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Front Desk & Back Office

e Whatis the Take Away?

- Learning the importance of the front
desk and back office working
together to collect money.

- Tools to help
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Front Desk Best Practices

e Customer service

e Telephones

» Keep them busy

* Goals for the front desk

» Oversight

PCC
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Front Desk Best Practices — Customer
Service

e First impressions count
e Getrid of the glass
e Greet patients immediately

e \Work as a team, help each other with
overflow

» Separate sick and well waiting rooms

PCC
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Front Desk Best Practices — Customer
Service

* Wait for a response before putting
someone on hold

e Discuss significant billing issues in
private

- Have at least one billing staff
with an office near the front

e Do not discuss other parents/patients
at the front desk
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Front Desk Best Practices — Phones

* Move phone triage away from the front
desk

- Allow front desk staff to focus on
verifying demographics, insurance,
collecting payments

- Use phone system to appropriately
route calls
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Front Desk Best Practices — Keep Them
1Y,

e There should be no down time at the front
desk

o |f things slow down, have them work on
recall lists

- Call patients overdue for well visits,
Asthma checkups, ADHD checkups,
flu shots, etc.

PCC
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Front Desk Best Practices — Goals

Goals of the front desk:
e (great customer service

* Generate clean claims from a demographics
stand point

* Increase time of service payments
* Reduce the amount of collections after the visit

PCC
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Front Desk Best Practices — Oversight

* Track how much recall they are doing

* Track copay collection rates

 Track collections for past due balances

» Set goals and reward staff for
achievements
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Pre-Visit

The processes used priorto when a patient comes
in will impact the quality of your claims, increase

TOS payments, and help reduce the amount of
collections needed.

In short the Front End functions drive the revenue
cycle.
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Pre-Visit

* Scheduling

e Appointment Verification

PCC
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Pre-Visit: Scheduling

$$ Problem, Adopti 05/01/12
CONFIDENTTAL
Billing Problem

515

chedulej|Inquire Find Next Demo-

Relation| lgraphics
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Pre-Visit: Scheduling

e New Patient Process

- Who collects insurance information over the
phone?

- F4/F7 can be configured to bring you directly to
eligibility and the policy program

- Remind them to bring their insurance card and
copay
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Pre-Visit: Scheduling

e Points to make during appointment verification

- Verily date, time, and visit reason

- Verity insurance plan, subscriber, start
date, and end date

- Remind patient

* to bring in their insurance card

e payment for expected copay & outstanding
balances
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Pre-Visit: Appointment Verification

Appointment Verification

- Why?
- When?

- How?
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Pre-Visit: Appointment Verification

» What to verity during reminder calls

- Date, time and visit reason

- Insurance plan, subscriber, start/end dates

- Reminders
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Pre-Visit: Eligibility Verification

Eligibility Verification
- Why?

- When?

- How?

PCC
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Pre-Visit: Eligibility Verification

e Partner's elig program

- Auto eligibility overnight

- Update policy information as needed
through elig, especially copays!

- U

se notes for the front desk to see at

checkin
— Eligibility for visits more than two days
away'?
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Pre-Visit: Billing Dept Prep

* Develop a financial policy you share with
parents.

* Develop guides to educate patients about
insurance responsibility.

e Understand basic information about patient
insurance plans and share with the front desk.
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Same Day Visits

e Scheduling

— Verification

- Reminders

e Eligibility
- Real time with elig if possible

- Check online/via phone as needed
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Day of Visit

e Patient Check In (c

NecC

e Posting Charges (c

e Clean claims

Pediatric EHR Solutions
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Day of Visit: checkin

e Why use checkin?

- Most Common Clearinghouse Claim
Rejection Reasons can be avoided by
properly using the checkin program

- TOS payments
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Day of Visit: checkin Demographics

Apr 24, 2003

Bedrock Central

CONFIDENTIAL
5 Quarry Lane

802-555-0194
802-555-0197
802-555-0161
802-555-0168

inooski

stones@HannaBarbera.com

illing Problem
1400 Rock Road

802-555-0105
802-555-0146
802-555-0112

inooski

stones@HannaBarbera.com
Next Edit Edit Reassign Reprint BBilling

=

Step Patient | Account ||Account Enc Form@FKey Set
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Day of Visit: checkin Demographics

Nhress

802-391-1234

_
X
_
_
_
_
_

Next Edit Imms Patient | |Patient
Step Policies) Record History Forms
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Day of Visit: checkin Eligibility

