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Dec. 1, 2017 

 

Subject: Manual EVV Claim Entries Require Supporting Documentation 

The Centennial Care managed care organizations (MCOs) are committed to ensuring providers 

have the tools and resources they need to provide Personal Care Services (PCS) to Centennial 

Care members. We would like to take this moment to inform PCS agencies of the appropriate 

use of manual Electronic Visit Verification (EVV) claim entries. 

Effective Jan.1, 2018, any claim that is manually entered (i.e., web-entered) into the EVV 

system, AuthentiCare, will require the agency to gather and maintain supporting documentation. 

For manually entered claims, the reviewing MCO may require this supporting documentation 

before payment is issued. It is the agency’s responsibility to maintain this documentation and 

establish records retention policies that are compliant with your individual contracts with the 

MCOs and your Medicaid Participation Agreement with the State of New Mexico Human 

Services Department. Providers should enter the supporting documentation in the notes field in 

the AuthentiCare system. The table below lists the exceptions and the appropriate documentation 

needed to issue payment for manual claim entries. 

Exception Required documentation 

Tablet malfunction 

The issue reference number and/or other documentation that 

demonstrates outreach to Mobility Exchange (ME) or 

AuthentiCare. 

Smartphone malfunction 
The issue reference number from the mobile network carrier, 

such as Verizon. 

Interactive voice response 

(IVR) system is unavailable 

or landline is disconnected 

The issue reference number that indicates outreach to either 

AuthentiCare for IVR issues or to the member’s landline 

network carrier. 

Tablet order was not delivered 

prior to services being 

rendered 

The confirmation of the date the tablet was ordered and the 

date the tablet was delivered from ME. 

Note: Five to seven business days is the timeline provided for 

tablet delivery. 

Inclement weather  
Documentation from the PCS agency that supports the use of 

manual claim entries. Explain the reason for the manual entry. 

Electrical outage unrelated to 

inclement weather 

Documentation from the PCS agency that supports use of 

manual claim entries. Explain the reason for the manual entry. 

Authorization issue 

Documentation that supports outreach to the MCO for 

assistance in researching the issue. Include the date of 

discussion. 
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Exception Required documentation 

Substitute caretaker  

Documentation from the agency that indicates a change in 

caretakers.  

Note: Manual claim entries should only be used if notification 

of substitution was not received in a timely manner and you 

are unable to reschedule the service in AuthentiCare. 

If you have any questions or concerns regarding this communication, please use the information 

enclosed to contact your provider representative from any of the MCOs with whom you are 

contracted.  

Thank you for your continued partnership. 
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MCO’s Provider Representative Contact Information 

 

 

 

Felicity King 

Felicity_King@bcbsnm.com │505-816-4207 

Bernalillo County – Any agency with legal entity name starting with 

letters A – M and all counties north of Bernalillo 

Trish Eichwald 

Patricia_D_Eichwald@bcbsnm.com   505-816-4230 

Bernalillo County – Any agency with legal entity name starting with 

letters N – Z and all counties south of Bernalillo 

 
Leeann Kaminski 

Leeann.Kaminski@MolinaHealthCare.com │(505) 384-0352 

 

Adam Bailey 

abailey5@phs.org │(505) 923-5407 

Orlando Gonzalez 

ogonzalez3@phs.org │(505) 923-6205 

 

Christina Salgado  

christina_c_salgado@uhc.com │(575) 589-1984 

Counties: Catron, Chavez (south of Reserve), Grant, Hidalgo, Luna, 

Dona Ana, Chavez, Eddy, Lea Lincoln, Otero, Sierra 

Cynthia Cordova-Rivera 

cynthia_a_cordova-rivera@uhc.com │ (505) 449-4328  

Counties: Bernalillo, Tao, Rio Arriba, Los Alamos, Santa Fe, 

Valencia, Torrance, Socorro 

Jacque Daniels  

Jdani33@uhc.com │ (505)632-4282 

Counties: Bernalillo, San Juan, Sandoval, McKinley, Cibola, Catron 

(north of Reserve) 
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