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N Customer Service: More Than Just a Sign
X |onthe Wall
Chris Milligan

The other day | stopped by my local “Home Station” home improvement
store. As| checked out, the clerk noticed that | had some gift certificates
from the competitionin my wallet - let'sjust call it “Lou’s’ for the sake of
thisarticle. When | asked him what the real difference was between Home
Sation and Lou’s, hewent on about price and quality and then proudly
pointed to asign on the wall that touted Home Station’s customer service.
InsideThisl ssue Thisexcited me. Here was aman who not only took pridein hisjob but also
in providing good serviceto hiscustomers. | assured him | would givehima
chance to prove his statement to me someday and then left the store feeling

Customer Service: More good about my purchase.

Than Just A Sign on

theWall ... 1 The next day | had to return to that store because of a problem with my
President’s Message............ 3 purchase. Asl arrived, a different associate greeted me. As| mentioned
Letter from CLR oo 4 my problem to the clerk, he responded that it “wasn't hisproblem.” | then

asked to spesk to the manager who reiterated the same thing — not my

EIPP: A Win-Win problem. Thisall took placeright in front of alarge sign that read, “Our Goal

ProposItion ............ccoeeseee 6 is100% Customer Service” | politely informed the gentlemen that
Career COrner ... 7 customer serviceis morethan just asign on awall; it's an attitude that must
Membership News ............... 8 be exhibited at &l times by every associate.

Mark Your Calendar ........... 12
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A Th sexperiencegot methinking

about the society inwhichwelive
today. We are fortunate enough to
be surrounded by choices. We
have multiple choicesfor
everything. The advantages are
cheaper prices, more convenience
and more selection. So how do we
choose? What allows usto stay
loyal to aLou'sover aHome
Station? Customer Service.

Itisour responsibility asconsumers
to not only expect but demand to be
treated with the best possible
customer service. After dl, if we
aren’t happy with thetoy our kids
get in their fun meal we can go
across the street and find a toy that
they dolike. Or if our patients
aren't satisfied with the care they
receiveor how their bill is
processed, they can simply go down
the block the next timethey need
medica care.

Yes, customer service is atwo-way
street in our industry. As
consumers, we expect to be treated
likekings, yet sometimesweforget
to provide our customerswith the
regal treatment they deserve. After
all, not only do we have the choice
of where to buy our gas, we also
have the choice of where to have
our knee operation.

There are afew basic principlesto
remember when providing customer
service. First, always ask yourself
“how would | want to be trested in
thissituation” and then treat your
customer in the same manner.
Second, as leaders and managers, it
isour responsibility tolead by
example; make sure your staff
knowsthat it isnot only okay to

Customer Service (cont’d)

provide outstanding customer
service, but that it is expected. And
last, enforce that concept; make it
anintegral part of your culture.

Sodon't just put up asign and pat
yoursalf on the back for addressing
the customer service issue at your
facility. Instead, makethat sign’'s
message your badge, your
identity... andyour responsibility.

Chris Milligan is Regional Sales
Leader with Unicare
Corporation.
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President’s Message

George Gevas

Now that my term as President of
our chapter has ended, | redlize
how quickly thisyear has passed, as
well asthe four year progression
from Treasurer, Secretary,
President-elect to President. | have
found the experience personally
gratifying and enjoyed working with
my fellow Officers, Board of
Directors and Committees. Our
chapter hasvery talented individuals
that volunteer their time to arrange
educational programs, socia
activities, obtain sponsors, prepare
the membership directory and
quarterly newdletters, etc. Plus,
there are nine other committees that
areperforming their various
responsibilitiesduring theyear. Our
Board of Directors consists of
severa individuasthat haveheld
officer positionsin the past and
provide guidance for the current
officers. | would liketo thank al of
theseindividuasfor their support
this past year and especialy my
fellow officers who have assumed
their new roles, asfollows: Craig
Bjerke, Presdent; Luke Brown,
President-Elect, John Miller,
Secretary; Lola Purdef, Treasurer.