Validated | 05/16/13

Next Scroll Scroll Edit Edit Request [See Fulll Change
Step Backward Forward [ Policies Patient Elig Report Status
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Day of Visit: checkin Eligibility

* Make sure eligibility has been verified
e Relationship code for child or self

- Online eligibility systems do not ask for
patient relationship to subscriber. Real
time eligibility requires this be correct or
the insurance will not return a response.
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Day of Visit: checkin Policies

15.00 Aetna HDHP $15 34DFJH

X
-
_
_
_

Next Scroll Scroll Edit Insert Move Delete Expire
Step Backward Forward Policy Policy Policy Policy Policy
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Day of Visit: checkin Policies

* Always get a copy of their insurance card

o \erify subscriber information

PCC
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Day of Visit: checkin Copays

Finish TOS
Checkin Payments
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Day of Visit: checkin Copays

e Questions about a past due balance?
- Use F4 to Show Details

Finish Show TOS
Checkin Detail Payments

PCC
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Day of Visit: checkin Copays

* Make sure to collect the proper copay amount,
sick vs. well

e HSA Accounts

e Credits appear as a — instead of a CR as part of
the balance

Pediatric EHR Solutions Control Your Future™
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Day of Visit: checkin Copays

» Store and process credit card payments online

- Get authorization from the family to
charge their credit card for outstanding
balances

- Flag their account
e Use a secure web service
- PaySimple (paysimple.com)

- PayPal

Pediatric EHR Solutions Control Your Future™
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Day of Visit: checkout

e Schedule next appointment

e Missed appointments

e Proper insurance configuration

e checkout screens pre-set by visit reason

e SNAP codes

e Clean claims

e Account for all visits

PCC
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Day of Visit: checkout

e Schedule next appointment

- Make sure your schedule is out at least 6 months
sO you can schedule younger children easily, 1
year is better!
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Day of Visit: checkout

e [rack missed appointments

- Charge for missed appointments and make sure
that is part of your financial policy

- When you post a missed appointment fee in
Partner, make sure it is configured to
automatically mark the appointment missed in
Patient Inquire (inquire)
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Day of Visit: checkout Insurance
Config

e Proper insurance configuration

- Pending correct procedures
- Submitting correct procedures

- Different copays for well vs. sick codes

- Support can help you fix any of these not
working properly.
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Day of Visit: checkout Screens

e checkout screens

- Setup using Charge Screen Editor (csedit)

- Can vary by visit reason, place of service, and/or
provider
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Day of Visit: checkout SNAP codes

e SNAP Code Table

- Use for so procedures are not missed, ie.
Immunizations

- Each SNAP code can link up to 21 procedures,
each capable of linking to 4 diagnoses codes

eacn!

- Can be placed on screens using the Charge
Screen Editor (csedit)
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Day of Visit: checkout Clean Claims

* \erifying quality claims
- Daysheet Postings Check (dailycheck)

- Changing insurance after charges are posted

* Pre-authorization / Referral requirements

PCC
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Day of Visit: checkout Clean Claims

» Always link diagnoses to procedures

e Certified coder on staff

 Train staff on basic coding scenarios

e Use SNAP codes to reduce missed procedures
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Post Visit

e |Insurance Collections

e Personal Collections

PCC
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Post Visit: Insurance Collections

e Claims submission
e Posting payments / responses
e Claims follow up

e Claim submission tools and reports

PCC
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Post Visit: Claim Submission

Reports You Receive As Your Claim is Processed

preptags @P‘W&X_IAN COMPUTER COMPAMNY
AR Em

Capario,
RelayHealih,
Emdeon

(On-Screen
Errors)

Daily Error and
Verification Reports

PCC Daily
Submission Summary

ECS
Batch Log

Varions Payor
Besponse Reports

preptags/tagsplit
Bad Claims Report

This report prints This report prints PCC sends you this Capario and other Capano, PCC, and
out when preptags out when ECS report. It lets you clearinghouses send other cleaninghouses
tinishes. It warns you finishes. It lists know that we have reports when they collect responses
of basic errors and information on received your claims recelve your claims. trom insurance
lists claims that every claim sent out. and sent them on to These reports carriers and send
could not be sent. claim clearinghouses typically list problem them to you in
or insurance carriers. claims and log reports. The reports
claims that were sent describe problems the
on to the carriers. insurance carriers had
L / with your claims.
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Post Visit: Claims Submission

* preptags
e Bad Claims Report

e Sample preptags Bad Claim Report Error

Date: 07/16/12 PCC #: 12345 Patient: Bart Simpson
Guar PCC#: 54321 Cus PCC#: 54321
Claim is for an insurance company no longer on the patient
Charge filed with: UNITED HEALTHCARE BOX 740800 $20

