


Webinar Logistics

Audio is muted for all attendees.

Select to populate the to populate the chat feature on the bottom right of your
screen. Please use either the chat function or raise your hand 
 on the bottom of your screen to ask your question live. 

Presentation slides and recordings will be posted shortly after the session at:
https://www.ohsu.edu/oregon-office-of-rural-health/critical-access-hospital-
programs. 







Denials
Management
A Plan of Action for Revenue
Cycle Optimization



One-deep teams

EMR transitions

Denials from payers

Constant interruptions while wearing many hats

Physician recruitment/retention

Trusted data seems hard to come by

Working within constraints you may not be able

to control

Rural Realities



1) Get data from
your systems

2) Look at a problem
holistically and derive
insights using data

3) Communicate
insights and best
practices across
teams

4) Implement change
in processes =
Change Management

5) Measure impact of
adoption with data

6) Drill down on new
opportunities

Learning Objectives Denials
Management
Understand how to:



Poll Question

What challenges prevent you from pulling data? 

a. Lack of internal report writing expertise

b. Shared EMR instance prevents direct access to data

c. Competing priorities put pulling data on the back burner

d. EMR doesn’t have a tool that allows report writing



Data Landscape is Fragmented

Data lives in many systems

Access to data is limited

Expertise is required to obtain data

Lack of internal expertise

Expensive EMR report writing services

Other priorities always win



What data do we need?
What problem
am I trying to
solve?

What data is
needed to
evaluate
improvement?

How can I
represent the
data holistically?

Code
grouping on
ICD, CPT, etc.

What data elements
are needed to
understand the
problem?

Define the
Population
(Patient,
Encounter,
Claim)
Add measures
(Volumes,
Amounts,
Outcomes)



Denials Management
What problem am I trying to solve?

How can I quantify volume of denied claims?

What data elements are needed to represent the
problem?

Claims, Encounters, Denials data

How can I represent the data holistically?
Code mappings to CARC and RARC



Denials Typical Workflow (Kelsey)
EMR work queues- sample instances
Weekly meetings
Hard to measure improvement



Denials Hoslistic view (Claire)
Pull all claims for timeframe

Assigning denials to key personnel in an upstream workflow

Map key data points to meaningful groupings (Eligibility, Billing, Coding issue)

Prioritize on key metrics volume of $$ amount







Getting on the same page

It takes some time to build trust
between the data and the processes the
data represent

How did we speak the same
language?
How did we ensure the data was
accurately representing workflow?

Providers, business office,
administration all have different
perspectives

How can we facilitate understanding
between teams?





Provider Level View



Medical Necessity Denials
Provider documentation





Registration
Denials
Training documentation



Poll Question

What is change management?

a. Implementing process change

b. Communicating best practices to staff

c. Coordinating across billing, providers, administration etc.

d. All of the above



How to Facilitate Change
Change Management

Leadership: Executive Sponsorship- how does decision making and culture change work
in the organization. 

Change Agent: Right level of engagement. Communicating with the right person who
can facilitate change

Culture: When we using data to show variability around a workflow we are scrutinizing
with attribution. There needs to be a safe culture to explore these ideas.

Data: Having data that accurately represents a workflow

Knowledge: Having the right knowledge to create shared understanding between teams.

Communication: Who needs to be trained and how can it be rolled out?



Change Management

Who is best to facilitate change? Everyone
Executive Administration

Establish a culture of change
Department Level Leadership

Trust already exists within
established teams

Third Party objective view with data
Let data drive those performing
well to establish best practices



How do we know
change will last?

Change Management without
good data is difficult

If you don’t have a good data
steward and a good
understanding of what the data
represent, lasting change cannot
be sustained

Measurement is one way we can
ensure longevity

How do we know
change will last?

Determine baseline period and
measures tracked

# Denials, % Denials

Implement intervention

Compare before and after the
Intervention: simple
(communication)

Quantify improvement











Drill Down on New Opportunities
Service Line Profitability







Expected Lift



claire.adams@redihealth.com

Questions or
Comments?
Get In Touch!

www.redihealth.com






