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How do we meet our Mission, Vision, Values, and Guiding

Principlesin our training and retention?
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Patient Access (Registration) Training Checklist

Patient Access Training Checklist

* Orientation
* Patient Access overall training  ....csurone
- Tribal Option Orientation Date of Training of Patient Access for Existing Employees

Topic Date Completed Method/Competency Notes/Status

e I nt ro d u Ct i O n to R ig ht Way CIHA Orientation: Welcome Video, Basic

Hand Hygiene, Bloodborne Pathogens,

. . CIHA Compliance Plan, CIHA

e J O b D eSC rl pt I 0 n Confidentiality Attestation, CIHA Saocial

Media Policy, Code of Conduct, COVID-19
e o Pledge, Introduction to HIPAA, CIHA

e PO I I C I eS HIPAA Attestation, MRI Magnet Safety

CIHA Patient Access Training: Such as but

not limited to IHS Eligibility, Customer

. Duties and ResponSibiIitieS Service,CnmpassionFatigut_e,Escalatiun Cnmpletionuf
e Department Specific Training

Operations Maodules
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Overall Patlent Access (Registration) Training Manual

* Policies
* Cellphone Policy
e Attendance Policy
* Dress Code Policy
* Eligibility Policies
* PRC
* Direct Care

CHEROKEE
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* QOperator Training
* Joint Commission
* Emergency Response Codes

e Visitor Procedures

e Patient Update Forms

* Audits
* Referral, Employee, Daily Appt, Workloads




CHEROKEE INDIAN
J HOSPITAL AUTHORITY

\ (65166} [60) 6~

55),[6-5) /6

5} /o) j6-

51{56)(6

ave

5/ 66\ 6~

511961166} /66\,

Overall Patlent Access (Registration) Training Manual

e Chart Packets

e Adult
e Newborn
* Non-Ben

* Privacy Practices
e Service Agreements
e Self-Pay Agreements

e Confidential
Communications
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Overall Patient Access (Registration) Training Manual

* Caregiver Affidavit ———
« Affidavits to prove “nembers. L Recoghissd
residency | | =
* Residency Affidavit ] ]
 PRC Affidavit PRODA T PRODA L PRODA L T PRODA
* Homeless Affidavit | |
* Eligibility Flow Charts p—— o LCHs&Dire; L ]
P1 & P3 Only P1 Only
(Referrals) No Referrals (Referrals) No Referrals
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Overall Patlent Access (Registration) Training Manual

* Step Actions
e Chart Registration

e How to scan in documents
* Verifying/Adding Insurance

* Notes

* Workloads/Audits/Pending

Letters
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ICC Patlent Access (Reglstratlon) Training Manual

@ CHEROKEE INDIAN

* |CC Registration
e Scheduling

CHEROKE
* Workman's Comp B

Immediate Care Center

* Non-Beneficiaries Services
* CDL Physicals

 Patient Labels

* Payment Collection
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ER Patlent Access (Registration) Training Manual

* ER Registration

e Scheduling

* Collection of Payments

e MVA’s

* Workmen's Comp

* ER Specific Paperwork

* Patient Bands and Labels
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Analenisgi Pat'ent Access (Registration) Training Manual

e Walk-ins/Groups/Dosing
* Department Specific Software

* Department Specific
paperwork

* Collection of payments
* Transit Passes

* BH ROI Process

* Patient Triage
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Revenue Cycle Overview

Patient checks in at Patient Acc9*

Patient visits clinics/providers

Visit goes from EHR/RPMS to
coding queue

Monthly financials com petec)x—

Accounting process completed

Visit coded

Billing data sent from RCM to
Accounting

Visit goes from Coding to Billing
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Patient Access

Check-in

Verify resource through MCD-
NC Tracks

Yes MCR- E Solutions No

PI- Blue E, ETMA, Sigma

Clinic/Provider

Yes_ @ Ask for Resource

Yes RCA (Resource
Corporation of America)
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Coding

Analyze each record in EHR
Coder Pulls Day in Queue (PCC, for Complete
RMPS, EHRD) Documentation of
Diagnoses and Procedures

Ensure all Labs, Imaging, and Code Diagnoses & Audit E/M Code to Ensure
Medications are Merged Procedures for Each Visitin the Appropriate Level Send to Billing Queue
into the Visit RPMS Based on Documentation

Incorrect

Inco
Incorrect

Merge all Labs, Imaging, and Send to Provider for

Medications into the Visit Correction

Corrected

YV VIV Y VYV IV VIV VIV VIVIVIVIVIVVIVVIVIVIVVIVIVIV IV IV VY VIVIVIVIVIV VIV IVIVIV IV IVIVIV IV VIV IV IVIVIVIV IV VIV IV IVIVIVIVIV IV IV IVIVIVIVIV IV IV TV Y
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e Pull Up Claim and S W/ Monitor List
RPMS: Run Billing Sz LalllE e Review; Biller Will Ssuesl - el & Work as
List Claims Work or Pend the o Issues are
Claim Resolved
Y
R Ability (Clearing
. Batch Claims in Payor (Insurance) .
Approv? Billed > RPMS for House) AT Wait for Payment
Claim . X g or Denial
Submission Receipt of Claims

Wait on Payment or
Write-Off

Aging: Reworked |

and Adjusted

Post Payment in |

RPMS

Bank deposits and
sends check to
Billing

Upload 835 (from
Insurance) into
RPMS

A

Finance deposits
payments to
Caller Box and
sends receipt to
Billing

A

Cash and
equivalents
booked by
Finance, receipts
to Bllling
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Accounting
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Patient Access Turnover

Fiscal Year FTE Lost <90 Day Turnover % Voluntary Turnover% | Involuntary Turnover Overall Turnover %
%

ﬂ 1.1 0.00% 0.44% 4.36% 4.79%
ﬂ 2.5 3.27% 10.89% 0 10.89%
ﬂ 4.1 0.00% 22.28% 0.56% 22.84%

2020 - 2021 3.6 5.93% 11.87% 9.50% 21.36%
2019 - 2020 1.1 0.72% 7.25% 0.72% 7.97%

2018 - 2019 2.5 3.62% 10.87% 7.25% 18.12%
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Applying our Mission, Vision, Values, and Guiding Principlesin
our daily work and problem solving

* Changing Mental Models
* Three steps to service

* Supporting external and internal
customers, setting them up for
success

* Communication
* Relationship Building
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Ensuring Success

* Departmental
Suggestion Box

* Departmental
Newsletter

* Team Bonding
* Open Door Policy
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Ensuring Success

* Department Leadership .
Meetings INTEGRATION:

OPTIMIZING CONNECTIONS

* Internal Leadership
Meetings

e Team Huddles
* Individual Huddles
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Contact Information

 Gwynneth Wildcatt, Director of Accessibility, Resources and
Member Services

Gwynneth.Wildcatt@cherokeehospital.org

* Taylor Benally, Patient Access Manager
Taylor.Benally@cherokeehospital.org



mailto:Gwynneth.Wildcatt@cherokeehospital.org
mailto:Taylor.Benally@cherokeehospital.org
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Questions?
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