PCC
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Post Visit: Claim Submission

e Partner Claim Responses
- ECS Batch Logs
e (Clearinghouse/Intermediary Responses

- Delivered via clearinghouse or gateway

- Rejected claims are not submitted to
Dayers

- Accepted claims are submitted to payers

Pediatric EHR Solutions Control Your Future™
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Post Visit: Claim Submission

» Finding Electronic Claim Responses in Partner

- Correct Mistakes (oops)

- EDI Reports (ecsreports)

PCC
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Post Visit: Follow Up Claim Submission

Tools
Electronic Claim Responses in Correct Mistakes (0ops)

Use the <F4> Insurance Status function key to @
access the claim responses (e.g. lines 4, 5, and 6)

PCC
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Post Visit: Claim Submission
EDI Reports (ecsreports)

View Print Essentl Search Search flList By
SelectedfSelected Reports | |Selected Recent Type

PCC
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Post Visit: Claim Submission

e Tolearn more about EDI reports attend Justin and
Phil's Read and Understand Your EDI Reports class on
Thursday at 10:45am!

PCC
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Post Visit: Payment Posting

e Autoposting of payments
- ERA VS EFT
— autopip
- RARC and CARC

— erareports

PCC
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Post Visit: Payment Posting autopip

e \What's ERA?

e What's EFT?

PCC
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Post Visit: Payment Posting autopip

e ERAIsNOt EFT

- Most payers allow receipt of either or both
- Some payers require both
- Partner doesn't facilitate processing of EFT

PCC
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Post Visit: Payment Posting autopi
e Sample ERA

Payer Payee -
NEVADA SUPERIOR HEALTH PAULTI G LAGERS MD
F.0O. BOX 182223 # 112
222 UNIVERSITY W BLWVD
LAS VEGAS NV, 374227223 SILVER SPRING MO, 209011969
Payment Information

Remittance Information Only
Check 871450137
Amount: $132.64

Adjustment Reason Key

45 Charge exceeds fee schedule/maximum allowable or contracted/legislated
fee arrangement. (Use Group Codes PR or CO depending upon liability).

Copay/ Personal Total Contractual Other

Date CPT Charge Deduct ColInsur Other PersDue Adjust Adjust Fayment
SONGER, KATHY (Ins ID: U30999999) PCC ID: 15710 123303 Claim Processed as Primary
121807 99392 148.00 | =10.00 0.00 0.00 10.00 | -47.35 45 o.00 | 90.65
121807 90655 30.00 | 0.00 0.00 0.00 o.o00 | -14.03 45 0.00 | 15.97
121807 36416 20.00 | 0.00 0.00 0.00 o.o00 | =15.77 45 o.00 | 4.23
121807 90465 35.00 | 0.00 0.00 0.00 o.o00 | -13.21 45 0.00 | 21.79
233.00 | =10.00 0.00 0.00 10.00 | -90.36 0.00 | 132.64
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Post Visit: Payment Posting autopip

* How does ERA benefit you?

- Standardization of presentation
format/layout

- ERAis generally delivered more quickly
than a paper/mailed EOB

- ERAis required for automatic payment
posting

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting autopip

e autopip is Partner's automatic insurance payment
posting program

- Why are you not using this program?
* qutopip works in conjunction with pip

- Yes, you'll still need to post some payments
the old fashioned way

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting autopip

Learning to use autopip

- autopip and the autoposting process is
documented at

http://learn.pcc.com/
- Qur video tutorial is highly recommended!

http://downloads.pcc.com/videos/autopost.ntm

PCC
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http://learn.pcc.com/
http://downloads.pcc.com/videos/autopost.htm

Post Visit: Payment Posting autopip

* Unposted ERA payments are presented by
payment date, payor, check number, and check
amount

PCC
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Post Visit: Payment Posting autopip

Hot Yet | |
Printed

PCC
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Post Visit: Payment Posting autopip

* Partner autoposting in a nutshell

- autopip posts the claim payments it can

- Claim payments which are not autoposted
are directed to the Manual Post Report

- Print the Manual Post Report and post those
payments with pip, i.e. the old fashioned way

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Payment Posting autopip

» Use a different default payment/adjustment type
than pip to make auto postings easier to see in
Partner programs

- Payment Types table

auto Ins Pmt

huto Ins Ad

PCC
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Post Visit: Payment Posting autopip

e Which payments and adjustments must be manually
posted?

