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Recognizing Our Providers  

In October 2020, we launched an EVV tablet incentive program to recognize provider agencies with the highest EVV usage rates, as 
well as one direct support professional from each selected agency. 
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We’re excited to announce the winning December 2020 and 
January 2021 agencies: 

December 2020 – Selected Provider Agencies 

Mountain Mover – Angels Around the Clock Home Care, Inc. 

(West region); Mid Cumberland Human Resource Agency (Middle 

region); At Home Support Services – Tennessee Community 

Services (East region)
 

Mountain Climber – Home Instead Senior Care (West region); 

Progress Inc. (Middle region); AllCare Health Services Inc.
 
(East region)
 

Mountain Ranger – Courtesy Care Inc. (West region); Home Care 

Preference (Middle region); Senior Home Assistance of Tennessee 

(East region)
 

January 2021 – Selected Provider Agencies 

Mountain Mover – Unity Healthcare Services LLC (West region); 
Home Care Preference (Middle region); AllCare Health Services 
Inc. (East region) 

Mountain Climber – Volunteer Home Care Inc. (West region); 
Quality Personal Care Inc. (Middle region); Quality of Life Home 
Care LLC (East region) 

Mountain Ranger – Silver Angels of Tennessee - Shelby 
LLC (West region); Jenny Kay Caregivers (Middle region); A1 
Independent Living Solutions (East region) 

How Are Provider Agencies Selected? 

Each month, we review data supplied by Sandata and monthly 
compliance reports to identify nine provider agencies who have 
the highest month-to-month improvements in their tablet usage 
percentage. We choose the three in each region who have the 
highest improvements in these categories: 

1) Mountain Mover – Providers in this category are experienced in 
maintaining their agency’s database and strive to meet and exceed 
90% overall EVV compliance. 

2) Mountain Climber – These providers accept responsibility for 
their staff’s performance and agency’s overall tablet usage. They’re 
working to meet and exceed overall EVV compliance benchmarks. 

3) Mountain Ranger – These providers are learning how to 
maintain their agency’s database and are working to meet EVV 
compliance benchmarks. 

Each monthly winner receives an incentive payment and a certificate, 
and has an opportunity to recognize one of their direct support 
professionals. The program is currently open to provider agencies 
in good standing that deliver personal assistance, personal care, 
supportive home care or attendant care services to CHOICES, 
Employment and Community First (ECF) CHOICES and BlueCare Plus 
Choice (HMO SNP)SM members. 

For more information about the program, including complete eligibility 
criteria, please contact your LTSS Provider Network Manager. 
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Coming Soon: Sandata Order Manager  

This year, we’ll introduce a new tool that will automate the referral 
process for certain LTSS providers. The Sandata Order Manager is 
a web-based portal that we’ll use to electronically share referrals, 
authorizations and secure attachments. Our goal is to streamline 
the referral process and shorten the time it takes for members to 
begin receiving services. 

Some key features of the Order Manager include: 

Health Insurance Portability and Accountability Act 
(HIPAA) Compliance 
The Order Manager is HIPAA compliant, so we’ll be able to attach 
documents in real time, rather than mailing or faxing them. We’ll 
also be able to communicate with providers through the portal’s 
secure messaging feature. 

Order Routing and Distribution 
The system will automatically identify and show orders to 
providers whose services best match a member’s needs. This 
will allow us to place orders faster, and according to data from 
Sandata, reduces the time it takes for members to receive care 
by up to 30%. 

Be on the Lookout for More Information 

In the coming months, we’ll share more details about the Order 
Manager and when it will become available. Providers who will 
be using the new system will also receive virtual training and 
instructional materials. We’ll send invitations with training dates 
and times closer to the implementation date. 

LTSS Quality Corner  

Understanding Supported Decision-Making 
Making decisions isn’t always easy. Think about the last decision you made. Did you ask someone for their help or opinion before making 
the decision? 

Supported decision-making helps people understand, make and communicate their own decisions. It’s based on the idea that everyone 
needs help making decisions, and while people with disabilities may need more help, they still have a right to make their own choices. 

What Does Supported Decision-Making Look Like? 
All people, no matter their support needs or disability, can make 
choices. The amount of help needed or desired is different for each 
person and each decision. Some people supported in the CHOICES 
and ECF CHOICES programs may need help with understanding, 
making and communicating a choice or decision. Others may need 
help with only one aspect of decision-making. 

