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Understanding changes to our claim
submission process

For members on specific Aetna International plans

Earlier this year we shared a communication about changes coming to how Aetna
International delivers access to care for members outside of the Americas. We've made
successful progress thanks to our network and provider partners like you. Now we’re
asking for your continued support to smoothly transition claims submissions based on our

members’ plan type.
What you need to know

Aetna International is here to stay. It's just our plans originating in Europe, Middle East
and Africa (EMEA) and Asia Pacific (APAC) that are ending on 30 November 2023. You
can identify members on these plans by the end date on their member ID card. How you

submit claims for only these members is changing on 18 November 2023.

Until then, you should continue to submit claims to us as you always have. Aetna will

process and pay eligible claims submitted on or before 17 November 2023.

Please note: While the claims submission process is changing for the “Rest of World” ID

cards, it will remain the same for the “Americas” and “Americas + Allianz Care” ID cards.
What the new process looks like
Aetna International has appointed MSH International (MSH), a leading global insurance

administrator, to process and pay claims on its behalf for submissions as of 18 November
2023.


https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fview.em.aetnainternational.com%2F%3Fqs%3D7711219b226eeb41dc078701f89e12eef29f8dab13e230d593469f58599697303a71e8279be8384ebcfbb18c7f6863e0d7b1d0d44977fb7a65065af4788b7bae8e9503f5e6246ef389bcc0b6abd80ee9&data=05%7C01%7Cmfeszczuk%40gravityglobal.com%7C261743be06714b9dde8c08dbcfdec383%7C7cd056406cd44d9f9a1293a92969cb7f%7C0%7C0%7C638332327915473741%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=xPHlqk%2FzMBKPRXKZxzI3gHFe5dk4snpuXKNkBH6RTRw%3D&reserved=0

This email serves as our formal confirmation that we expressly authorize you to send
sensitive and confidential personal health information (PHI) to MSH for the purposes of

processing claims for these members under our agreement.

Starting 18 November 2023, be sure to submit claims to MSH for members with plans
originating in EMEA/APAC. Reimbursement will be made to you in line with the terms of

the agreement between you and Aetna International.

It's important to know that any claims submitted to Aetna International on or after 18
November 2023, will not be processed. If you submit claims on or after 18 November 2023
to Aetna International, you will receive an email instructing you to submit the claim to
MSH.

How to submit claims to MSH

If you’re an MSH network-affiliated provider:

e You can submit claims directly on the MSH Providers Area using your current
access credentials
e Please submit claims for Aetna International members separately from your

claims for any other insurer
If you’re NOT an MSH network-affiliated provider:

e You must submit claims by email to internationalclaims@msh-intl.com

e Please include your bank details with your first claims submission

What this means for you

During this transition period, there’s a chance you might see three different Aetna

International ID cards. Here’s what to know and to do based on the member’s ID card:


mailto:internationalclaims@msh-intl.com?subject=

(aetna

Member name: Xoooooo 000000000000

Member 1D: 123456789

Plan sponsor: XYZ Limited

Plan type: X00000C X00000C 00000000C  Plan number: XX10000000
Area of cover: Area X

Dae of joining: DD Mmm YYYY End date: DD Mmm YYYY
OP direct billing: Yes, including chronic  Pre-existing cover: Yes.
10% OP coinsurance 1o max USD 2000

Maternity: Yes - 10% coinsurance
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Aetna International (Rest of World) ID card
Changes: Important change to submission process
— see FAQ guide.

Timing: Plans will end 30 November 2023

Who has it: Members with existing plans

What to do: Submit claims to MSH International
(see explanation below)

Questions: Call your Aetna International

representative
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Aetna International

Aetna International (Americas) ID card
Changes: Yes

Timing: Plans will transition 1 April 2023 through
1 March 2024

Who has it: Members with existing plans and
renewal dates 1 April 2023 through 1 March 2024

e These members will be transitioning to
the new service model at some point or
may not have their new ID card yet

e Member ID numbers start with “W” — always

follow guidance on the ID card to verify
eligibility

What to do:

e Continue to call us to request
preauthorization; the process and timing are
similar

e You'll see our Letter of Authorization (LOA)
form will have a new title and look. That’s
because it's now referred to as a Guarantee
of Payment (GOP)

Questions: Call your Aetna International

representative



https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick.em.aetnainternational.com%2F%3Fqs%3D1b0043a89d6c3f8dba1864da97059a8a8b635f58539d204d98b7d336da101d151fadb7c14c3c30861862fc4bcdabcf43a9f9baf8c726cf09a9221caea11326af&data=05%7C01%7Cmfeszczuk%40gravityglobal.com%7C261743be06714b9dde8c08dbcfdec383%7C7cd056406cd44d9f9a1293a92969cb7f%7C0%7C0%7C638332327915473741%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=13nUA6rryAG6cTKlsNEDRTwom7CdV8YeIF8tzcRfEls%3D&reserved=0

(@aetna Ammz@care mmmenions | | Aetna International (Americas) + Allianz Care
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Pt e =y Timing: Plans starting 1 April 2023 will be issued
EEs il new ID cards
- “ | Who has it: Members with new and renewing plans
starting 1 April 2023 and forward

e These members will be transitioning to the
new service model at some point or may not
have their new ID card yet

e Member ID numbers start with “W” — always
follow guidance on the ID card to verify
eligibility

What to do:

e Call or email Allianz Care using the contact
details below to request a GOP on behalf of
our members. Allianz Care are now
responsible for network administration
including issuing GOP.

Email:
medical.services@allianzworldwidecare.com
Tel: +353 1 630 1301

e To submit claims, please email:
clinic.claims@allianzworldwidecare.com

e Get added to the Allianz Partners network if
you're not already part of it. Visit
AllianzCare.com/en/healthcare-providers/join

Questions: Call your usual Allianz Partners medical
provider management representative
Questions?

Important: Please share this important communication to any person in your organisation


mailto:medical.services@allianzworldwidecare.com?subject=
mailto:clinic.claims@allianzworldwidecare.com?subject=
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick.em.aetnainternational.com%2F%3Fqs%3D1b0043a89d6c3f8dcbaf32c79085018df40282f844152401e7600d22895818d545f85435b4271c7565b98ee9406f9aa005d2614637ebaac3183e2000c582d50a&data=05%7C01%7Cmfeszczuk%40gravityglobal.com%7C261743be06714b9dde8c08dbcfdec383%7C7cd056406cd44d9f9a1293a92969cb7f%7C0%7C0%7C638332327915473741%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=qbkBW%2FXYM00nCA7r13iYEd%2FCm4eWM0HSVo1uA16hQqU%3D&reserved=0

that should be informed about this change.

If you still have questions about the new process, check out our detailed FAQ guide or
contact MSH International directly. We appreciate your ongoing commitment to the health
and well-being of our members.

Aetna® is a trademark of Aetna Inc. and is protected throughout the world by trademark
registrations and treaties.

This notice does not affect the terms of the agreement pursuant to which you provide access
to treatment and services to Aetna members; the access and services you provide remain
subject to such terms.

The contents of this communication (including attachments) are confidential and may be
privileged. If you are not the intended recipient of this communication, any disclosure, copying,
distribution or use of its contents is strictly prohibited, and you should notify the sender
immediately and then delete it (including any attachments) from your system.

©2023 Aetna Inc. All rights reserved.
2748356-01-01 (17/10/2023)
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