
How to Increase 
QA Accuracy
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Revenue Cycle starts with 
Patient Access



Patient Access Roles in the Emergency Room  

• Expectations:

• Customer Service

• Compliance for EMTALA, HIPAA, NOPP, 
Patient Rights & Responsibilities, Fraud 
and Abuse, Red Flags Rule, Medical 
Record Numbers, PHI, Surrogate 
Decision Makers, Government regulated 
forms, Advanced Directive’s, MSPQ

• Demographics, insurance, referrals, 
authorizations, admission notification, 
scheduling, Medicaid and Charity 
applications

• Accurate data entry for a clean claim

• Cash Handling



Patient Access Impact











Role of ED Patient Access Representative

Customer 
service

Telephones

Interview patient 
for 

demographics, 
MSP

Obtain ID and 
Insurance cards

POS collections
Obtain 

signatures

Complete L&I, 
Crime Victim 

forms



Role of Insurance Specialist

Works in the ED with 
Patient Access 
Representative

Insurance expert
Verify and allocates 

insurance

Informs Patient Access 
Representative of POS 
collection amount to 

be collected

Insurance notification 
for ED visit and L&I 

processing 

QA the Patient Access 
Representative data



Benefits of Workflow Structure

Insurance updates to focused group

Can be implemented for any size of hospital

Eliminates stress of patient facing staff allocating Self pay or  
wrong insurance

Career opportunities for entry level staff

Decrease in denials and increase in revenue



QA – 98% Accuracy















QA Elements

1.

2.

3.

4.

5.

Metric Measurement Target Actual

Pre-Registration 
authorizations

# of pre-registered 
encounters

100%

Scheduling accuracy
# of scheduled 

encounters
100%

Insurance Allocation # of encounters 100%

Form Signatures Percentage (%) 100%



Observation Forms










Patient Access Data Collection















Orientation – what does it include? 

• 3 days
Patient 

Access Rep

• 5 days
Insurance 
Specialist

• Outline for each dayAgenda

• Department operations, Compliance, 
Equipment, Cerner Functionality, Forms, 
Insurance, Patient status types, POS Collections, 
Workflow

Check list













ED Orientation

ED Agenda
Date Time Preceptor Topic

Day 1 8:00 - 9:30 Customer Service - AIDET

PAS Standards

10:00 - 12:00 Tour and Introductions, Dept operations

12:00 - 12:30 Lunch

12:30 - 4:30 Compliance, Equipment

Day 2 8:00 - 8:30 Review

8:30- 12:00 Cerner Functionality

12:00 - 12:30 Lunch

12:30 - 4:30
Partnerships, Forms, Patient Status Types, POS 
collections

Day 3 8:00 - 8:30 Review

8:30- 12:00 Workflows

12:00 - 12:30 Lunch

12:30 - 4:30 Solo Assessment



Orientation Checklist 

Patient Access Services ED Orientation Checklist              

Employee: _______________________
Hire Date: ______________       Transfer Date: 
_____________

Topic Date Trained
Employee 

Initials Preceptor Initials Comments

Department Operations

PAS Standards

Kronos/Clocking

Work Schedule



Preceptors – Subject 
Matter Experts











Revenue Cycle 
Retreat







Create Learning Opportunities  









Career 
Opportunities 

1st Level – No Insurance knowledge

• Patient Access Representative

2nd Level – Insurance knowledge

• Insurance Specialist

• Patient Check In

• Pre-Registration

• Clinic Receptionist

3rd Level – Insurance, Authorization

• Admission Notification

• Financial Coordinator

• Referrals

• Scheduling



Thank you

cgwentz82@gmail.com

mailto:cgwentz82@gmail.com
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