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Blue Shield of California

Home-Based Palliative Care (HBPC) program overview

Palliative care is a standard medical service offered to all Blue 
Shield of California members except members with Medicare 
supplemental insurance (Medigap), a PPO Federal Employee 
Program (FEP), or Shared Advantage.

Members in the HBPC program are not charged copays or co-
insurance for services provided as part of the program.

If the patient continues to meet eligibility and there is a medical 
need, there is no time limit on HBPC program enrollment.
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Blue Shield of California

Member referral
Because palliative care is a primary 
service, a member can self-refer.

Referrals can also come from other 
sources, such as:
• Family members
• Case management (Blue Shield and 

others)
• Provider referral (e.g., primary care 

physician, specialist)
• Hospital discharge planner
• And you…

Upon receipt of a referral, providers are 
required to contact the member within 

three (3) business days.

New in 
2021
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Blue Shield of California

• Log in to Provider Connection and click Eligibility verification from the homepage 
or Verify Eligibility from the Eligibility & Benefits section. 

• Note that Landmark enrollment status displays as part of the search results.

Verify member eligibility before every encounter

7

3

• Eligible plan types = PPO, HMO, Federal Employee Program (FEP) HMO, and MED ADV/MA
• Not eligible plan types = Medicare Supplement, FEP PPO, and Shared Advantage

https://www.blueshieldca.com/provider/home.sp
https://www.blueshieldca.com/provider/eligibility-benefits/eligibility-search/home.sp
https://www.blueshieldca.com/providerwebapp/verifyEligibility/singleSearch


Blue Shield of California

HBPC program patient eligibility requirements

Diagnosis categories

• Have an advanced illness

• Use hospital and/or emergency 
room (ER) to manage illness 

• Willing to attempt home- and 
office-based management, 
when appropriate

• Not eligible for or declined 
hospice care

• Death within a year would not be 
unexpected

• Willing to participate in advance 
care planning discussions

Include but not limited to:

• Congestive heart failure (CHF)

• Chronic obstructive pulmonary 
disease (COPD)

• Advanced cancer

• Liver disease

• Cerebral vascular accident/stroke

• Chronic kidney disease or end state 
renal disease

• Severe dementia or Alzheimer’s 
disease

• Other 

General guidelines
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Blue Shield of California

HBPC Eligibility Screening Tool – continued

• Patients are qualified for the HBPC program via the Eligibility Screening 
Tool.

• Only members meeting criteria outlined in the tool are eligible for 
enrollment.

• For members with any medical condition not specifically listed on the 
Eligibility Screening Tool and categorized as “Other,” you must submit a 
clinical assessment and the tool to the Blue Shield Palliative Care Team 
inbox for review before program enrollment.

New in 
2021
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Blue Shield of California

Your role…

As a servicing provider, you will:
• Evaluate members to determine 

eligibility
• Enroll members
• Establish the care plan and team
• Engage with treating provider(s)
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Blue Shield of California

Program enrollment process snapshot
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Shield 
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Provider 
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• Outreach to 
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treating 
provider for 
additional 
information
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•Submit 
expedited 
medical or 
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needs
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monthly 
clinical notes 
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Blue Shield 
Clinical 
Program Mgr.

•Notify 
patient’s 
treating 
provider(s) 
when 
appropriate 

YES

NO
Notify referral source of members’ 
ineligibility and ongoing need for 
care coordination

New in 
2021
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Blue Shield of California

Once enrolled…
• The interdisciplinary team (IDT) should meet 

monthly to review and adjust the care plan, 
and more often if needed. 
 Each IDT member is expected to contribute to 

the care plan and team meetings.

• At a minimum, in-person visits by the IDT’s prescribing clinician should take 
place once every three (3) months or when goals of care change. 
 The number and frequency of in-person or phone or video visits to a specific Blue 

Shield member in the HBPC program should be based on that patient’s needs. 

• Treating provider(s) should be integrated into the care planning process as 
they desire.
 Additionally, treating provider(s) should receive regular chart notes and advance 

care planning documents as completed or revised.

• Notification must be submitted to Blue Shield within three (3) business 
days after disenrollment.

Include the Blue Shield HBPC Clinical Program Manager 
assigned to your team in each member’s monthly IDT meeting.

