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Exhibit 16: State Health Plan Recovery Workflows

Active Member

Wage Garnishment Enforced
Collection Workflow

The North Carolina State Health Plan enforces wage
garnishment to recover member debt.

Information taken from the
North Carolina Office of State Controller,
Statewide Accounts Receivable Program
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request notice to Active HBR Report report
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HBR Report via email
to SHP Recovery
Team on 15" of each
month
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provide further
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instructions
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@ Deceased Subscriber

Collection Workflow

Recoverable
overpayment
identified < Start >

Subscriber dies
Send notice to Subscriber
Active Member dies
A A
Active Terminate TPA notified
Member notice, HBR, AG that
Collection g or Collection - subscriber
Workflow Agency activities has died
Refer any recovery less than / or that drops

below $50.00 to Write-off.

A

Refer the —
collection to Pursue the debt through the NC Department of
» the NC Revenue until the debt is recovered or the SHP
Department of provides other direction.
Revenue

2 Years
From subscriber’s
date-of-death?

Yes

4

Refer to
Write-off

Wait for SHP
approval for
Write-off

Close out
recovery

Rev. 1/2026

End
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@ NC Military Treatment Facility/VA Provider

Collection Workflow

Information taken from the

North Carolina Office of State Controller,
Recoverable Statewide Accounts Receivable Program
overpayment
identified
vy
TPA staff to identify any open
Day 1 Day 60 checks paid to provider
Send notice to -
. Refer to Attorney
NC MTF/VA Provider ™ General’s (AG’s) Refer any recovery less than /
Office or that drops below $25.00 to
write-off
vy
Collsgyrst_:c?\?er 2 No Day 90 Examples:
v Provide statusto ——__ |N/R No Response
AG’s Office PD Paid in Full
WO Write Off
vy
Day 120
Receive Refer any recovery less than /
Yes recommendation or that drops below $25.00 to
from AG’s Office Write-off

AG’s Office Carry out AG’s
Y Recommend further No-» Office
collections? recommendation
Close-out recovery
process Yes
v
Day 120
Refer to
Collections Agency
Refer any recovery less than /
or that drops below $50.00 to
write-off
Collections Agency to pursue
recovery for 365 days
> End <
Note: A provider recovery will be referred to write-off at any point in the process flow if the recovery is
greater than or equal to 2 years from the date of original claim payment or corrected claim Rev. 1/2026

adjustment date, and the recovery does not involve a health care provider or health care facility
receiving payment for the same service from a government payer.



Exhibit 16 - State Health Plan Recovery Workflows

Par/ Non-Par & MTF / VA Provider

Government Payer / Write-Off Logic

Day 485
Wait for
payment

Refer any recovery that drops
below $50.00 to Write-off

A — 18 months from the date of the
original claim payment or corrected
claim adjustment date

24 months from the date of the

Research if
recovery is

original claim payment or YesPp associated to a
corrected claim adjustment government paid
Yes date .
claim
Refer to P No Government
Write-off | | ' Payer?
A
Yes
Wait for
SHP
approval .
Identify recovery
as associated to
a government
payer claim
Close out
the
recovery

4

End

P
&

Note: A provider recovery will be referred to write-off at
any point in the process flow if the recovery is greater
than or equal to 2 years from the date of the original
claim payment or corrected claim adjustment date and
the recovery does not involve a health care provider or
health care facility receiving payment for the same
service from a government payer.

Wait indefinitely
for payment

Refer to any recovery that drops
below $50.00 to Write-off

The collection period can exceed 2 years where
the claim involves a health care provider or health
care facility receiving payment for the same

service from a government payer.
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Start

Recoverable
overpayment
identified

Day 1
Send notice to
NC Provider

4—VYes

NC Par & Non-par Provider

Day 46
Recoup money from
provider payment to

collect recovery

Day 76
Collect recovery

Collection Workflow

Information taken from the

North Carolina Office of State Controller,
Statewide Accounts Receivable Program

Day 76
Refer to Attorney

General’s (AG’s)
Office

TPA staff to Identify any open
checks paid to the provider

Refer any recovery less than /
or that drops below $25.00 to
write-off.

Day 106
Provide status to
AG’s Office

through recoupment
process?

Day 136
Receive
recommendation
from AG’s Office

Recoupment process from
provider payment is ongoing until
debt setoff.

