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Dear Provider, 

This week, we are sharing the following provider updates — see below to learn more. 
• Quest Diagnostics Transition Reminder—Action Required 
• Attention Discharge Planners—Webinar on December 16 
• Medicaid Provider Manual Updated Online 
• Attention Behavioral Health Providers: ACT/MST/FFT Authorization 

Reinstatement 
• Enhancements to the Authorization Workflow in Jiva 
• Converting HealthTrio Accounts To Direct Log In—Action Required 
• Authorization Updates Effective February 1 

Quest Diagnostics Transition Reminder—Action 
Required 

We previously announced that Quest Diagnostics (Quest) will be the exclusive 
independent national laboratory provider of clinical laboratory and anatomic pathology 
services for members of Sentara Health Plans commercial and government programs 
beginning January 1, 2025. 

The following steps are required for readiness on January 1: 
1. Call 1-866-MYQUEST (1-866-697-8378) to establish a Quest Diagnostics 

account. 
2. Authorize the interface between Quest and your electronic health record (EHR) 

vendor by submitting the information listed below 
at getmyinterface.com/request.cgi: 

https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#Quest
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#Webinar
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#Webinar
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#BH
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#BH
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#Jiva
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#HealthTrio
https://outlook.office.com/mail/inbox/id/AAQkADQ4NDk1ZTFjLWRmMTEtNDAxZS05NjgzLTEwZDc2MTg1NDk4ZgAQAL6Z2YN18PVOhaB88Ht66J0%3D#Authorization
https://secure-web.cisco.com/15UXAR3A3yZuBEUKSwBbDu7YTcBcJHWS4qxhlc2D_HifdldWSTyOtinpEXbs_3WRgCt6TftRjmy4_9gN2o45F4hbfTk55wFzkEKWNtPOyTkkPpkDcdR0GdVY7QJtgv83dbzOa-B0ZqSY42Z1NQ905o1hZl8OP6Lv2axvML1M_Zl7jn8zSRi1M8a9URaRT6D-s3HD6wkGftgMG3UAqNXeXpqh3D_xOPv9ZhFBOs1p8sVK5eWTthi1bQAGVNr3Oyh35yQy2QIk7IeOeJ6JBGUU4-p-oWVnM3CmUIEP9ENyO7e8H1VDENVWz3CvGRmBPRIth/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e21b33409ab7ed512a145ab2ee78957b1fe8254685e259d94c2874c20772ea5592da6785db8914f44fdfd2300ad7e8ba7aff6584a8a6ea48d6
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o Quest account number 
o EHR vendor name 
o Zip code 

3. Request your invitation for provider training on Tuesdays at 8:30 a.m. and 
Thursdays at 4:00 p.m. 

By ensuring readiness on January 1, your patients will have immediate access to 
conveniences such as:   

• Access to over 40 Patient Service Centers in Virginia 
• Online appointment scheduling via questdiagnostics.com/appointments 
• Walk-in service with wait times prominently displayed 
• Lab results delivered directly to a mobile device or computer through MyQuest™ 
• Financial responsibility estimates at the time of service 
• Lower out-of-pocket costs in many cases when they select Quest as their in-

network provider 

For support, you may submit an email to onboardingsupport@questdiagnostics.com. 

Attention Discharge Planners—Webinar on 
December 16    

Discharge planning teams are encouraged to register for the upcoming webinar, How 
Patients Benefit from the Care Management and Discharge Planning Partnership. 
This session will explore the advantages Sentara Health Plans members gain through 
effective communication and collaboration between care management and discharge 
planning teams. 

Attendees will learn to differentiate between health plan care management and 
discharge planning, discover online care management resources, obtain Sentara Health 
Plans care management contact information, and can have their questions answered.   