In supported decision-making, a person consults with their direct 
support professional and/or one or more of their friends and family 
members for help making decisions. These “supporters” don’t 
make decisions for the person. Instead, this support system helps 
the person: 

• Understand the decision 

• Think about what they want to do 

• Consider important factors 

• Communicate what they decide 

Supported decision-making can be used to make big decisions 
(e.g., to have surgery or not) or small decisions (e.g., what color 
shirt to wear).  Most people – those with and without a disability – 
use supported decision-making every day. 
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Supported Decision-Making Examples 
Consider the following examples from the National Resource Center for Supported Decision-Making to learn more about what supported 
decision-making is – and isn’t. 

Example 1: A person with a disability needs to decide 
how to manage their money. 
•  Scenario 1: No one discusses money with the person. They 

decide how to spend their money on their own. This isn’t 
supported decision-making. 

•  Scenario 2: Someone takes the person’s money and 
doesn’t give them choices about how to spend it. This isn’t 
supported decision-making. 

•  Scenario 3: The person discusses how to spend money with a 
member of their support system, works with others to develop 
a budget, or decides to open a joint checking account. 
These are examples of supported decision-making. 

Example 2: A person with a disability needs to decide 
how to spend their day. 
•  Scenario 1: The person does whatever they feel like, and no 

one discusses their work, activities or social life with them. 
This isn’t supported decision-making. 

•  Scenario 2: Someone else decides what the person should 
do and who they should see, and forces the person to do it. 
This isn’t supported decision-making. 

•  Scenario 3: In cases of supported decision-making, 
members of the person’s support team: 

–	 Help them find a job based on their interests 
–	 Respond to preferences about what they do every day 
–	 Teach them how to use public transportation 
–	 Talk with them about safety, consent and choices
 

within relationships
 
–	 Help the person explore all of their options so they can 

decide what’s best 

Applying Supported Decision-Making in Everyday Interactions 
Supported decision-making is an important part of the services you provide to our members, and it’s addressed in the Department of 
Intellectual and Developmental Disabilities (DIDD) Provider Quality Surveys: Quality Focus Area 3: Choice and Decision-Making. The ECF 
CHOICES program also offers a service called Decision Making Supports to enrolled members. This service offers up to $500 in one-time 
consultation, education, and assistance benefits to help family caregivers understand the legal, financial, and other decision-making 
supports and options available to members who can’t make some or all of their own decisions. 

Take a moment to think about how you help CHOICES and ECF 
CHOICES members decide how to, for example, spend their day. 
Also, consider all of the decisions people make in their lives – from 
where to live and work to how to make health care decisions, plan 
for the future, etc. People with disabilities may not always have 
the opportunity, knowledge or support to make decisions about 
their lives, but they still have opinions, desires and preferences. 
What additional supports can you offer to help a person with 
decision-making? What learning opportunities do direct support 
professionals and CHOICES and ECF CHOICES members have for 
supported decision-making? How can you help the members you 
support have more control over their daily lives? Thinking about 
these questions can help you in the interactions you have with 
members moving forward. 

For more information about supported decision-making, take a look 
at the resources below: 

•  National Resource Center for Supported 
Decision-Making: supporteddecisionmaking.org/ 

•  Tennessee Council on Developmental Disabilities: 
tn.gov/cdd/public-policy/supported-decision-making.html 

•  Disability Rights TN: disabilityrightstn.org/ 
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Professional Corner  

Loria Hubbard 
Director of IDD Programs, 
BlueCare Tennessee 
Loria Hubbard joined BlueCare Tennessee as the Director of IDD 
Programs in January 2021. Since 1995, Loria’s life work has been to 
support and empower individuals with disabilities and their families. 

For more than 17 years, Loria worked for The Arc Tennessee. In her 
roles there, she supported people with disabilities and their families 
in getting needed services and supports for success in education and 
community life. Most recently, she served as Director of Programs and 
Interim Executive Director. 

Loria’s family inspires her work in the disability field. Her son 
is a talented musician who plays guitar and lyre and is a writing tutor 
at a community college. Her daughter is a computer whiz. They both 
have disabilities. 

Loria holds a Bachelor of Science degree from Tennessee 
Technological University in Interdisciplinary Studies focused in 
Business and Human Behavior. She was a family representative in 
Vanderbilt’s LEND (Leadership Education in Neurodevelopmental 
Disabilities) Training Program and is a graduate of Partners in 
Policymaking Leadership Institute. 

