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Updated provider manual

We're excited to announce that a new version of our Provider Manual will be released in September 2025!

This updated edition includes important changes and enhancements designed to support you in navigating
our processes for Dell Children’s Health Plan so you can effectively assist our members. We encourage all
providers and administrative staff to review the new manual upon release to stay informed and ensure you are
aware of all the policies and procedures for Dell Children’s Health Plan. A downloadable version is available at
DellChildrensHealthPlan.com/for-providers/manuals-forms.

If you have any questions in the meantime, feel free to contact Provider Relations at
shpproviderservices@seton.org or calling us at 1-512-324-3125 (TTY 7-1-1), option 4.
Thank you for your continued partnership!

Your feedback matters: Dell Children’s Health Plan’s provider
satisfaction survey

Each fall, Dell Children's Health Plan partners with the independent research firm Press Ganey to conduct our
annual Provider Satisfaction Survey. Providers may be contacted via email, mail or phone to participate.

Thanks to your valuable feedback, we've taken meaningful steps to improve your experience with our Health Plan.
In response to common themes identified in last year's survey, your Provider Relations Liaison may soon be visiting
your office with a resource folder designed to address key areas of concern and the resources available.

What to expect in your resource folder:

(¥) Prescribing process at a glance flyer

(¥) Dell Children’s Health Plan’s provider quick reference guide
(¥) Call center quick reference guide

() How to contact your Provider Relations Liaison postcard

We sincerely appreciate your input and commitment to helping us improve. Please keep an eye out for an
email invitation to participate in the 2025 Provider Satisfaction Survey which deployed last month and ends
September 30,
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Need to make changes to your provider information?
We've updated our submission spreadsheet!

When should a provider send Dell Children's Health provider demographic changes?
Provider relations should be notified at least 30 days prior to when there are any changes to your practice.
Please see below for the process.

() Need to make a demographic change? All demographic changes pertain only to credentialed providers and/or
hospital based providers. Examples of demographic changes could be an address change, provider
terminations or changes in hours of operation. Please fill out our Adds, Changes, and Terms Spreadsheet
that can be found at DellChildrensHealthPlan.com/for-providers/provider-links and email it to our Provider
Relations inbox at shpproviderservices@seton.org.

() What's new about the submission spreadsheet for Adds, Terms, and Changes? We have included a new
“instructions” tab that offers clearer instructions on how to determine how to accurately input your
demographic information updates.

(¥) Are you an already contracted group that needs to add a new provider? For any new providers that need
to go through the credentialing process, please submit the Add a Provider to an Existing Group Contract form
to our Provider Relations inbox at shpproviderservices@seton.org. Form can be found on our website at
DellChildrensHealthPlan.com/for-providers/join-our-network.

New claims policy to be implemented

Effective October 1, 2025, Dell Children’s Health Plan will ensure facilities and hospitals are appropriately
reimbursed for the services they provide to Dell Children’s Health Plan members. Starting on October 1, 2025,
we will review and pay ER claims as described below.

This policy is part of Dell Children’s Health Plan's commitment to offer practical solutions to help Texas Health
and Human Services Commission (HHSC) achieve its goal of ensuring the appropriate care is received at the
appropriate location with the correct pricing.

Claims with an emergent diagnosis code:

(¥) The billing provider will be paid at the applicable contracted rate or percentage of the Medicaid
fee-for-service rate.

Claims that do not contain an emergent diagnosis code:
(¥) The billing provider will be reimbursed at the triage rate.

Providers are allowed to appeal any claims decisions made by Dell Children’s Health Plan through the
reconsideration and claims appeals process found in our provider manual or our website. Clinical (or medical)
records should be included. Any reconsideration or appeals submissions will be reviewed using the prudent
layperson standard to determine if the presenting symptoms qualify as emergent.

Please note that this policy applies to all billing facilities across Texas and is not just applicable to Dell Children’s
Health Plan’s participating facilities.This policy does not apply to facilities that are designated as rural hospitals.

Dell Children’'s Health Plan appreciates your collaboration and your cooperation as you serve our members and
patients who are receiving the care that they need.

