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ALJ - Administrative Law Judge
CMS - Centers for Medicare & Medicaid Services 
DME - Durable Medical Equipment
HH - Home Health
HHH - Home Health & Hospice
MAC - Medicare Administrative Contractor
OMHA - Office of Medicare Hearings and Appeals
PAE - Part A East
QIC - Qualified Independent Contractor

Acronyms in this Presentation
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• Medicare Fee-For-Service (FFS) Appeals Process Overview
• Medicare Appeals Demonstration
• Scope of the Part A Appeals Demonstration
• Eligible Jurisdictions
• Demonstration Features
• Telephone Discussion Process
• Benefits to Telephone Discussion Participation
• Frequently Asked Questions
• Reopening Process Benefits
• Reopening Process – Provider Actions
• Education & Outreach
• Questions

Agenda
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• Level 1: Redetermination by a Medicare Administrative Contractor (MAC)

• Level 2: Reconsideration by a Qualified Independent Contractor (QIC)

• Level 3: Decision by the Office of Medicare Hearings and Appeals (OMHA)

• Level 4: Review by the Medicare Appeals Council 

• Level 5: Judicial Review in Federal District Court

Medicare Fee-For-Service (FFS) Appeals Process Overview
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C2C is a Qualified Independent Contractor (QIC) processing second 
level appeals (reconsiderations) for CMS. 

C2C currently is adjudicating Medicare appeals on behalf of CMS for:
• QIC Part B (North) - 35 northern states, Washington DC, and three U.S. territories. 
• QIC Part B (South) - 15 southern states and two U.S. territories. 
• QIC Part A (East) - 26 eastern states, Washington D.C. and two U.S. territories. 

This jurisdiction also includes reconsiderations involving MSP recoveries. 

Who is C2C Innovative Solutions, Inc. (C2C)
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January 1, 2016: Centers for Medicare & Medicaid Services (CMS) 
implemented the Telephone Discussion and Reopening Process 
Demonstration in the Durable Medical Equipment (DME) QIC Jurisdiction

• The demonstration was originally limited to oxygen and glucose diabetic testing 
supplies, and MAC Jurisdictions C & D. Now includes all 4 DME MAC 
Jurisdictions and all claim types (except for diabetic testing strip supplies in JA & 
JB)

May 1, 2019: Demonstration expanded to include appeals in the Part A East 
QIC jurisdiction

Medicare Appeals Demonstration
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Overall Goal of the Demonstration: Test whether further engagement between 
suppliers/providers and the QIC, entity responsible for conducting 2nd level appeals, 
will improve the understanding of the cause of appeal denials, and over time, result in 
more proper claim submissions at the Medicare Administrative Contractor (MAC) from 
suppliers/providers participating in the Demonstration; thus improving the efficiency of 
the Medicare fee-for-service appeals process. This 5 year Demonstration is currently 
scheduled to end December 31, 2020.

• Evaluation of the Demonstration is being performed by IMPAQ International LLC 
(IMPAQ) 

• Demonstration participants may be contacted by IMPAQ to provide feedback on 
their experience

Medicare Appeals Demonstration
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As of the end of calendar year 2018--
• Supplier Acceptance Rate: 82%
• DME conducted over 134,000 telephone discussions
• 63% of reconsideration decisions issued after a telephone discussion were 

fully or partially favorable
• DME Demonstration reopening activities have reopened and favorably 

resolved or assisted suppliers in withdrawing more than 247,000 claims 
previously pending in the Administrative Law Judge (ALJ) backlog within the 
Office of Medicare Hearings and Appeals (OMHA)

• We look forward to similar success with the PAE Demonstration

Positive Outcomes – DME Demonstration Activities
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“The most helpful part to the demonstration is the reviewer discussing exactly
what documentation is being requested or needed. At times the denial can 
seem a bit confusing (i.e. requesting supporting documentation, but for what?) 
During the discussions it is obvious the time the reviewers are taking to make 
sure they are well prepared and are able to discuss the patient in depth.” 

“I love the reopening process and hope that it continues. It has been so nice not 
to have to wait at the ALJ level for a hearing any longer on appeals that C2C 
was able to reopen.”

Positive Feedback from Demonstration Participants
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“We have had over a 75% favorable rate since we have begun participating in 
the phone discussions, this is wonderful!” 

“Each C2C Reviewer who I have worked with has been very professional and 
always ensures to ask if I have any questions. Our company is very pleased 
with the C2C Telephone Discussion Demonstration and continues to look 
forward to participating in these discussions.” 