Examples:

N/R No Response
PD Paidin Full
WO Write Off

Refer any recovery less than /
or that drops below $25.00 to
Write-off

AG’s Office Carry out AG’s
Recommend further No-» Office
A collections? recommendation
Close out recovery Yes
process v
Day 136
Refer to
Collections Refer any recovery less than /
Agency or that drops below $50.00 to
\ Write-off
End
Recoupment process from Collections Agency to pursue
provider payment is ongoing until recovery for 365 days
debt setoff.
End
Note: A provider recovery will be referred to write-off at any point in the process flow if the recovery is
greater than or equal to 2 years from the date of original claim payment or corrected claim Rev. 1/2026

adjustment date and the recovery does not involve a health care provider or health care facility
receiving payment for the same service from a government payer.
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Par/ Non-Par & MTF / VA Provider

Government Payer / Write-Off Logic

Day 501
Wait for
payment

Refer any recovery that drops
below $50.00 to Write-off

A — 18 months from the date of the
original claim payment or corrected
claim adjustment date

Research if
24 months from the date of the recovery is
original claim payment or Yes» associated to a
corrected claim adjustment government paid
Yes date \
claim
Refer to No Government
Write-off | [ ' Payer?
A
Yes
Wait for i
SHP
approval '
Identify recovery
as associated to
a government
A payer claim
Close out
recovery

P
hl

E‘h

Note: A provider recovery will be referred to write-off at
any point in the process flow if the recovery is greater
than or equal to 2 years from the date of the original
claim payment or corrected claim adjustment date and
the recovery does not involve a health care provider or
health care facility receiving payment for the same
service from a government payer.

Wait indefinitely
for payment

Refer to any recovery that drops
below $50.00 to Write-off

The collection period can exceed 2 years where
the claim involves a health care provider or health
care facility receiving payment for the same

service from a government payer.
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Start

Non-Active Member

Collection Workflow

Information taken from the:

North Carolina Office of State Controller,
Recoverable Statewide Accounts Receivable Program
overpayment
identified
Y Research to identify any open
checks paid to the member
Day 46
Day 1
Send notice to P Refer to the ,
. Attorney General’s
Non-active member (AG’s) Office Refer any recovery less than /
or that drops below $25.00 to
Write-off.
vy
Examples:
Day 2 - 45 .Day 76 N/R No Response
No Provide status to L
Collect recovery? AG's Office PD Paid in Full
WO Write Off
vy
Yes RDay 10t6h Refer any recovery less than /
ecelve tne —————————— or that drops below $25.00 to
recommendation Write-off
from the AG’s Office '
Close-out recovery
process AG’s Office Carry out AG’s
Recommend further No—p Office
collections? recommendation
Yes
Day 106
Refer to the Refers any recovery less than /
Collections Agency or that drops below $50.00 to
Write-off.
Collections Agency to pursue
recovery for 365 days.
> End <
Note: A member recovery will be referred to write-off at any point in the process flow if the recovery is

greater than or equal to 3 years from the date of original claim payment or corrected claim adjustment date
and the recovery does not involve a health care provider or health care facility receiving payment for the

same service from a government payer.
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Day 471
Refer to NC
Department
of Revenue

3 years

payment date?

Yes

;

from date of original claim
payment or adjusted claim

Research if the
recovery is
associated to a
government paid
claim

Yes

v

Non-Active Member

Collection Workflow Continued

Refer any recovery that drops
below $50.00 to Write-off.
Pursue the debt through the NC
Department of Revenue until
the debt is recovered or the
SHP provides other direction.

Identify recovery as
associated to a
government payer
claim

Wait indefinitely
for payment

o Refer to Write-
NO Lg
off
4
Refer any recovery that drops
below $50.00 to Write-off. Wait for
SHP
. . approval
The collection period can exceed 2 years
where the claim involves a health care
provider or health care facility receiving
payment for the same service from a
government payer.
Close out
recovery

End

A provider recovery will be referred to Write-off at any
point in the process flow if the recovery is greater than or
equal to 2 years from the date of the original claim
payment or corrected claim adjustment date, and the
recovery does not involve a health care provider or

health care facility receiving payment for the same
service from a government payer.
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Note:

Start

4

Recoverable
overpayment
identified

4

Day 1
Send notice to
member

Day 46
No» Initiate Retiree
Garnishment Report.

Day 2 — 45
Collect recovery?

Yes
* vy
Research to
Close out recovery identify any
open checks
paid to the
member
y
End 4

Send the Retiree
Garnishment Report via
email to the SHP
Recovery Team on the
15" of each month

The SHP Recovery Team will
report collection results to TPA
on a monthly basis and provide

further recovery pursuit
instructions if required.

End

Retiree

Debt Offset
Collection Workflow

Information taken from the
North Carolina Office of State Controller,
Statewide Accounts Receivable Program

A member recovery will be referred to write-off at any point in the process flow if the recovery is

greater than or equal to 3 years from the date of original claim payment or corrected claim

adjustment date and the recovery does not involve a health care provider or health care facility

receiving payment for the same service from a government payer.
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