


TriHealth 2006

Catholic Health Initiatives: 71 hospitals in 19tes&a

At the 2006 annual conference of all CHI hospita&gh system
reported revenue dollars from co-pay collections.

Where did TriHealth rank?

LAST!



Access Role in Point of
g Service Collections
. at TriHealth
1

1. Central Scheduling
2. Central Pre-Reqistration

3. Onsite Registration:
ED, Outpatient & Admitting

TriHealth
CARIMG FOR PEQPLE FIRST=



CENTRAL SCHEDULING

Scheduler scripting: Please be prepared to pay the
amount listed on your insurance card or a standard
deposit of $xx when you come for services.

IVR Scripting: Hello. This is a message from Bethesda

Hospital to remind you of your appointment on
at Bethesda North Department

located at . Please bring your order or
prescription, if your physician has given you one and a
list of your medications. Please be prepared to pay
your insurance copay or deposit at the time of
service. For your convenience we accept cash,
checks and credit cards.  For questions, to reschedule
or to cancel your appointment, please call Central
Scheduling at 513-569-6602 Monday thru Friday, 7:30
AM to 5:30 PM. Thank you for choosing TriHealth for
your healthcare services.




THE CHALLENGS
77%{ é FACING REGISTRATION
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@Growth in Uninsured & Underinsured
@Consumer assuming more of the charges
@Lack of information - WARNING
@Staff focus
@EMTALA

@Patient Expectations

CHALLENGES
AHEAD




Overcoming Collection Challenges

» Reinforce Co-Pays At Every Registration Point
Central Registrars are to inform the patient opegs
or standard deposits that may apply. ED and
Outpatient registrars are to identify owed co-patys
deposits and collect them.

» Ask Patients to Pay- Give patients options for
payment (cash, check, credit). Ask for depositsk
for partial payments.

» Financial Counseling- Put the patient in contact
with a Financial Counselor if they are unable tetme
their financial obligation.

» Pain = Pay- When a patient needs medical
attention, healthcare becomes their # 1 prioritiiis
is the best time to collect the patient’s portiédnce
the patient has received care and leaves the hbspit
all other bills take priority.




REGISTRATION %:éf;

Department Determines Expectations!

Each Registrar has a role to play!

. a f}"l—!‘
j{ | INCENTIVIZE )



Registration Incentive
Guidelines

Incentive |/Threshold

4% of base rate at the end of the performance period X
scheduled paid hours for performance period

Incentive |l/Stretch

6% of base rate at the end of the performance period X
scheduled paid hours for performance period

Incentive llI/Maximum

8% of base rate at the end of the performance period X
scheduled paid hours for performance period



Threshold

Audit Score:
Productivity:

Attendance:

Stretch

Audit:
Productivity:

Attendance:

Maximum

Audit:
Productivity:

Attendance:

3.1% - 6%

Department Collections Target Met
Individual Collection Target Met

2 episodes or less of unscheduled absence
3 or less tardies

0% - 3%

Exceed Department Target by 10%
Individual Collection Target Met

2 episodes or less of unscheduled absence
3 or less tardies

0% - 3%

Exceed Department Target by 20%
Individual Collection Target Met

O episodes of unscheduled absence
O tardies



RECOGNITION!I
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May Collected Target Variance V

BN OP $160,887 $118,000 $42,887
GS OP $85,261 $60,000 $25,261
AS OP $27,193 $26,880 $313
GM OP $8,928 $12,000 -$3,072
TOTAL: $282,269
BN ED $84,925 $75,000 $9,925
GS ED $22,143 $25,000 -$2,857
AS ED 33638 $37,000 -$3,362
TOTAL: $140,706
Grand
Total $422,975

Thanks EVERYONE!!!!

Stacey

CELEBRATIONS!
Staff Meetings

Gift Bags
Recognition Emails




Self Pay - No Insurance Info Dialogue

Read the following to the patient.

| will register you as Self Pay. Please call 5696600 to update your
insurance information on your registration. Since most insurance
plans do not cover 100% of the bill, please be prepared to pay

a standard deposit of (based on service provided).

e accept cash, credit cards, and checks.

Deposit Amounts:
%0 Lab, Mammogram Breast Ultrasound.
$30 X-ray, Ultrasound (non-perinatal), EKG, Specials.
$100 CT, MRI, Endoscopy, Cardiac Cath,
Nuclear Medicine, Cardiology, Pulmonary.
$125 Good Sam OTC
$250 All Surgery, Inpatient, Observation.

OK (ENTER)

Self Pay - No Insurance Info Dialogue
Read the following to the patient.

1 will register you as Self Pay. Please call 569-6600 to update your
insurance information on your registration. Since most insurance
plans do not cover 100% of the bill, please he prepared to pay

a standard deposit of (hased on service provided).

e accept cash, credit cards, and checks.