“I am excited to be part of the dedicated, professional team at 
BlueCare Tennessee,” says Loria of her new role. “My goal is to 
achieve the best possible outcomes for the individuals we support by 
ensuring quality care, innovations and community collaborations. I think 
I am in a great place to do just that.” 
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Process Refresher: Enhanced Respiratory Care Authorization  

There are four types of enhanced respiratory care (ERC) services: 

• Chronic ventilator 

• Secretion management tracheal suctioning 

• Vent weaning 

• Sub-acute tracheal suctioning 

Here’s what you need to know about the authorization requirements 
for each. 

Chronic Ventilator and Secretion Management Tracheal Suctioning 
TennCare approves chronic ventilator and secretion management 
tracheal suctioning services following a pre-admission evaluation 
(PAE) submission in TPAES. Once these services are approved 
by TennCare: 

• We receive a report from TennCare notifying us about 
the approval. 

• Our CHOICES team in Nashville enters authorizations for these 
services after reviewing and confirming ERC approval in TPAES. 
This step is usually completed within two business days of 
receiving the report. 

• An initial authorization is faxed to the ERC facility. At the same 
time, we send a request to Eventa to visit the member and 
review on-site documentation to confirm ERC status. 

Important note: If your facility has an approved ERC PAE and you 
haven’t heard from us, please confirm in TPAES that a Medicaid Only 
Payer Date (MOPD) has been entered into your PAE and an enrollment 
date is noted. If you have questions about these two types of service 
authorizations, please email CHOICESNFForms_GM@bcbst.com. 

Vent Weaning and Sub-Acute Tracheal Suctioning 
Vent weaning and sub-acute tracheal suctioning service authorizations 
are approved by BlueCare Tennessee Utilization Management (UM). 

• Please download and complete the Ventilator Weaning 
and Sub-Acute Tracheal Suctioning Request form. Fax 
the authorization request, along with supporting medical 
documentation, to (423) 591-9398. 

• All requests are reviewed by the Medical Director. 

• While the Clinical Review Manager reviews and pends the 
authorization, we call the provider to let them know the 
request is pending and give them a reference/case number 
for the request. 

• We notify providers of our decision by phone, and if the 
authorization is approved, give the authorization number. 

Please note the UM team has up to 14 days to complete authorization 
review. If you have questions about the process or these two types of 
services, please call 1-888-423-0131. 
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New Tool for Workforce Tracking and Forecasting  

Our Workforce Development (WFD) team has developed a 
workforce tracking and forecasting tool to help providers identify 
and manage staffing requirements. The Excel-based tool, 
developed by BlueCare Tennessee Workforce Development (WFD) 
Analyst Ron Barton, is simple to use and can be modified to meet 
your unique operational needs. 

The tool includes a quick snapshot of retention numbers and 
trends, and it can be password-protected to maintain the integrity 
of your data. It also includes instructions for entering and analyzing 
necessary workforce data. You can use the tool to quickly access 
data needed to determine or adjust staffing levels and easily 
participate in important WFD discussions and surveys. For more 
details, please contact the WFD Specialist for your region: 

Specialist Region Email 

Ashanté Hodges, WFD Specialist West Grand Region ashante_hodges@bcbst.com 

Jerresha Tinker, WFD Specialist Middle Grand Region jerresha_tinker@bcbst.com 

Christian Ceccotti, WFD Specialist East Grand Region christian_ceccotti@bcbst.com 

Linda Carpenter, WFD Manager Statewide linda_carpenter@bcbst.com 

Reporting Fraud, Waste and Abuse  

When you report an incident that could be considered fraud, you 
and your agency are helping to save money for and safeguard our 
important health care system. You’re also helping to prevent others 
from experiencing personal losses. 

If you suspect another provider or even a member has committed 
fraud, waste or abuse, you have a responsibility to report it. 

We’re here to help you. If you notice something you think could be 
health care fraud, you can report it here or by calling our hotline at 
1-888-343-4221. After your report is made, we’ll work to detect 
and correct any cases of fraud, waste and abuse. 

Thank you for doing your part to prevent fraud, waste and abuse. 