Medicaid Provider Manual Updated Online 

The annual review of our Sentara Health Plans Medicaid Provider Manual has been 
completed. This version includes regulatory and operational updates on topics such as: 

https://secure-web.cisco.com/1cSckq9ze6FUlgLH1dkzkR4aD4oaYZrsfm_lYVdXbEczn6MvAFYche-z4DYMt9bTanNjQ8PLfqCssnQWTZ98tKo9WjWPhQ_hLqzYqqAMrM2llzY9J_cJb7qLS-WY6r1k7S7lscYR-7u3ipkXUKv0X5Yv29FUwo94-XMe7U-Dt3LBVa6dV-1E7ISXhlxtMU_5psu01RLa7YzI_wfIO5m4RMzZr8e7a5f3sQqTM5MEBfZC4Xt5Acf9lIp-tgDalskAYqJkr85hX4rWyJ4xICXEez95n50xtgz1QS27JPOAwP0-9HFfC9yyjnm3vE7xToiX3/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2612cf1226c56a878108c112d14ed73e30c873c8854e60f46d29e5ccc12e7b12e4df5deab7168ffb80c954b38094fb571197911571ee39a88
https://secure-web.cisco.com/1cJN9rfeE5x_yVlasO-IiBEUywPtdpa99RTjf4CUEpGA1jjvxclkZC2dGdBdqSx1OgXQ-TMzki7FXNbd7riY9etWhNNhUOeD4Trubdggex9g_O1mc4i0WsUaKRlykTwK0n6kLZ-CkUR2ko2tDmpVvGFXAygTqkmn6cLUENg5yuneBp3gumocFc7OlC5xUAzQfMtDQO78CK7-kH9GxxgrQZI5S-PC8Dzg34zMH-FY0XlmvPNzDAlUwudkb0g9cWB2WLM3qlORCiG2yAgJtM2t4BqdiHdNM3XMRGHaHaG1KflxaXmKxyWm2QceQAhLIuFYP/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e23186280d71323b774411467a0f57c8b8b209db44c7d21da345e079f77c01f295b8f0d441d0751a5b01126273553413194b7f28506148b0dd
mailto:onboardingsupport@questdiagnostics.com?subject=
https://secure-web.cisco.com/1u59ZJ7AeeM6fNiHGJ2BP8ts2pAf7JxJi-iX9nyu4n83RYBz95TdRosFm3CSxj6e_23l6J6vrRdrRorBdfSgQF5U7OG04sQhjxXu-_X2rqKpa4xu1R1YQl2iKwO9qa4nXGPxO9PxZNQQ9O0BlI_GTWKmBYL4HIZk4h8M9oKrSSByR5KaEGcewI7M1YTuztKT3B5ka-hmzJJLyRIlh1id4zkoal9zyg7fIuqcWqifJk7r9FE8nEy7y6yzpjjcx02T0I3KLt1jwo9pYqGhOkQ7lrY1zD0IMcEJVQ3LFb0PkQe1GvYSNbod3-S0k5V4RnayB/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2ed59e711c28d4bbba7f9184978d80a2aed88e73ed6d284410854672934064ac4b489ddd298bed920624ba6ad28bff90194430b6f18cdedcf
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• Credentialing 
• Accommodating Members with Disabilities/Special Needs Members 
• Direct Access to Specialists 
• Early and Periodic Screening, Diagnostic and Treatment (EPSDT), Referrals, 

and Treatment 
• Overpayments 
• Emergency and Post Stabilization Services 
• Provider Notification of Appeals and Grievance Processes 
• Disclosures of Ownership and Control 
• Subcontractor, Vendor, and Agent Compliance Program 

All Sentara Health Plans Provider Manuals can be found here. 

Attention Behavioral Health Providers: 
ACT/MST/FFT Authorization Reinstatement 

The Department of Medical Assistance Services (DMAS) has requested that we 
reinstate the authorization requirements for Assertive Community Treatment (ACT), 
Multisystemic Therapy (MST), and Functional Family Therapy (FFT) to obtain 
information which requires validation through the authorization process and is not 
available in the claim review process. To facilitate the reinstatement, Sentara Health 
Plans behavioral health utilization management requests a list from all service 
providers, using this template, for ACT/MST or FFT services for members that are on 
service, and expect to be on service on January 2, 2025, and after. Initial approvals for 
this service will be based on the following: 

1. ACT authorizations: 
o Member on service zero to one year–approval will be for eight months. 
o Member on service one to two years–approval will be for six months. 
o Member on service two to three years–approval will be for five months. 
o Member on service three to four years–approval will be for four months. 
o Member on service over four years–approval will be for three months. 

