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The COVID-19 pandemic has forced many Providers 
to adapt their practices in order to maintain a high 
level of quality care for their patients. During this 
challenging time, we understand that providing high 
quality care for Members starts with supporting our 
Providers with the tools and resources they need.

Community First Health Plans (CFHP) is proud to be 
a part of University Health System. We’re committed 
to protecting the health of the community, our 
Members and our Providers by implementing similar 
guidelines and risk screening for COVID-19 as all 
major San Antonio Hospitals.

To ensure the continuity of care during the COVID-19 
response, CFHP Providers have access to important 
COVID-19 resources and guidelines regarding:

 > Billing
 > Telemedicine and Telehealth Services

We’re here to support you. CFHP continues to actively 
monitor public health emergency recommendations 
from the Centers for Disease Control and Prevention 
(CDC), in addition to the World Health Organization. 

Do your part to protect yourself and the community 
by staying informed. We encourage you to be 
prepared by considering implementation of 
preventative practices for medical offices outlined 
by the CDC and consider COVID-19 management 
plans, to include the following:

 > COVID-19 Education
 > Triage and Patient Flow Systems
 > Community Transmission Prevention
 > Required Equipment/Supplies
 > Waste Disposal

Stay updated on the latest by logging in to your 
Provider Portal or by visiting www.cfhp.com/Providers.

RESPONDING TO A PUBLIC HEALTH PANDEMIC 

https://www.cfhp.com/
https://www.facebook.com/communityfirsthealthplans/
https://twitter.com/cfhealthplans?lang=en
https://www.instagram.com/cfhealthplans/?hl=en
http://www.cfhp.com/Providers
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CFHP BEHAVIORAL 
HEALTH HOTLINE
We know that mental illness is often misunderstood, 
misdiagnosed, and often goes untreated.  Yet we 
know that many individuals of all ages are struggling 
with mental illness.

At Community First Health Plans (CFHP), we know 
the mental health of our Members impacts their 
health and overall wellbeing. The CFHP Behavioral 
Health Hotline is available 24 hours a day, 7 days 
a week. This hotline offers your patients support, 
treatment options, links to other services, therapy 
information, and crisis support and education.

The contact numbers are below: 
1-844-541-2347 for STAR Kids Members  
1-877-221-2226 for all other Members

In addition, please let your CFHP patients know they 
can call CFHP directly for non-emergent assistance.  
Our Service Coordinators and Case Managers are 
available to answer their questions and assist them 
with identifying the mental health services needed 
for themselves or their loved ones.  

As always, remember that Community First 
Health Plans behavioral health services do not 
require a referral or pre-authorization.

1 in 5  
U.S. adults experience mental illness each year

1 in 25  
U.S. adults experience serious mental illness each year

1 in 6  
U.S. youth aged 6-17 experience a mental health 

disorder each year

50%  
of all lifetime mental illness begins by age 14, and 

75%  
by age 24

Suicide is the 2nd leading cause of death 
among people aged 10-34

43.3%  
of U.S. adults with mental illness  

received treatment in 2018 

64.1%  
of U.S. adults with serious mental illness  

received treatment in 2018 

50.6%  
of U.S. youth aged 6-17 with a mental  

health disorder received treatment in 2016

The average delay between onset of mental 
illness symptoms and treatment is 11 years

People with depression have a 40% 
higher risk of developing cardiovascular 
and metabolic diseases than the general 
population. People with serious mental 

illness are nearly twice as likely to develop 
these conditions.

19.3% of U.S. adults with mental illness also 
experienced a substance use disorder in 2018 

(9.2 million individuals)

The rate of unemployment is higher among 
U.S. adults who have mental illness (5.8%) 

compared to those who do not (3.6%)

High school students with significant 
symptoms of depression are more than twice 
as likely to drop out compared to their peers

The National Alliance on Mental Illness (NAMI) tells us that:
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CARE MANAGEMENT SERVICES
We understand Members may encounter a serious 
health problem that they need help managing, at 
least once in their life. CFHP is here to help. We 
provide our Members access to a Care Management 
Team that helps Members manage their health 
conditions based on their own unique needs. 

We understand that each human being is unique, 
and as a result each person has unique needs. 
Some people may experience mental and physical 
limitations that limit their level of functioning, while 
others will remain relatively high functioning. All 
of our services are customized to meet the unique 
needs of our members.

