process.  Incorrect information could lead to an incorrect 
decision on your authorization request and, if incorrect information is provided, CareCentrix reserves the 
right to change our decision if the correct information supports a different decision.

© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary.
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Initial SNF, SAR or TCU Admission Requests for MA Patients
When submitting an initial authorization request for a SNF, SAR or TCU admission for a Horizon 
Medicare Advantage or Braven Health patient, by phone or fax, you will be asked to answer the 
following clinical questions to support a faster decision. 
• Can the requested services only be delivered in the skilled nursing facility or subacute rehabilitation facility? 
• Are the skilled services being provided by or under the supervision of a medical professional?
• What skills are being requested: Skilled Nursing, Physical Therapy, Occupational Therapy, Speech Therapy, 

None of the Above
• Are skilled services requested daily (at least 5 days per week)?
• Are the skilled services necessary to improve, maintain, prevent or slow further deterioration of the patient’s 

condition?
• Do you have clinical documentation to support the request in addition to answering the questions above (e.g. 

physician’s orders, history and physical, letter of medical necessity)?

If you are faxing an initial authorization request for SNF, SAR, or TCU, it is highly recommended that 
you include the Skilled Nursing Facility & Subacute Rehabilitation Facility Authorization Request Form 
because this will help expedite the decision turnaround time. Missing or incomplete information may 
delay the process.

© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary.
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Initial SNF, SAR or TCU Admission Requests for Commercial 
Fully-Insured Patients
When using the HomeBridge portal to submit an initial authorization request for a SNF, SAR, or TCU 
admission for a Horizon Commercial Fully Insured member, you will be asked to answer a question 
to support accurate categorization of the authorization request for utilization management 
purposes and a faster decision. See below for the question you will need to answer in HomeBridge

Was the service or item for which you are now requesting authorization initiated prior to submitting 
this request for authorization?  
• If the correct answer to this question is “yes,” you are submitting an initial prospective request, 

and you may proceed with submitting the request via the HomeBridge portal.  
• If the correct answer to this question is “no,” and you have already initiated the services that are 

the subject of the authorization request, you should not proceed with entering the request via 
the HomeBridge portal and should instead submit the request via fax or phone.    

Missing or incomplete information may delay the process.  Incorrect information could lead to an 
incorrect decision on your authorization request and, if incorrect information is provided, we reserve 
the right to change our decision if the correct information supports a different decision.

© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary.
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Initial SNF, SAR or TCU Admission Requests for Commercial 
Fully-Insured Patients

When submitting an initial authorization request for a SNF, SAR or TCU admission for a Horizon 
Commercial Fully-Insured patient, it will be important to answer the following questions to support a 
faster decision. Missing or incomplete information may delay the process.

• Can the requested services only be delivered in the skilled nursing facility? 
• Does the patient have intense and complex care needs that make skilled nursing facility care safer 

and more practical than a lower level of care?
• Does the care include multiple components delivered by skilled professionals?
• Is there a plan to provide ALL of the following - care plan management and evaluation, observation 

and assessment and education services?
• Is skilled treatment needed daily or more frequent?
• What type of skilled treatments are needed? 
• Do you have clinical documentation to support this request?
If you submit the authorization request by fax, we recommend that you include the Skilled Nursing 
Facility & Subacute Rehabilitation Facility Authorization Request Form with your fax submission. 

© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary.
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Submitting Authorization Requests by Fax
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Skilled Nursing Facility & 
Subacute Rehabilitation Facility 
Fax Request Form is:

 Easy to complete
 Supports timely processing of 

authorization request
 Expedites decision turnaround 

time



Criteria for Post-Acute Care Decisions
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Line of Business SNF, SAR, SARV or IRF

Commercial Fully Insured • MCG Care Guidelines version 26 (formerly Milliman)

Medicare Advantage • Centers for Medicare & Medicaid Services Guidelines

CareCentrix applies the following criteria in making determinations on 
authorization requests:



Service Registration Form
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CareCentrix issues a Service Registration Form outlining the approved service. 



Service Registration Form (SRF)

31© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary.



Service Registration Form (SRF)
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Determination Letters
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Denials and Appeals



Peer-to-Peer Process for Horizon Commercial 
Fully Insured

01
If CareCentrix determines that the requested services do not meet medical 
necessity criteria, CareCentrix will notify the provider by phone and fax of the 
denial decision with instructions on how to request a reconsideration and/or peer-
to-peer discussion with CareCentrix or how to request an appeal with the health 
plan. 

35

02
If a reconsideration and/or peer-to-peer discussion is needed, contact 
CareCentrix as soon as possible by calling 833-592-1075 and following the 
prompts to request an appointment for the discussion. 
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Peer-to-Peer Process for Horizon & Braven HealthSM

Medicare Advantage
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01

02

For all requests, if CareCentrix determines that the requested services do not meet medical 
necessity criteria, CareCentrix will notify the provider by phone and fax of the denial decision 
with instructions on how to request the peer-to-peer discussion.

• For Medicare Advantage requests, once the denial decision has been rendered, a peer to 
peer discussion will not change the denial decision, however it can be used to inform an 
appeal.

• An appeal may be requested with Horizon or Braven HealthSM.

For SNF, SAR, SARV and TCU continued stay requests, if CareCentrix determines that the 
requested services do not meet medical necessity criteria, CareCentrix will notify the provider 
by phone and fax the NOMNC to the facility. The facility will deliver the NOMNC and secure the 
member’s signature on the NOMNC two days prior to the end of service and fax back to 
CareCentrix.