New in 
2021

13



Blue Shield of California

If the patient is admitted to a hospital or a skilled nursing facility, 
do we discharge them from the HBPC program?

• No, the patient should not be discharged from the program.
 Continue to monitor the patient’s status, coordinate care with the 

hospital or facility staff, and remain in contact with the patient’s 
caregiver/decision-maker. 

FAQ 1.
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Blue Shield of California

If the patient resides in a nursing home, do we discharge the 
patient from the HBPC program?

• No, the patient should not be discharged from the program.
 Patients can receive and benefit from palliative care services if they 

are in a nursing home under a custodial level of care when they can 
continue to be seen regularly by the HBPC team. 

FAQ 2.
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Blue Shield of California

If we evaluate a patient in the hospital, can we admit the patient 
to the HBPC program?

• No, the patient cannot be admitted to the program.
 Admit the patient to the HBPC program only when he/she is 

discharged from the hospital and is in a home setting. 
 The enrollment date must reflect the date when the patient is in their 

home setting.  

FAQ 3.
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Blue Shield of California

HBPC program case rate

Blue Shield has established a 
home-based palliative care per 
member per month (PMPM) case 
rate to support the HBPC 
program’s interdisciplinary team 
approach. 

The case rate covers HBPC 
program services provided during 
a calendar month.

It is activated the day after the 
member has been assessed for 
the HBPC program, deemed 
eligible, and agreed to join.
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Blue Shield of California

Before the case rate is activated

• Use these CPT codes when submitting claims for the palliative care 
consultation/advance care planning. 
 Including administration of the HBPC Eligibility Screening Tool and 

determination of the PPS rating.

• If appropriate, also conduct and bill for an annual wellness visit/PPPS 
development using CPT code G0438.

Time frame CPT code Rev code Code description Submitter

First 30 
minutes

99497* 0693┼ Advance care 
planning, face-to-
face with patient, 
family member(s), or 
surrogate

Any palliative care 
provider with a Blue 
Shield contract 
amendment to 
provide HBPC 
program services.

Additional 30 
minutes

99498*

* These CPT codes can be used in conjunction with a standard office visit.
┼ A revenue code is necessary only for agencies (e.g., home health, hospice) billing via a 

UB-04 claim form.
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Blue Shield of California

After the case rate is activated
• Once the case rate is activated, use CPT code S0311 to submit claims 

for any home-based palliative care provided to Blue Shield members:

• If appropriate, continue to code separately for the member’s annual 
wellness visit, using CPT code G0439. 

• Claims must be submitted monthly; no quarterly or bulk submissions.

CPT code Rev code Code description Submitter

S0311* 0699┼ Comprehensive 
management and care 
coordination for advanced 
illness, per calendar month

Any provider who has a 
contract amendment with 
Blue Shield to provide 
palliative care services 

* Defined as “Pre-hospice/Palliative Care Services.”
┼ A revenue code is necessary only for agencies (e.g., home health, hospice) billing via a 

UB-04 claim form.
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Blue Shield of California

Coding and billing tips: Initial invoice

Topic Tip
CPT prior to 
enrollment

• Use CPT codes 99497 and 99498 for assessment and 
consultation provided prior to HBPC program 
enrollment.
 Be sure to include dates of service.

CPT after 
enrollment

• Use the case rate CPT code S0311 on the day following 
member enrollment in the HBPC program. 
 Use moving forward until member disenrolls from 

the HPBC program.
 The admit date field on the claim, MUST always 

match the date of service field. 
One 
invoice

Submit a single invoice for services provided before and 
after case rate activation. 

 You do not need to bill services separately.

The CPT codes used before and after case rate activation can’t be 
billed on the same day or they will be rejected. To guard against this, 
follow these guidelines:
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Blue Shield of California

Coding and billing tips: Facilities

Topic Tip
UB-04 form • Facilities should submit claims via a UB-04 form, just like 

when billing for hospice services.

Revenue 
codes

• Use revenue code 0693 for Blue Shield members not 
yet enrolled in the HBPC program. 

• Use revenue code 0699 for enrolled members.
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Blue Shield of California

Coding and billing tips: CPT & diagnosis codes

Topic Tip
CPT code 
S0311

• When using CPT code S0311, enter the number one (1) 
in the “Units” field. 