If you have questions, need assistance or need further clarification, please contact Dell Children’s Health Plan by
emailing us at shpproviderservices@seton.org or calling us at 1-512-324-3125, option 4.
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2025 Texas flooding:
Appeal and continuation of benefit request extensions

In response to the 2025 Texas flooding, the Texas Health and Human Services Commission (HHSC) is
directing CHIP and STAR, managed care organizations (MCOs), Medicare-Medicaid Plans (MMPs) and
dental maintenance organizations (DMOs) to extend the time members, legally authorized representatives, or
authorized representatives have to request an appeal and continuation of benefits.

Current policy provides members 60 days to request an MCO internal appeal and 10 days to request continuation
of benefits upon receipt of the adverse benefit determination. In response to the 2025 Texas flooding, HHSC
requires MCOs, DMOs and MMPs to extend the time an impacted member has to request an MCO internal
appeal from 60 days to 90 days. MCOs, DMOs and MMPs must extend the time an impacted member has to
request continuation of benefits for adverse benefit determinations from 10 days to 30 days. These changes must
be implemented immediately upon receipt of this notice to retroactively apply to requests received July 2, 2025
through Sept. 29, 2025. This will apply statewide and only at the request of members impacted by the 2025
Texas flooding. Members must include in the appeal and continuation of benefits request that the need for the
extension is a result of the 2025 Texas flooding.

Prior authorization extension notice

The Texas Health and Human Services Commission (HHSC) is directing MCOs and MMPs to extend by 90 days
existing prior authorizations (PAs) that require recertification and are set to expire between July 2, 2025, through
Sept. 29, 2025. This will apply statewide and only at the request of members or providers impacted by the 2025
Texas flooding. The extended authorizations must contain the same proportional amount and frequency as

was authorized in the original authorization.

This extension does not apply to current authorizations for one-time services, pharmacy PAs or nursing facility
services. Requests for new PAs will not be subject to the 90-day extension. This extension applies to all state
plan services requiring recertification, including acute care and long-term services and supports such as personal
assistance services, personal care services, Community First Choice, private duty nursing, physical, occupational
and speech therapies and day activity and health services. Members and providers must include in the PA
extension request that the need for the extension is a result of the 2025 Texas flooding.

It is expected that before reimbursement is requested, providers have obtained the appropriate required
documentation. The services delivered may still be subject to retrospective review for medical necessity.
Exceptions will be reviewed on a provider or recipient-specific basis and need.

(¥) PA extension requests: You may submit a PA extension request via the provider portal, fax a completed PA
form to 1-512-324-3014 or 1-844-981-3329 or email Dell Children's Health Plan at dchp-UM@ascension.org.

If you have questions, need assistance or need further clarification, please contact Dell Children’s Health Plan by
emailing us at shpproviderservices@seton.org or calling us at 1-512-324-3125, option 4.

Dell Children's Health Plan has fun events for our members

Dell Children’s Health Plan has several upcoming events for our members. These events are a great
opportunity to connect, learn and engage with Dell Children’s Health Plan.
Visit DellChildrensHealthPlan.com/events to learn more.



https://dellchildrenshealthplan.com/for-providers/
http://DellChildrensHealthPlan.com/events
http://secure.healthx.com/Provider_2022
mailto:dchp-UM%40ascension.org?subject=
mailto:shpproviderservices%40seton.org?subject=

Provider Newsletter ¢ VOLUME 4 « ISSUE 11 « June 2025

On July 12, Dell Children's
Health Plan hosted our

3rd Annual Back to
School Event at The Rock
Gym Pflugerville.

The community received
many of the staples to
start the new school year,
including backpacks filled
with school supplies,
haircuts, resources,

food distribution and
much more!

New HEDIS® flyers available on our website

Explore our updated HEDIS® flyers now posted on the Dell Children’s Health Plan website. Scan the
QR code or visit the provider training section to stay informed and help ensure our members receive
timely and effective care at: DellChildrensHealthPlan.com/for-providers/training.

The provider websites are available 24 hours a day,
seven days a week

To verify member eligibility and benefits, request PA and check status, file claims, check claims status, and
submit payment disputes, use our provider portal secure.healthx.com/Provider_2022. For other functions,
such as looking up PA/notification requirements and finding forms, reimbursement policies, and other general
information, visit DellChildrensHealthPlan.com/for-providers.

Questions? Call Provider Customer Services at 1-844-781-2343.
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