Requirements for Supporting 
Members in ECF CHOICES 
Groups 7 and 8 

ECF CHOICES provider agencies may be eligible to become part of the 
network to support members enrolled in Groups 7 and 8 if they hold: 

• A Personal Supports Service Agency license from either the 
Tennessee Department of Mental Health and Substance Abuse 
Services (TDMHSAS) or the Department of Intellectual and 
Developmental Disabilities (DIDD) 

• An Outpatient Mental Health license from TDMHSAS 

• A Supportive Living or Residential Habilitation license from 
DIDD (this is a requirement for supporting Group 8 members only) 
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Group 7: Intensive Behavioral Family Supports 
ECF CHOICES Group 7 is designed for members with I/DD who are under age 21 and live with their family. These children and young 
adults are at imminent, significant risk of placement outside the home due to a behavioral/psychiatric condition, and their families have 
committed to actively participate in the program. Services provided through ECF CHOICES Group 7 include: 

• Intensive Behavioral Family-Centered Treatment, Stabilization • Individual/family therapy
 
and Supports (IBFCTSS)
 • Help coordinating psychiatry services 

• In-home, family-centered treatment combined with • Cross-systems crisis planning and response (available 24/7) Supportive Home Care 
• Collaboration with the managed care organizations’ (MCOs’) • Family-centered assessment Integrated Support Coordination Team (ISCT) 

• Behavior support (or other behavior management) plan 

Group 8: Intensive Behavioral Community Transition and Stabilization Services 
ECF CHOICES Group 8 combines 24/7 Home and Community-Based Services (HCBS) with intensive behavioral services. These services 
are designed for adults who have I/DD and severe behavior support needs. They include: 

• Behavior assessment • Decision-making supports counseling and assistance 

• Behavior support plan (ABA) • Individual education and training 

• Help coordinating psychiatry services • Peer-to-peer person-centered planning, self-direction, 
employment and community support, and navigation • Cross-systems crisis planning and response (available 24/7) 

• Specialized consultation and training • Collaboration with the MCOs’ ISCT 
• Adult dental services • Assistive technology, adaptive equipment and supplies 
• Employment services • Minor home modifications 

If you’d like to learn more about joining the ECF CHOICES Group 7 or 8 provider network, contact your assigned LTSS Provider Network 
Manager or email CHOICESProviderRelations@bcbst.com. 

News and Tips from Sandata 

We’ve included the latest updates from Sandata for help using its online tools. 

• The Sandata Documentation Library is available online for easy 
reference. You can find links to job aides, webinar recordings and 
full system documentation at: 

https://webtraining.sandata.com/tenncare/ 

The username for these resources is nhtraintn, and the
 
password is 3stars.
 

• Please review all schedules in advance of service delivery. 
Accurate scheduling increases the likelihood that visits will be 
confirmed systematically. This helps ensure higher compliance, 
with fewer manual confirmation requests and less time spent on 
Santrax Maintenance. 

• Santrax maintenance shouldn’t be performed on a schedule 
that’s in progress. Please wait until a schedule is completed 
before merging calls or requesting manual confirmation. The best 
practice is to work on the previous day’s Santrax maintenance 
each day. 

• Please monitor each day’s current schedule for late and 
missed visits. 

• Sandata launched a new Chat Feature in July 2020 for easier 
access to tech support. This feature automatically opens a dialog 
with a customer support representative (no robots) and allows 
you to submit questions and feedback on your experience. This 
feature can be found on the top navigation bar. 
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A New Process for Reportable Events Management  

CHOICES and ECF CHOICES providers are already familiar with critical incident and reportable event reporting for the members they 
support. Soon, critical incidents and reportable events will be integrated into a Reportable Event Management (REM) reporting process 
for all HCBS providers. 

A Joint Effort 
The Division of TennCare, DIDD, all three MCOs and HCBS providers worked together to create an REM process that lessens the 
burden of significant events reporting and streamlines quality and consistency. REM is a comprehensive approach to understanding and 
preventing future occurrences of reportable events, so the process is also expected to identify applicable system policies, rules, guidance 
or other procedures that may have contributed to the reportable event. Additionally, the REM approach will help ensure that our members 
and their involved family members and other natural supports are educated about dignity of choice, including: 

• Informed decision-making • Risk mitigation 

• Tolerable risks • How to safely report an event that compromises health, safety, 
individual freedom and quality of life 

The REM Process 
Provider agencies will designate a staff member as a Reportable 
Event Management Coordinator (EMC), who we’ll train on 
reportable event management. This staff member will be the 
provider’s lead for reportable events, responsible for tracking 
and analyzing reportable events, and our main point of contact at 
the agency for reportable events. Agencies will also designate a 
Provider Investigator to investigate Tier 2 Reportable Events. 