If a peer-to-peer discussion is needed, contact CareCentrix as soon as possible by calling 
the appropriate number below and following the prompts to request an appointment for 
the discussion. 

Horizon Medicare Advantage – 833-592-1075
Braven HealthSM Medicare Advantage - 833-592-1077



Initiation of an Appeal

© 2022 CareCentrix, Inc. All rights reserved. Confidential and Proprietary.

37

Braven HealthSM:
Step 2: Mail, fax, or deliver your appeal.
For a Standard Appeal:
Braven Health Medical Appeals
PO Box 10195
Newark NJ 07101
Phone: 1-833-272-8360 Fax: 1-609-583-3028
For a Fast Track Appeals for SNF/SAR/SARV/TCU Continuation of Services Medical Necessity denials you must 
contact your QIO

Horizon Medicare Advantage:
Step 2: Mail, fax, or deliver your appeal.
For a Standard Appeal: Address:
Horizon Medical Appeals
PO Box 10195
Newark NJ 07101
Phone: 1-800-365-2223 Fax: 1-609-583-3028
For a Fast Track Appeals for SNF/SAR/SARV/TCU Continuation of Services Medical necessity Denials, you must 
contact your QIO

Horizon Commercial Fully Insured:
Medical Fax:  973-274-4215 Medical Hotline:  888-221-6392
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Notice of Medicare Non-Coverage (NOMNC)
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NOMNC’s signed by the patient for 
skilled nursing services will be faxed 
to CareCentrix at:

877-250-2410.

CareCentrix will monitor NOMNC 
compliance and report results to 
Horizon.

NOMNC training is available on the 
link in HomeBridge under the 
Provider Education & Document 
Center.

05

04

06

02

01

03

The NOMNC must be delivered at 
least two calendar days before 
Medicare covered services end or 
the second to last day of service if 
care is not being provided daily.

When a SNF, SAR or SARV 
determines a skilled service is no 
longer needed, they generate the 
NOMNC and deliver it to patient for 
signature.

When CareCentrix determines a skilled 
service is no longer medically necessary, 
CareCentrix will generate the NOMNC 
and fax it to the SNF, SAR or SARV and 
the Facility will deliver it to the patient for 
signature.

05

04

06

02

01

03
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SNF, SAR, SARV, TCU and IRF Claims
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Continue to submit claims and claims questions to Horizon Blue Cross Blue Shield of New Jersey and 
Braven Health. For questions and resources visit https://www.horizonblue.com/providers. 
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https://www.horizonblue.com/providers
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CareCentrix Contact Information and Hours of Operation
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Contact Method For SNF/SAR/SARV/TCU/IRF For Horizon MA & 
Commercial Fully Insured For Braven HealthSM

Phone 1-833-592-1075 1-833-592-1077
Fax 1-877-249-9054 1-877-249-9054
Requests for Peer to Peer or Reconsiderations 1-833-592-1075 1-833-592-1077
Requests for Utilization Review criteria 1-833-592-1075 1-833-592-1077
NOMNC Fax 1-877-250-2410 1-877-250-2410

Days and Hours of Operation

Monday through Sunday and Holidays: 8 am to 8 pm Eastern Time
(except Memorial Day, Independence Day, Labor Day, Thanksgiving Day and Christmas Day)

Outside Normal Business Hours: (including Memorial Day, Independence Day, Labor Day, Thanksgiving Day 
and Christmas Day): CareCentrix on-call clinical staff are available for urgent authorization requests. Callers 
should follow the prompts to leave a message. On-call clinical staff are notified of the inquiry and will return 
the call within one hour.

42



Reference and Support Material on CareCentrix HomeBridge® Portal
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Provider Education and Documentation 
In the CareCentrix HomeBridge Portal 
contains tools, training and reference 
materials:  
https://eportal.carecentrix.com/

43

https://eportal.ccx.carecentrix.com/


Tools and Resources
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FAQs
QRG

Training Presentation

facilityservices@carecentrix.com

mailto:facilityservices@carecentrix.com
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Using the CareCentrix 
HomeBridge® Portal



CareCentrix HomeBridge Portal - Registration
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1. Visit https://eportal.carecentrix.com/ and select the Register for HomeBridge Portal button

2. Select the following user type  Provider

3. Under Service Plan, Select  Post Acute Care Provider

4. Under Health Plan, Select Horizon.

5. Follow the prompts and complete the registration form

6. You will be notified via email when your access is approved and be directed to create a password

You will have access to a comprehensive, on-demand user guide with step-by-step instructions.

You must register for access to CareCentrix HomeBridge® Portal

https://eportal.ccx.carecentrix.com/


CareCentrix HomeBridge Portal – Dashboard
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CareCentrix HomeBridge Portal – Draft Requests
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CareCentrix HomeBridge Portal – Manage Request
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CareCentrix HomeBridge Portal – Settings
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CareCentrix HomeBridge Portal - Demonstrations
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 Create Request
 View Status
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facilityservices@carecentrix.com

CareCentrix, Inc. and CareCentrix of New Jersey, Inc. are independent companies that provide utilization and 
other management services to Horizon Blue Cross Blue Shield of New Jersey and Braven Health. CareCentrix, 
Inc. and CareCentrix of New Jersey, Inc. are independent from, and not affiliated with Horizon Blue Cross Blue 
Shield of New Jersey, Braven Health, or the Blue Cross Blue Shield Association. Horizon Blue Cross Blue Shield 
of New Jersey and Braven Health are each independent licensees of the Blue Cross Blue Shield Association. 

mailto:facilityservices@carecentrix.com
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