 Do not enter the number of days in the billing 
month (for example, 30).

o CPT code S0311 is defined as 
“Comprehensive management and care 
coordination for advanced illness, per 
calendar month.”

Diagnosis 
code

• Submit with the diagnosis code for which the patient is 
receiving palliative care. 

 Do not use ICD-10 code Z51.5 (i.e., encounter for 
palliative care) as the primary diagnosis but 
include this code on the claim
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Blue Shield of California

Provider reporting process
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* Care goals = advance directive, medical decision maker, Portable Medical Orders 
(POLST), code status
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• Purpose: Tracking 
of all referrals

• Frequency: Sent 
from Blue Shield 
Palliative Care 
team to providers 
bi-weekly on 
Thursday or Friday

• Provider 
Response Due: 
Following 
Monday
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• Purpose: Tracking 
member 
enrollment, 
disenrollment, 
and care goals*

• Frequency: Sent 
from Blue Shield 
Palliative Care 
team to providers 
monthly

• Provider 
Response Due: 
Within a week 
turn-around time

• Purpose: Tracking 
hospital 
admissions and 
ER visits

• Frequency: Sent 
from Blue Shield 
Palliative Care 
team to providers 
monthly

• Provider 
Response Due: 
None



Blue Shield of California

• Starting Q1 2021, the Blue Shield 
Palliative Care team will send 
electronic patient satisfaction surveys 
to active members in the program.

• The survey captures patient’s and/or 
family members’ perceptions about 
the quality of palliative care received.

• Providers are not included in the survey distribution or collection 
process.

• The Blue Shield Palliative Care team will disclose the overall patient 
satisfaction score for each provider during the year-end review.

Patient satisfaction survey
New in 
2021
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Blue Shield of California

• All contracted providers are highly encouraged to obtain palliative 
care certification from one of the accreditation bodies: 
 Joint Commission on Accreditation of Healthcare Organizations (JCAHO)
 Community Health Accreditation Partner (CHAP)
 Accreditation Commission for Health Care (ACHC)

Certification
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Accountability to an 
expressed definition of 

palliative care
High standard of 

leadership

Improve
quality

High standard of 
patient care
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Blue Shield of California

You will receive a PDF of this deck in about 5 working days. In the 
appendix, you will find the following to help you serve Blue Shield HBPC 
program members:

• Links to online resources

• HBPC program contacts

• General Blue Shield contacts

Resources
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Blue Shield of California

Online resources
For Notes

Blue Shield Provider Connection Establish a website account and enroll in EDI.

Blue Shield Provider Connection 
Reference Guide 

Includes information on how to register on the website, 
plus instructions and links for how to execute common 
provider actions.

Blue Shield Independent Physician 
and Provider Manual

Describes administrative guidelines, policies, and 
procedures for direct-contact Blue Shield network 
providers of healthcare services for members of our 
health plan. HBPC program information is in Section 5.

The 2021 Blue Shield provider manual was sent at the 
end of October 2020.

Shield Support provider flyer

Shield Support member website

A comprehensive, integrated care management 
program that includes member-focused clinical 
interventions to optimize health and quality of life. 

HBPC member eligibility screening 
tool

Compete this form online, save and email it to the Blue 
Shield Palliative Care Team.