Theseindividua s attended the 2002
Leadership Training Conference
that washeld in Puerto Rico, April
21-23. The annua conference
consistsof educational sessions,
learning the national requirementsto

prepare them for their new roles
and sharing ideas with other chapter
leaders from across the country.

Thefollowingisasummary of the

educational, socia eventsand

training seminarswe held and
sponsored thisyear:

- Annua Spring Golf Outingand
Member Meeting —May 29,
2001
Sponsored the Luncheon at the
OhioHospital Association
Annual Healthcare Conference
—June 18, 2001
OhioHospita Association/
HFMA Medicare & Medicaid
Update — September 7, 2001
HFMA 101 Session and Annual
Fal Golf Outing— October 1,
2001
Ohio Society of CPFAYHFMA
Hesdlthcare Conference —
November 6-7, 2001
Steven Berger “ Exceptional
Leadership and Cost
Management” Conference and
Annua Pizza Party —
November 28-29, 2001
HCAP Reimbursement
Requirements and Economic
Update/Interest Rate Forecast
Followed by NCAA College
Basketball Tournament Games
—March 14, 2002

Inaddition, thefollowing
conferences were attended by
various officers of our chapter:

- Annua Leadership Training
Conference (“LTC”) in
Phoenix —April 18-24, 2001
Annual Nationa Ingtitute
(“ANI") in San Antonio — June
17—-June 21, 2001
Mini-LTC Planning Session—
August 2, 2001
Region 6 Presidents Meeting
at Maumee Bay —August 20-
21,2001

Our annual spring golf outing was
scheduled to be held on May 28"
(the day after Memoria Day) at the
High Lands Golf Club. We had 95
membersregister to play and most
went to the club with hopesthat the
weather forecasters were wrong
and it wouldn’'t rain. After lunch
and two inches of rain, we
conceded and rescheduled the golf
outing for June 24". Most
members were able to attend and
the weather and camaraderie were
great.

Thisyear, theAnnua Nationa
Ingtitute (“ANI") washeld in
Sesttle, June 16" through June 20th.
Our chapter had 7 members attend
the educational conference. There
was a dinner and awards ceremony
held for the outgoing chapter
presidents, which | atended. In
additionto meeting all of our
requirements, our chapter received
aBronze Award for membership
growth. Our chapter had 40 new
membersjointhisyear, bringing our
total membership to 267. The new
membersthat joined over the past
year arelisted in this newd etter.
Please introduce yourselvesto
these new members and welcome
them to our chapter. | encourage
our new and existing membersto
volunteer their time to become more
active with our local chapter. |
believeyouwill enjoy meeting new
memberswith similar interestsand
find your membership rewarding.

| look forward to maintaining an
active role with our chapter and
assisting our chapter leadersto
continue to offer programs and
socid eventsthat benefit our
members.




Letter from CLR

Grestings.

Your incoming chapter leadership
and | just returned from the HFMA
Leadership Training Conference.
My year asHFMA Region Six
Chapter Liaison Representative
ends May 31, 2002 and | wanted to

take an opportunity to update you
on afew changes at National
HFMA.

Ron Long, HFMA Nationa
Chairman, appointed the Task
Force on Organization, Governance
and Structure last year. The task

Success
without
limits.

Plarda & Moran has helped Nls cllars
rededing and supass Melr business and
Individual expectalions since 1924

‘We create strategies, provide direction,and
deliver autcomes that franscand
the ordinary.

W Bl vour enedstan the posnilnlifies.

Qur brissted achica — In lachnology
SEnices, wisalth managemesnl, 1ax
accounting, business and organizational
plarming, and others — can expand

your vision and help you exceed your goals

Exceed your capacity for success.

