
	Year/

Month 
	Category
	National Supplier Clearinghouse Advisory Committee (NSCAC) Question: 

New Questions and Answers are in bold

	National Supplier Clearinghouse Answer
	Status

	01/2008
	NPI/NSC Information on File
	Per the NSC, we are now required to submit NPI letters with all CMS 855S applications being submitted.  The information on file with the NSC must match the information on file with NPPES or providers will receive front-end rejections for those claims.

We have started receiving NPI Crosswalk Rejections on branches that have moved locations (more than 21 rejections to date due to a move in one of our Oregon locations).  The reason for these rejections is that the information on file at the NSC is not matching the information we have loaded into NPPES.  The reason these two databases are not matching is that our location relocated.  

When we submit a change of address to the NSC, one of the first things we do is update the information on file with NPPES (we edit the address to show the change so that the NPI letter we submit with our application reflects this new address).  Once we make this change with NPPES, the information on file with NPPES no longer matches the information on file with the NSC (because the change of address has not yet been processed with the NSC) and we begin receiving rejections.  Even though the change of address has been submitted to the NSC, their system will not show the new address until the change has been processed.  Therefore, the NSC is showing the old address and NPPES is showing the correct address.  

We have several changes of address taking place that we will be submitting to the NSC.  We are fearful that all of these locations will begin receiving front-end rejections because the information between the NSC and NPPES will not match until the NSC processes the change.  

Is there a way to avoid front-end rejections on locations where we are submitting address changes?  There is going to be lapse in the two databases (NPPES and NSC) until the NSC processes the changes.  
	To address this issue, the NSC when processing a change of information where the supplier is updating the physical address, the NSC will not require suppliers to submit an NPI notification indicating the new address. 
If the address on the NPI registry indicates the previous or new address, the NSC will continue to process the change of information.  
The intent of requiring suppliers to submit an NPI notification is to ensure an NPI was obtained for the specific location. The NPI issued to a location will not change based solely on a change in the physical address. 
Suppliers should ensure and update NPPES as required.  

	Closed

	10/2007
	Site Visit
	Is there additional information that the site inspectors will be asking during the demonstration project in Florida/California? 

If so, would the NSC will be willing to share the format or questions that may be different from the current process?  
	No. 
	Closed

	07/2007
	Site Visit
	Do we need to have the beneficiary sign a document stating that they have received warranty information? Will site inspectors look for this signature?

Follow-up Question: Does the NSC have a suggested way to make sure this happens and how will they know what to be looking for so that suppliers are better prepared.
	Supplier Standard #6 states, “The supplier must provide, upon request, documentation that it has provided beneficiaries with information about Medicare covered items covered under warranty, in the form of copies of letters, logs, or signed notices.” 

As indicated by the standard, the supplier may choose how they want to document that warranty information was provided. The NSC site inspector will review the beneficiary file to see if this information was provided. It is not a requirement to obtain a beneficiary’s signature to indicate warranty information was provided.

The NSC cannot be more specific. They will look at providing tips.  
	Closed

	07/2007
	Site Visit
	When a request for faxed documentation is received, what is the normal time request for a response?

Follow-up Question: Can there be an extension if they cannot meet the deadline? 
Follow-up Question 01/2008: How does the provider get the information to the NSC? 

Example: We had a mix-up with some internal communication and when we contacted the site inspector they stated the case was closed and we needed to contact the NSC. When contacting the NSC they said they had no record of the visit. How does the provider forward information if they have no record of what was requested?   Will the number be terminated without the information? (This relates to a sale tax form that was at corporate and the location did not have a copy).

	As stated on the site visit acknowledgement form, suppliers are required to fax any requested information within two business days. 

If this question relates to requests made for additional information or clarification from analyst who are processing enrollment documentation, then the supplier has 14 days to respond to the request. 