- Those for which the charge amount, CPT,
and/or copay doesn't match Partner's data

- Those which don't relate directly to charges
with unpaid insurance balances

— Denials

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting autopip

e Which payments and adjustments must be
manually posted?

- Depending on your Partner configuration

» Adjustment codes which are not
predefined as acceptable for
autoposting

* Payments which do not match the
corresponding Partner allowable value

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting autopip

e Remittance Advice Remark Code (RARC) and Claims
Adjustment Reason Code (CARC) Values

- HIPAA standardized the coding payers use to
identify adjustment reasons

- All payers must use the standard code values
in electronic remittance advice

- Partner's formatted ERA translates the codes
to the corresponding text descriptions

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting autopip

e Remittance Advice Remark Code (RARC) and Claims
Adjustment Reason Code (CARC) Values

- RARC Values

http://www.wpc-edi.com/reference/codelists/healthcare/remittance-advice-remark-codes/

- CARC Values

http://www.wpc-edi.com/reference/codelists/healthcare/claim-adjustment-reason-codes/

PCC
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Post Visit: Payment Posting autopip

* erareports

- erareports provides access to archived ERA
data separated by check, like autopip

- All ERA — autoposted, manually posted, and
unposted — is presented, separated by
payment date, payor, check number, and
check amount

- Search and print functions are provided

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting autopip

 How do | get started with autoposting?

1.Register to receive ERA from Partner's
supported payers at
nttp://www.pedsource.com/ERA/

2.PCC's EDI Support Team will respond and
assist with ERA payor registration as
applicable

3.Preview the http://learn.pcc.com/ online
documentation for Partner ERA and
autoposting

Pediatric EHR Solutions Control Your Future™
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Post Visit: Payment Posting erareports

407 /29709 Healthier United 432143214327 5 241 .98

PCC
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Post Visit: Payment Posting pip

e Posting insurance payments manually, aka pip

- Payment/Adjustment types to track denials

- CARC fields can be configured to appear

- Insurance Allowables / Fee Schedules

Pediatric EHR Solutions Control Your Future™
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Save

Post Visit: Payment Posting pip

View View View

PaymentsflAccount ||Patient | |ProcName

PCC
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Post Visit: Follow Up

e Unpaid claims
e Denial management
e Appeals process

e Partner claims submission tools and
reports

Pediatric EHR Solutions Control Your Future™
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Post Visit: Corrections

e 00OPS and 0opsp
- Correct insurance <F4>
- Correct diagnoses <F5>
- Correct billing provider <F5>
- Batch corrected claims <F2>
- Unlink/Relink payments <F6>

PCC
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Post Visit: Follow Up Partner Tools

* maketags

* insaging

* inscoar — interactive mode

* srs Billing & Collection reports
* ecsreports

e allowedit

e (fs

PCC
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Post Visit: F/U Partner Tools maketags

e ONLY for special circumstances

[ 45
_

90
i for dates from! (EVFIVEW 05/20/13

M Only Unpaid, Pending Charges

¥{ Many Plans

Restrict
with SRS

PCC
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Post Visit: F/U Partner Tools insaging

» Use to find insurance companies not paying timely

PCC
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Post Visit: F/U Partner Tools inscoar

* inscoar generates a list of outstanding claims

- Interactive gives you access to everything!

e fame (notes)
* notjane

e refund

* DamMm

*pIp

* O0PS

PCC e checkout
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Post Visit: F/U Partner Tools inscoar

INSCOAR INTERACTIVE SCREEN
Use the PgUp and PgDn keys to scroll through this information.

Show Hide WorkWith New Next Previous| Bop To
MoreInfol MoreInfo Entry Pattern Match Match Top

PCC
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Post Visit: F/U Partner Tools srs

