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Collaboration?
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Collaboration
Challenges
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DUNKIN’
DONUTS

HEALTHCARE RUNS ON FAX

°
CENTRAL & SOUTHERN OHIO Chapter
=



Faxes in Healthcare

Cost/Expensive
Not Secure/Hackable
Poor Quality of Image and Data
Non-Collaborative form of Communication
...and universally‘hated
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Cost

Providers

MGMA: S$21.34 per record

Cash Flow: Delays up to 30 days for claims
Denials and Appeals
Payers
S15-50 per record

Provider/Member abrasion

“Chaos” around unsolicited attachments
Chart Pull Cost for care management
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Patient Care

More Records Being Requested

90% of surveyed physicians reported that prior authorization sometimes,
often, or always delays access to care

Need for improved care coordination, continuity of care, transitions of care,
care management, support Alternative Payment Models

Average practice burden: 37 prior authorizations per physician per week,
which takes a physician staff an average of 16 hours to process
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Additional Challenges
Providers

Payer Lost charts/Multiple Requests for same chart
Postal mail = worst, fax = less worse, Portals not much better
Payers - Quality of Data and images poor
No EDI standard for Claims Attachments
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“Culture eats strategy for breakfast,
but workflow eats everything
In healthcare”

Rich Roth, Chief Strategic Innovation Officer for Dignity Health
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Current Payer/Provider Workflows

* Manual
— Paper via snail mail
— Fax
— Secure emall
« Semi-Automated
— Portals
— File Sharing Web sites
— ESMD
— Direct Messaging
« Automated Workflow
— EDI (X12 275/277/278 + CCDA)
— Mackinac
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Payer Solicited Med Rec Request Provider

Current, Manual Workflow

Create letter 12—18 dayS

requesting

medical
documents

Mail - Mail Sort/Prep Cart delivers

Room > Room & Scan letter to ROI

department

Nurse Claim Work
Review Examiner Basket

Approve

Create
medical
record PDF

Sort/Prep _ i
& Scan < é Mail Room
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Manual

Paper/Mail, Fax & Secure email

Access

Simplicity

Common understanding
Flexible Workflow

HIMSS
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Expensive (Labor)

Low Quality

Security

No assured delivery

Not collaborative/conversational



Semi-Automated
Portals, File Sharing Web sites, ESMD & Direct Messaging

Secure « Complex (ID + PW) and difficult for
Providers (workflow)

Higher Fidelity Data and Documents : :
* Requires IT investments

May speed issue resolution . Inflexible

Works with Payer workflow . Expensive (Labor)

* Not collaborative/conversational

 Limitations in number, size and types of
attachments
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Automated Workflows

EDI (275/277/278) & Mackinac

* Reduces costs * Requires standards adoption*
* Highly Secure * Requires IT investments*
» Leverages Existing Infrastructure » Requires adaptation to payer and

1 *
» High Fidelity Data and Documents provider workflows

* Likely to speed issue resolution

» Work with Payer AND provider
workflow*

* Collaborative & Conversational*
* Flexible*

°
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What does Healthcare -
Collaboration in the Future?
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Example Collaboration .
Payer I:)Workflow PrOVIder

1-3 days

Semi- eForm

] —
Automatic (w/Letter)

From Print File

[\ [\
Workflow _ =——) Rezgtl—:-st

Workflow HISP or HISP or
I Clearinghouse Clearinghouse J Queue
a

”

w
S
S

7
N Workflow Cloud Tracker Ve “]
Nurse Review
Queue

eForm

(w/Medical
Records)
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Act 1 - Health Plan
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Electronic Medical Documentation Request
| File Edit Actiof
2| @ offline

Request

@ Appli(ations .

Accouf] Date Due*

) ) Assign
&4 Billingl] Requested By

> §% Capita

fiE] coHA

Submission Date

Hiopn uado

l’-t\\&m:i Mutual Insurance

Provider (Click Here to Expand / Collapse)

NPI*

1678912345

Name

Create Unity Form

Status Message

To find the NPI, enter a portion of the name and click search.

loHN smITH

ol

Address Phone Number

{ 8500 CLEMENS ROAD ] [4 08-.555.-1212

Claim (Click Here to Expand / Collapse)

Payer Claim Number* Date Received

Date of Service From
[155024 02/15/2017

Date of Service To

Control Number

271072017

[oz/10/2017

Insured's Name Insured's ID

Patient ID
[WiLL HA 2

Patient MRN

‘44444.{4:‘,r ‘,;‘F-&?:‘u?

