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Patient Access: Quest for Greatness
 Elizabeth Hand, CHAM Amber Harris, CHAMLearning Consultant System DirectorPatient Access Services Patient Access Services INTEGRIS Health INTEGRIS Health

Page 2
                        

• Introduction• So Long Status Quo• How we knew it was time to change
 • Warning Signs• “Ah-ha” Moment
 • Making a Conscious Effort to Grow• Initial stage of development• Leadership change
 • The Impact of Collaborative Leadership• Making the investment
 • Keep The Fire Burning• Setting the expectation for greatness
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Learning Objectives
 • Discuss the need for change
 • Chronicle journey to change the culture
 • Outline need for change in perception of profession
 • List the qualities of a great leader
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Introduction
 • INTEGRIS Health is the largest healthcare provider in Oklahoma
 • Not-for-profit
 • Patient Access Services, including Centralized Patient Access and Scheduling Center
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Who is INTEGRIS Health Patient Access?• Patient Access Center
 • Patient Access Professionals including:• Centralized Scheduling• Account Create• Orders Verification• Insurance Verification and Precertification• Financial Counseling
 • Education and Quality• Leadership Team
 • Registration Departments• Patient Access Professionals• Leadership Team
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So Long Status Quo:How did we know it was
 time for change?
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Warning Signs
 • Still doing business like we did 10 years ago• The concept of “pre-services” did not really exist• Registration departments were compartmentalized. The
 idea of “centralized registration” was still developing.
 • Process flow was not successful for INTEGRIS or customers
 • Entry-level job descriptions
 • No Financial Counselors in Registration
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Warning Signs, continued
 • The need for transparency
 • Realization of Access position in the Revenue Cycle
 • Insurance regulations and requirements changing
 • Challenged by multiple access points
 • Process standardization and position education
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Our “Ah-ha” Moment
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Significant Stages of Growth• Initial Development
 • Formation of INTEGRIS Health Patient Access Center, January 2005
 • Centralized Scheduling, Insurance Verification & Precertification, and Self-Pay Financial Counseling for INTEGRIS Health’s two largest facilities.
 • Leadership Change• July 2010• Leadership was split/changed to reduce redundancy• Shift in leadership style• Shift in communication• Investment in new technology• Investment in education
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Organizational Structure
 Vice President Revenue Integrity
 Administrative Director Access and Contracting
 Amber HarrisSystem Director
 Access and Transfer Centers
 Joyce King System Director
 Patient Registration

Page 12
                        

Organizational Structure- Access CenterAmber Harris
 System DirectorPatient Access Services
 Database Coordinator
 ManagerAccess Center
 PreservicesFinancial Review
 ManagerAccess Center
 PreservicesCentral
 SchedulingAccount Creation
 Learning Consultant
 Education/Quality
 Access Education
 Clinical ManagerTransfer Center
 Registered Nurses
 CoordinatorsParamedics
 System Analysts
 Business AnalystsDatabase
 Coordinators
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Organizational Structure- Patient Registration
 Joyce KingSystem Director
 Patient Registration
 ManagerPatient Registration
 ManagerPatient Registration
 ManagerPatient Registration
 LeadPatient Registration
 SupervisorPatient Registration
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Shift in Leadership Style
 Passive Dictatorial• Micro-Manage
 Employees• Dictate Process• Implement Punishment• Rarely acknowledging
 ideas other than own• Rarely giving recognition
 Collaborative• Empower Employees• Collaborative Solutions• Willingness to take risks• Eager to listen• Has passion for the
 cause• Optimistic about the
 future• Able to share knowledge,
 power, and credit
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“A leader's role is to raise people's aspirations for what they can become and to release their energies so they
 will try to get there.”
 David Gergen
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Shift In Communication
 • Communication between Patient Registration and Patient Access Center• Streamlined method to increase productivity and impact
 patient registration wait times• Communication within the Patient Access Center
 • Staff meetings changed from a “reading” to “discussion” format
 • Goals established and communicated to everyone• Open job descriptions posted outlining clear expectations• Leadership Communication• Refocus Using resources in the area they best fit

Page 17
                        

Refocus
 • Began by talking with staff about upcoming challenges
 • 2010 brought the largest healthcare reform plan in the history of the United States
 • Over next 10 years, estimates are $100-170 million in impact to INTEGRIS Health
 • Each dollar collected at the front of the healthcare process is $1… if after care is provided, less than $.05
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Challenge
 • Inspired staff to ask hard questions
 • Why do we do it that way?
 • Is there a better or more efficient way?
 • How can we do MORE with our current staff and resources?
 • If only we could…