e Billing & Collections

- (r llection Ratio Repor

Ins Group at Time of Charge Amount Amount Collected Percent Collected Amount Deposited Percent Deposited
Service (all pmts + all adjs) (all pmts;(jj:czsl; (all pmts) (all pmts)
Personal/lo $10,459.27 $10,459.27 100.00% $7,535.28 72.04%
Insurance
Aetna USHC HMO $16,768.02 $16,768.02 100.00% $5,433.00 32.40%
Aetna MC & Elect 57,068.30 57,068.30 100.00% $5,325.80 75.35%
BCBS $30,049.30 $30,049.30 100.00% 524,710.89 82.23%
Health America S47,321.44 547,321.44 100.00% 529,077.26 61.45%
Aetna Open $11,228.00 $11,228.00 100.00% $6,699.30 59.67%
Keystone HealthPlan $35,695.00 $35,695.00 100.00% $8,695.28 24.36%
Private Insurance $149,265.09 $149,265.09 100.00% $97,110.55 65.06%
HealthyKids HMO $24,060.00 $24,060.00 100.00% $18,452.33 76.69%
Cigna $9,115.22 $9,115.22 100.00% $7,279.12 79.86%
Capital Blue Cross $113,431.24 $113,431.24 100.00% $91,355.80 80.54%
Highmark Blue Shield $97,533.57 $97,533.57 100.00% $78,892.47 80.89%
IIiietired Insurance $51,980.60 $51,980.60 100.00% 542,161.28 81.11%
ans
$603,975.05 $603,975.05 100.00% $5422,728.36 69.99%

Criteria for this report run.
Transaction Date Range: 07/12/11 - 07/11/12

Charge Amount Due selection.
Range is between $0.00 and $0.00.
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Post Visit: F/U Partner Tools srs

 Billing & Collections

— Claim Error Report

Claim Error Report (preptags/Proxymed/Emdeon Claims)

Responsible Party Group: Private Insurance
Current Billing Status: Tagsplit Error/Rejection

Acct Acct Last Acct First Pat Pat First Date of Current Billed Transaction Charge Amount Due
Hame Hame Hame Current Message Date Amount
Billing
Status
477 Gordon Heearu 733 Jason 07/05/12 Claim (from 06/29/12 $56.00 S46.00
Private
Insurance) to
Error
0 0 $56.00 $46.00
0 0 556.00 546.00
Responsible Party Group: HealthyKids HMO
Current Billing Status: Tagsplit Error/Rejection
Acct Acct Last Acct First Pat Pat First Date of Current Billed Transaction Charge Amount Due
Hame Hame Hame Current Message Date Armount
Billing
Status
428 Keller Alan 2429 Thomas 07/05/12 Claim (from 01/28/12 515.00 $15.00
HealthyKids
HMO) to Error
931 Wells Jack 1173 Anna 07/05/12 Claim (from 06/24/12 556.00 546.00
HealthyKids
HMO) to Error
0 0 S71.00 $61.00
0 0 S71.00 S61.00

TBIT Pediatric EHR Solutions

Control Your Future™



Post Visit: Follow Up Partner Tools

e Allowables

- allowedit
~ SIS

* Allowable Overpayments Report
* Allowable Underpayments Report

o Attend the Tracking Allowables course today
at 3pm to see how to setup your allowable /
fee schedules and let Partner track under and
over payments for you automatically!

PCC
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Post Visit: F/U Partner Tools cfs

PCC
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Post Visit: Follow Up

e Challenges

e Unpaid claims

e Denial management
e Appeals process

e Partner claims submission tools and
reports

Pediatric EHR Solutions Control Your Future™
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Post Visit: F/U

e Challenges:
- Variety of plans covering your families
- Coding requirements
- BEver-changing payer rules’

- Claims submission address changes

Pediatric EHR Solutions Control Your Future™
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Post Visit: F/U

* Division of work load
- By carrier
- By task
e Claims submission
e Payment posting
 Follow up on denials

 Follow up on unpaid claims

Pediatric EHR Solutions Control Your Future™
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Post Visit: F/U Unpaid Claims

» Follow up schedule for contacting the carrier

o Callif no acknowledgment of receipt of claims

- 10 days for paper

- 3 days for electronic
* inscoar
® SIS

Pediatric EHR Solutions Control Your Future™
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Post Visit: F/U Denial Management

e Create denial/appeals procedure
e Automate appeal form letters
e Reminder system for followup

- tickle

- Account flags

PCC
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Post Visit: F/U Appeals

e Know you payer contacts

- Claims services representative

- Provider services representative

- Claims supervisor

- Appeals coordinator

- Medical review manager
- Medical Director
E)I(:C Pediatric EHR Solutions Control Your Future™



Post Visit: F/U Appeals

* Sample phone call wit

N carrier

- Have necessary G

ata in front of you

e inscoar: interactive mode

- Know the history

— Ask for a time est

Pediatric EHR Solutions

PCC

of the claim

imate for response
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Post Visit: F/U Appeals

e Sample phone call with carrier

- Make detailed notes in the Family Editor
(fame)

e Track start/end time

* Names, titles, phone number and
extension

e Check numbers and dates
e Claim id numbers
e Reference numbers

Pediatric EHR Solutions Control Your Future™
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Post Visit: Personal Collections

e Send personal bills

e Post payments

* Work Personal A/R

* Sending an Account to Collections

e Reports

PCC
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Post Visit: bills/ebills

e Personal bills

- eDbills vs bills

- Cycle billing
- Billing messages

- Finding bills sent in the past

PCC
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Post Visit: bills/ebills

ebills VS bills
e Look more professional * Plain printing, nothing fancy
e Submit electronically * Printin your office
e Cost per bill * Folding, stuffing, stamping,
- $.79366 first page and time Costs
- $.2235 each addt/l * More control
page