Cffices throughout Ohie and Mchigan = Contact David Scheffier or Jordan Pace at 740,553, 7144 = plantemo@an.com

plante
“fhoran

force was created as part of an
ongoing review to ensure that the
various componentsof HFMA
are responsive to the needs of
members, customers and HFMA
as an association. One of the
major recommendationsfrom the
committee was to reduce the size
of the National board. The board
will bereduced from 19to 13
members over the next four
years. Thisgivestheboard asize
and structure that facilitates
communicationand interaction
whilemaintaining flexibility. The
majority of theboard will be
required to be certified members
of HFMA.. All officers of the
board will berequiredto be
certified members at the time of
their nominationand service.

A second recommendationisto
change the name of the Chapter
Liaison Representativesto
Regional Executiveseffective
June 1, 2002. Currently there are
11 National CLR positions. The
number will remain the same.
The CLRs/Regiona Executives
areresponsible for the
coordination of activitiesbetween
the National officein Chicago
and the local chaptersin their
region. We arein HFMA Region
Six whichincludesfour chapters
inOhio and threein Michigan.
The CLR/Regiona Executives
havefull authority over the Davis
Chapter Management System,
granting of new chapter charters,
establishment and modification of




chapter charter requirements and
other chapter issues. Craig Clarady
from the Western Michigan Chapter
will assumetheresponsibilitiesas
Region Six Regiona Executiveas
of June 1, 2002. | havereslly
enjoyed my year asCLR. It has
been ajoy working with your
chapter leadership.

| have been amember of HFMA
since 1980. | encourage dl of you
to get involved inyour chapter
activities. Volunteer for aposition
on acommittee or your chapter
board. It will betimewell spent.
Thereturns, both personally and
professionally will beenormous.

Good luck and have agreat
summer!

AlanA. Ganci, FHFMA, CPA
2001/02HFMA Region Six CLR

National City Bank has
acure for the aches and pains
of healthcare banking.

With financinl pressures on the rise in
healthcare, you nesd a bank that understands the
challenges. You'd also likeone Lhat will relieve you
of n lot of the work and =orry.

Mational City Bank is that bank, In fact, we're
ceniral Ohin's premier healtheare lender. Our
healthcars specialists are pxperts at working with
hospitals, clinkes and physicians. We've worked on
everything from hoapital bond issues, bo managing
cazh and investments, to leasing squipment, to
helping physicians reach individual financial goals
thregh private hanking.

Why mot put sur skills to work for you?

T lemrn mare, call George (Gevas ot 483-T346.
Il now's mok & pood time, in the morning will da
Just tell us where it hurts, and we'll shaw you how
we can help

National City Bank
Cas I <

v

Letter from CLR



EIPP: A Win-Win Proposition

Excerpt from an article by Paul
J. Markovic and Mary Ann
Francis, National City
Corporation

Electronicinvoice presentment and
payment (EIPP) services — an
effective, affordable, Internet-based
aternative to EDI —isabold step
toward paperlessB2B invoicing.
Thequestionishow long will it be
before billers and payers embrace
“e-lockbox” technology and process
change in asignificant way?

The answer depends on the
opportunitiesand challenges of the
electronicinvoicesolutiontoclients.

E-lockbox complementsafinancia
servicesproviders existing EDI and
paper lockbox solutions. EIPP
enables banks to move deeper into
aclient’spaymentsandinvoicing
process. Clientswho, to satisfy
their clients, will need to offer al
three payments solutions. By
providing the gamut, banks are not
only positioned asfull-service
providers, but a so better equipped
toretaintheir traditiona lockbox
businessasclients' transitionfrom
paper to paperless services.

For billerswanting to reduce cogts,
improve cash flow, enhance
efficiency, streamline processing
eliminate paper and improve service
to their partners, the e-lockbox
offering providestangible benefits.

For example, when aclient’s
accounts receivable department
preparesaninvoice, it also prints,
stuffsand mailsit, atime-consuming
processinvolving special forms,
envel opes, equipment, labor and
postage. These expenses, which
average $4.43 per item according to
aTowerGroup study, can be
reduced with EIPP.

Inaddition to eliminating paper
costs, billerscan eiminatethetime
that paper invoicesliestagnantin
U.S. mailbags. With EIPP,
paperlessinvoices are delivered
over the Web to the payer’'s
desktop computer system.

