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Practical Solutions - Staff

Wihat Billing Office staff needs tor know
10, maximize revenue: andi still"oe compliant

*This is not legal advice. Federal and State laws may impact this subject
matter, so you are on notice that you should get legal counsel.




Practical Solutions - Patients

Billing Office pPolICIES 16 Work WIth
patients te Impreve Acceunts Recevanie

*This is not legal advice. Federal and State laws may impact this subject
matter, so you are on notice that you should get legal counsel.




Practical Selutions; - PhysIcians

IHoW. ter metivate physicians to take a
Moere preactive role

*This is not legal advice. Federal and State laws may impact this subject
matter, so you are on notice that you should get legal counsel.




Practical Solutions — Case Study.

Example/Case: Study/:

Electronic Charge Capture as e grouprs teol
Off chioIce te Increase: physician coding/billing
compliance will e presented




Wihat Billingl Office’ Staff needs te
Know. to maximize revenue and: still
e compliant

n Staffing Issues

a Setting Expectations

s [raining and Meniterng
u Payer ISSUEs




Staffing Issues

Evaluation

Billing manager shoulal take tinme te Write' down
leW:eachs poesition Impacts; the: billing itnctiens

Current Staftf

Eachi stafif memier needs; tor knew: hew: RIS/REer: jold
touches ether Jols and how: these other [ehs
IMPact thelr oW Work.

Explainrhoew: eachi stafii memberis parnt of the' team
and teach Mew: joh affiects the Inceme to the
practice and the staff:

Example: Patient misidentification.




Staffing Issues

New, Staft
Hire for Attitude.  Tirain fior SUCCESS.

Make sure: yeu set a minimum: standard:
Backgrounad checks

Communication skills

Team attitude

Detail-erented

Make sure the candidate understands the job
expectations




Staffi - Setting Out Expectations

Vianagers
Must set the “Toene at the lep”

Be familiar withrlawsrand regulations: affiecting biling
Be familiar With; contract requirements afifecting billing
Eester “culture off compliance™

Impoertant: Set tene that It ISt OK to report and guestion




Staffi - Setting Out Expectations

Company-wide Policies
Coder ol Conduct
Conilict off Interest

Stafik
“Reguire™ puy. 1n

Qutsiders




Stafii - Training and Moniterng

Contributes to the culture of professionalism

New'employee training
a Billing staifif
s Previders

Ongeing training
s Staff meetings
a Postings
a Cilrculating infermation (and sign ofifl)

Vieniterng pregram
s “Buy in” on the front end (top management support!)
s Can increase funds due to iImproved coding
s Can decrease losses due to errors, repayments




Staffi - Payer Issues

Each payer Ras its ewnl ruies.
Stafift needs to) kKnew: there: are. differences:

Medicare
Commercial
Self=pay.




Billing Office Policies to Work
with Patients toe: limprove
Accounts Recenvable

Patient: Data Collection and Proper Patient
ldentification

Patient Elnancial Policies




Patient Data Collection

Misidentification Proeblems

true examples...

cAJuy 1 BIN




Misidentification — Example #1

A family receives the billfer a pregnancy.
test for thelr daughter Who: Is away/. ai
college — this Is suiprising| news toe themi
Fhey are fureus with thelr daughter and
ave a falling eut With Rer:. Tihey. ane even
more upset wWnen they find out the test
Wash net fior thelr daughter at all;, But wWas
really/ fiorr a Wweman With: a similar name:




Misidentification — Example 2

A man Who' IS, a “fitness nut* gets: a il for
treatment off elhesity-related issues. Not
enly IS e distressed that the dectors
effice messed up: his billing, Ut he
WORGErS Iif the effice can eliminate all
traces of this firom his record so: this
dIi2gnosIS dees not go; fonward Witha Rim on
INSUKrANCce recorads.




Misidentification — Example #3

A wWoeman receives a hill for medicall services
fendered torher husphand Whoerpassed
away: a yealr age. Evenrthough the bl
Wasi Intenaed for seneone: else; It Is: a Veny
painfuli reminder ef her less.




