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Note:  The following applies insofar as NMR is a delegated vendor on behalf of its clients for these 
functions, otherwise these functions are not applicable to NMR as a delegated UM vendor and they are 
retained by the delegating client.   
 
Note:  Although NMR does not receive appeal requests directly from the member, NMR is aware of and 
will comply with the turn-around-times outlined in this policy provided that NMR receives the appeal 
request from its clients, the delegators, within a timeframe that allows for NMR’s compliance.   
 
Subject: Timeliness of UM Decisions for Delegated UM Cases 
 
Policy:  NMR makes delegated UM decisions in a timely manner to accommodate the clinical urgency of the 
situation, and to minimize any disruption in the provision of healthcare.  Note: As a delegated UM vendor, 
NMR often makes delegated UM decisions in shorter timeframes than outlined below, to allow our clients, 
the delegators, to meet these timeframes.  In no case does NMR’s delegated UM decision-making extend 
beyond the timeframes outlined below.   

 
Purpose:  To ensure that NMR makes delegated UM decisions in a timely manner to accommodate the 
clinical urgency of the situation, and to minimize any disruption in the provision of healthcare.   
 
Responsibility: Operations, Quality, Compliance, Medical Director 
 
Definitions: 
 
 Behavioral healthcare - Evaluation and treatment of psychological and substance abuse disorders. 
 Concurrent request – A request for coverage of medical, behavioral healthcare, or 

pharmaceutical services made while a member is in the process of receiving the requested care 
or services, even if the organization did not previously approve earlier care or services.   

 Delegation - An organization gives an entity (like NMR) the authority to perform certain functions 
on its behalf. Although the organization may delegate the authority to perform a function, it may 
not delegate the responsibility for ensuring that the function is performed appropriately.  

 Delegator – A NMR client that decides to delegate certain portions of the UM process to NMR. 
 Denial – Non-authorization of care or service based on either medical appropriateness or benefit 

coverage. 
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 Member - A person insured or otherwise provided coverage by a health insurance organization. 
 Non-urgent request – A request for medical, behavioral healthcare, or pharmaceutical services for 

which application of the time periods for making a delegated UM decision does not jeopardize the life 
or health of the member or of the member’s ability to regain maximum function and would not 
subject the member to severe pain.  

 Normal business hours - The period of the organization's stated hours of operation. 
 Preservice request – A request for coverage of medical, behavioral healthcare, or pharmaceutical 

services that NMR must approve in advance, in whole or in part.  Preauthorization and precertification 
are preservice claims. 

 Postservice request – A request for coverage of medical, behavioral healthcare, or pharmaceutical 
services that have been received (e.g., retrospective review).   

 Urgent request – A request for medical, behavioral healthcare, or pharmaceutical services where the 
application of the timeframe for making delegated UM routine or non-life-threatening care 
determinations could: (a) seriously jeopardize the life, health, or safety of the member or others, due 
to the member’s psychological state, or (b) in the opinion of a practitioner with knowledge of the 
member’s medical or behavioral condition, would subject the member to adverse health 
consequences without the care, treatment, or services that are the subject of the request.   

 
Procedure:   
 
Delegated UM Documentation: 
 
NMR documents the dates that the requests are received, and the dates of the delegated UM decisions in 
the case file.   

 
Approval of Alternative Care, Treatment, or Services in Delegated UM: 
 
If as a delegated UM vendor, NMR approves an alternative to the care, treatment, or service being 
requested, and the member or member’s authorized representative does not request or agree to the 
alternative care, treatment, or service, NMR would be denying the care, treatment, or service that was 
originally requested.  However, if the member or the member’s authorized representative agrees to the 
alternative and the care, treatment, or service is authorized, the practitioner has essentially withdrawn the 
initial delegated UM request, which is not considered a denial.   
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Reclassification of Delegated UM Requests that Do Not Meet the Definition of “Urgent Care:” 
 
If a delegated UM request to extend a course of treatment beyond the prescribed time period or number of 
treatments previously approved by the delegated UM organization does not meet the definition of “urgent 
care,” the request may be handled as a new request and decided within the timeframe appropriate for the 
type of decision (i.e., preservice or postservice).  

 
Important Notes About Delegated UM Timeframes:   
 

1. NCQA measures the timeliness of decisions from the date when the organization receives the 
request from the member (or from the member’s authorized representative), even if the 
organization does not have all of the information necessary to make the decision.   

