
200+ facilities across 37 
states representing over 

$14 billion in Net 
Revenue

------------------------------------------------------------------------------------------------------------------

Denials ςAn Ounce of Prevention

Derek Morkel, CEO Gaffey Healthcare

We drive results!!

ʴ 1-4% Increase in NPR

ʴ 33% better productivity

ʴ 90%+ clean claims rate

ʴ 20% cost reduction



Targeted RCM solutions to improve your financial position

Healthcare loses 2-4% of Revenue due to RCM Errors
-Revenue Attrition  /  Automation & Efficiency  /  Tech Enabled Services

Increase in Clean & 

Complete Claims

Claims Management

Lack of  Collection

Automation

AutoStatus

Poor Workflow & 

Task  Efficiency

AlphaCollector

Under Payment & 

Revenue Integrity

Contract Calculator

Correct Patient 

Information

Integrated Eligibility

Charge Capture &

Claim Efficiency

ClaimCPR

1-4% Decrease 20-30% Increase Results



33% Productivity 

Improvement

Proprietary billing & 

collections management 

platform

Total AR 

Mgmt. & 

Transparency

Complete Business 

Intelligence and AR 

Management

Your Choice for a Revenue Cycle Technology Partner 

Proven & Trusted Technology

ʴ 200+ Hospitals & Health Systems

ʴ 37 States

ʴ $ 14 Billion in Revenue Collected

ʴ 26 Years of Innovation

Unmatched Service

ʴ Active monitoring efficiency

ʴ Reduces cost of ownership

ʴ Improves your productivity

ʴ Creates Innovation Loop

Predictable ROI

ʴ 1-4% Increase in NPR

ʴ 33% better productivity

ʴ 90%+ clean claims rate

ʴ 20% cost reduction

Industry Expertise

ʴ Leadership - RCM experts

ʴ Run our own CBO

ʴ We use all of our technology

ʴ Continually innovating

Better Technology

=

Better Results



AGENDA: Denials ςAn Ounce of Prevention

1. The Process ïKey Issues we Need to Resolve

2. Defining Denials

3. Typical Types of Denials

4. Identification all Accounts

5. Role of Automation & Data Mining

6. Workflow & Process Improvement



ñThereôs no genius in our company. We do what we 

believe is right, trying every day to improve every bit 

and piece. But when 70 years of very small 

improvements accumulate, they become a revolution.ò

Katsuaki Watanabe, CEO, Toyota Motor Company

Lessons from Toyotaôs Long Drive

by: Thomas A. Stewart and Anand P. Raman

JulyïAugust 2007 issue of Harvard Business Review

Denials ςLǘΩǎ All About Process Improvement

https://hbr.org/2007/07/lessons-from-toyotas-long-drive


Õ "An acre of performance is worth a whole world of promise."

- William Dean Howells

Õ "Don't rate potential over performance."

- Jim Fassel

Õ "Goal setting has traditionally been based on past performance. This 

practice has tended to perpetuate the sins of the past."

- Joseph M. Juran

Õ "If you can't describe what you are doing as a process, you don't 

know what you are doing.ò

- W. Edwards Deming

Õ"In God we trust, all others bring data."

- W. Edwards Deming 

Measurement is Core of Process Improvement



Denial Management ςThe Key Issues

o Underreporting of Denials

o Too much focus on collections aspect vs. 

prevention

o Not enough focus on underlying processes

o Wrong skill level working accounts throughout 

process



Denial Management ςThe Basics

1. Define what a ñdenialò is

2. Identify ALL denials

3. Document & audit current process flow ïorigin all denials, hand-

offs, appeal letters

4. Redesign workflows & update any P&P 

5. Update data & reporting requirements

6. Collection Workflow ïapproach & skills

7. Educate, educate ïensure feedback loop in place

8. Measure, measure & measure

9. Periodically (at least yearly) reassess entire process



Defining Denials

Typical:

Any account that had a write off.

Example:  no authorization, timely filing, CCI edits, etc.

Expanded:

Any account where there is a delay in payment, underpayment or write-off.

Why:  Collection & management process (data, other departments etc) 

often the same



Typical Denials ςOrigin in Patient Flow

Pre-
Registration

Registration
Service ς

IP/OP
Coding Billing Collections

Â Eligibility

Â Precert.

Â Eligibility

Â Precert.

Â Place of 
Service

Â Eligibility

Â Precert

Â Place of 
Service

Â Continued 
Certification

Â Eligibility

Â Precert

Â Place of 
Service

Â Continued 
Certification

Â Codes & 
Modifiers

Â Eligibility

Â Precert

Â Place of 
Service

Â Continued 
Certification

Â Codes & 
Modifiers

Â Timely Filing

Â Payor Edits

Â Medical 
Records

Â Eligibility

Â Precert

Â Place of 
Service

Â Continued 
Certification

Â Codes & 
Modifiers

Â Timely Filing

Â Payor Edits

Â Medical 
Records

Â Appeal -
Timely Filing

Â Payor BS

Critical to have the ability/ 

process to identify all 

denials at every stage ï

canôt fix a problem you 

donôt know about



Time To Status Accounts Worked/DayTime Worked/Day

AUTOMATIONðCan your collectors be 120x better?

Collector

8 Hours

AutoStatus

24 Hours

4 Min
6 Seconds

120 

Accounts
14,400 

Accounts

Productivity Gained: 120x

Automation ςIdentification of Status & Denials



BD + 21 BD + 28 BD + 35BD + 3 BD + 7 BD + 14

Manual First Call       EOB/RA   Second Call

Process Denial 1st Touch                   

Status 1     Status 2    Status 3      Status 4                 Potential First 

Denials Identified                   Touch

Auto

Status

~14-day improvement

in denial identification & escalation
Eliminates manual statusing

AutoStatusςTimeline Comparison to Manual Process

- reducing manual touches & escalating denials earlier in process

Bill Date



Remittance/835 Denial Identification ςNo Gaps

Ç Identification of 
all Denials, Zero 
Payments & 
Recoupments 
not identified by 
Claims Status 
Automation

Ç Identification of 
Line Item Denials

Ç Ensure that you 
have mapped all 
Reason Codes to 
Transaction 
Codes per your 
definition of 
Denials



Workflow Tools To Ensure Correct Skill Level

Ç Need to define skill level 
necessary to collect 
different types of denials

Ç Workflow tool that can 
automatically route 
accounts to correct 
collector/group

Ç Dependent on collecting 
the right data:

o AutoStatus
o 835 Data ςR360
o Status Code



Denial Workflow ςcorrect skill level allocation

× Need correct data 
gathered from:

o Automated Claims 
Statusing

o 835
o Collector Status 

Codes

× Route claims based on 
priority grid ςeither to 
Team or Collector

× Match Teams & 
Collectors by Skill Level 
to complexity Claim 
Groups


