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President’s Message by Dilys Krueger, MSHA, CHAM
Happy New Year!
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Mark Your Calendars!

2009 Meeting Dates
Friday, 4/03 - MORNING
Friday, 6/12 - MORNING
2-Day Event: 9/10 & 9/11/09
Friday, 12/11 - AFTERNOON
Meeting Location:
Akron General Health and Wellness
Center West, "Summit" Meeting Room
4125 Medina Rd.
Akron, OH 44333
330-665-8000
330-665-8091 Fax

Thank You!
2009 Corporate Sponsors








Alliance One
CBCS
CPSstatements.com
Cymetrix
Data Image
Fidelity National Collections
Joseph R. Harrison

Where did 2008 go? The Western Reserve
Chapter of AAHAM experienced a jam-packed year
with great information/education, certifications,
corporate sponsorship, advocacy programs and
leadership opportunities. As a result, we entered
the Chapter Excellence Competition and received
th
5 place in our division at the ANI. Cindy Hoyt is
coordinating our efforts to enter for 2009 and take
st
home 1 place in our division. That award signifies
the balance of opportunities we provide to our
membership. That is one of our Board resolutions.
If you are reading this newsletter because you are on our mailing list and not
yet a member let me invite you to join. The Western Reserve Chapter is 37
years old and the board has a passion for us to reach out to hospitals and staff
that will benefit from membership in AAHAM. Besides all of the benefits listed
above, I have found the networking, friendships, and feeling that we are all in
this together is more than worth the $175 AAHAM dues. Please consider
joining this dynamic group!
Our December Holiday Meeting certainly set the tone for giving and sharing.
The AAHAM Gives Back raffle was sponsored by many of our Corporate
Partners and members buying tickets. We donated $420 to The City Mission
and $420 to Harvest Home. Every attendee went home with a gift from the
Western Reserve “Santa”. Sorry I had to miss this informative and fun meeting
but we flew to Florida to meet our new grand daughter.
Our Board also has resolved to present affordable and quality education. We
understand that everyone’s’ budgets including travel and training and education
have been eliminated or reduced. We are committed to:
•
•
•
•
•

Keeping registration costs as low as possible
Provide four $100 scholarships for CPATs in need of the registration
fee.
Encourage members to think about applying for the AAHAM
scholarship for members and/or their children.
Continue with the AAHAM Gives Back. We raised almost $700 at our
th
February 13 meeting to donate to the Food Banks in Cleveland and
Akron/Canton
Listening to the needs of members so that education is relevant.
Please contact me with your ideas, concerns, and questions. I am here
to serve you!

If we ever needed a Lighthouse in this dim economy, it is now. On April 15 and
th
16 , Western Reserve will once again go to Washington D.C. and visit face to
face with our legislatures. We will hear from heads of National Committees
speaking about the State of Healthcare. You are invited to go! See information
on the website www.aaham.org. Then email me or one of the board members
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Helvey & Associates, Inc.
The HMC Group
HRSI/FirstCredit
International Corporation
Human Arc
JP Recovery Services, Inc.
Masters Associates
MediQuant, Inc.
Quadax, Incorporated
Revenue Group
Sakal/CAI
Team Recovery
UCB
Wise Management Services

Board Members
Chapter Chairperson
Mary White, CPAM

with your interest to attend. You will not only represent Ohio but your individual
healthcare facility.
Our next meeting is April 3rd at the Akron Health and Wellness Center in Akron.
Denial Management is our topic. Please plan now to attend. I look forward to
seeing you there.
Sincerely,
Dilys Krueger
President Western Reserve Chapter

Membership Update by Patti Day, First Vice President
What an exciting time for the Western Reserve Chapter. We WON 2nd place in
the National AAHAM membership drive that was held during the months of
November, December and January. We are very excited to add 12 new
members!
Make sure you send your 2009 dues to AAHAM National. If you need an
application, they are available at AAHAM.ORG. Click on join; download the
membership form; complete and print it; and attach your check. We currently
have 66 members and continue to receive more and more requests on how to
join our great chapter.
Thank you to Membership Chairperson, Diane Murray, for all her help at our
meetings. Diane will be sending out reminder letters to those who have not
renewed their membership. Anyone interested in becoming a member and
having any questions, should feel free to contact Diane at 330-873-1813 or Patti
at 330-489-1368.