2. NCQA considers the time from the date when the organization receives the request, whether or not 
it is during business hours.   

3. If the organization has procedures for ongoing reviews of urgent concurrent care that it approved 
initially, the date of receipt is the date of review.  

4. NCQA considers 24 hours equivalent to 1 calendar day and 72 hours to be equivalent to 3 calendar 
days.   

5. If NMR is a delegated UM vendor for its clients, the delegators, NMR will pre-establish procedures 
for accepting urgent delegated UM requests after normal business hours with the delegator.   

 
 
 

Non-Behavioral Healthcare 
 

Timeliness of Non-Behavioral Healthcare Delegated UM Decision-making 
 
NMR adheres to the following timeframes for timeliness of non-behavioral healthcare delegated UM 
decision-making:  
 

1. For urgent concurrent review, NMR makes delegated UM decisions within 24 hours of the receipt of 
the request.   
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2. For urgent preservice delegated UM decisions, NMR makes those decisions within 72 hours of the 
receipt of the request.   

3. For non-urgent preservice delegated UM decisions, NMR makes those decisions within 15 calendar 
days of the receipt of the request.   

4. For postservice delegated UM decisions, NMR makes those decisions within 30 calendar days of the 
receipt of the request.   

5. For non-urgent preservice delegated UM decisions for Medicare and Medicaid, NMR makes those 
decisions within 14 calendar days of receipt of the request.   

6. For non-urgent postservice delegated UM decisions for Medicare and Medicaid, NMR makes those 
decisions within 14 calendar days of the receipt of the request.   

 
Type of Review Timeframe for Delegated UM Decision in Non-Behavioral 

Healthcare 
Urgent Concurrent Within 24 hours of receipt of the request 
Urgent Preservice Within 72 hours of receipt of the request 
Non-urgent Preservice Within 15 calendar days of receipt of the request  
Postservice  Within 30 calendar days of receipt of the request 
Non-urgent Preservice for Medicare or Medicaid Within 14 calendar days of receipt of the request 
Non-urgent Postservice for Medicare or Medicaid Within 14 calendar days of receipt of the request 
 
Extending Timeframes in Non-Behavioral Healthcare Cases for Delegated UM 
 

1. Members or their authorized representatives may agree to extend the delegated UM decision-
making timeframes for urgent, preservice, and postservice requests.   

2. NMR, as a delegated UM vendor, may also extend delegated UM decision timeframes under the 
following conditions:  

a. Urgent Concurrent Requests: 
i. If the request to extend urgent concurrent care was not made prior to 24 hours 

before the expiration of the prescribed period of time or number of treatments, NMR 
may treat the request as an urgent preservice and make a delegated UM decision 
within 72 hours.   

ii. If the request to approve additional days for urgent concurrent care is related to care 
not approved by NMR previously, and NMR documents that it made at least one 
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attempt to obtain the necessary information within 24 hours of the request but was 
unable to obtain it, NMR has up to 72 hours to make a delegated UM decision.   

b. Urgent Preservice Requests: 
i. NMR, as a delegated UM vendor, may extend the urgent preservice timeframe due to 

a lack of information, once, for 48 hours, under the following conditions: 
1. Within 24 hours of receipt of the urgent preservice request NMR asks the 

member or the member’s representative for the specific information 
necessary to make the delegated UM decision.  

2. NMR, as a delegated UM vendor, gives the member or member’s authorized 
representative at least 48 hours to provide the information.  

3. The extension period, within which NMR as a delegated UM vendor must 
make the delegated UM decision, begins: 

a. On the date when the delegated UM vendor receives the member’s 
response (even if not all of the information is provided), or 

b. At the end of the time period given to the member to provide the 
information, if no response is received from the member or the 
member’s authorized representative.  

c. Non-urgent Preservice and Postservice Requests: 
i.  If the request lacks clinical information, NMR, as the delegated UM organization, 

may extend the non-urgent preservice or postservice timeframe up to 15 calendar 
days under the following conditions: 

1. NMR, as the delegated UM organization, asks the member or the member’s 
representative for the specific information necessary to make the delegated 
UM decision within the decision timeframe. 

