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Dear Patient:	


Welcome to AtHome Medical!  We have received an order request for sleep equipment to be processed on your behalf.  At this time the order is being routed to a Customer Service Representative (CSR) for review.  This process can take anywhere from 24 hours to weeks depending on what information was received at the time the order was placed.  Our process is as follows:

CSR reviews order to assure all required documentation is present and meets insurance criteria.

When all documents needed are present the following occurs:
· Insurance benefits are verified
· If authorization is required, request is sent to our Insurance Verification Team
· Note: Oxford takes up to 45 business days for authorization
· Note: HNJH takes up to 10 business days for authorization
· Once authorized Insurance Team sends back to CSR 
· CSR will contact you to review benefits
· CSR prints delivery ticket to Respiratory Department
· Respiratory Department will contact you to schedule an appointment for set-up

When documents needed are missing the following occurs:
· Requests are sent to the ordering physician for the missing documentation 
· If received back immediately, process follows as above.
· If items are not received, AtHome makes multiple attempts between day 1 and up to 30 days with the physician’s practice.  
· After 30 days AtHome will send a letter to your home advising you that we have been unsuccessful and will hold your order until items are received 

At any time during this process if you have questions you can call our sleep team at 1-800-287-0643, option 3 or send an email to athomesleep@atlantichealth.org . If you have already been contacted by our sleep or respiratory team you can disregard this letter, otherwise we look forward to providing you with your sleep equipment in the near future.

Sincerely,
Customer Service Sleep Team
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