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Supporting you — our trusted providers — and your Aetna® patients on 
their path to better health is always our top priority. And our quarterly 
provider education bulletin helps make working with us simpler. We 
send useful information, tools, tips and resources straight to your inbox. 
So you can spend more time focusing on your patients’ health.

As  always,  we  welcome  your  feedback 

Just  send  your  questions,  comments  and  ideas  for  future  articles  to 
NewProviderTraining@Aetna.com. 

Thank  you  for  being  a  part  of  our  network. 

Today's  news 

We’re  sharing  the  importance  of  updating  your  provider  data  to 
ensure  that  patients  can  find  you  to  access  care. 

Tomorrow's  news 

We’re  sharing  how  we  make  behavioral  health  clinical  criteria 
determinations  and  where  you  can  go  for  more  information. 

Update  your  cultural  competency  provider 
data 

Doing  so  helps  ensure  that  members  will  find  you  and  get 
equitable  access  to  care. 

Understanding  the  importance  of  cultural  competency  and 
health  equity  in  health  care  can  help  improve  your  patients’ 
overall  health  care  experience  and  drive  positive  health 
outcomes.  The  Centers  for  Medicare  &  Medicaid  Services 
(CMS),  National  Committee  for  Quality  Assurance  (NCQA) 
and/or  state  regulators  are  also  making  cultural  competency 
and  health  equity  a  required  priority. 

To  ensure  equitable  access  to  care,  health  plans  are  being 
asked  to  collect  and  display  your  race,  ethnicity,  language  and 
cultural  competency  information. 

Individual  providers 

Please  take  a  moment  to  complete  our  new  requirements 
individual  provider  information  form  —  for  just  yourself  or  for 
multiple  providers.  We’ll  publish  this  information  in  our  provider 
directories  (commercial,  Medicare,  and  Medicaid,  as 
applicable). 

You  can  watch  this  cultural  competency  training  video  to  learn 
more  about  cultural  competence  and  the  key  role  you  play  as  a 
provider.  Visit  the  Aetna®  and  CVS  Health®  Health  Equity

Clinical  Education  Hub  to  access  free  online  educational 
resources  and  earn  digital  badges  for  display  in  our  directories. 
Your  course  completion  will  be  received  electronically  through 
our  monthly  reporting  file,  and  your  digital  Cultural  Competency 
badge(s)  will  be  displayed  in  our  provider  directories. 

Hospitals  and  other  facility  providers 

If  you’re  a  hospital,  managed  care  office  or  a  free-standing 
facility,  please  complete  our  new  requirements 
hospital/facility  information  form.  This  information  will  be 
published  in  our  provider  directories  (commercial,  Medicare, 
and  Medicaid,  as  applicable).  Select  the  facility  form  to  submit 
updates  for  multiple  facilities. 

What  happens  if  you’re  contracted  with  Aetna  Better  Health 
(ABH)  (Medicaid,  Medicare-Medicaid  plans)? 

On  the  data  submission  form,  we  ask  if  the  provider  or  facility  is 
contracted  with  ABH  (Medicaid,  Medicare-Medicaid  plans).  If 
so,  use  the  above  individual  and/or  hospital/facility  form  links  to 
verify  that  we  should  update  our  ABH  system  with  this 
information  as  well. 

Save  a  phone  call  and  submit  an  electronic  inquiry 

If  you  have  questions  regarding  updating  your  provider  data  or 
the  forms  provided,  simply  visit  our  Contact  Aetna  page  to 
submit  your  inquiry.  Our  response  will  be  sent  directly  to  your 
inbox. 

We're  here  for  you.

Learn  how  to  do  business  with  us  simpler 
and  quicker.  

Just  attend  our  Doing  Business  with  Aetna  webinar  on  the 
second  Tuesday  or  third  Wednesday  of  each  month  from 
1:00  PM  to  2:15  PM  ET.  Ask  questions  and  get  answers  on  the 
spot. 

We’ll  show  you  how  to: 

Locate  provider  manuals,  clinical  policy  bulletins  and 
payment  policies 
Access  online  transactions  such  as  those  related  to 
eligibility,  benefits,  precertification,  and  claim 
status/disputes 
Locate  Availity®  Help  and  Training* 
Access  our  online  forms 
Navigate  to  our  provider  referral  directory  and 
Medicare  directory 
Update  your  provider  data,  and  much  more 

*Availity® is available only to providers in the U.S. and its territories. 

Aetna® is the brand name used for products and services provided by one or more of the 
Aetna group of companies, including Aetna Life Insurance Company and its affiliates 
(Aetna). 

All registered trademarks, company names, products and services are the property of their 
respective owners. 

Help/contact us: 

If you have any questions, please contact us. 

Want to stop receiving email messages like these? Unsubscribe at any time. 