2. NMR, as the delegated UM organization, gives the member or the member’s 
representative at least 45 calendar days to provide the information.   

ii. The extension period within which the delegated UM decision must be made by NMR 
as the delegated UM organization begins:  

1. On the date when NMR, as the delegated UM organization, receives the 
member’s response (even if not all information is provided), or 

2. At the end of the time period given to the member or member’s 
representative to supply the information, if no response is received from the 
member or the member’s representative.   
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iii. If NMR, as the delegated UM vendor, does not receive the information within the 
timeframes as above, NMR may deny the delegated UM request, and the member 
may appeal the delegated UM denial.   

3. Extension for Other Reasons: 
a. In a situation beyond NMR’s, as the delegated UM vendor’s control (e.g., waiting for an 

evaluation by a specialist), NMR, as the delegated UM vendor, may extend the non-urgent 
preservice and postservice timeframes once, for up to 15 calendar days.   

i. Within 15 calendar days of a preservice request or 30 calendar days of a postservice 
request, NMR, as the delegated UM vendor notifies the member (or the member’s 
representative) of the need for an extension, and the expected date of the delegated 
UM decision.   

 
Notification of Non-Behavioral Healthcare Delegated UM Decisions  
 
As a delegated UM vendor, NMR does not perform the notification requirement to practitioners and 
members, as this is a function that is retained by our clients, the delegators.   
 

 
 

Behavioral Healthcare 
 

Timeliness of Behavioral Healthcare Delegated UM Decision-making  
 
NMR adheres to the following timeframes for timeliness of behavioral healthcare delegated UM decision-
making:  
 

1. For urgent concurrent review, NMR makes delegated UM decisions within 24 hours of the receipt of 
the request.   

2. For urgent preservice delegated UM decisions, NMR makes those decisions within 72 hours of the 
receipt of the request.   

3. For non-urgent preservice delegated UM decisions, NMR makes those decisions within 15 calendar 
days of the receipt of the request.   
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4. For postservice delegated UM decisions, NMR makes those decisions within 30 calendar days of the 
receipt of the request.   

5. For non-urgent preservice delegated UM decisions for Medicare and Medicaid, NMR makes those 
decisions within 14 calendar days of receipt of the request.   

6. For non-urgent postservice delegated UM decisions for Medicare and Medicaid, NMR makes those 
decisions within 14 calendar days of the receipt of the request.   

 
Type of Review Timeframe for Delegated UM Decision in Behavioral 

Healthcare 
Urgent Concurrent Within 24 hours of receipt of the request 
Urgent Preservice Within 72 hours of receipt of the request 
Non-urgent Preservice Within 15 calendar days of receipt of the request  
Postservice  Within 30 calendar days of receipt of the request 
Non-urgent Preservice for Medicare or Medicaid Within 14 calendar days of receipt of the request 
Non-urgent Postservice for Medicare or Medicaid Within 14 calendar days of receipt of the request 
 
Extending Timeframes in Behavioral Healthcare Cases for Delegated UM 
 

1. Members or their authorized representatives may agree to extend the delegated UM decision-
making timeframes for urgent, preservice, and postservice requests.   

2. NMR, as a delegated UM vendor, may also extend delegated UM decision timeframes under the 
following conditions:  

a. Urgent Concurrent Requests: 
i. If the request to extend urgent concurrent care was not made prior to 24 hours 

before the expiration of the prescribed period of time or number of treatments, NMR 
may treat the request as an urgent preservice and make a delegated UM decision 
within 72 hours.   

ii. If the request to approve additional days for urgent concurrent care is related to care 
not approved by NMR previously, and NMR documents that it made at least one 
attempt to obtain the necessary information within 24 hours of the request but was 
unable to obtain it, NMR has up to 72 hours to make a delegated UM decision.   

b. Urgent Preservice Requests: 
i. NMR, as a delegated UM vendor, may extend the urgent preservice timeframe due to 

a lack of information, once, for 48 hours, under the following conditions: 
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1. Within 24 hours of receipt of the urgent preservice request NMR asks the 
member or the member’s representative for the specific information 
necessary to make the delegated UM decision.  

2. NMR, as a delegated UM vendor, gives the member or member’s authorized 
representative at least 48 hours to provide the information.  