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: bills

Thig is where billing messages go. You can have Billing Date | Pay This Amount | Account #
different messages based on aging of the balance D?flﬂ,’lz ] 5 607.60 | 1213
or have a default message. Pmt Method: MasterCard Visa Amex Check
Cardf: | Amt
|
Sig: |Exp:
|

NOTICE:
This is where a family specific message can go....

Budget Amount: § 50.00

Send Payment To:

Paul M Acker Doctors Office
453 Spring Road 20 Wincoski Falls Way
Proctorsville, VT 05153 Suite 7

Winocoski, VT 05404
(802) B46-8177

Please Detach And Return Top Portiecn With Yeur Payment Page: 01
“Date of | Description of Services From Payments & | Due From | Due From |
| Service | 06/01/12 to 07/10/12 Charges Adjustments| Insurance | Patient |
¢ BALANCE FORWARD 5 0.00

Lauren Acker (Dr. Davidson, Office)
03/17/12 OV Expanded Focus $ B6.00 s 10.00
== 06/29/12 Ins Pmt -- North American Health 5 46.00-

T Pediatric EHR Solutions Control Your Future™



Post Visit: ebills/RelayHealth

IF PAYING BY MASTERCARD, DISCOVER. VISA Of AMERICAN EXPRESS, FILL OUT BELOW.
—_ 06306 630601 G00dlZaR \CHECH CARD UBMNG FORA PAYMENT
eL..... MG, B0, 0
_— ringfield Pediatrics MASTERCAAD HBCOVEF SN VESA AMERICAN EXPRESS
%ﬂ ﬂn St AL WOWEER TEOUNT
L "uﬂ'u' VT 12348 ERRATURE WP, GATE
BTATEMENT DATE ACCT. #
1072470

ADDARESSEE: REMIT TO:

SEI'lIEﬂeId Pediatrics
100 Main St
Springfield, VT 12345
HOMER AND MARGE SIMPSON
"IIIIIlIIIIIr"I II!III I“’ll Illlll "'III III"ItI“ l“ "'ll'll'
LI Pl e i ¥ sl s o it o i BRI FLzssE DETACH AND RETURN TOR FORTION WITH YOUR PAYMENT

ACCOUNT#: 26270 FROM: 09/01/02 - 10/24/02 PAGE: 1
DATE DESCRIPTION OF SERVICES CHARGES PAYMENTS INS DUE [PATIENT DUE
Maggie Simpson (Dr. MNick Riviera, Office)
10/24/02 OV Detailed HEE % B85.00 % 0.00 $ 35.00
10/26/02 Ins Pmt -- Aetna $ 50.00-
Bart Simpson (Dr. Julius Hibbert, Office)
10/26/02 OV Problem Focused $ 4B.00 % D0.00 % 28.00
10/24/02 Ins Pmt -- Aetna $ 20.00-
Lisa Simpson (Dr. Julius Hibbert, Office)
10/24/02 0OV Expanded Focus % &0.00 L] 0. % 30.00
10/24/02 Ins Pmt -- Aetna % 30.00-
You O
_AGING 0-29 30-59 | 60-89 90-119 120+ Total
1 % 93 .00 $ i [3 ] ] -00 93.00
E] oo 5 0.00 [ .00 [] -00 ] .00
1cail 5 oo [ . 00| ¥ 0.00 .00 .00 [ .00

T Pediatric EHR Solutions Control Your Future™



Post Visit: Cycle Billing

* Sending out bills weekly instead of
monthly

- Personal payments come in all
month

* Manual cycles

- Breaking up bills

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Cycle Billing

e Partner Cycle Billing
- Set your cycle to 28 days

- Run bills weekly

- When does an account get a bill?