Fidelity National Collections
Sales Manager
Phone: (800) 445-2562
Fax: (330) 821-1970
e-mail: mwhite@rrbiznet.com
Chapter President
Dilys Krueger, MSHA, CHAM
Director of Patient Financial Services
Union Hospital
659 Boulevard
Dover, OH 44622
Phone: (330) 602-0773
Fax: (330) 365-3823
e-mail: dkrueger@unionhospital.org
First Vice President & Membership
Patti Day
Billing Manager
Mercy Medical Center
1320 Mercy Drive
Canton, OH 44708
Phone: (330) 489-1368
e-mail: patti.day@csauh.com

Remember that being a member provides the opportunity to be part of the
Western Reserve board by becoming an officer. My term as Vice
President/Membership will end in December of this year. If I can answer any
questions regarding what a rewarding opportunity this is, please give me a call.
Respectfully submitted,
Patti Day

Education Update by Cindy Anderson, 2nd VP Education
We had another great meeting on Friday, February 13, 2009.
We enjoyed a presentation by Sherrie Wyatt from CompMed Analysis on
Collecting Workers' Compensation Accounts. Sherrie can be reached at
swyatt@compmedanalysis.com. We also enjoyed a presentation on
"Identifying Billable Revenue from Self-Pay Accounts" by Passport Health
Communications, Inc. and Self Pay Company, LLC.

Second Vice President & Education
Cindy Anderson

Regional Director Patient Financial
Services
IBM Building
250 Federal Plaza East
Youngstown, OH 44503
phone: (330) 884-7076
fax: (330) 744-1447
email: cynthia_anderson@hmis.org
Secretary & Website
Cindy M. Hoyt, BS/MBA

Director, Patient Financial Services
Akron General Medical Center
400 Wabash Avenue
Akron, OH 44307
(330) 344-2032
e-mail: choyt@agmc.org
Treasurer
Sue Bertram
Cleveland Clinic Health System
Senior Manager
Patient Financial Services
6801 Brecksville Road
Independence, OH 44131
Phone: (216) 636-8052
Fax: (216) 636-8088
e-mail: bertras@ccf.org
Certification Chairperson
Pamela McFarland, CPAM
Senior Consultant
Masters Associates Receivables
Management, Inc.
Office: 419-534-2852
Fax: 419-534-2798
Mobile: 330-495-7947
pam@mastersassoc.com

Board Members
Nan Woldin

Centers for Dialysis Care
Director of Patient Accounts
18720 Chagrin Boulevard
Shaker Heights, OH 44122
Phone: (216) 283-7200 x-278
Fax: (216) 283-7230
e-mail: nwoldin@cdcare.org
Donna Travagliante, CPAM

The Education Committee would also like to remind everyone to block their
schedules for the remaining 2009 meetings: April 3 and June 12, which are
morning meetings, and December 11, which is an afternoon meeting. All three
will be at the Akron General Health and Wellness Center. Also, a 2-day event
is planned on September 10th and 11th, location to be announced.
Attendance at our last two meetings has been very good and we would like to
thank all of you. We would love to see more hospital attendees so reach out to
some of your colleagues who do not attend, and let them know what they are
missing. Also, consider bringing some of your staff. The price is right and it is a
great educational opportunity.
Hope to see you all on April 3rd. Our topic will be denial management. I'll
order a great spring day for you and a great lunch!

Senior Functional Analyst
McKesson Corporation
8956 Timber Edge Drive
North Ridgeville, OH 44039
Office: (440) 748-3489
Fax: (440) 748-1793
donna.travagliante@mckesson.com
Corporate Sponsors Chairperson
Steve Rybka

UCB
Vice President of Business
Development
7017 Pearl Road
Middleburg Heights, OH 44130
Phone: (800) 866-6228 x-6552
Fax: (440) 886-7210
e-mail: serybka@ucbinc.com

Respectfully,
Cindy Anderson
Regional Director Patient Financial Services
Humility of Mary Health Partners
Phone: (330) 884-7076
Fax: (330) 744-1447
E-mail: cynthia_anderson@hmis.org