Absolutely. Site inspector gathers everything. The NSC will continue to investigate. The case will not be closed.
The supplier should make every effort to timely provide the site inspector with all requested information. However, the NSC analyst processing the enrollment documentation will review the site visit report and develop for any missing information.
	Closed

	07/2007
	Site Visit
	What is the expected timeframe for information requested to be faxed to the onsite inspectors?


	As stated on the site visit acknowledgement form, suppliers are required to fax any requested information within two business days. 
	Closed

	07/2007
	Site Visit
	Inspectors are asking for specific sales tax information. Why can’t the inspectors use the general sales tax forms on file with the NSC as documentation proof?

Follow-up Question: What specific sales tax information could they be looking for and isn’t that repeat documentation? Examples can be provided. 

Follow-up Question: A NSCAC Member reported being asked for copies of everything for their site visit. Every document that was sent, the inspector asked for copies. 

10/2007 Follow-up Question: Are inspectors looking for sales tax info for the state the supplier is located or for the states where the beneficiary is located?


	The site visit form requires the site inspector to verify the supplier has the proper licensure to operate its business and to obtain copies of those licenses. 

Another reason this information is requested is to ensure the information on the supplier file is current. The licenses on the supplier file may be expired.  

Response:  the license is enough – the NSC is not interested in the details. 

Response: provide examples to the NSCAC office for the NSC is agreeing this should not be happening. The NSC will address on a one by one basis. Please provide Supplier number and the inspectors name.

Suppliers must be in compliance with all Federal and State licensure and regulatory requirements (supplier standard #1). Therefore, the supplier should have all licenses required to operate their business. If the state where they operate requires a sales tax license, then the supplier is required to have that license. If the supplier is providing items to a beneficiary in a state that requires the supplier to have a license to do so, then the supplier is required to have that license as well.  
	Closed

	07/2007
	Site Visit
	When do you need to notify the capped rental and oxygen patient that the title will transfer? Can it be done at the time of delivery and/or does it need to happen 2 months prior to the transfer {section 414.226(g) [for oxygen] and 414.229(g) [for capped rentals] states “no later than 2 months before…”} or both? 
	Suppliers should notify beneficiaries up front that after the rental period has expired, the title to the equipment will transfer to the beneficiary. This notification may take place as part of the supplier’s intake or delivery process. 

The CFR sections referred to in the question discuss the timeframe by which suppliers must disclose to the beneficiary whether it can maintain and service the item after the beneficiary acquires the title. These sections do not discuss when a beneficiary should be notified regarding the transfer of title.  
	Closed

	04/2007
	Site Visit
	Is there a set time-frame between an application or renewal being received at NSC and the site visit requested and/or scheduled? 

Follow-up question: What is the average time frame from submission of the application to when the provider receives their number?
	The NSC has internal procedures that specify the timeframe in which site visits must be ordered. 

It is important to note when the site visit is conducted is not directly related to when it was ordered. Depending on where the supplier is located and how the visits are scheduled play a role in when the visit is conducted. However, the site visit will be conducted during the enrollment process. 

The NSC has an internal goal of ordering a site visit 48 hours after the receipt of the application. The average time frame that the NSC try to have the process completed is 60 days for a provider to get their number from when they submitted the application. HOWEVER, these are internal guidelines – there is no CMS rule or requirements for the time frames.
	Closed

	04/2007
	Site Visit
	Regarding Quality Standards, we understand that the NSC will be verifying accreditation and that accreditation verifies that a provider is following the quality standards. But, will Overland Solutions be verifying policies relating to the quality standards at the site visit? If so, will we know what areas to have paperwork/policies readily available for the site visit?

Follow-up question: The NSCAC has an example of a company that was asked for the Quality Improvement Plan which is not part of the current quality standards.
	In the future the NSC will be tasked with verifying the supplier is accredited and for maintaining accreditation information in the supplier database.

The NSC site visit process exists to verify a supplier’s compliance with the supplier standards. Therefore, the NSC will not be involved in enforcing the quality standards. This is the responsibility of the accrediting organizations established by CMS. 

