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n times of prosperity it is important for

healthcare providers to continually sharp-
en their operations, monitor performance
and scek additional staffing and process effi-
ciencies. Duning difficulr times it is a crucial
means of survival,

The past several months have been ex-
tremely difficult for many hospitals to con-
tinue delivering on therr mission of care
while struggling e cemain financially sound.
Layoffs are always a lase resort bur, when they
occur, typically involve staft in the adminis-
rrative and financial areas of a hospital as op-
posed to direct clinical care positions.

Panent access and other front end per-
sonnel are being asked to handle and act
upon more pauent information than cver
before. Even the most well-trained and edu-
cated employees become prone to common
manual errors when the workload increases.
This can be especially true for 2 hospital op-
cranng on a reduced budger with fewer full-
rime staft,

For these reasons and others, it is widely
acknowledged chat hospital management
should analyze registration accuracy and
monitor error cates. Inaccuracies in the frant
end likely mean denied and/or rejected claims
on the back end. which results in additional
cost and burden on hospital staff to rebill oc

lost revenue alrogether.
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The idea is carching on. too. In May 2007
HCPro’s Patient Access Resource Center sur-
veyed hospitals abour registration accuracy
and only 75% of pauent access managers said
they tracked registration accuracy. Nearly rwo
years later, 97% of respondents to the same
survey were checking accuracy rates.

Difterent quality assurance (QA) pro-
cesses may work betrer than others, depending
on a hospital’s culture and specific objectives.
Some hospitals manually review a sampling of
registrations to track errors, This method can
be cumbersome and is usually reactive versus
proacuve. It is also not a very efficient way
to assess individual staff performance. Siill,
72% of managers sucveyed by HCPro said
they use 2 manual approach. Some hospirals
hire chird parties ta conduce QA analysis for
them. These ourside entities may use manual
processes or utihze technology o automare
the process.

Implementing echnology ro automan-
cally perform registration QA. whether in-
rernally or oursourced chrough a third party
vendor is becoming more popular. Automat-
ed QA rechnology increases accuracy and
efficiency in the revenue cycle by idenditying
registration errors as early as possible and pro-
viding an avenue for correcting them prior to
billing, something not easily done using man-
ual processes.

During registration a diverse set of valu-
able pacient data is verified and cracked, such
as insurance ehgibility, address and other
demographics. HCPro reports that as much
as 86% of registration ¢rrors are related o
insurance, followed by daca entry mistakes,

misinformation regarding the guarantor/

subscriber and paticnt demographic informa-
tion, such as address.

The best registration QA rtechnology
automatically notifies users and management
of discrepancics with this type of dara. Alerts
are set up to flag a patient account within
the HIS during registration if information is
missing or could be inaceurate.

QA technology creates an in-fow pro-
cess tha is beneficial for users and managers.
It gives managers the ability to track indi-
vidual pertormance and assign responsibiliey
wichout continual oversight. By seeing each
registrar’s activity, managers can rrack errors
by user, department, payer, service and other
criteria. Detailed reporting is also key to show
trends and help management determine staff
of process improvements.

For front end staff, QA technology can
foster individual accountability and improve
overall performance by encouraging seif-cor-
rection. It will highlight mistakes and guide
the user on exactly how to correct them, bur
the same technology ideally also aids in long-
rerm professional development as the user
learns trom each mistake and eventually im-
proves his or her initial accuracy,

Most industry benchmarks suggest a
hospreal's overall claim denial rate should be
less than 4 peceent, In order to achieve this
benchmark registration accuracy muse be as
close to 100 percent as possible. Auromating
registration QA can 1mmediately improve
efficiency and accuracy and generare measus-
able results for the long term. W

My. Padgett can be reached at 888.661.5657 or
marcus.Ladgett@passporthealth.com
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