Page 19
                        

“A vision is not just a picture of what could be; it is an appeal to our better selves, a call to become something
 more.”
 Rosabeth Moss Kanter
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Change
 • Through collaboration with staff, we made critical changes
 • Put people in the area they best fit
 • Focused on increasing collections, without impacting our central purpose
 • Identified tools staff found most helpful
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Access Center Workflow Prior to July 2010

Page 22
                        

Access Center Workflow After July 2010
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Two Team ApproachScheduled Team “Benefits
 Advisors”Add On Team “Insurance
 Verification”7 member team 5 member team
 Incentivized for collection No collection incentive
 Patient contact/collection focused No patient contact/not in call que
 Team covers 7 am-6 pm More flexibility in work hours
 Success Measured By: Success Measured By:
 Collections ($) and Completed (C) % 100% completion of assigned daily work
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The numbers… (PROVE IT!)
 • Leadership did their homework• Able to reassure staff about volume change
 • Leadership did not dictate, they proposed a new plan
 • Trial period
 • Staff chose their team
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“Culture does not change because we desire to change it. Culture changes
 when the organization is transformed; the culture reflects the realities of
 people working together every day."
 Frances Hesselbein
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Leadership Communication• One-on-one employee opinion session with Director
 • Leadership is accessible• Expectation of mutual respect
 • Employee opinion survey• In-depth analysis and open discussion
 • Staff morale• Leadership quotes• Access Week celebration• Thank you notes• Recognition
 • Goal Setting• Clearly defined, measurable goals
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“Act as if what you do makes a difference. It does.”
 William James
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Investment In New Technology• AuditLogix
 • Accuracy Tool• Medical Necessity Tool
 • Clear Quote• Pricer Transparency System
 • Kiosk/ Self Check In• Convenience• Decreased wait times
 • Account Create Tool• Implemented a central scheduling tool that sends
 transactions to ADT system, requesting account be created• BridgeFront Online Education
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Glossary of Applications UsedApplication FunctionSiemens Invision ADT and Billing
 Siemens Document Imaging Document Repository
 Siemens HDX Integrated Eligibility
 Siemens Healthcare Query Report Writing
 Mobius Report Repository
 DCS AuditLogix Registration Accuracy
 DCS Medical Necessity Medical Necessity
 DCS Kiosk Self-Check In
 FHSCorp ClearQuote Pricer Transparency
 Scheduling.com Patient Scheduling
 BridgeFront Online Learning
 CareTechSolutions CareWorks CMS Online Pre-Registration
 BankServ Mobilescape Hand Held Point-of-Sale Terminal
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Investment In Education• Education Team
 • Allocated two FTE’s to investment in education• New Employee Onboarding Program Implemented
 • 3 Days in classroom setting• Mentor-led department training standardized• Competency Exams
 • Continuing Education• Identified by need
 • Encouragement of leader certification• CHAM• CHAA
 • Education Task Force (Peer Group, Mentor Development)

Page 31
                        

“Most people have a desire to look for the exception instead of the desire to
 become exceptional.”
 John C. Maxwell
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Keep The Fire Burning
 "The most powerful weapon on earth is the human soul on fire."
 Field Marshal Ferdinand Foch
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Setting the Expectation for Greatness
 • Defining the Vision
 • Setting Clear, Defined Goals (individual and team)
 • Commitment to Education
 • Leadership Certification
 • Creating Awareness (how the pieces all fit together)
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Identified Important Leadership Characteristics
 • Self-Awareness
 • Bravery
 • Kindness
 • Innovation
 • Inspiration
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Conclusion
 • The secret to transformation is people and only the people can make it better
 • Create a safe environment for learning, questioning, and making mistakes
 • Encourage and reward innovative thinking
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“Nobody can prevent you from choosing to be exceptional.”
 Mark Sanborn
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Contact Information
 Amber Harris, CHAMSystem Director, Access and Transfer CentersOklahoma City, OK
 Office:405-713-5547
 [email protected]
 Elizabeth Hand, CHAMAccess Learning ConsultantOklahoma City, OK
 Office:405-713-5545
 [email protected]
 mailto:[email protected]
 mailto:[email protected]
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Thank You!
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