When the NSC receives CMS instruction to verify and maintain supplier accreditation information, the NSC or one of its contracted site inspectors may request a copy of the certificate indicating the supplier is accredited. 

This should not be an item that the inspector should be looking for.
	Closed

	04/2007
	Site Visit
	Will the NSC continue to verify the 21 supplier standards as well as the new Quality standards or will they be combined into one set of standards?
	Neither the NSC nor its site visit contractors will conduct site visits with regard to the accreditation process. The DMEPOS enrollment process and the accreditation process are separate. The NSC will continue to ensure suppliers are in compliance with the DMEPOS supplier standards and the accrediting organizations will ensure compliance with the quality standards. There are no plans to combine these processes. 

Therefore, suppliers can expect to have site visits from both the NSC and the accrediting organizations.


	Closed

	04/2007
	Site Visit
	Please identify all documents/evidence an investigator will ask for when doing an NSC site visit.

Follow-up question: Providers have been asked to provide copies of the documents, i.e., the insurance policy, that had already been provided at the time of the original application. Why is this?

Follow-up question: the NSC has provided a model form for providers to use that has a line for a signature. This is confusing for providers for this is not a required form that they must sign. The NSCAC recommends the NSC educate providers that the signature of the beneficiary is not required and to make sure the providers know that it is a model form only.
	Depending on the type of supplier being visited, any of the following documents may be requested:

· Any licensure required to operate the business

· Insurance policy showing compliance with supplier standard #10

· An acceptable IRS document 

· Copies of any contracts the supplier may have for inventory, instruction or repair services

· Complaint log and resolution protocol 

· Rent/Purchase option notification* 

· Proof of warranty coverage 

The NSC requests to have examples of when this happens. It may be a case with crossing. If the information requested was included in the original application, they should not be asking for it. 

*The model rent/purchase option notification model form is not required and is just an option for providers to use when notifying the beneficiary and their signature is not required. Providers are welcome to do their own notification forms.
	Closed

	04/2007
	Site Visit
	For locations that operate “By Appointment Only,” is it permissible to have signage reflecting this vs. listing actual hours?  If so, what does the site inspector do when he/she arrives at a location that operates “By Appointment Only?” Is this acceptable?
	Suppliers are required by supplier standard #8 to be accessible to beneficiaries, CMS and/or its agents. Although there is nothing prohibiting a supplier from posting their hours of operation as “by appointment only”, suppliers should not use this to circumvent the intent of this standard. 

With that being said, the site inspector will make an initial attempt and when it is discovered the hours of operation are “by appointment only”; the inspector will contact the supplier to set up a time to conduct the visit. 

Again, suppliers must be sure they are accessible and if the hours of operation are “by appointment only”, procedures should exist to ensure beneficiaries can contact the supplier if necessary.
	Closed

	10/2007
	Enrollment/

Reenrollment
	How will re-enrolled suppliers ever move to the new 855s if you continue to send the old form for re-enrollment?
	CMS has instructed the NSC to continue to use the previous version of the CMS 855S for reenrollment purposed until further notice. CMS has yet to instruct the NSC to do otherwise. Please note sections 3, 14 and 15 included in the reenrollment package are from the 06/06 version of the CMS 855S application form.
	Closed

	10/2007
	Enrollment/

Reenrollment
	Why will some suppliers be asked to provide a piece of information and once that is provided be asked for other unrelated additional information?  Why are suppliers not being told about all the missing information at once?


	Provider enrollment analysts should request any additional information needed at one time. However, based on the verification process, review of the site visit report or if the supplier’s response to the request for additional information needs correcting or clarifying, the analyst may need to make a subsequent request.  
	2007/10

	04/2007
	Enrollment/

Reenrollment
	There are supplier applications for billing coming from Miami are now exceeding 120 days. When the providers call customer service, they are told that everything is processing and that there are no developments or problems. Why is the NSC ignoring the CFR which dictates that " the NSC must accept , reject deny or request additional information within 15 days of the receipt of an enrollment application".  Is there a freeze and if so under what authority?
	The NSC processes enrollment documentation based on instructions provided in its Statement of Work, applicable Manual instructions and other related regulations. CMS has prioritized the NSC’s workload and the NSC is processing that workload according to CMS instruction. 