3. The extension period, within which NMR as a delegated UM vendor must 
make the delegated UM decision, begins: 

a. On the date when the delegated UM vendor receives the member’s 
response (even if not all of the information is provided), or 

b. At the end of the time period given to the member to provide the 
information, if no response is received from the member or the 
member’s authorized representative.  

c. Non-urgent Preservice and Postservice Requests: 
i.  If the request lacks clinical information, NMR, as the delegated UM organization, 

may extend the non-urgent preservice or postservice timeframe up to 15 calendar 
days under the following conditions: 

1. NMR, as the delegated UM organization, asks the member or the member’s 
representative for the specific information necessary to make the delegated 
UM decision within the decision timeframe. 

2. NMR, as the delegated UM organization, gives the member or the member’s 
representative at least 45 calendar days to provide the information.   

ii. The extension period within which the delegated UM decision must be made by NMR 
as the delegated UM organization begins:  

1. On the date when NMR, as the delegated UM organization, receives the 
member’s response (even if not all information is provided), or 

2. At the end of the time period given to the member or member’s 
representative to supply the information, if no response is received from the 
member or the member’s representative.   

iii. If NMR, as the delegated UM vendor, does not receive the information within the 
timeframes as above, NMR may deny the delegated UM request, and the member 
may appeal the delegated UM denial.   

3. Extension for Other Reasons: 
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a. In a situation beyond NMR’s, as the delegated UM vendor’s control (e.g., waiting for an 
evaluation by a specialist), NMR, as the delegated UM vendor, may extend the non-urgent 
preservice and postservice timeframes once, for up to 15 calendar days.   

i. Within 15 calendar days of a preservice request or 30 calendar days of a postservice 
request, NMR, as the delegated UM vendor notifies the member (or the member’s 
representative) of the need for an extension, and the expected date of the delegated 
UM decision.   

 
Notification of Behavioral Healthcare Delegated UM Decisions  
 
As a delegated UM vendor, NMR does not perform the notification requirement to practitioners and 
members, as this is a function that is retained by our clients, the delegators.   
 

 
 

Pharmacy 
 
Timeliness of Pharmacy Delegated UM Decision-making 
 
NMR adheres to the following timeframes for timeliness of pharmacy delegated UM decision-making:  
 

1. For urgent concurrent review, NMR makes delegated UM decisions within 24 hours of the receipt of 
the request.   

2. For urgent preservice delegated UM decisions, NMR makes those decisions within 72 hours of the 
receipt of the request.   

3. For non-urgent preservice delegated UM decisions, NMR makes those decisions within 15 calendar 
days of the receipt of the request.   

4. For postservice delegated UM decisions, NMR makes those decisions within 30 calendar days of the 
receipt of the request.   

5. For Medicare Part D urgent preservice delegated UM decisions NMR makes those decisions within 
24 hours of receipt of the request (comports with the CMS ‘expedited coverage’ timeframe).  

6. For Medicare Part D non-urgent preservice delegated UM decisions NMR makes those decisions 
within 72 hours of the receipt of the request.   
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7. For Medicare Part D postservice delegated UM decisions NMR makes those decisions within 14 
calendar days of receiving the request (comports with the CMS ‘request for reimbursement’ 
timeframe).   

 
Type of Review Timeframe for Delegated UM Decision in Pharmacy Cases 

Urgent Concurrent Within 24 hours of receipt of the request 
Urgent Preservice Within 72 hours of receipt of the request 
Non-urgent Preservice Within 15 calendar days of receipt of the request  
Postservice  Within 30 calendar days of receipt of the request 
Medicare Part D Urgent Preservice  Within 24 hours of receipt of the request 
Medicare Part D Non-urgent Preservice Within 72 hours of receipt of the request 
Medicare Part D Postservice  Within 14 calendar days of receipt of the request  

 
Extending Timeframes in Pharmacy Cases for Delegated UM in Non-Medicare Part D Cases 
 

1. Members or their authorized representatives may agree to extend the delegated UM decision-
making timeframes for urgent, preservice, and postservice requests.   

2. NMR, as a delegated UM vendor, may also extend delegated UM decision timeframes under the 
following conditions:  

a. Urgent Concurrent Requests: 
i. If the request to extend urgent concurrent care was not made prior to 24 hours 

before the expiration of the prescribed period of time or number of treatments, NMR 
may treat the request as an urgent preservice and make a delegated UM decision 
within 72 hours.   

ii. If the request to approve additional days for urgent concurrent care is related to care 
not approved by NMR previously, and NMR documents that it made at least one 
attempt to obtain the necessary information within 24 hours of the request but was 
unable to obtain it, NMR has up to 72 hours to make a delegated UM decision.   

b. Urgent Preservice Requests: 
i. NMR, as a delegated UM vendor, may extend the urgent preservice timeframe due to 

a lack of information, once, for 48 hours, under the following conditions: 
1. Within 24 hours of receipt of the urgent preservice request NMR asks the 

member or the member’s representative for the specific information 
necessary to make the delegated UM decision.  
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2. NMR, as a delegated UM vendor, gives the member or member’s authorized 
representative at least 48 hours to provide the information.  