PCC

TBIT Pediatric EHR Solutions Control Your Future™




Post Visit: Billing
 Billing Messages

- Available in ebills and bills

- By billing aging categor

Make Prepare Print Edit View
Changes Bills One BillhCilli lisy Bill Log

A) The default message (used when one of the others does not exist)

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Posting Personal Pmts

07/15/18 Personal Check Payment |/ A0.00 | 1234 I
i

Next Post A Link Print A [|Correct Family Acct
Account Refund [ Payments Bill Mistakes] Editor [|History

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Billing
» Account Billing Notes

- Available in the Family Editor (fame

Use cfs to track which accounts have
account billing notes

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Billing billlog

e Researching previously sent bills
- billlog
- aka F8 in bills/ebills

Make Prepare Print Edit View

Changes Bills One Billf Bill Msg Bill Log

PCC

TBIT Pediatric EHR Solutions Control Your Future™




Post Visit: Billing billlog

) 05/20/13 lynne 04/01/03-05/19/13 00000-99999 a-=z 0,30,60,90,120

Accounts/|Accounts
Billed INotBilld

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Billing billlog

e Accounts Billed

- See who received a bill

- Includes the bill amount

- View the actual bill sent using F1

Achey, Jeremy S 147.00

Sort By
Amount

PCC

Pediatric EHR Solutions Control Your Future™



Post Visit: Billing billlog

e Accounts Not Billed

- See who did not receive a bill

- Includes why they did not receive
one

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Billing billlog

e Accounts Not Billed

- See who did not receive a bill

- Includes why they did not receive
one

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: persview

| W Use Nightly File for 02/12/13
_ _
){ Payor Date | 05/23/13

$99999.99

W Account Name

Accounts with 90 Day Balances
W Screen

Exclude by Account Flag

(I == -

Generate
Report

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: persview

Main Edit Refund Daysheet Form Print Work
Menu Account History |Letters |One Bill jWith All

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: persview

Main Form Print See
Menu Letters Bills Totals

PCC

Pediatric EHR Solutions Control Your Future™



Post Visit: Payment Plans

e Setting up a payment plan

- Create a form letter explaining
their responsibilities

- Update the Budget field in fame

- Give them a flag so you can easily
review the accounts on a
payment plan to verify they are

paying

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Payment Plans

I |F PAYING BY MASTERCARD, DISCOVER. VISA OF AMERICAN EXPRESS, FILL OUT BELOW.

—— 006306 630601 luouzq o—ec« CARD UBING FOR PATMENT
.. L @
ringfield Pediatrics | M.QB‘I'EH..AHD CISCOVER NN VESA AMERIICAN EXPRESS
% g:ll'l GARD HUWEER RMCAIRT
Springfiekd, VT 12345 EIGHATURE AP, GATE

BTATEMENT DATE

10/24/02

ADDRESSEE: REMIT TO:

?Eal field Pediatrics
Springfield, VT 12345

HOMER AND MARGE SIMPSON
11 PP 8 PP Y 1T | P 1 P Y MR
O T ek RN wev vt Armacaoted o verye e STATEMENT PLEASE DETACH AND RETURN TOR FOATION WITH YOUR PAYMENT
ACCOUNTS: 26270 FROM: 09501702 - 10/24/02 PAGE: 1
DATE DESCRIPTION OF SERVICES CHARGES PAYMENTS INS DUE |PATIENT DUE
Maggie Simpson (Dr. Nick Riwviera, Office)
10/26/02 OV Detailed HEE 4 85.00 $ D0.00 $ 35.00
10/24/02 Ins Pmt -- Aetna $ 50.00-
Bart Simpson (Dr. Julius Hibbert, Office)
10/26/02 W Prohhl Focused 4 48.00 ¥ 0.00 ¥ 2B.00
0/26/02 Ins Pmt -- Aetna $ 20.00-

Lisa Simpson (Dr. .lul.’ms Hibbert, Office)
10/24/02 OV Expanded Focus ¥ &0.00 $
10/24/02 Ins Purt == Aetna % 30.00-

¢ 30.00

_AGING 0-29 120+
1 93.00 3 [] -00
£ 00] % ] .00
1call 5 .00 ¥ [] -oo

T Pediatric EHR Solutions Control Your Future™



Post Visit: Payment Plans

802-195-1817 11/20/12
06/05/13
03/07/05

01/27/13

Start off Jump to Form Oops View
List Letter b Letters | Account | Account

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: notity

 Notify allows you to send account
balance information.

- Hello this is Pediatric Associates
calling. Our records indicate that
your account is more than 60
days overdue. Please call our
office at 800-722-1082 to arrange
payment today. Thank you!