22548865

Comments

Comment History

Attachments

Mackinac Attachment (Image)

| Artach Mackinac Attachment (Image)

Request Status (Click Here to Expand / Collapse)
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Act 2 — Health System
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(o OnBase (Local OnBase) - a

~" | Home
o = [ Enweelapes - ﬁ N 5 r — [f[:rlk’
g et E : W 9 :
N — LY Eﬁ Query Histary = e e
Home Personal  Favorites Custom  Retrieval File = i Forms  Upload Templates Dashboards Mailbox Workflow Batch
= Page - - Queries Cabinets M!‘ Checkouts Map Processing
Faworites Documents Geolocation Create Dashboards  Internal Mail - Workflow Imaging

Mackinac ROI Request Mackinac QA

Incaming ROl Request Requests Pending OA
ELECTROMIC MEDICAL DOCUMENT

REQUEST (EMDR) - 6362509582200255084 #
- 3/24/2017 - HYLAND INSURANCE

ELECTROMIC MEDICAL DOCUMENT
RECUEST (EMDR) - 636257007 303782604
- 3/25/2017 - HYL AND INSURANCE

ELECTROMIC MEDICAL DOCUMENT

REQUEST (EMDR] - 636260220248557032
- 3/25/2017 - HYLAND INSURANCE

7:21 AM
3/25/2017
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-~ ] ) z | Tasks Tools | ELECTRONIC MEDICAL DOCUMENT REQUEST (EMDR) - 636259682280855084 - 3/24/2017 - HYLAND INSURANCE - g

= OnBase
Dacument Tasks

= Y
;K
‘Workflow  Related Reject  RequestMore Respondto Sendto

Queues [tems Request  Information Request
ROl Request 7}

(B

=

0 Help

ELECTRONIC MEDICAL DOCUMENT REQUEST (EMDR). ~ \

7
Onbase.

-t Document Signatures

41;, AN ﬁ ] Rewisions
e b ~—3 &) Histary
Keywords  Cross-References  Discussions © Froperties
G th H Infarmatian
0 u m e u IHE Supporting Documentation - 3/25/2017

B ®8 HEQ ®

Request Information ~ Payer Data  Provider Data

@ Bookmarks x
Patient Number B %
1285877452
@ =] D Hospital Encounter on
Q 6/18/2014
Provider Comments [ ED Arrival Information
s D Procedures signed by

Scanned, Document at
6/18/2014 9:04 AN

All Meds and Admins

Requested Documents are attached

Approved Medications

Pending Medications

Refused Medications

Attachments (2)

Historical Medications

Anticoagulation
Summary

Care Advice

Encounter-Level
Documents:

Order-Level Documents:

Medical History

b2 [ 1 o R 1 1 R 1 [ 1 [ 1 10 1 [ 1

Substance and Sexuality

IHE Supporting Documentation - 3/25/2017 = = | 1 Page

3 4 e-lndex
; @ 42 Re-Ind 51 F g

T A Delete =) —
Send  Starta Docusian | iew Notes
To- Discussion [ E1Check Out List
Actions

17 A M O® wns -

SANFORD USD MEDICAL CENTER
1305 W 18th St
Sioux Falls SD 57117

& Help
2

Admission Information

Admission Information

[ 17 Pages
B Sign In
PDF v
L FOF v
F v
ent
L POF v

Attending Provider Admitting Provider
Disaster, Physician

Discharge Date/Time Hospital Service
oanains 2359 =)

Unit Room/Bed
LABORATORY SNIC

Discharge Information - Hospital Account/Patient Record
Discharpe Date/Time Discharge Di:

06/18/2014 11:50 FM Home, Salf Care Or Assisted
Living

Events

Emergency Department Documentation

ED Arrival

Patient not seen in ED

Chief Complaint

None.

ED Di:

Mone_

Diagnosis

None.

ED Provider Notes

No nates of this type exist for this encourter.

ED Med/Midlevel Student Notes

Page: 1 of 1 hare files in the
ent Cloud

No notes of this type exist for this encounter.

ED Notes

Learn tare

T:2TAM

s iy T2 @

3/2512017



Act 3 - Health Plan
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Document Tasks oHe\p

s @
Workflow Related | Request Additional  Rpprove
Queues»  Items Infarmation

Medical Review [F]

+Hyland

Health Plan

_- an-d!rlhi

Patient Number Medical Record Number
1285877452 | 55548368 |

o

Requested Documents are attached

A
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Collaboration - Looking Forward

Payer Provider

o o _ Solicited and Unsolicited Claims Attachments
Solicited and Unsolicited Claims

Attachments Prior Authorizations
Appeals

Prior Authorizations Care Coordination

Appeals

HEDIS Other

Risk Adjustment DME

UM/CM/DM Home Health
SNF
Government
HIEs

HIMSS
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Learning Goals

What is Collaboration?
Challenges
Current Analog Workflow
Digital Workflow
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Frequently Asked Questions

When will CMS require EDI?
What is the status of OnBase Mackinac?
What have | learned in 4 years on this problem?
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Mike Hurley

Healthcare Industry Manager

Mike.Hurley@hyland.com o @MikeHurleyChi
@ https://www.linkedin.com/in/mikehurley

. https://www.onbase.com/mackinac
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