Certification Corner
2008 was a busy year for certification. The chapter increased the number of
individuals taking the technical certification exam and the professional
certification exam. 2009 also promises to be another exciting year. The
st
chapter is starting with 15 applicants taking the technical exam on Feb. 21 .
The Western Reserve chapter is also happy to announce a new scholarship
program for anyone applying for technical certification that may need financial
support to cover the application fee. There will be one scholarship of $100
each quarter. The scholarship amount will cover 100% of the exam fee.
Please submit your letter of request indicating your special circumstances
along with a letter of recommendation from your Manager or Director at your
place of employment. All requests should be submitted one week prior to the
application deadline. Please send to Pam McFarland, 1247 Taggart NW,
Massillon, Ohio 44646.
2009 AAHAM Certification Calendar
February 9-20, 2009 – CPAT/CCAT/CCT exams
March 2, 2009 - Registration deadline for all April/May exams: CPAM/CCAM &
CPAT/CCAT/CCT
April 20-25, 2009 –Spring CPAM CCAM exams
May 11-22, 2009 -CPAT/CCAT/CCT exam period

June 1, 2009 -Registration deadline for August CPAT/CCAT/CCT
August 3, 2009 –Registration deadline for Fall CPAM/CCAM exams
August 10-21, 2009 –CPAT/CCAT/CCT exam period
September 1, 2009 – Registration Deadline for November CPAT/CCAT/CCT
September 21-26, 2009 –Fall CPAM/CCAM exams
November 9-20, 2009 –CPAT/CCAT/CCT exams
December 1, 2009 –Registration deadline for February 2010
CPAT/CCAT/CCT
Do you know about the CCT certification? This exam provides certification for
compliance too. Check it out!!

Vendor Spotlights
Casey Williams
Data Image
740.763.7008
caseywilliams@alink.com

Since 1987 Data Image has been providing
statement printing and mailing services for
organizations looking to develop a true
"partnership". Our slogan, "We Make A
Statement For You" explains that we not
only print and mail your financial
documents, but we make the billing process
clear and concise for your most important
audience, your customers.

Statement Printing and Mailing Service

Data Online e-Services

Point of Service Payment System

Address Cleansing and Address
Services
To hear more about our exciting new
service offerings please contact
caseywilliams@alink.com.

Get Certified!! Just Do It!!
Congratulations to these individuals that obtained their certification in Nov.
2008:
Vanessa Marion
Ann Coligado
Carol Eichinger
Denise Gibson
Marie Gingery
Cheryl Kobe
Beth Lafata
Debbie Miller
Sandra Peffer
There is now a program that allows technical examinees to maintain their
certification with CEUs by joining as a member of AAHAM rather than
retesting every three years. We have also kept the option of testing every
three years for those that opt not to join AAHAM. Members are required to
earn 30 CEUs in the 3 year period and maintain a Membership in order to
keep their technical certification. We will be prorating the amount of CEUs
required during the first two years of the program. Please see that chart below:
Certification Expires:
February 2009
May 2009
August 2009
November 2009

10 CEUs required
15 CEUs required
17 CEUs required
20 CEUs required

The link that allows you to check your technical CEU status is now up and
running on the AAHAM website. You can find out how many CEUs we have
recorded for you by going to http://www.aaham.org/ and on the left side in the
quick links section you can click on the link titled "Technical CEU Status" or
you can click on this link:
http://www.jcams.com/trackCEU/AAHAM/checkCEUtech/checkCEU.php

Fidelity National Collections has provided
unequalled service in the recovery of
Healthcare receivables since 1966. Also, for
several years Fidelity has been a partner
and advocate supporting AAHAM and their
Healthcare professionals. Fidelity’s clientele
have come to rely on our uncompromising
commitment to client service. Excellent
staffing combined with the latest state-ofthe-art technology allows us to perform
primary or secondary collections,