Examples of special needs we can assist with are: 

 > Man seeking a professional to coordinate his 
partners multiple care providers

 > Family struggling to find services for a teen with 
schizophrenia

 > Husband who is seeking assistance for his wife 
who had a recent stroke

Our case management team are specialists who assist 
Members with special needs and their families in 
planning for and implementing ways to allow for the 
greatest degree of health, safety, independence, and 
quality of life. We work closely with the member, 
their family, their Primary Care Provider (PCP) 
or other healthcare providers, to help the Member 

understand their condition and how to better take 
care of themselves. The team will also provide 
Members with resources that can help them get 
the best quality care possible utilizing the right 
providers, in the right setting and at the right time.

CFHP also offers a Complex Case Management 
program for Members with difficult health problems 
such as cancer, asthma, diabetes, behavioral health 
or substance abuse, who need extra help with their 
special healthcare needs. The nurse will work with 
Members to create a self-management plan to assist 
the Member to identify their healthcare needs and 
development of their individual goals. 

CFHP’s Care Management department is committed 
to working with our Member’s, their family 
members, doctors, and other members of their 
health care team, to improve the Member’s overall 
health and to obtain the services they need.

If you would like to refer a Member who would 
benefit from care management, please make a 
referral by emailing the Care Management referral 
form to caremanagementhelp@cfhp.com. A case 
manager will contact the Member to discuss the 
individual health care needs.

If you want to learn more about case management 
services, call CFHP Population Health Management 
at (210) 358-6050.

mailto:caremanagementhelp%40cfhp.com?subject=
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WORKING TOGETHER TO MAKE A DIFFERENCE
Community First Health Plans (CFHP) is actively 
working behind the scenes to ensure that all services 
that are medically necessary are reviewed, executed, 
and communicated in a timely manner. To assist us 
with this effort, we ask that you please ensure that 
authorization requests are partnered with detailed 
clinical information and all forms are filled out in 
their entirety so that we may process requests with 
minimal disruption to your practice.  

This year, we are asking you to partner with us to 
ensure that our members are being seen for both 
their medical conditions as well as their Texas 
Health Steps check-ups. CFHP regularly reminds 
our Members about the need to schedule these 
appointments through automated telephone 
campaigns as well as during our regular contact 
with Members. However, for STAR Kids, we 
find that Members or their Legally Authorized 
Representatives (LAR) are reluctant to schedule 
a well child exam as they already have multiple 
appointments due to the child’s medical complexity. 
Adolescents are most at risk for non-compliance.  

If possible, and if it is medically appropriate to do so, 
we encourage you to perform the Texas Health Steps 
check-ups while the Member is already in your office 
for a sick visit. We are directing our Members to 
ask the appointment scheduler in your office if their 
Texas Health Steps check-up can be completed along 
with their sick visit so that additional time can be 
allocated, if this is the office practice.

During this, and all other visits, we ask that you 
document the BMI percentile, height, weight, and 
offer appropriate nutritional counseling relative to  

 
your findings. Make sure to include the pertinent ICD-
10, CPT, or HCPCS codes to reflect the work you do.

We also request your support in encouraging STAR 
Kids Members to participate in the Texas Screening 
and Assessment Instrument (SAI), which makes 
them eligible for Long Term Services and Supports 
(LTSS). This allows CFHP to ensure that necessary 
services are in place so that we can prevent gaps in 
care, help prevent unplanned hospitalizations, and 
reinforce provider care plans. 

As always, we value your participation, ideas and 
input into the STAR Kids program at CFHP and look 
forward to working with you to ensure the health of 
our members and community.

COMMUNITY HEALTH WORKERS
CFHP works together with our local Health Collaborative to improve the health of our community. 
Our Community Health Workers are available to help connect our Members with local resources. 
Together, we work to assist Members who may need help with family planning, transportation to 
doctor appointments, housing, food, and other health or social needs. Once a Member is enrolled, 
a Community Health Worker will meet with them personally to assist and provide them support.

Please note that Providers and/or Members cannot self-refer to the Health Collaborative.  
They must work through CFHP to attain these services. For more information on how CFHP can 
connect our Members to the Health Collaborative, please call (210) 358–6349.
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POPULATION HEALTH MANAGEMENT STRATEGY
Community First Health Plans (CFHP) has 
implemented a Population Health Management 
(PHM) Strategy that describes how the needs of 
our population are identified and stratified for 
intervention and explains strategies used by CFHP 
to promote the transition to value-based care in our 
contracted network. The framework for the Strategy 
places our Members at the center-focusing on care 
that addresses the Member’s preferences, needs and 
values. It includes:

1. Health Assessments – collecting important 
information about Members including their health 
literacy, risks and health behaviors, demographics, 
values and special needs. This includes reaching 
Members at all stages of life (early childhood, 
adolescence, adulthood and old age), and 
understanding how they approach disease and 
want to receive information. 