If suppliers have concerns regarding how the NSC is processing its workload, they should contact CMS directly with those concerns. 
	Closed

	04/2007
	Enrollment/

Reenrollment
	If a provider has submitted an CMS855S application or if they are in an appeals process on a revoked supplier number AND they are either in the MSA’s for competitive bidding or will be bidding, has CMS notified the NSC to give these providers priority status?

Follow-up question: if a provider submits a bid, and then has their provider number revoked in the middle of the bid/evaluation process, what happens?
	There are no priorities at this time. If a provider is in an appeals process, this process should not affect their ability to bid.

This issue has not been addressed by CMS and may need to be re-evaluated. The NSC currently is sending daily files to the CBIC for the competitive bidding registration and they will know daily status of the provider number. 
	Closed

	04/2007
	Enrollment/

Reenrollment
	When a provider submits their re-enrollment and has a site visit - it used to be that a letter was sent to advise them that their re-enrollment was accepted.  Upon our recent re-enrollment (Jan 2007), we were never notified of our status.  We had to call into the NSC to learn that we had been accepted.  The re-enrollment application states you can print a status letter on-line, but that function is not currently available.  This letter is often times needed to provide to other insurance networks proof of Medicare legitimacy.  Is it possible for the NSC to email a provider a notice of re-enrollment acceptance or get the on-line link to function?

10/2007 Follow-up: We are still not getting the CMS supplier number letters that we are requesting online, even though we are getting a confirmation that says the letter will be mailed within 5 - 7 days. 

** Since the DME MACs now require that the NPI address and the address on file with CMS match exactly,  it is important that we be able to receive the CMS letters timely.  We need to see what is printed on our CMS letters so that we can quickly edit the NPI letter when we receive denials. 

Example:  We received a denial for one of our locations, we were told that because we did not have "periods" next to the letter E. and word St. (abbrev. for Street), we received a denial.  We were told that they compare the address on the NPI letter with the address on file at CMS and everything must match exactly.  On this example, I pulled the CMS letter (which I did have a copy of) and edited the NPI address to match exactly what we have on file with Medicare.


	It is standard operating procedure to notify suppliers by letter when a reenrollment or any other type of enrollment documentation has been processed. If a supplier does not receive a letter, they should contact the NSC Customer Service line and request a duplicate. The analyst will then generate a duplicate letter and depending on the supplier’s request will either mail or fax the letter. 

To clarify, the online feature was created to provide suppliers another option to order a duplicate supplier number letter. No online option exists to request a letter indicating the status of enrollment documentation submitted by a supplier. 

The duplicate letter option on the NSC Web site was experiencing some problems, but those problems have been resolved. The option is now fully operational.   

Suppliers may also contact the NSC Customer Service Line or send a request to Medicare.NSC@PalmettoGBA.com to request a duplicate letter.  

Based on the example provided, the NSC is not sure what type of documentation was denied or what entity denied the documentation, but the NSC would like to clarify it does not deny an application based on the reasons listed.  

 
	Closed

	04/2007
	Enrollment/

Reenrollment
	Providers are trying to register to bid with the CBIC and the authorized individual has had problems with the registration process. A specific example when the provider contacted the NSC, they were missing the DOB.
	The NSC has identified the files that are missing date DOB and are working to fix them. If this is what the provider is missing, contact the NSC and it should be fixed within two days. 
	Closed

	04/2007
	Enrollment/NSC Customer Service
	Is there a way for providers to receive a printout of the information the NSC has on them so that the provider can verify their information?

Follow-up question: can the provider come to the NSC office or can they call customer service to review their information?

Follow-up question: what if a provider is trying to register with the CBIC and it gets denied? 