“I’m really excited about the chance to actually talk to someone; to finally have 
a voice. This demonstration is also going to be a great educational 
opportunity.” 

Positive Feedback from Demonstration Participants, Cont. 
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Reconsideration requests received by the Part A East QIC- C2C Innovative 
Solutions, Inc. (C2C)

Eligible participants are providers who submit Part A claims to the following 
MACs:

• All Part A appeals: JH, JJ, JK, JL, JM, and JN 
• Home health and hospice (HHH) appeals in J6 and J15 

Not currently eligible for the Part A Demonstration activities:
• Expedited appeals for service termination
• Appeals that are subject to another CMS initiative

Scope of the Part A Appeals Demonstration
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Part A East Jurisdictions 
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FFS Medicare Part A Appeals Eligible for QIC 
Demonstration

Novitas - JH Arkansas, Colorado, Louisiana, Mississippi, New Mexico, 
Oklahoma, and Texas

Novitas - JL Delaware, District of Columbia, Maryland, New Jersey, and 
Pennsylvania

Palmetto - JJ Alabama, Georgia, and Tennessee

Palmetto - JM North Carolina, South Carolina, Virginia, and West Virginia

NGS - JK Connecticut, Maine, Massachusetts, New Hampshire, New 
York, Rhode Island, and Vermont

First Coast - JN Florida, Puerto Rico, and U.S. Virgin Islands



15

A/B MAC Jurisdictions 
as of June 2019
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FFS Medicare HHH Appeals Eligible for QIC 
Demonstration

Palmetto - JM Alabama, Arkansas, Florida, Georgia, Louisiana, Mississippi, New 
Mexico, North Carolina, Oklahoma, South Carolina, Tennessee, 
and Texas

CGS – J15 Colorado, Delaware, District of Columbia, Maryland, Pennsylvania, 
Virginia, and West Virginia

NGS - JK Connecticut, Maine, Massachusetts, New Hampshire, Rhode 
Island, and Vermont

NGS – J6 New Jersey, New York, Puerto Rico, and U.S. Virgin Islands
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HH&H MAC Jurisdictions 
as of June 2019
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Audio recordings and evidence are included in the administrative case file 
forwarded to OMHA

Under the Demonstration, the QIC may conduct reopenings on appeals 
previously adjudicated by the Part A East QIC which are either currently 
pending at OMHA, or have not yet been appealed to OMHA. To reopen cases 
which are pending at OMHA, the QIC will request the case to be remanded. 

Demonstration Features 
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Two Components of the Demonstration 

Part A East 
Appeals 

Demonstration

Telephone 
Discussions

Discussions with the 
decision maker on incoming 
reconsiderations before the 

decision is rendered

Reopening 
Process

Appeals currently pending at 
OMHA on which C2C is
conducting analysis to 

potentially resolve favorably 
under the Demonstration
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Telephone Discussion Process 
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Participation in this process is voluntary

Agreement to participate in the telephone discussion process allows the QIC 
120 days to process the reconsideration, rather than the existing 60 day 
standard

Participation in a telephone discussion does not impact future appeal rights. 
You will still have the opportunity to appeal the QIC decision to OMHA

If you utilize a third party to handle submission of your reconsiderations, 
please reach out to C2C if you are interested in participating in a phone 

discussion

Telephone Discussion Process
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Selected providers who elect to participate in the Demonstration will have the 
opportunity for direct interaction with the reconsideration decision maker to: 

• Engage in a discussion of appealed claims prior to the issuance of a 
reconsideration decision

• C2C health care professionals have the opportunity to educate providers 
on complex medical necessity documentation requirements for specific 
services

• Providers will have an enhanced understanding of Medicare requirements 
for their medically necessary services, and improve future claim 
submissions

Benefits of Telephone Discussion Participation
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Providers have the opportunity to provide verbal testimony and become an 
active participant in the appeals process

• Prior to the Demonstration, providers had to wait until the Administrative 
Law Judge (ALJ) hearing to have this same level of participation

• Submit any missing/critical documentation needed to further support a 
favorable decision prior to the Part A East QIC rendering a decision

Benefits of Telephone Discussion Participation, Cont.
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Notification and Scheduling Letter 
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Contact Information Sheet and Cover Page
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Frequently Asked Questions
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To participate in a Telephone Discussion 
• You may indicate your interest in participating in a discussion on your 

reconsideration request that is mailed to C2C

For more information visit:
• www.c2cinc.com

For general comments or questions:
Ademofeedback@c2cinc.com

C2C Innovative Solutions, Inc. - Part A East Appeals Demonstration 
• 904-224-7371 (phone)
• 904-224-2732 (fax)