2. Risk Stratification – stratifying Members 
into meaningful categories for personalized 
intervention targeting. This includes everyone 
in the population, Low-Risk to High-Risk. The 
majority of healthcare costs are incurred by a 
minority of the population so it is important to 
strategize as to where to target investments that 
can yield the highest return, both in improved 
outcomes and cost reductions.

3. Enrollment and Engagement – utilized to care 
for the whole person, not just sick Members and 
includes coordination of care across all settings. 
Engaging Members in their health care helps 
them to access care and services appropriately. 
It consists of self-determined participation in 
intervention-directed activities in alignment with 
Member goals.

4. Person-Centered Clinical/Wellness 
Interventions – involves a broad range of 
approaches and activities tailored to improve 
the health and well-being of an individual. These 
interventions direct resources towards the areas 
of greatest population risk and opportunities 
for health improvement. This includes disease 
management, medication adherence, lifestyle 
management, and ongoing behavioral health 
coaching and education.

Providers play a key role in our Strategy, including 
promoting healthy habits and increasing Member 
engagement in our health promotion and wellness 
programs. If you identify Members that may benefit 
from engaging in any of our programs (asthma, 
diabetes, pregnancy, behavioral health, lifestyle 
management, or well child/Texas Health Steps), 
please contact our Health Promotion and Wellness 
team at (210) 358-6349.
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UTILIZATION MANAGEMENT PROCESS
Community First Health Plans (CHFP) utilizes 
evidence-based criteria and clinical guidelines to 
make Utilization Management (UM) decisions.  The 
criteria are applied in a fair, impartial, and consistent 
manner that serves the best interest of our Members.  
CFHP approves or denies services based upon 
whether or not the service is medically needed and a 
covered benefit.  In addition, criteria used to make a 
determination are available upon request.

A service review for authorization will occur before 
a Member receives care. If care is received that was 
not authorized in advance (for emergency services), a 
service review will occur before the claim is processed. 
Please note, a service review that happens after 
(emergency) services are received does not guarantee 
payment of claims. Generally, your office staff will 
request prior authorization from CFHP before 
providing care. You have a responsibility to make sure 
you are following CFHP rules for receiving care.

Out-of-network requests will include assessing 
whether the necessary and covered service can be 
provided timely with an in-network provider. Out-
of-network care that is not approved in advance by 
CFHP is not covered.

We also review care received by our Members 
while they are in the hospital. We work with the 
hospital staff to help ensure members have a smooth 
transition to home or your next care setting.

Our experienced clinical staff reviews all requests.  
Service requests that fall outside of standard criteria 
and guidelines are reviewed by our physician staff for 
plan coverage and medical necessity. The Member, 
Member’s representative or a physician acting on 
behalf of the Member may appeal this decision if 
we deny a request for services. Members can do this 
through our appeals process. 

Information on the UM criteria utilized to make a 
decision can be obtained upon request by contacting 
Population Health Management (PHM).

Please call the CFHP PHM Department at  
Monday through Friday, 8:30am–5pm 
(210) 358-6050 or toll-free at (800) 434-23457,  
- press ‘3’ for Authorizations to place a request.

Our UM staff is available from 8:30am–5pm at  
(800)434-2347 during normal business to assist 
you with any questions you may have regarding 
the processing of a request for services. Calls 
or communications received after hours will be 
addressed by the next business day. Should our staff 
attempt to contact you, they will provide you with 
their full name, title at Community First Health Plans 
when contacting you regarding any issue for services. 

MEMBER RIGHTS AND RESPONSIBILITIES
CFHP Members have certain Member rights and Member responsibilities. Information about our 
Member rights and responsibilities can be found in the Member handbook at www.cfhp.com/members.

