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Session Goals
1. Explore and establish successful billing 

processes

2. Quickly identify billing issues

3. Improve your financial health



Identifying Problems
The first steps to finding a rough estimate of 
your cleanup efforts will be identifying issues 
in both your insurance and personal A/R. 
Having firm policies on each will simplify your 
billing team's responsibilities.



Identifying Problems
Use the Insurance Company 
Aging report to identify your 
total outstanding accounts 
receivable split between 
personal balances owed by 
patient families and by 
insurance companies.



Identifying Problems
Next review the general total of 
charges you may not be 
receiving payment for. Evaluate 
the effort required to collect in 
terms of staffing requirements 
to “chase down” these older 
unpaid charges. Is it worth the 
effort and income loss to keep 
these charges on your books 
rather than write off the loss?



Identifying Problems
One way to quickly categorize 
your accounts receivable is to 
imagine a stoplight. Being paid 
on time based on historical 
trends of payments would be a 
green light. Being paid later 
than average would be a yellow 
light. Payments which were not 
received by hard cutoffs such 
as timely filing limits or 
collection agency involvement 
would be a red light.



Identifying Problems
Pinpointing areas of concern 
can help staff maximize the 
efficiency of their research and 
collection process. When 
working with a wide range of 
situations, such as balances 
that need to be written off, you 
will need to research specific 
accounts. The List Old/Pending 
Charges tool and Review 
Personal Balance tool can both 
be utilized to locate specific 
charges.



Identifying Problems
When locating unpaid 
insurance charges that may 
need to be written off, you can 
use the List Old/Pending 
Charges tool to review 
encounters based on age of 
receivables. In our example this 
was 120+ so I have adjusted 
the search criteria to match.



Identifying Problems
For overdue personal balances 
the Review Personal Balances 
tool can help you pinpoint 
accounts that are ignoring your 
automated personal billing 
workflows, such as sending bills 
in the mail. Sorting by largest 
amount can identify the most 
money on your books and 
excluding by flags can remove 
accounts already in a state of 
alternate payment or 
collections.



Identifying Problems
If you do not have clear policies and wish to 
set them up for the first time, you will need to 
evaluate how much cleanup will be required 
for balances you will be unable to collect. 
Leaving charges on your books will keep your 
A/R inflated.



Preparation Towards a 
Solution 

Creating a meaningful workflow for insurance 
follow-up will rely on several key areas:

● Know your contracts
● Evaluate timely filing limits
● Create workflows that reveal issues quickly
● Maintain proof of delivery



Preparation Towards a 
Solution 

Make an effort to collect contracts from your 
major insurances. Payors should make a good 
faith effort to provide a copy of their contract 
with your clinic.



Preparation Towards a 
Solution 

Insurance contracts contain multiple useful 
pieces of information you will use daily, such 
as fee schedules, renewal dates, and timely 
filing limits. You should have an awareness of 
the timely filing limits for all your payors in 
order to work your accounts receivable.



Preparation Towards a 
Solution 

Clinics should create a workflow that includes 
the work done on unresolved claims and how 
you document follow up, reference numbers, 
and resolutions. Follow-up notes should be 
dated for quick reference.



Preparation Towards a 
Solution 

The best workflows to ensure you are meeting 
your filing deadlines will involve not only the 
automated process of sending claims but 
manual review and notation to guarantee 
delivery is acknowledged.



Preparation Towards a 
Solution 

Money owed by families also contributes to 
your overall A/R. You will also want to work 
towards resolving personal balances with:

● A review of your financial policy
● An established collection process
● An established relationship with a 

collection agency



Preparation Towards a 
Solution 

A financial policy should include all of your 
clinic’s policies that are involved in the money 
collection process. Any changes you make to a 
policy should lead to an updated form that 
your families should read, agree to, and sign.



Preparation Towards a 
Solution 

A collection policy should be in line with your 
written financial policy. For best results this 
should also include the human approach. 
Staff should know when and how to reach out 
to a family if automated bills or balances in a 
portal are not resulting in balances being 
paid.



Preparation Towards a 
Solution 

Personal balances that are never paid should 
not remain on your clinic’s A/R. Remove these 
charges by following your financial policy. The 
most common method is working with a 
collection agency and removing balances once 
they are turned over to collections.



Preparation Towards a 
Solution 

Configuration should also match your policy. 
Upon revising your policy, you will need to:

● Update your policy form
● Review insurance groups
● Have proper payment types for write offs
● Have meaningful flags for accounts
● Review forms meant for collecting balances



Preparation Towards a 
Solution 

The best way to insure everyone is aware of 
policy changes is to update the forms found in 
PCC that can be printed and given to families 
to sign. PCC can help you update your policy 
form and patient packets, or you can make 
the changes yourself using PCC’s Forms tool.