Follow-up question: Is Jr. or Sr. and the 3rd included in the last name? 
	The NSC does not have funding for this. It would take system changes to make this happen. 

The provider cannot come to the NSC office nor can customer service review the information for it is too much information. 

Currently for the registration process for the CBIC, must have the authorized representative last name, their social security number, and their date of birth. This information can be verified with the NSC and at the same time what the provider’s correspondence address is for the CBIC will be sending a letter with the user name and password. This information is in the current NSC newsletter that is on the NSC website. 

There has been discussion on this, but the NSC is not sure. 
	Open

	04/2007
	Enrollment/NSC Customer Service
	If there is an error in the provider’s information, can the errors be fixed quickly on the Customer Service Line?
	If the file was pulled and there was an error that the information on the application is correct, but the NSC entered it in wrong, in this situation it can be fixed on the customer service line. 
	Closed

	10/2007
	Customer Service
	Is there a protocol for NSC Representatives/Customer Service that leave messages at a provider’s location, that when the provider calls back, does any representative take the call and know what is needed?
	After reviewing the enrollment documentation analysts should make specific notes in the NSC’s tracking system. This allows analysts to notify the supplier of the information needed when they contact the customer service line.   
	Closed

	10/2007
	Customer Service
	I have placed multiple calls to representatives to follow up on an application request, yet I don't receive a call back.  What is the NSC protocol when responding on a 14 day request? 


	Enrollment analysts make every effort to return calls in a timely manner. However, workload and the number of calls needed to be returned all play a role in when the analyst may be able to return the call. 
	Closed

	04/2007
	NSC Customer Service
	Is there a protocol that providers should follow if they are not satisfied with an answer they receive from customer service? Many call members of the NSCAC asking for Brian Banks phone number. Could you provide some sort of a chain of authority grid so that we may educate providers on how to proceed if they feel the need to speak to someone in a supervisory capacity?
	The following protocol should be followed when contacting the NSC:

1.NSC Customer Service Line 

2.Request to speak with a Team Leader 

3.Request to leave a message for the Manager 

Most issues are resolved at the Team Leader or Manager levels. However, the NSC realizes there are some issues that certainly demand attention and the NSC will address those issues accordingly. 

However, it is important to understand just because the answer is not what the supplier wanted to hear does not mean it was the wrong answer. These types of issues should not be elevated to the Manager level. 


	Closed

	04/2007
	NSC Customer Service
	When a supervisor follow-up is requested, can a provider be given the name of the supervisor that will be contacting them and a time-frame in which they can expect a phone call?

Follow-up question: What would be considered a “reasonable timeframe”?

Follow-up suggestion: The NSCAC asked if the NSC would still contact the provider within 2 business days to let them know the response will take longer for the NSC needs to do more research. This would eliminate further phones calls to the NSC and the frustration for providers waiting for a call back. 

2007/07 Follow-up: 


	Suppliers who request to speak with a supervisor, may request the supervisor’s name and can generally expect to receive a return phone call within two business days. However, depending on the complexity of the issue and the amount of research that needs to be completed, the supplier may not always receive a return phone call within two business days, but will receive a response within a reasonable timeframe. 

The NSC has a goal of trying to call back within 2 business days, however, if there is research needed, it may be longer.

The NSC will take this under advisement.

The NSC does agree with the suggestion and will inform the necessary staff to contact the supplier within two business days in order to notify the supplier their issue is being researched and when they can expect a return phone call.  
	Closed

	04/2007
	NSC Customer Service
	Are there specific guidelines that state the NSC has the right to “refuse” to speak with a supplier if the supplier prefers to have the conversation with the telephone on “Speakerphone?”  If so, why?
	There are no guidelines established that prohibit a supplier from communicating with the NSC via a speakerphone. However, if the analyst is having difficulty hearing or communicating with the supplier due to the use of a speakerphone, the analyst may request the conversation continue without the use of the speakerphone.  
	Closed
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