Discrepanciesrequiring
adjudication, which occur inashigh
as 40 percent of invoices depending
on theindustry, can further
complicate and delay payment.
With EIPP, managers authorized to
review an invoice can use a Web
browser to review and approve
certain items, and flag othersfor
dispute.

Billersreceivemoretimely
payments, payers can take
advantage of payment discounts
without losing control of disputed
lineitems, and the processes for
both are streamlined. Additionaly,
as payments are deposited into the
biller’'saccount, they can be
integrated with any paper lockbox
deposits, and asinglefile can update
the biller’s accounts receivable

system. The lag time between
receipt of a payment and the
systems update disappears.

The cost-benefitswill bereadily
apparent to those companies that
truly understand their accounting
processes. For others, thereis
grest opportunity towork with
clientsand bring the advice and
counsdl they vaue from atrusted

partner.

To reach acritical mass from which
EIPP can take off on its own, banks
need to help clientsidentify the
strengthsand opportunitiesintheir
current payables and receivables
environments, relate themto the
company’sfinancia goalsand
understand the return on
investment.




OhioHealth, a not-for-profit
healthcare system located in
Columbus, Ohioisseeking aSenior
Corporate Consultant to provide
financial expertiseto assist the
systemin decision-makingand
strategy development. Candidates
must possess strong andytical and
technical skillsand must be ableto
effectively communicate results.
The candidate must have proven
ability tolead projects, including
thosewith outsideprofessionals
such as bankers, attorneys and
accountants, and complete these
projectswithinrequired timelines.

Minimum requirementsarea
Bachelors Degree in Finance or
Accounting. CPA, MHA or MBA
preferred. If you are interested in
thisposition you may submit your
resume, specifyingthisjobtitleby
nameto: OhioHealth, Attn: Human
Resources, 3535 Olentangy River
Road, Columbus, Ohio 43214. You
may also apply onlineat
www.OhioHealth.com.

For more information on Assurance, Health Care Business Advisory
and Tax Services, please contact:
Mark Bainbridge + 614-229-5002 + mark.bainbridge@ey.com
Bernie Ostrowski « 614-229-5151 + bernie.ostrowski@ey.com
Lynne Parrott » 614-229-5110 « lynne.parrott@ey.com

FROM THOUGHT TO FINISH."

JOUAIJUEMA

Not all health care
problems are solved on
the operating table.

If you want to stay ahead in the
health care industry you have to
see things differently. Our health
care professionals operate from
a unique point of view, we can
help you solve any problem.
Let's move forward. ey.com

©2000 Eanst & Young
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Membership News

A

2002 HFMA Central Ohio
Chapter

Follmer Bronze Award
recipients.

Dan G Schryer, CPA
Walter C. Theado, CPA

Reeves Silver Award recipients.

Alan R Davis, FHFMA CPA

David D. Hensdl, CPA

Harry E. Pukay-Martin, FHFMA
CPA

Matthew B. Weekley, CPA

Spring 2002 Golf Outing
Per spective by Frank Phillips

Rainfalling at arate exceeding an
inch in an hour washed out the
prospects for our May 28" outing.
Those who showed up had a great
lunch and caught up on news with
friends and peerswhilewaiting
patiently to seeif the downpour
would pass through the area
quickly. Nosuchluck, sotheouting
was reschedul ed.

June 24" was a hot day at
Highlands Golf Coursein Pataskala
for the 75 golfersin attendance,
withthe mercury pushing well
above 90 degrees. The
temperature was not the only cause
of heat. There was aso intense
competition for several coveted
honors

Low score went to the team of
ChrisSpring, MikeAleshire, Dan
Picciano, and Ray Bock with a 59.
John McLaughlinand Carol
Meagher had the longest drives.
Matt Weekley captured closest to
the pin, and Steve Brown sank the
longest putt.

Onceagain, Physicians Credit
Bureau offered a new loaded
HondaAccord coupe to anyone
making aholein one, and while
there were some close contenders,
the car is safe for another year.

