
Enrollment Exception Overview



Exceptions 
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• The exceptions process allows HBRs to submit requests to make enrollment changes that 
are outside of the State Health Plan's rules and regulations.

• The exceptions request process is not intended for arbitrary requests and will be handled on 
a case-by-case basis. The Plan will take into consideration the reason for the request, if the 
request is submitted within a reasonable amount of time, and whether or not granting an 
approval will be in conflict with state and federal laws.

• Exceptions are submitted via the Plan’s website:    
https://shpapplicationportal.shpnc.org/ExceptionSubmission/ 

• For more information see the Plan’s website: 
https://www.shpnc.org/hbrs/exceptions-process 

https://shpapplicationportal.shpnc.org/ExceptionSubmission/
https://www.shpnc.org/hbrs/exceptions-process


Exception Webpage
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• The landing page for exceptions will give you the latest overview 
of the exceptions submitted by employing unit.



Click Submit New Exception
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Exceptions
Complete each field in the form.
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Exceptions Important Reminders

• Exceptions need to document the extenuating 
circumstances that prevented the action from taking 
place within the existing rules and regulations.

• You will receive an email confirmation that the 
exception has been submitted. If you do not receive 
this, the exception was not submitted or the email 
address was entered incorrectly while completing the 
form.

• All appropriate documentation must be loaded in 
eBenefits for the exception to be reviewed. If required 
documentation is missing, the exception will be denied 
with instructions to submit a new exception after 
uploading the documents.  
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Exceptions - Approvals
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• In the event an exception is approved, the affected vendor(s) are notified to update their 
system with the exception information. The HBR is notified that the exception has been 
reviewed.  

• The Plan is unable to provide any information other than what has been included in the 
exception form.



Exceptions - Denials

• In the event an exception is denied, the 
bottom of the form will outline the next 
steps available to the member, which 
could be either appeal or OAH depending 
on the scenario.   

• The Plan is unable to provide any 
information other than what has been 
included in the exception form.
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Exceptions - Denials
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• An appeal scenario will have the following on the exception form:



Exceptions - Denials
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• An OAH contested case hearing will reflect:



FAQs
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• Should I file an exception?

• If the member had extenuating circumstances which prevented them from completing the action with the 
allowable framework, an exception should be filed for the member.  Exceptions should not be filed in any 
other scenario.

• Why was the exception denied? 

• See the information in the Denial Reason(s) and Decision/Review notes for details on the determination.

• What if I want to add information to an exception that has already been reviewed? 

• A new exception with the new information must be filed.

• Should I submit an exception for an issue related to medical claims or pharmacy claims or 
participating provider or cost or benefits, etc.? 

• No.  Exceptions are for enrollment issues only.

• The member decided they do not want the exception after it has been reviewed. What do I do?

• A new exception with the new information must be filed.
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