
 
 
 
 
 

 
 

MEMO 
 
TO:  Vaya Health Contracted In-Network Providers 
DATE:  March 26, 2020 
RE:  Provider Financial Hardship Request 

 
On Friday March 23, 2020, the NC Department of Health and Human Services (DHHS) released a letter 
to all LME/MCO Chief Executive Officers providing direction on available funding options and other 
mechanisms to support Behavioral Health and I/DD providers during the COVID-19 State of Emergency. 
In that letter, DHHS clearly identified the following State objectives: 
 
• Support the continuation of quality, medically necessary services and supports for members 

during this period of great change and uncertainty, recognizing the need for providers and 
members to rapidly adapt to new methods and modalities of treatment.  

• Stabilize, sustain, and adapt provider networks to deliver services and supports tailored to the 
needs of North Carolinians in the face of the present challenge, while also readying providers for 
the potential lasting impact of this pandemic. 

• Reduce, to the greatest extent possible, the need for any emergency department (ED) or hospital 
inpatient admissions for behavioral health reasons, including facilitating discharge where 
appropriate and preventing avoidable readmissions from state-operated psychiatric hospitals.  

 
The letter authorized LME/MCOs to access up to 15% of their existing Medicaid risk reserve funds as 
well as newly released state funding to support contracted providers who are: 
 
• Actively accepting referrals and providing quality services during the State of Emergency; and 
• Maximizing telehealth/ telemedicine options and capabilities where possible; and 
• Engaging and diverting members from unnecessary ED or hospital inpatient admissions; and/or 
• Incurring additional costs to maintain members in their existing residential placements or higher 

levels of care when necessary, including situations where safe transition to lower level of care or 
family is unavailable or medically unsafe; and/or 

• Demonstrating financial hardship while continuing to try to provide robust access to care 
throughout the State of Emergency 

 
To achieve these objectives and support our members and providers during this unprecedented 
COVID-19 State of Emergency, Vaya has already taken the following actions (note that to avoid 
unnecessary delays, Vaya is proceeding with implementation based on expectation that DHHS will 
approve our requested policy changes, waivers and other flexibilities): 
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• Submitted to DHHS a Telemedicine policy that is less restrictive than the revised NC Medicaid 
Clinical Coverage Policy 1H, and which allows both clinical (licensed) and non-licensed service 
providers to utilize telehealth options for Medicaid and non-Medicaid services. 

• Identified and requested specific waivers from existing contract requirements and Clinical 
Coverage Policies/ Service Definitions to enable clinical and service flexibility so that providers 
can continue to meet the needs of existing and new members. This includes allowing many 
services to be delivered via Telemedicine instead of face-to-face and waiving or suspending 
certain staffing and training requirements. 

• Suspended all non-essential provider monitoring and investigations. At this time, Vaya will 
continue to log and track all complaints we receive but will only investigate allegations of serious 
health and safety issues, as determined by our Chief Medical Officer. 

• Continued collaboration with other LME/MCOs and statewide Provider Councils to maximize 
standardization of services, policies and procedures while meeting the unique service needs of 
Vaya Health members and providers in our rural catchment area. 

 
Moving forward, we are: 
• Exploring the development of additional Medicaid In lieu of and Non-Medicaid Alternative Service 

Definitions to fill in gaps of needed services and support members through unique and cost-
effective new services 

• When possible, adjusting non-UCR budgets and contract requirements to allow additional 
flexibility and use of non-Medicaid funds and account for unbillable activities during the State of 
Emergency. 

 
Despite the robust changes we are making across the system to support the providers who are 
continuing to engage and support our members during this crisis, we realize that providers still may 
experience cash flow and staffing issues that cannot be addressed with federal relief to private 
employers. To support providers in continuing to ensure access to medically necessary services and 
minimize impact on hospitals by dramatically reducing hospital ED and/or inpatient admissions for 
behavioral health reasons, we developed the following process for contracted providers to 
demonstrate hardship and request supplemental funding. 
 
The first step is for providers to complete and submit the Vaya Health Hardship Request - COVID19 
form. If you have questions regarding the form, please email provider.info@vayahealth.com. Vaya will 
evaluate whether the provider qualifies for hardship funding and determine the appropriate amount of 
such funding based on the annual average reimbursement from Vaya (Medicaid, State, Federal Block 
Grant) to the requesting provider. Vaya will process requests as quickly as possible, and will prioritize 
requests from the following: 
 
• Providers delivering a required crisis service to Vaya members; 
• Providers delivering emergency walk-in services in the Vaya catchment area; and/or 
• Providers that are unable to provide their contracted services via Telemedicine due to the nature 

of the service (e.g. direct care, clubhouse, day treatment). 
 

https://providers.vayahealth.com/covid-19-provider-hardship-form/
https://providers.vayahealth.com/covid-19-provider-hardship-form/
mailto:provider.info@vayahealth.com
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Providers will be notified of the decision via email. If you are approved for hardship funding, you will 
receive a contract amendment via DocuSign that must be executed in order to access these funds. This 
will ensure we are appropriately tracking and monitoring in keeping with our obligation to be good 
stewards of taxpayer funds. Initial payments will be made to support qualified providers for shortfalls 
experienced in March 2020 due to the State of Emergency. Depending on the length of the crisis and 
additional guidance from DHHS, we will issue a supplemental memo to address April hardship needs. 
Please know that we fully appreciate the challenges you are facing, and we are absolutely committed 
to supporting you to the greatest extent possible within available funding. We appreciate the 
collaboration as we all strive to help our members and our staff through this crisis. Stay healthy and 
#VayaStrong! 
 
Thank you, 
Brian Ingraham, CEO 