Outgoing President George Gevas
chaired hisfinal meeting, givingthe
highlightsof theAnnua Nationa
Institute (ANI) in Sesttle, which he
attended earlier thismonth, and
distributing awardsand door prizes
for the day.

A hearty thank you from the
Chapter and all of the attendees go
to thefollowing sponsorswho
helped make it agreat day:

Nationa City Bank

Ernst & Young LLP

United Collection Bureau

PhysiciansCallection Bureau

AcclamFinancid

Peck, Shaffer & Williams

Schottenstein, Zox & Dunn

MTE Consulting

Unicare

O.S.l. Hedlthcare Services

MedAssist

PARA

Bricker & Ekler / Qudlity
Management

Marsh USA

Plante & Moran LLP

McDonald Investments

Prudential Securities

Frank Phillips is a Controller
with The OSUJ Health System.




Uncover the Best Kept
Secret to Improve
Your Profit

SELF-PAY

NOW, the most profitable financial class.

Don't throw it away. Develop a strategy to capture
as much as 20% of your net revenue. Zimmerman &
Associates will show you what to do to turn self-pay into
a cash cow. We have developed a self-pay strategy —
designing a process that works instead of writing off to
bad debt or outsourcing it. Zimmerman & Associates will
show you a process that will increase your profit.

Call us for a FREE copy of our new white
paper titled, “Uncovering The Industry's Best
Kept Secret to Improve Hospital Profit.”

Zimmerman & Associates
WWW.Zimme-assoc.com

5307 5. 92nd 58, | R0, Box 407 | Hales Corners, W1 53130 | ph: B00.525.0133 | fx: 414.425.4807




Membership News

A

We want to welcome our 40 New
Members for 2001-2002 year.
They are:

Ted Lape

Vice President Sales
Nationa Century Financia
Enterprises, Inc.

Dublin, OH

Pamela Plunkett

Assistant Vice President Sales
Nationd Century Financia
Enterprises, Inc.

Dublin, OH

Timothy J. Doughty, CA
Senior Manager

Blue & Co.

Columbus, OH

Tamara L. Cheatham
Business Office Manager
Columbus Community Hospita
Columbus, WI

Tina M. Keefe

Practice Manager
SportsM edicine Grant, Inc.
Columbus, OH

Jennifer A. Phillips
Consultant

The Richardson Group
Columbus, OH

Ted Inbusch

Director of Sales & Marketing
Nationa Century Financia
Enterprises, Inc.

Dublin, OH

Joseph M. Pietrusik
Director of Finance
Home Reach/Home Care
Dublin, OH

Bradley S. McLaughlin
Executive Recruiter
Meridian Resources
Columbus, OH

LilaJ. Gustin
Accountant
Memorid Hospital
Marysville, OH

Karen Bridges
Chief Accounting Officer

Tim Colburn
Controller
Berger Hospita
Circleville, OH

Gerald J. Liparito
Business Office Director
Berger Hospita
Circleville, OH

Barb L. McKevy

V.P. Clinical Services & Program
Development

NovaCare Rehabilitation

Gahanna, OH

Pamela Edson

Ambulatory Management Services ~ V.P. Operations

Westerville, OH

100 South Third Street
Columbus, Ohio
43215-4291

(614) 227-4848

FAX: (614) 227-2390
info@qmcg.com

www.qmcg.com

University Physician System, Inc.

THE QUALITY MANAGEMENT
CONSULTING GROUP, LTD.

tay current with payer
regulations and maintain
billing efficiency with our
audit/compliance staff.