Deposit Amounts:
%0 Lab, Mammogram Breast Ultrasound.
$30 X.ray, Ultrasound {non-perinatal), EKG, Specials.
$100 CT, MRI, Endoscopy, Cardiac Cath,
Nuclear Medicine, Cardiology, Pulmonary.
$125 Good Sam OTC
$250 All Surgery, Inpatient, Observation.

OK (ENTER)




HDX Eligibility Responses

TriHealth website:
“Get Hospital Pricing”

Discount 100%
Less
than

Family

Size

$10,830

$14,570

$18,310
$22,050
$25,790
$29,530
$33,270

~No o bk~ W DN

Financial Counseling

Financial Assistance Discounts Effective January2289

80%
Greater But less
than  than

$10,831$21,660
$14,571$29,140
$18,311$36,620
$22,051$44,100
$25,791$51,580
$29,531$59,060
$33,271$66,540

60%
Greater
than

$21,661
$29,141
$36,621
$44,101
$51,581
$59,061
$66,541

But less
than

$32,490
$43,710
$54,930
$66,150
$77,370
$88,590
$99,810

45%
Greater
than

$32,491
$43,711
$54,931
$66,151
$77,371
$88,591
$99,811

But less
than

$43,320
$58,280
$73,240
$88,200
$103,160
$118,120
$133,080



Central Registration

Scripting, scripting, scripting, scripting,
scripting, scripting, scripting, scripting!

Leaving a message on a voicemail/answering machine:

Good morning/afternoon/evening. This is Bethesda North/Good Samaritan calling
for . We are calling to collect information for your appointment on
If possible, please return our call at 569-6600, at least 48 hours prior to your
appointment. Our hours are 7:30am — 9:00 pm Monday through Friday and 8:30am —
7:00pm Saturday. If your insurance requires a copay for this procedur e please be
prepared to make payment at the time of service. F  or your convenience we
accept cash, checks and credit cards. Again our number is 569-6600. Thank you
for choosing TriHealth for your health care needs.

Speaking with the patient with insurance:

“Does your insurance card indicate the amount you owe for these services or do you
Know the amount of your deductible, copayment or co-insurance not covered by
insurance?”

If yes: “Please be prepared to pay that amount upon arrival to the facility for your
services.

If no: “Since most insurance plans do not cover 100% of the bill, please be prepared
to pay a deposit of _ (refer to standard deposits),



ED & Outpatient
Registration

Scripting, scripting, scripting, scripting,
scripting, scripting, scripting, scripting!

Your insurance carriesa __ ER co-pay. We ask tha tyou make that today
by check, cash, or any major credit card.”

You are registered as self pay. Being self pay we  ask that you make a
deposit of $100.00 towards your ER visit today by ¢ = heck, cash, or any major
credit card.

Your insurance card indicates that you have a $X co  pay for the services
you are receiving today. Would you like to pay by cash, check or credit card?

Since most insurance companies do not pay 100% oft  he bill there is a
$X standard deposit. Would you like to pay by cash, check or credit card?



$0

$30

$100

$125

$250

SELF PAY PATIENTS &
STANDARD DEPOSITS

LAB, MAMMOGRAM, BREAST ULTRASOUND

RADIOLOGY (NOT CT, MRI), ULTRASOUND (NOT
PERINATAL, EKG, SPECIALS

ED, CT, MRI, CARDIAC CATH, NUCLEAR STUDIES,
CARDIOLOGY, PULMONARY, ENDOSCOPY

OUTPATIENT TREATMENT CENTER

OUTPATIENT SURGERY, INPATIENT, OBSERVATION,
TBA SURGERY



STANDARD DEPOSITS
WHEN TO DO THE "ASK”

The deposit will only be requested if the patient’s
specific co-pay, co-insurance and/or deductible
can not be identified and collected.

The “ask” includes self-pay and insured patients

The exclusions are traditional Medicare,
traditional Medicaid, managed Medicaid, any
other Government payers, auto insurance cases
and Worker's Compensation cardholders.

Patient services will not be delayed or cancelled
for failure to collect payments except in elective
non-covered services such as cosmetic
procedures.




The Results...

POS Collections FY08 - FY09

$500,000
$400,000
$300,000 -
$200,000 -
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$0 -

Last Quarter 2009: 22 Registrars received incentiv e pay

Highest cash collections in TriHealth history March & April 2009




What's
Next?

IGR 2 — More opportunities to add scripting

Collect L&D copays for triage and in advance of deli  very
Collect inpatient copays for ED Admissions

Collect during pre-registration

Re-evaluate standard deposits

POS Collections target increased by $80,000/month