2. MST/FFT: 
o Service authorizations will be sent through end date of service you list on 

the template (not to exceed five months from January 1, 2025). 

https://secure-web.cisco.com/11RvqfdDXUrto9S_Qj112InOST6zMDCV5Ve_tO86-TbkWdS8_wrXSJeJcO5E9Pr6AqiGVzkuMjflzqvGOq1cLtVp1i5w2kawLSQ_vIxqtQsqxY5i5TerHYPnshsb86sH2bpZw0GIcyov0H6-T00MMIJtFnW3Y9vLHtarLgGGra6XqkL3nMSdGrohaD3Ai54PQWB0whAj9H2s92pguLPrzun7r_kD1vsKpfBHyHeKcH4ZRIz5_uVMIyTQyapZ0zccxE1uVXk7eOhYTK-AO7jOMKANiFVlimDglcgIrlA9FRJglwD_E4GyZWaCpVxz1_ViE/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2a904771976e2d1a51ecfca84f80b9fa19879e6ddd9b1ad44a84e840f0ebc7fef27c7512d6f61d08655befed1c5efee991208dd1466692b94
https://secure-web.cisco.com/1M0KSBtHdm_EaBpgbsKrv-O2ewZa64bDiUrIstDsre0X1cBoWTabgZeSa1j5awZB-o6sLVnz4ouVezi5vOyfbduszUCWPw3YzbPrN5WMgEQzk5v5tvAlbqIs95FMUqeBHuRLxMEK4qH1H2rQyogGFF7TovAayWwv0zYtDHYcreQpGuSSOXM_zuHuB8-q8ify7u8B3HYw0MTOwUByDSrvs14dr4Ma11Oj4YAOA7s3m5RaSyIvzyP42R9Zue_Q9OjzzEMs1ChPiP0VCAz2GNIGY1jKV-aYBikenrFnwaQVu7zBkvym1Va6LBTMMopf83F7C/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2c020b8f085737ce008f8104200eae603394651272eb928fda4059650b9a5b41643520433451d416e29323e823d8c1335f25543ddbc6b4162
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For efficiency, please download the template, compile your lists, and send them 
now. Please send only one list per provider. Starting on January 1, you may submit 
authorization requests for new or ongoing services for members individually with the 
required information per DMAS manual, and within the DMAS time frames for 
submission. We are requesting that initial/ongoing services for ACT be sent at six month 
increments to avoid denials. The list should be emailed to kxbeers@sentara.com. 

If you have any questions or concerns, please contact your network educator 
at contactmyrep@sentara.com.   

Enhancements to the Authorization Workflow in 
Jiva 

The PAL list will be integrated into Jiva starting on December 15, 2024, and will be visible in 
the JIVA production environment when providers log in on December 16, 2024. The 
authorization submission process is unchanged, but the following alerts have been added to 
the workflow to improve the provider’s experience. These alerts will be visible in the JIVA 
application. 

This will be a hard stop alert in the provider portal that providers will see: 

• “No authorization required” or “Authorization needs to go to the delegated 
vendor” 

Additionally, during the EDPST process the assigned nurse will receive an alert when an 
authorization is required, but the rendering providers will still be required to move the 
authorization. 

Converting HealthTrio Accounts To Direct Log 
In—Action Required 

You must convert your HealthTrio account, currently used to access the former Virginia 
Premier Portal (Sentara Health Plans Claim Reconsideration Portal), to a direct log in 
account before HealthTrio is retired on December 31, 2024. Log in normally through 

mailto:kxbeers@sentara.com?subject=
mailto:contactmyrep@sentara.com?subject=
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HealthTrio, navigate to the portal, and then look for the "Important Messages" area to get to 
the account migration page. 

By completing the account migration process, you will be able to retain your claim 
reconsideration history as well as current taxpayer identification numbers (TIN) access for 
your Virgina Premier HealthTrio accounts (those that share the same email address). Each 
unique email address used for HealthTrio accounts would need to be migrated separately to 
a unique direct log in account. 