DIDD will triage and provide oversight of allegations reported 
through the Abuse Hotline in collaboration with BlueCare 
Tennessee. Those reportable events determined to meet the 
criteria for a Tier 1 Reportable Event will be investigated by DIDD. 

We’ll share more information about REM, training and other 
resources once there’s a date for implementation. For more 
information, including an REM introductory video and upcoming 
training dates, visit tn.gov/didd/rem.html. 

Committed to Service 

As your partner in serving our CHOICES and ECF CHOICES members, we’re committed to providing you unmatched service and support. 
Stay current with the most current news and program guidance. Visit us at bluecare.bcbst.com to find resources, updates and the most 
recent version of the CHOICES newsletter. 
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Provider Network Manager and Workforce Development Contacts 

Manager Region Phone Email 

Cortney White, Supervisor Statewide (423) 468-0220 cortney_white@bcbst.com 

Mark Watson, Provider Network Manager Middle (615) 565-1937 mark_watson@bcbst.com 

Marcus Simon, Provider Network Manager Middle (423) 509-4558 marcus_simon@bcbst.com 

Britney Douglas, Provider Network Manager Statewide (615) 427-3782 britney_douglas@bcbst.com 

Tanya Glover, Provider Network Manager Middle (615) 386-8646 tanya_glover@bcbst.com 

Komeisha Rodgers, Provider Network Manager East (865) 588-4686 komeisha_rodgers@bcbst.com 

LaTasha Cole, Provider Network Manager East (901) 544-2002 latasha_cole@bcbst.com 

Tara Maffett, Provider Network Manager East (423) 309-8495 tara_maffett@bcbst.com 

Marilyn Turner, Provider Network Manager West (901) 544-2459 marilyn_turner@bcbst.com 

Recie Gunartt, Provider Network Manager West (901) 544-2095 recie_gunartt@bcbst.com 

Anitra Rogers, Provider Network Manager West (901) 544-2093 anitra_rogers@bcbst.com 

Linda Carpenter, Manager, Workforce Development Statewide (615) 542-3274 linda_carpenter@bcbst.com 

Jerresha Tinker, Workforce Development Specialist Middle (615) 290-6360 jerresha_tinker@bcbst.com 

Christian Ceccotti, Workforce Development Specialist East (423) 290-9284 christian_ceccotti@bcbst.com 

Ashanté Hodges, Workforce Development Specialist West (901) 208-5577 ashante_hodges@bcbst.com 

Where to Turn for Help 

Your Service Need Operational Area Contact 

Eligibility Services, Claims, Inquiries 

General Contracting/ 
Credentialing Questions 

BlueCare Provider Services/ 
Eligibility Service Line 

Provider Network Services/ 
Credentialing 

1-800-468-9736 

1-800-924-7141, ext. 5775 
(Provider Network Services) 

1-800-357-0395 (Credentialing) 

Member Related Questions/Supports, Member 
Emergencies (After Hours/Weekends Only) 
During Regular Hours Contact Coordinator Directly 

Support/Care Coordination 1-800-262-2873 

Sandata/EVV Tech Support Sandata Client Relations (EVV) 1-855-389-4843 

Availity Claim Submission Tech Support Availity 1-800-282-4548 

CHOICES Web Portal Claims Tech Support e-Business (423) 535-5717, select option 2 

Provider Education, General Provider Support, 
Assistance with Contracting/Credentialing 

Authorizations Support, 
General Billing – Release of Units 

Change of Ownership Notifications, 
Questions/Concerns 

CHOICES/ECF Provider Relations 

Provider Inquiry Specialist Team 

CHOICESProviderRelations@bcbst.com 

ProviderAuthIssues@bcbst.com 
OR call 1-800-747-8955, select option 2 

Provider_CHOW@bcbst.com 

GPS Tablet Replacement, Tablet Exceptions Provider Specialist Team CHOICES_EVV_Device@bcbst.com 

How Are We Doing? 

As a valued BlueCare Tennessee provider, we welcome your feedback and want to hear from you. If you have questions and/or concerns 
about a process, or if there’s an individual that you’d like to point out for good service, please email us at: CHOICESProviderRelations@ 
bcbst.com. We look forward to hearing from you. 
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