Misidentification — Example #4

Jack; Ji. calls tortell us that he received his father
pIllTfer a Bleed test. Inraddition: to; complaining
aleUL receiving the billi e alserwars that Jack,
SI. IS geIing to he mighty: Upset as they have
BEEN estiranged for 3 years ana he will net
appreciate It that the sen te: Whem he IS not
speakingl got thais Informatien.

Jack, Sr. IS Indeed very Upset saying thisiwas an
Invasion: of his' prvacy: and we will e hearng
firom his lawyer.




Misidentification — Example #5

Jane Doee (DOB' 11/22/24) lets;yeu know! she
got the il fer a pregnancy. lalb test and
Woenders whay. Fhernill sheuld have heen
sent tor Jane Doe (DOB: 11/22/84).




Misidentification Results

N each off theser cases, an error eccurred PEcaUSE
a staff- member was careless and! selected the
WRONG patient:.

This causes:
» Distress to the patient
> Privacy/ vielations
» Embarrassment for the
company.
» Re-work/lost revenue




Misidentification Results

\What we have to do iR these casess:

Apologize: to; the' personsiinvelved — on the: phone (With

documentation; recording the apoloegy) and/oer by Wiriting
a letter off apelegy:

Log the Inappropriate: disclosure: in the: HIPAA disclosure
log.

Reverse the charges firom| the Incorrect patient’'s
account.

Correct the billing se that It gees to the correct
patient (note delay in AR).




Misidentification Results...continued

Contact the Insurance companies and all
Approprate payers e Correct the mistake
(decumenting all interactions infthe patients:
fecords).

Invelve the Legal Department and/er Compliance
Ofificer Iif legal complications resuit.

Be investigated by the Office off Civil Rights Ifi a
fermall complaint Isimade by the patient.




Preper ldentification Precedures

MUust have a wiitten look-up’ procedulre

Must educate: stafil: aneut the
Importance/impact off PrepPer: ook Up

MUSt have: censeguences; e mistakes

NOTE: Proper policies/procedures belster
HIPAA Privacy: compliance!




Preper ldentification Precedures

See handout included

STOP PATIENT
MISIDENTIFICATION!




Patient Financrall Policies

WHY22
\What te cover In your written policies:

= Explain your precess in simple/laypersen terms

= Explain patient responsibilities;vis-a-vis the Insurance company.
Eee/charge/payment amount

Pre-certification/prior autherizations/referrals
EOB

= Explain payment expectations

At time of services

Other fees:
Returned checks - Completion ofi forms
Ne show! - Prescription refills
After hour calls
Processing) fiee for faillure to pay co-pay. at time of visit

25




Patient Financial Policies... continued

Speciall circumstances
\Workers® compensation
Metor vehicle/other accident
Diverced parenits
Medicaid

Paymenit eptions
Credit cards on account

See Sample

BE SURE TO GET THIS SIGNED BY THE PATIENT!




The Confusing World of
Patient Options

=SA Account
HSA Acecount

Regular Credit Cards
All'1n One Card

Securty Issues withr Credit Cards

Check youlrlocallrules, regulatiens;, Iaws (get

legal advice) regarading yeur patient financial
policy' — especially It extending| credit.




Moetivating Physicians to ake a
More: Proactive Role

Apprepriately invelve: phaysicians se that they: understand
thelr role on the “billing team™

Impoertance. of Understanding coding andi documentation
requirements.

Keeping curent With changes; I.e., change: inf physical
therapy. reguirements.

[Decisions regarding| patient statusisuchi as; discounting,
anrdship, termination from: practice.

“New” erganization strategies shoeuld meclude billING Inpuit
pefore final decision. 28




Example/Case Study

Electronic Charge Capture as one greup:s
106 off ChBICE: 10 INCIease: phaysIcian
coding/hilling cempliance will 19e
presented....