Note: A countdown notice is now prominently displayed on the logged in landing page of 
the portal to ensure awareness of the number of days remaining to complete this action. 

Authorization Updates Effective February 1 

Sentara Health Plans has a new medical policy weblink available to access all current 
behavioral health, durable medical equipment, imaging, medical, obstetrics, pharmacy, and 
surgical policies. You can access this at sentarahealthplans.com/providers/clinical-
reference/medical-policies. 

Visit our website to view the most recent authorization updates. 

Sincerely, 
Your Sentara Health Plans Team 

  
Register for upcoming provider webinars 
View current policy and operations changes 

https://secure-web.cisco.com/1g3g-6Q6KNmQvOZjO06SWe88SKDHqm83uRlXCW0TS6offICLJdf3gzPY28Xz6ElktDcfNlpUkszrILgO9XgFZWgEY9jh_3tTDwujqfHxfqLKhU8GmbzuT7d3kPADKaekV7LUes3eaH32sTbSBVHGgZc4DHUY2HLfk89SpW6PkFOT8c1jA5uJDKA38tB_lssA167bk-bM974uQ_OwkkBsG4TBOEaJARRFhb2P69msqJS29ZywxOS1EodPs-RVGYwdOXaB37B_fwvzlr908Bsmle_iLIXPdSVgqxAloeuo8qLV_bWCiVJpKoA3ZpwvwWIIX/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2b588c1ab407dce256c691817390442ebce0222bd239f0be0b30d94541c70c915fcad52aeae1ac0448c188e9e73aa8d66455b65e11aa14c6d
https://secure-web.cisco.com/1g3g-6Q6KNmQvOZjO06SWe88SKDHqm83uRlXCW0TS6offICLJdf3gzPY28Xz6ElktDcfNlpUkszrILgO9XgFZWgEY9jh_3tTDwujqfHxfqLKhU8GmbzuT7d3kPADKaekV7LUes3eaH32sTbSBVHGgZc4DHUY2HLfk89SpW6PkFOT8c1jA5uJDKA38tB_lssA167bk-bM974uQ_OwkkBsG4TBOEaJARRFhb2P69msqJS29ZywxOS1EodPs-RVGYwdOXaB37B_fwvzlr908Bsmle_iLIXPdSVgqxAloeuo8qLV_bWCiVJpKoA3ZpwvwWIIX/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2b588c1ab407dce256c691817390442ebce0222bd239f0be0b30d94541c70c915fcad52aeae1ac0448c188e9e73aa8d66455b65e11aa14c6d
https://secure-web.cisco.com/18FukYi_ABXq0P-thFmfJ_1rkxj7yqyy2KO3to0gtXGW2vZL39ySsi6LS0T4Aey5eQWuPpi3yhmX0gl4Y0YWS4QtNmtljGirBKDzSnFP59Tm8F_1ZKuGBuNthZaI4eegw5429cmsp3YzuJwCVViCCWxnY1H685AD5R6kFuVuK5--XycOc2pbvO-kaAFr8-WTZbv3sKjDm8_yB9GesKrPRX3csleAN4SFQMVAPW37mP6sp4Xa3PLA71toz1r3E2vYKCDEveKA2Sjb33PVpr53eJBkc3skqVU8j3Mvo0Uwe9yosoXQCbrXbjzNa2wKadnqA/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D82effd002c7816e2465d4cc1a7f5100d0fb0de988f8f6eeff1546c8827361331bd620b4eb4bfa63f4dc842a298319c15efb63038eae80d10bf68d6d3605e1364
https://click.email.sentarahealthplans.com/?qs=6aee3aaaac5410d8d8b2b6243dc06c9b76127375cf4711fe6b14cbb8363388e74404fa521011223445f3028b15d8c0405405b4191d5e88c5652c1a813af9a570
https://click.email.sentarahealthplans.com/?qs=6aee3aaaac5410d8aaa1715fa681ed2f356541bf32f0e6f732183064d56ce1aca155673674c2ae5b161db023db0af0a8b65e9690e6bccc128928c8e74c45281d
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