We are located at 151 Farmington Avenue, Hartford, CT 06156. 
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This  is  day  two  of  our  provider  education  fall  series.  Today’s  edition 
focuses  on  our  behavioral  health  clinical  criteria  and  how  we  make 
coverage  determinations.  So  you  can  get  back  more  time  in  your 
day  and  focus  on  your  patients’  care. 

We’re  committed  to  bringing  useful  information  straight  to  your 
inbox.  The  goal  is  to  help  you  —  our  trusted  health  care  providers 
and  staff  —  stay  in  the  know  about  processes,  guidelines  and 
workflows  to  better  serve  our  members  and  get  paid  faster. 

Stay  in  the  know  —  join  our  distribution  list 

You  and  your  team  can  stay  informed  by  joining  our  Aetna® 
OfficeLink  Updates™  (OLU)  provider  newsletter  distribution  list. 
Simply  complete  our online  form.  We’ll  send  the  monthly  and 
quarterly  editions  of  OLU,  the  provider  education  bulletin  and  other 
educational  content  directly  to  your  inbox. 

Suggestions? 

As  always,  if  there  are  any  specific  topics  that  you  would  like  us  to 
consider  for  future  articles,  just  send  your  suggestions  and  ideas  to 
NewProviderTraining@Aetna.com. 

Today's  news 

We  share  how  we  make  behavioral  health  coverage 
determinations  and  where  you  can  get  more  information. 

Behavioral  health  clinical  criteria  
Read  about  how  we  determine  coverage  and  where  to  go  for  more 
information.  

How we determine coverage 

Our  medical  directors  make  all  coverage  denial  decisions  based  on 
behavioral  health  clinical  criteria.  Only  our  medical  directors, 
psychologists,  board-certified  behavior  analysts-doctoral  (BCBA-D)  and 
pharmacists  make  denial  decisions  for  reasons  related  to  medical 
necessity.  (Licensed  pharmacists  and  psychologists  review  coverage 
requests  as  permitted  by  state  regulations.) 

Where  state  law  mandates,  utilization  review  coverage  denials  are 
made,  as  applicable,  by  a  physician  or  pharmacist  licensed  to  practice 
in  that  state. 

Behavioral  health  staff  use  evidence-based  clinical  guidelines  from 
nationally  recognized  authorities  to  guide  utilization  management 
decisions  involving  precertification,  inpatient  review,  discharge  planning 
and  retrospective  review.  Staff  use  the  following  criteria  as  guides  in 
making  coverage  determinations,  which  are  based  on  information  about 
the  specific  member’s  clinical  condition: 

Aetna  clinical  policy  bulletins 
Guidelines for coverage determination 
Centers  for  Medicare  &  Medicaid  Services  (CMS): National 
Coverage Determinations (in the shaded blue box at the top of the 
page); Local Coverage Determinations (under Coverage Process); 
and Medicare Benefit Policy Manual (under Related Instructions) 
American  Society  of  Addiction  Medicine  (ASAM)  Criteria: 
textbook, third edition (applies only to our commercial line of 
business starting on January 1, 2024). The ASAM criteria content 
is copyrighted. Contact  the  American  Society  of  Addiction 
Medicine  for  information  on  how  to  purchase  it. 
Substance use disorder care in New York state: Level  of  Care  for 
Alcohol  and  Drug  Treatment  Referral  (LOCADTR)

LOCUS and CALOCUS-CASII 
CMS Medicare Prescription Drug Benefit Manual 
CMS Medicare Managed Care Manual 

States  may  also  mandate  the  use  of  other  criteria  and  guidelines. 

Hard  copies 

Need hard copies of a specific criteria for a specific determination? 
We’re here to help. Visit our Contact  Aetna page. 

We're here for you. 

Learn how to do business with us simpler 
and quicker. 

Just attend our Doing Business with Aetna webinar on the 
second Tuesday or third Wednesday of each month from 
1:00 PM to 2:15 PM ET. Ask questions and get answers on the 
spot. 

We’ll show you how to: 

Locate provider manuals, clinical policy bulletins and 
payment policies 
Access online transactions such as those related to 
eligibility, benefits, precertification, and claim 
status/disputes 
Locate Availity® Help and Training* 
Access our online forms 
Navigate to our provider referral directory and 
Medicare directory 
Update your provider data, and much more 

*Availity® is available only to providers in the U.S. and its territories.

Aetna® is the brand name used for products and services provided by one or more of the 
Aetna group of companies, including Aetna Life Insurance Company and its affiliates 
(Aetna). 

All registered trademarks, company names, products and services are the property of their 
respective owners. 

Help/contact us: 

If you have any questions, please contact us. 

Want to stop receiving email messages like these? Unsubscribe at any time. 

We are located at 151 Farmington Avenue, Hartford, CT 06156. 

Privacy Statement | Terms of Use | Privacy Information 

©2025 Aetna Inc. 
5729850-02-01 (08/25) 

Today's news 

We share how we make behavioral health coverage 
determinations and where you can get more information. 
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