We provide assistance in:
® Coding/DRG audits

® Charge description master
reviews

® Compliance educational
programs

... and its affiliate

BRICKER & ECKLER LLP
Attorneys at Law

10



11

Columbus, OH

Timothy L. Delaney
Account Executive

Risk Management Alternatives
Columbus, OH

Karin M. Cain
Saff 2 Consultant
Ernst & Young LLP
Columbus, OH

Fred Urbanek, CISSP, CPA
Manager

Erngt & Young LLP
Columbus, OH

Eric C. Butzier
Saff Auditor |1
Ernst & Young LLP
Columbus, OH

Nina L. Bell
Revenue Cycle Consultant
Hilliard, OH

Thomas Kelley

Chief Financial Officer
Selby Genera Hospita
Marietta, OH

Richard Hedges
Associate Professor
OhioUniversity
Athens, OH

Nicki R. Harmon
Senior Internal Auditor
Trinity Hedlth
Columbus, OH

Tanya Seme

Senior AR Analyst

National Century Financia Enter.
Lewis Center, OH

Darcy Bussard

Saff Accountant
Coshocton County Memoria
Hospital

Coshocton, OH

James E. Leatham
President

Regiond Collection Services, Inc.

Marietta, OH

Brenda S. Fluharty
Chief Financial Officer
Altercare of Ohio, Inc.
Navarre, OH

Sharon Jan

Manager, Provider Contract
Admin.

OSU Managed Hedlth Care
System

Columbus, OH

Sephen R. McCormick
Manager-National Revenue
System

Medicare Consulting
Monument, CO

Seven L. Swart

Chief Financial Officer
Ohio University Collegeof
Medicine

Athens, OH

LoisGraham

Senior A/R Analyst

National Century Financia Enter.
Dublin, OH

Amanda Helen Peirano
Office Manager
Grant/Riverside Medical Care
Foundation

Delaware, OH

Eileen F. Kidner

Senior Accountant
Home Reach/Home Care
Columbus, OH

Bill Wilson
Vice President
Lancaster Pollard
Columbus, OH

Brent Thomas

Vice President Sales

National Century Financial Enter.
Dublin, OH

Amanda Lienhart
Saff

Ernst & Young LLP
Columbus, OH

Sophia C. Chiou
Senior Associate
Ernst & Young LLP
Columbus, OH

Seven E. Ritzer
Auditor

Ernst & Young LLP
Johnstown, OH

Kevin G. Harry
Senior Auditor
Ernst & Young LLP
Columbus, OH

Susan DeGarmo
Business Office Manager
Fox RunHospital

S. Clairsville, OH
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Mark Your Calendar

A

HFMA Northeast Ohio Chapter
2002 Gerry Haggerty Annual Leadership Institute
September 26 & 27, 2002
Bertram Inn & Conference Center—Aurora, Ohio
Keynote Speaker
* Ohio State Great and Two-time Heisman Trophy Winner—Ar chie Griffin
Educational Opportunities
* Qutstanding speakersincluding HFM A’sNational Chairman
* Vendor Fair
Networking Opportunities
* Night at the Races
* Golf
* Aurora Farms & much more

HFMA Annual Leadership Ingtitute Golf Outing
The Signature Course at Solon
Format: 9 Hole Scramble

* Bring your own foursome or join other golfers.

* Signuplimited to thefirst 72 golfers.

Don’t miss this exciting new course!!
Watch for future information on Program details and registration

Newsletter Editors
Frank Phillips

(614) 293-2285
phillips-13@medctr.osu.edu

Johanna Matheny
(614) 233-5617
johanna.matheny @ey.com

Newsletter Design and
L ayout

Laura Dutton

(614) 229-5279
laura.dutton@ey.com

Ernst & Young LLP
1100 Huntington Center
41 South High Strees
Columbus, Ohio 43215

The statementsand opinions appearing
in articlesarethose of the authorsand
not necessarily those of the Central Ohio
Chapter HFMA. Thestaff believesthat
thecontentsof The Buckeye Connection
areinteresting and thought provoking,
but the staff hasno authority to speak
for the Officersor Board of Directorsof
theCentral Ohio Chapter HFMA.
Readersareinvited tocomment on the
opinionstheauthorsexpress. Lettersto
theeditorsareinvited but subject to
condensation and editing. All rights
reserved.

Central Ohio Chapter

Healthcare Financial Management Association
Ernst & Young

1100 Huntington Center

41 South High Street

Columbus, Ohio 43215