HBPC Program servicing provider 
checklist

A PDF of this form will be provided in the webinar follow-
up email.
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https://www.blueshieldca.com/provider/home.sp
https://www.blueshieldca.com/bsca/bsc/public/common/PortalComponents/provider/StreamDocumentServlet?fileName=PRV_Provider_Connection_Reference_Guide2020.pdf
https://www.blueshieldca.com/bsca/bsc/wcm/connect/provider/provider_content_en/guidelines_resources/manuals/independent_physician
https://www.blueshieldca.com/bsca/bsc/public/broker/PortalComponents/StreamDocumentServlet?fileName=A48603_7-15_Shield-Support.pdf
https://www.blueshieldca.com/bsca/bsc/public/member/mp/contentpages/!ut/p/z1/tVJbT8IwFP4r-rDH0sO6sOJbQa4RTVQE-rLs0l3M1o6uMv33FkQTE4X4YJ_a0-_0fJdijteYy3BXZKEplAxLe97wXuDSGZ0CdOd34AIwCsP5bb9Pqe_jJ8wxr-MiwZvIc0nodglKezRCHsR9FCV-ggh1vS6kRPRpuEfH0tQmx5tKVJHQQaykEdIEQjpw3F9opYwDkQhaUZaHclLsGTUoDrVAtVaZDqvGgSYvRJmg5qWulTZ4dY4ut9fwy2KA5-cA1g9XL4aLzIoOTY4KmSq8rlVsR_ND89fwyeOQAJuMGBnTJaGedwSceH1j6fvBnEJvNriDG3igPrDr0f2AjV0XJl282hWixUupdGXDefij99NPgScMsgKL5-2WM5vTPoxXg9f_EJTlkZUq-vhhTEaEWke1SIUWuvOibTk3pm6uHHCgbdtOplRWik6sKgd-aslVY4l-R-K6qih5Qzzq3dP2Mc3LXbWiDbt8B18zdms!/dz/d5/L2dBISEvZ0FBIS9nQSEh/
ttps://www.blueshieldca.com/bsca/bsc/public/common/PortalComponents/provider/StreamDocumentServlet?fileName=PRV_Palliative_Care_Patient_Eligibility_Screening_Tool_A51754-FF_3-19.pdf


Blue Shield of California

Key HBPC program contacts
For Contact At

Contract questions (Facility) Denise Magdaleno denise.magdaleno@blueshiel
dca.com

Contract questions (Facility) Shaima Nazari Shaima.Nazari@blueshieldca.
com

Contract questions 
(Professional) Kathleen Lucas Kathleen.Lucas@blueshieldc

a.com

Claims questions Provider Customer Service (800) 541-6652 #3

Medical authorizations and 
related questions Provider Customer Service

(800) 541-6652 #6

priorauth@blueshieldca.com

Pharmacy authorizations and 
Rx-related questions

Pharmacy Call Center (800) 535-9481

Pharmacy Operations Team BSCPharmacyOperation@blu
eshieldca.com

Blue Shield support programs Shield Support (877) 455-6777

Program-specific operations 
and/or clinical questions

Member program 
disenrollment

Blue Shield Palliative Care 
team

BSCPalliativeCare@blueshield
ca.com
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Blue Shield of California

General Blue Shield contacts

Provider Customer Service …
Call (800) 541-6652
Say Or press

• Eligibility …………………………...
• Benefits ……………………………
• Claims ……………………………..
• Mailing address …………………
• Outpatient pharmacy ….…...…
• Medical authorizations ……..…
• Language assistance ………….
• Password reset …………………..
• QuickFax ………………………….

1
2
3
4
5
6
7
8
*

Additional contacts …

Area Phone/Email

• BlueCard eligibility 
and benefits (800) 676-BLUE (2583)

• BlueCard claims (800) 622-0632

• EDI or Office Ally (800) 480-1221 or email 
EDI_BSC@blueshieldca.com

• Pharmacy Call 
Center (800) 535-9481

• Provider Connection 
website assistance (800) 393-6130

Blue Shield of California member website: blueshieldca.com
Blue Shield Palliative Care member website: blueshieldca.com/palliativecare
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mailto:EDI_BSC@blueshieldca.com
https://www.blueshieldca.com/bsca/bsc/public/member/mp/home/!ut/p/z1/04_Sj9CPykssy0xPLMnMz0vMAfIjo8zijSw8LTwMDAy9_A2MDAwcLQycvfxMnIFMM_1wQgqigNIGOICjAVB_FFgJ3AT3EGdjA0d3V0djN4tQYwsTE6gCPGYU5EYYZDoqKgIAQgBOGw!!/dz/d5/L2dBISEvZ0FBIS9nQSEh/
https://www.blueshieldca.com/bsca/bsc/public/member/mp/home/!ut/p/z1/04_Sj9CPykssy0xPLMnMz0vMAfIjo8zijSw8LTwMDAy9_A2MDAwcLQycvfxMnIFMM_1wQgqigNIGOICjAVB_FFgJ3AT3EGdjA0d3V0djN4tQYwsTE6gCPGYU5EYYZDoqKgIAQgBOGw!!/dz/d5/L2dBISEvZ0FBIS9nQSEh/
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