3. The extension period, within which NMR as a delegated UM vendor must 
make the delegated UM decision, begins: 

a. On the date when the delegated UM vendor receives the member’s 
response (even if not all of the information is provided), or 

b. At the end of the time period given to the member to provide the 
information, if no response is received from the member or the 
member’s authorized representative.  

c. Non-urgent Preservice and Postservice Requests: 
i.  If the request lacks clinical information, NMR, as the delegated UM organization, 

may extend the non-urgent preservice or postservice timeframe up to 15 calendar 
days under the following conditions: 

1. NMR, as the delegated UM organization, asks the member or the member’s 
representative for the specific information necessary to make the delegated 
UM decision within the decision timeframe. 

2. NMR, as the delegated UM organization, gives the member or the member’s 
representative at least 45 calendar days to provide the information.   

ii. The extension period within which the delegated UM decision must be made by NMR 
as the delegated UM organization begins:  

1. On the date when NMR, as the delegated UM organization, receives the 
member’s response (even if not all information is provided), or 

2. At the end of the time period given to the member or member’s 
representative to supply the information, if no response is received from the 
member or the member’s representative.   

iii. If NMR, as the delegated UM vendor, does not receive the information within the 
timeframes as above, NMR may deny the delegated UM request, and the member 
may appeal the delegated UM denial.   

3. Extension for Other Reasons: 
a. In a situation beyond NMR’s, as the delegated UM vendor’s control (e.g., waiting for an 

evaluation by a specialist), NMR, as the delegated UM vendor, may extend the non-urgent 
preservice and postservice timeframes once, for up to 15 calendar days.   
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i. Within 15 calendar days of a preservice request or 30 calendar days of a postservice 
request, NMR, as the delegated UM vendor notifies the member (or the member’s 
representative) of the need for an extension, and the expected date of the delegated 
UM decision.   

 
Extending Timeframes in Pharmacy Cases for Delegated UM in Medicare Part D Cases 
 
Extensions are not allowed in accordance with the CMS Medicare Prescription Drug Manual, Chapter 18: 
Part D Enrollee Grievances, Coverage Determinations, and Appeals.   

 
Notification of Pharmacy Delegated UM Decisions 
 
As a delegated UM vendor, NMR does not perform the notification requirement to practitioners and 
members, as this is a function that is retained by our clients, the delegators.   

 
Delegated UM Timeliness Report 
 

1. As a delegated UM vendor, NMR monitors and submits a report of UM decision-making timeliness 
of the following to its clients, the delegators, and to accrediting bodies like NCQA as required:  

a. Non-behavioral health delegated UM decision-making;  
b. Behavioral health delegated UM decision-making; and  
c. Pharmacy delegated UM decision-making.  

2. NMR calculates the percentage of delegated UM decisions that adhere to timeframes, at minimum, 
for the following categories of requests:  

a. Urgent concurrent delegated UM cases;  
b. Urgent preservice delegated UM cases;  
c. Non-urgent preservice delegated UM cases; and 
d. Post-service delegated UM cases.   

3. As a delegated UM vendor, NMR does not track or report on timeliness of the following to clients or 
accrediting bodies like NCQA, as these are functions retained by our clients, the delegators: 

a. Notification of non-behavioral health delegated UM decision-making;  
b. Notification of behavioral health delegated UM decision-making; or 
c. Notification of pharmacy delegated UM decision-making.   
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Example:  
 

 Urgent 
Concurrent 

Urgent 
Preservice 

Non-
urgent 

Preservice 

Postservice 

Number of Cases Meeting Delegated UM Decision Timeframe 350 560 875 689 
Total Number of Delegated UM Requests  400 575 880 689 
Rate  87.5% 97.4% 99.4% 100% 

 
Delegated UM Timeliness Report Exclusions 

 
As a delegated UM vendor, NMR excludes from the delegated UM timeliness report, delegated UM 
decisions for non-emergency transportation approvals.   

 