Members can also call our Member Services department for a copy of the member handbook.  
Members can reach us at (210) 227-2347 or toll-free at (800) 434-2347.

http://www.cfhp.com/members
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CFHP DRUG BENEFITS
Information about Community First Health Plans 
(CFHP) pharmacy benefit program is available 
through the CFHP Member Portal. CFHP uses 
Navitus Health Solutions to administer the 
pharmacy benefit. The following information is 
available from the Navitus Health Solutions  
Member Portal:

 > Covered drug lists and other formulary 
information including Tiers and quantity limits,

 > Updates to the formulary, Prior authorization 
forms and criteria used for certain medications

 > Information on how to request a formulary 
exception, and

 > A list of in-network pharmacies and specialty 
pharmacies.

Pharmacy Benefit Management Preferred Drug List 
The Texas Vendor Drug Program publishes a 
Preferred Drug List (PDL) every January and July. 
This list contains preferred covered medications and 
requirements for using non-preferred medications. 
For the most updated version of the preferred drug 
list please visit: www.txvendordrug.com/formulary/
prior-authorization/preferred-drugs.

To obtain a paper copy of the formulary, please 
contact CFHP Member Services at  
(210) 227-2347 or toll free (800) 434-2347.

Helping Members Stay Prepared 
Encourage your CFHP Members to keep a 
list of all prescriptions and over-the-counter 
medications including vitamins, supplements and 
herbal remedies. Review list at least once every 
year. Encourage your CFHP Member to bring 
their current medication list with them for every 
appointment. Creating their medication list and 
keeping it current is an easy way to ensure their 
health and safety.

 

ASSISTANCE FOR OUR 
CONTRACTED PROVIDERS
Community First Health Plans (CFHP) values 
the relationship with our contracted Providers. 
We would like to remind you to contact CFHP’s 
Network Management Department with concerns 
regarding the following:  

 > Access to your Provider Portal
 > Access to Jiva 
 > Access to Forms (Member Education, Provider 

Education, Provider concerns)
 > Request Resource materials 
 > Assistance with staff safety & education  
 > Who to contact regarding member related issues
 > Staff Training
 > Contracting
 > Credentialing
 > Information Updates (address/phone & Fax 

numbers/Tax ID numbers, etc) 
 > Provider Terminations

You may contact your Provider Relations 
Representative or the Network Management 
Department at (210)358-6294 or email at  
nmcfhp@cfhp.com for assistance. 

http://www.txvendordrug.com/formulary/prior-authorization/preferred-drugs
http://www.txvendordrug.com/formulary/prior-authorization/preferred-drugs
mailto:nmcfhp%40cfhp.com?subject=


Provider Must Knows 
Please help our CFHP Team keep you updated.

1. Verify that all of your financial information is update to date  

and correct with  

2. Update your latest contact and organization information with  

CFHP by logging into your Provider Portal. 

3. Keep up to date with the latest Provider reimbursement and 

requirements at CFHP.com/News and click on Provider News. 

 You’ll find updates like EVV Portal Improvements and Medicaid 

enrollment information for SLPs. 

8
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From our CFHP Team, thank you for all you do.



Non – Discrimination Notice

Community First Health Plans complies 
with applicable Federal civil rights 
laws and does not discriminate on the 
basis of race, color, national origin, age, 
disability, sex, gender identity or sexual 
orientation. Community First Health 
Plans does not exclude people or treat 
them differently because of race, color, 
national origin, age, disability, sex, 
gender identity or sexual orientation.

Community First Health Plans:

• Provides free aids and services 
to people with disabilities to 
communicate effectively with us, 
such as:

 − Qualified sign language 
interpreters

 − Written information in other 
formats (large print, audio, 
accessible electronic formats, 
other formats)

• Provides free language services to 
people whose primary language is 
not English, such as:

 − Qualified interpreters

 − Information written in other 
languages

If you need these services, contact the 
Community First Health Plans director 
of Compliance at (210) 510-2482.

If you believe that Community First 
Health Plans has failed to provide these 
services or discriminated in another 
way on the basis of race, color, national 
origin, age, disability, sex, gender 
identity or sexual orientation, you can 
file a grievance with: 

Community First Health Plans 
Pamela Mata, Compliance Manager 
12238 Silicon Dr., Suite 100,  
San Antonio, Texas 78249 
Phone: (210) 510-2484 
TTY: 1-800-390-1175 
Fax : (210) 358-6014 
Email: pmata@cfhp.com 

You can file a grievance in person or by 
mail, fax, or email. If you need help filing 
a grievance, Pamela Mata, Compliance 
Manager, is available to help you.