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Collections

* Sending an account to collection agency, two
options

- Adjust off charges
- Pend charges to Agency

» Regardless of option selected above:

— Print charge information for collection
agency

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Collections - Adjust Charges

* Run Post Personal Payments (pam)

- Find account

- Post Bad Debt/Collection
Adjustment and link to charges
being sent to collections

- Add Collection flag to account

- Update account notes

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Collections - Adjust Charges

07/15/13§BadDebt/Collection S 208.00 2
>

e

Next Post A Link Print A | Correct Family Acct
Account Refund | Payments Bill Mistakes' Editor [History

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Collections - Adjust Charges

* \WWhen you receive a payment from the
collection agency do one of the following two
options, then add a note in fame.

- Delete the bad debt adjustment you
nosted and post the payment using a
nayment type that indicates the payment
was from a collection agency.

- Post a "Collection Income" adjustment in
the refund program and then post a
Collection Payment against that
PCC adjustment using pam.
T

Pediatric EHR Solutions Control Your Future™




Post Visit: Collections - Pend Agency

e Partner configuration needed for this option

- Add “Collection” as an insurance group

- Adding “1. Collection Agency” as an
insurance company

* This makes it easier to find in 0ops

Pediatric EHR Solutions Control Your Future™

PCC



Post Visit: Collections - Pend Agency

e Partner configuration needed for this option

- AQ

- AQ

G

G

"Collection” as an insurance group

ing “1. Collection Agency” as an

iINnsurance company

e Go into Correct Mistakes (oops) for this account
and change the charges to pend the 1.
Collection Agency

- Add Collection flag and notes to the
account

PCC

Pediatric EHR Solutions Control Your Future™



Post Visit: Collections - Pend Agency

Jump to [ Generate SeeClaim Insuranc Visit Unlink & View Adjl Delete
Item Claim Rpt/B1illjl Status Status Relink [Reasons | Item(s)

PCC

Pediatric EHR Solutions Control Your Future™



Fersonal ColleCtions

Post Visit - Collections: Adjust
Charges

PCC

Pediatric EHR Solutions Control Your Future™




Post Visit: Collections - Pend Charges

PCC

T Pediatric EHR Solutions Control Your Future™




Post Visit: Collections - Pend Charges

. Collection

1. Collection

PCC

Pediatric EHR Solutions Control Your Future™




Post Visit: Collections - Pend Charges

* Use insaging and inscoar to review charges
pending the “1. Collection” insurance company.

e Post payments using pip

- Leave balance pending “1. Collection” or
adjust off

e Update notes on the account in fame

- Post a follow up to the original note

Pediatric EHR Solutions Control Your Future™

PCC



POst

 Smart Report

Visit: Other Reports

Suite (srs)

- Billing & Collections Reports

e Accounts with Credit Balances

(O
(O

lection Worksheet for Appointments

nay Collection Ratio

* Insurance Eligibility Report

* Insurance Eligibility Report for Same Day
Appts

PCC

Pediatric EHR Solutions Control Your Future™



Front Desk & Back O

e Pre Visit

PCC

- Scheduling

r'h

‘ice: Review

- Appointment Verification

- Eligibility Verification

- Billing Department Prep

Pediatric EHR Solutions

Control Your Future™



Front Desk & Back Office: Review

e \isit Date

- Patient Check In (checkin)

- Posting Charges (checkout)

- Clean claims

PCC

TBIT Pediatric EHR Solutions Control Your Future™




Front Desk & Back O

PCC

e Post Visit Insurance

r-h

‘ice: Review

- Claims submission

- Posting payments / responses

- Claims follow up

- Claim submission tools and reports

Pediatric EHR Solutions

Control Your Future™



Front Desk & Back O

PCC

e Post Visit Personal

r-h

‘ice: Review

- Send personal bills

- Post payments

- Work Personal A/R

- Sending an Account to Collections

- Reports

Pediatric EHR Solutions

Control Your Future™



Front Desk & Back Office

e Questions?

- At 3pm this afternoon head to the Collection
Roundtable for more discussion.

PCC

TBIT Pediatric EHR Solutions Control Your Future™




Front Desk & Back Office
learn.pcc.com

e (Click on Partner

- Click on Insurance Billing

» http://learn.pcc.com/Content/Partner/Insuran
ceBilling/InsuranceBillingIntro.htm

- Click on Personal Billing

e http://learn.pcc.com/Content/Partner/Person
alBilling/PersonalBillinglntro.htm

Pediatric EHR Solutions Control Your Future™
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Post Visit: Follow Up

e Unpaid claims
e Denial management
e Appeals process

e Partner claims submission tools and
reports

Pediatric EHR Solutions Control Your Future™

PCC
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