Preparation Towards a 
Solution 

Reviewing a single page outline of your A/R 
will only be as helpful as that report's 
grouping. It is important to review insurance 
groups to make sure the information is 
relevant. Groups should be refined enough to 
understand but not so refined that the groups 
lose meaning.



Preparation Towards a 
Solution 

When you remove balances from your A/R, 
you need identifiable and reportable payment 
and adjustment types that reflect why a 
balance is coming off your books. This should 
include both collection and courtesy write-offs 
and the ability to bring a balance back if you 
receive a collection check.



Preparation Towards a 
Solution 

Accounts with a status of collection issue will 
also need to be identified, reported on, or 
possibly removed from reporting results. This 
means you will also need account flags that 
clearly identify the families' issues and current 
overdue status.



Preparation Towards a 
Solution 

When you are attempting to collect a balance, 
a family may need a form indicating the next 
steps your clinic will take. Review and 
customize these forms to best represent your 
office and how you are helping the family 
along in this process.



Workflow for Accurate A/R
Visit notes are an excellent way 
to track attempts at getting 
unpaid insurance charges paid. 
Notes have an associated date 
and can be displayed when 
using the List Old/Unpaid 
Charges tool. Including call 
back numbers, reference 
numbers, or any worthwhile 
information can save you time 
on follow-up.



Workflow for Accurate A/R
When working in the List 
Old/Pending charges tool the 
Show Visit Notes option will 
display these visit notes so you 
can track attempts at getting a 
claim paid made by your staff. 
Setting the Show Billing History 
to No can make it easier to 
highlight visit notes by limiting 
the information displayed. 



Workflow for Accurate A/R
Collection of trace numbers, 
claim control numbers, 
representative names and 
other proof of attempted 
delivery can help you reduce 
payment times and, in a worst 
case scenario, prove timely 
filing of charges. Adding these 
to your notes can be a boon to 
your insurance collections 
process.



Workflow for Accurate A/R
Use your contracts timely filing 
limit to identify potentially 
unrecoverable charges and 
write them off using an 
appropriate adjustment type.



Workflow for Accurate A/R
To best reflect your income you should set a 
“hard limit” date where insurance charges will 
be written off as unrecoverable. This will keep 
your books up to date, even if the limit is 
multiple years in the past.



Workflow for Accurate A/R
To find and contact overdue 
personal collections that are 
unresponsive to bills in the mail 
use the Review Personal 
Balances tool. 

Leverage past due dates, 
account flags, and total amount 
due to identify workable 
balances.



Workflow for Accurate A/R
Decide on your personal 
collections workflow to best 
collect balances. This could 
include sending a new bill along 
with a form letter to indicate 
next actions to be taken by the 
office. This should match your 
office's financial policies or 
reflect the outcome of a 
telephone call where the family 
agreed to next steps.



Workflow for Accurate A/R
Holding to your financial policy for all patients 
is the best way to maintain a collections 
workflow while also allowing for approved 
write-offs.



Workflow for Accurate A/R
Make use of adjustment types 
to write off charges turned over 
to collections. Your office 
should not be responsible for 
seeing overdue amounts being 
collected by a third party entity. 
If families call, refer them to 
the collection agency.



Workflow for Accurate A/R
When collections are paid, 
restore the balance to the 
office’s responsibility and enter 
the collections payment. The 
collection agency’s share 
should be the final write-off of 
the remaining balance.



Final Thoughts
You will also deflate your 
overall A/R by carrying credits 
due to families. Decide on a 
time of year to return any past 
credits to the family. On a 
personal note, I have seen 
offices do this around the 
holidays and their patients 
appreciate it.



Final Thoughts
To best track payments in your 
accounts all money should be 
tied to a charge. There are 
some cases where money is 
collected before a charge, such 
as an expected co-pay or fee 
collection from non-billers. Link 
this money after the fact to 
prevent “floating payments.”



Final Thoughts
Not all money is payment for billed charges. 
Incentives, interest, and double payments are 
all examples of money without an account 
entering your books. Maintain “holding 
accounts” to best track this income and 
disbursement.



Final Thoughts

Running your report totals in “wide stye” can give you a more accurate view of 
your revenue and receipts. For A/R oversight, running a report in this style will 
also break out your non-service charges, refunds, and fees.



Final Thoughts
While no one wants to think 
employees might commit 
fraud, accounting for write-offs 
can give you piece of mind. 
Evaluate your insurance and 
personal adjustments to 
ensure you know what is 
coming off your books and 
why.



Final Thoughts
Having accurate and traceable accounts 
receivable helps with succession planning. 
Passing on or selling your business will 
require due diligence of information such as 
profit and loss. Having the A/R data to show 
this can be a boon to your business.



Session Takeaways
1. Have an A/R plan in writing. 

2. Configure your system to follow and support the 

plan.

3. The plan should benefit the practice, your 

employees, and your patients.



What Questions Do You Have?


