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Hospital Revenue Cycle

The revenue cycle begins with scheduling of services and ends with payment or adjustment
of the account when we provide financial assistance or are unable to collect. More of these
services are centralized, rather than managed at the individual hospital level.

Cash Management
Customer Service

Billing/Follow-up/
Refunds/Payment
Discrepancies

Patient Access
Scheduling,
Admissions

Health Info Mgmt
Scanning/ Coding/
Transcription

Clinical
Documentation
Improvement

Revenue Integrity
& Charge Capture
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Challenges of Increased Centrallzaflon
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Who do | call with a
question? How do | keep
up with organizational
changes?

| wonder if this is
something |
should share with
Revenue Cycle?
We’ve had some
turnover in a clinical
department. Who
can train the new
staff member to We’re starting a new
correct charge service. What charges
errors? should be set up?
Am | receiving
denials?

Are my results
good? How do |
compare with
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BJC’s Solution: Revenue Cycle Liaisons

Revenue Cycle and hospitals jointly developed the idea of “Revenue Cycle Liaisons”
who can partner with hospitals to provide expertise and drive results while improving
BJC revenue cycle outcomes.
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Excellent communication
and analytic skills

J
N

Varied and broad
Revenue Cycle experience

J
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Strong educational
background
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Revenue Cycle Liaison: Role

Objective: Improve revenue cycle operations

LIAISON SCOPE

Communication * Ensure two-way communication between Revenue Cycle and hospitals.

* Provide feedback from Revenue Cycle to reduce and prevent write offs and other
leakage.

* Provide ad hoc revenue cycle analysis.

* Facilitate effective training for new hospital staff performing revenue cycle processes.

* Access expertise from Revenue Cycle on immediate or complex issues.

* Participate in continuous improvement opportunities aimed at preventing
adjustments and other revenue leakage.

* Recommend best practices.

* lIdentify aging opportunities for escalation.

* Escalate issues to hospital and revenue cycle managers and leaders when revenue
cycle issues arise.

* Review outstanding accounts receivable for trends and opportunities.

*  Monitor key performance measures.

* Provide analysis and insight on the sources of initial denials and facilitate process
redesign with hospital staff that will reduce denials.




Revenue Cycle Liaison: Role

Objective: Improve revenue cycle operations

LIAISON SCOPE

Facilitation * Facilitate monthly/quarterly revenue cycle operational meetings, report progress and
consistent action on issues identified in monthly meetings.
* Attend hospital leadership meetings as identified.

New Revenue * Provides resource without compromising operations.
Cycle Initiatives * Escalates implementation of new initiatives.

* Provides a revenue cycle-wide view.

* Offers an independent viewpoint.

* Builds expertise within revenue cycle.

Vendor * Coordinates implementation of new vendors among information technology,
Management operations and vendor.

* Manages compliance with contract terms.

* Approves vendor invoices.

* Manages vendor relationship.

Liaison coordinated EnableComp implementation at BJC.
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Revenue Cycle Liaisons: One Year Later

Revenue Cycle liaisons have been very successful in bridging Revenue Cycle with hospital

operations.

Developed
strong team
with varied

skillset

Improved
dialogue with
revenue cycle
and hospitals

Identified net
revenue and
avoidable
adjustment
reduction
opportunities

Coordinated
education and
training on program to
current and medical group

new practices
processes

Expanding

Potential
career ladder
step to
Director role




Recommendations and Lessons Learned
for a Successful Program

‘ Invest in extensive onboarding

‘ Insure liaisons share their findings
' Tread cautiously on fine line with operations
‘ Promote collaboration

‘ Standardize as much as possible; yet allow flexibility

' Be open to new ideas

‘ Insure dialogue with clinical areas
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