Submitted by:
Pamela McFarland, CPAM
Senior Consultant
Masters Associates Receivables Management, Inc.
4334 W. Central NW, Suite 207
Toledo, Ohio 43615
Office: 419-534-2852
Fax: 419-534-2852
Mobile: 330-495-7947

outsourcing, or any of your accounts
receivable needs. With our knowledge and
experience, Fidelity has proven to be a
professional collection agency, maintaining
strong and lasting relationships with our
clients and the bottom line, unprecedented
return.
Contact: Mary White
Fidelity National Collections
Sales Manager
Phone: (800) 445-2562
Fax: (330) 821-1970
e-mail: mwhite@rrbiznet.com

In an environment of shrinking margins and
increasing patient outcomes, HBCS delivers
results by assisting Hospitals that are
focused on creating solid financial strength,
through the management of their A/R.
Member Hospitals are thereby able to focus
resources on their core competency:
providing quality health care.
Acting as a true extension of member
hospital business offices, HBCS provides a
full range of comprehensive billing and
collection services including:









Complete Outsourcing of Business
Office Functions
Initial Billing of select AR through
Electronic Processing
Customized Management & Follow Up
of Outstanding AR Claims
Day “1” Billing
Special Project Receivable
Management
Comprehensive Small Balance & Self
Pay Programs utilizing the latest
technology to provide optimum results
Business Office Staffing Assistance
Bad Debt Collections to ensure full
compliance of Credit & Collection
Policy

For more information please contact your
local Business Development Executive,
Bryan Garver, at: 440-793-6001.
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Feature Article: The Revenue Cycle
Submitted by: Toni Shamblin, Manager, Accounts Receivable, Summa Health
System
The “Revenue Cycle” is the buzz-phrase in healthcare today. But, what really is
the “Revenue Cycle?” Most managers in healthcare organizations understand
what it encompasses. The real question is – does the staff? To really have a
top-notch revenue cycle initiative in place, each and every employee needs to
have a general knowledge of the complete concept. Even more important is the
need for employees to understand and feel they are important in the process
and to the organization. It is amazing that employees can perform their job
each and every day and never know or understand how their performance
affects others in the organization. When questioned why a particular process is
completed in a specific way the most common answer is, “because this is the
way I was told to do it” or “it’s always been done this way.” In today’s
healthcare environment, these answers are no longer acceptable. For those of
us that are managers or supervisors, it can be easy to lose your focus and think
of your job as just being a glorified babysitter, especially in the midst of office
drama. Don’t get pulled down. We are the leaders! It is our job to educate and
mentor our staff. It is our staff that performs the day-to-day tasks that are direct
reflections of our management style. So, if you really want to improve your
revenue cycle start with the basics first – educate your staff. The first indicator
that most administrators look at as a metric of revenue cycle performance is the
“number of days in accounts receivable.” A simple Microsoft Office PowerPoint
presentation of the breakdown of your days in accounts receivable is a great
start. It provides the opportunity to teach all employees of the business office
how their job specific tasks are dependent upon each other. Below is a simple
outline to accomplish this task:
Sample Days in Accounts Receivable Education Outline
 Current total number of days in A/R – then what is your goal
 Unbilled days in A/R – DNFB (Discharged Not Final Billed), outpatient
unbilled, & electronic billing system unbilled (such as Quadax or Per-Se
days of unbilled)
 Open Accounts Receivable
 Break out your total A/R in aging to at least include the number of days
in A/R that is less & greater than 90 days old
 Credit Balances – High credit balances can hide other problems in the
AR process by making days look lower than reality
 Unposted cash totals
As you explain each area of your days in A/R it is imperative to point out the
staff in each grouping, making sure they understand this is why their job is so
important and you depend upon them. When you design your education and
make a goal to reduce the days in A/R you need to know and educate the staff
that you are counting on them. For example, if your current unbilled TPA days
is 10 in the next quarter you want it down to 8 days. Open A/R > 90 days to
reduce 2 days. Then make signs or bulletin boards to show the staff’s
progress.
Check out our website for a PFS Key Indicators Education template
(compliments of Brenda Green from Summa Health System) to customize for
your own staff!
On another subject, please see our website for a presentation on “Are You
Ready to RAC and/or Roll Over?” presented by Lyman Sornberger, Cheryl
Arnold and Rebecca Stewart from the Cleveland Clinic Health System at the
HFMA/Patient Financial Services Meeting on February 19, 2009.
Stay tuned for more Revenue Cycle feature articles in upcoming newsletters…