Who can I contact if I want to participate in or have more questions 
related to the Discussions Process?

http://www.c2cinc.com/
mailto:Ademofeedback@c2cinc.com
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If you hire a company to submit your appeals to Medicare, but would like to 
participate in the telephone discussions and/or the reopening process you can:

• Indicate on your reconsideration request that you would like a phone 
discussion, or include a cover letter to your reconsideration request that 
indicates you would like a phone discussion;

• Send an email to Ademofeedback@c2cinc.com that includes your NPI; 
• Contact our Education & Outreach Specialist (Emily.Barnes@c2cinc.com); 

or
• Contact C2C at 904-224-7371 

I used a third party to manage my QIC and ALJ appeals. Who can I 
contact if I want to participate in or have more questions related to 
the Discussions and Reopening Process?

mailto:Ademofeedback@c2cinc.com
mailto:Emily.Barnes@c2cinc.com
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Please call and leave a message at 904-224-7371. C2C Innovative Solutions, 
Inc. will contact you regarding your request to reschedule. When leaving a 
message:

• Please include your name, appeal number and best number to contact 
you

What if I have to cancel my telephone discussion?
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Additional materials should be addressed to the following: 
QIC PAE – Phone Discussions Fax Line of C2C Innovative Solutions, Inc. at 
904-224-2732

Where can I fax additional materials for consideration as part of the 
phone discussion?
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A reconsideration professional will continue to make a determination on your 
appeal based upon the previously submitted documentation

What happens if I cannot find and do not submit the documentation 
requested prior to or during the telephone discussion?
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Yes, participation in this demonstration is voluntary. If you receive a notice that 
your appeal has been selected for participation in this demonstration and you 
do not wish to participate or do not agree with the 120-day processing 
timeframe, call and leave a message at 904-224-7371. C2C will cancel your 
scheduled discussion, and your appeal will continue through the standard 
reconsideration process. C2C will make every effort to complete the review 
within 60 days from the day the appeal was received by C2C, but will have up 
to an additional 14 calendar days. When leaving a message, include your 
name, appeal number and the best number to contact you should we have any 
questions.

May I decline to participate in a telephone discussion?
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On average, 20-30 minutes for the first call and 15 minutes for subsequent calls.

How long do the phone discussions take?
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Telephone Discussion Findings
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Thus far for the Part A  Appeals Demonstration (May 2019 – February 2020), 
the highest MAC denial reasons overturned are:

• Evidence did not support medical necessity
• Covered diagnosis/Covered indication
• Face To Face (FTF) issues (e.g., not related to primary reason for Home 

Health services or didn’t support need for skilled services or homebound 
status)

Telephone Discussion Findings
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Common types of issues resolved through a Phone Discussion

• For inpatient claims that were denied by the MAC due to no covered indication 
or diagnosis, a phone discussion has been beneficial because C2C could look 
at the medical record as a whole, and if a covered dx/indication was 
supported, the provider could submit a corrected UB-04. 

• Providers have said that the discussion was very helpful for the provider’s 
understanding of exactly why the case was denied and what specifically was 
needed to support payment 

Telephone Discussion Findings
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Common types of issues resolved through a Phone Discussion, Cont.:

• For home health homebound status denials, if C2C was able to find that it was 
supported in other parts of the record, e.g., medical records other than the 
face-to-face visit, etc., the reviewer was able to overturn the decision. 

• Discussions are helpful because there is clarity on what is needed and why, 
and the provider may be able to either send in additional records or provide 
verbal testimony that points out specifics in documentation already submitted 

Telephone Discussion Findings
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Common types of issues resolved through a Phone Discussion, Cont.:

A specific example was a cataract surgery case that had been denied by the 
MAC because the records did not support that macular degeneration was ruled 
out prior to the surgery. The physician participated in the phone discussion and 
was able to clarify parts of the record which supported coverage. Additional 
documentation was not required, and the case was found favorable 

Phone discussions with the therapist for a therapy case have been helpful 
because the therapist could point out parts of the record which they felt 
supported coverage

Telephone Discussion Findings
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Overall, C2C reviewers have said there have been many providers who were 
not clear on specifically why the case was denied, or specifically what additional 
information/documentation was required. These providers were very glad to 
finally understand the documentation needed and be able to provide exactly 
what was missing, or to point out/explain what parts of the record supported 
payment through a telephone discussion