You can also file a civil rights complaint 
with the U.S. Department of Health and 
Human Services, Office for Civil Rights, 
electronically through the Office for 
Civil Rights Complaint Portal, available 
at https://ocrportal.hhs.gov/ocr/portal/
lobby.jsf, or by mail or phone at:

U.S. Department of Health and  
Human Services 
200 Independence Avenue, SW 
Room 509F, HHH Building

Washington, D.C. 20201
1-800-368-1019, 800-537-7697 (TDD)
Complaint forms are available at  
http://www.hhs.gov/ocr/office/file/
index.html

mailto:pmata%40cfhp.com?subject=
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
http://www.hhs.gov/ocr/office/file/index.html
http://www.hhs.gov/ocr/office/file/index.html


ATENCIÓN: si habla español, tiene a 
su disposición servicios gratuitos de 
asistencia lingüística. Llame al 1-800-
434-2347 (TTY: 1-800-390-1175).

CHÚ Ý: Nếu bạn nói Tiếng Việt, có 
các dịch vụ hỗ trợ ngôn ngữ miễn 
phí dành cho bạn.  Gọi số  
1-800-434-2347 (TTY: 1-800-390-1175).

注意:如果您使用繁體中文,您可
以免費獲得語言援助服務.請致電 
1-800-434-2347 (TTY:1-800-434-2347)

주의: 한국어를 사용하시는 
경우, 언어 지원 서비스를 무료로 
이용하실 수 있습니다.  
1-800-434-2347 (TTY: 1-800-390-1175)
번으로 전화해 주십시오.

 ل ص تا ر ب م ق 2347-434-800-1 م قر
 وغ ل لا ة ی وت ت ف ك ل . ناجم لاب
 ر كذا،ةغ ل لا نإ ف تامدخ اس م لا ةدع
 : ةظوحل م اذإ تن ك ثدحت ت
تاھ مص لا لاو: 1-800-390-1175

 تف م ںی م بای ت س د ںی ہ ۔ لا ک
 و ت پآ و ک نا بز ی ک ددم ی ک تامدخ
 خ : راد ر گا پآ را ود و ب ےت ل،ںی ہ
 .(TTY: 1-800-390-1175) 2347-434-800-1 رب

PAUNAWA: Kung nagsasalita ka ng 
Tagalog, maaari kang gumamit ng mga 
serbisyo ng tulong sa wika nang walang 
bayad. Tumawag sa 1-800-434-2347  
(TTY: 1-800-390-1175).

ATTENTION : Si vous parlez français, des 
services d’aide linguistique vous sont 
proposés gratuitement. Appelez le  
1-800-434-2347 (ATS : 1-800-390-1175).

ध्यान द: यद आप हदी बोलते ह 
तो आपके ि लए मुफ्त म भाषा 
सहायता सेवाएं उपलब्ध ह।  
1-800-434-2347 (TTY: 1-800-390-1175) 
पर कॉल कर।

 وگتفگ یسراف نابز هب رگا :هجوت
 تروصب ینابز تالیهست ،دینک یم
  .دیریگب سامت امش یارب ناگیار
1-800-434-2347 (TTY: 1-800-390-1175) 
اب .دشاب یم مهارف

ACHTUNG: Wenn Sie Deutsch sprechen, 
stehen Ihnen kostenlos sprachliche 
Hilfsdienstleistungen zur Verfügung. 
Rufnummer: 1-800-434-2347  
(TTY: 1-800-390-1175).

ध्यान दंे: यदि आप हिंदी बोलते 
हंै तो आपके लिए मुफ्त मंे भाषा 
सहायता सेवाएं उपलब्ध हंै।  
1-800-434-2347 (TTY: 1-800-390-1175) पर 
कॉल करंे।
ВНИМАНИЕ:  Если вы говорите на 
русском языке, то вам доступны 
бесплатные услуги перевода.  
Звоните 1-800-434-2347 (телетайп: 
1-800-390-1175).

注意事項:日本語を話される場
合,無料の言語支援をご利用いた
だけます.1-800-434-2347 
(TTY:1-800-390-1175)まで、お電話に
てご連絡ください.

ໂປດຊາບ: ຖ້າວ່າ ທ່ານເວົ້າພາສາ
 ລາວ,ການບໍລິການຊ່ວຍເຫຼືອດ້ານ
ພາສາ, ໂດຍບໍ່ເສັຽຄ່າ, ແມ່ນມີພ້ອມ
ໃຫ້ທ່ານ. ໂທຣ 1-800-434-2347 
(TTY: 1-800-390-1175).
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