Telephone Discussion Findings
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Reopening Process
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C2C will identify missing documentation that may allow your appeal to be 
favorably resolved

Opportunity for favorable resolution by the Part A East QIC, through the 
reopenings process, of claims that are currently pending assignment at OMHA

If through the course of the Demonstration activities, the provider determines 
that they no longer wish to appeal, or find that they do not have the necessary 
documentation, the Part A East QIC can facilitate withdrawals of any pending 
appeals at OMHA

Reopenings are currently limited to request for hearing dates of April 1, 2017 to 
current

Benefits of Reopening Process Participation
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Providers will be notified in writing if an appeal is identified as a potential 
reopening, along with the missing or insufficient documentation required to 
allow payment

Providers have 30 days from the date of the letter to return requested 
documentation 

If the requested documentation is not received, C2C will not proceed with the 
Reopening

Providers may submit a request for a potential reopening 

Demonstration Reopening Process – Provider Actions
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Reopening Document Request Letter 
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Documentation Submission Cover Sheet
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Upon receipt of the requested documentation, C2C will confirm that the 
documents support a favorable decision

If the documentation supports a favorable decision, upon receipt of the remand 
from OMHA, C2C will reopen and render favorable decision

If a favorable decision cannot be rendered, the provider will be notified in 
writing, and the appeal will remain at OMHA and will not lose placement at the 
ALJ

Demonstration Reopening Process, Cont.
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Providing documentation as part of the reopening process does not impact 
your appeal pending OMHA. If your appeal cannot be favorably resolved 
through the reopening process, your appeal will retain its place in line at 
OMHA

To support a favorable reopening under the Demonstration, providers must
supply the Part A East QIC with requested documentation in accordance with 
the timeframes provided in the reopening documentation request letter from 
the QIC

If you utilize a third party to handle submission of your reconsiderations, 
please reach out to C2C if you are interested in participating in the 

reopening process

Demonstration Reopening Process, Cont.
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Education & Outreach



48

Website
• C2C website (www.c2cinc.com)
• Appeals Demonstration Tab (Part A East Appeals Demonstration) 

• Purpose  
• Reopening Process
• FAQ
• Newsletter 
• Forms

Education & Outreach

http://www.c2cinc.com/
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Initiatives:
• ACT Calls (Ask the Contractor teleconferences with the MACs)
• Webinars 
• Quarterly newsletters
• State association meetings
• MAC education workshops
• National conferences

Education & Outreach, Cont.
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Question & Answer Session
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• C2C website: www.c2cinc.com

• Submit questions to C2C: ADemoFeedback@c2cinc.com

• Emily Barnes: Emily.Barnes@c2cinc.com

• CMS website: https://www.cms.gov/Medicare/Appeals-and-
Grievances/OrgMedFFSAppeals/index.html

• Submit questions to CMS: MedicareFFSappeals@cms.hhs.gov with 
"Appeals Demonstration" in the subject line

Resources

http://www.c2cinc.com/
mailto:ADemoFeedback@c2cinc.com
mailto:Emily.Barnes@c2cinc.com
https://www.cms.gov/Medicare/Appeals-and-Grievances/OrgMedFFSAppeals/index.html
mailto:MedicareFFSappeals@cms.hhs.gov
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Share your thoughts to help us improve – Evaluate today’s event

Visit:

• MLN Events webpage for more information on our conference call and webcast presentations

• Medicare Learning Network homepage for other free educational materials for health care 
professionals

The Medicare Learning Network® and MLN Connects® are registered 
trademarks of the U.S. Department of Health and Human Services (HHS). 

Thank You – Please Evaluate Your Experience

https://www.mlnevents-thebizzellgroup.com/
http://www.cms.gov/Outreach-and-Education/Outreach/NPC/National-Provider-Calls-and-Events.html
http://www.cms.gov/Outreach-and-Education/Medicare-Learning-Network-MLN/MLNGenInfo/Index.html
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This presentation was current at the time it was published or uploaded onto the web. Medicare policy 
changes frequently so links to the source documents have been provided within the document for your 
reference

This presentation was prepared as a service to the public and is not intended to grant rights or impose 
obligations. This presentation may contain references or links to statutes, regulations, or other policy 
materials. The information provided is only intended to be a general summary. It is not intended to take 
the place of either the written law or regulations. We encourage readers to review the specific statutes, 
regulations, and other interpretive materials for a full and accurate statement of their contents

CPT Disclaimer – American Medical Association (AMA) Notice
CPT codes, descriptions and other data only are copyright 2019 American Medical Association. All 
rights reserved

Disclaimer
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