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How do we meet our Mission, Vision, Values, and 
Guiding Principles in our training and retention? 
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Patient Access Turnover 
Fiscal Year FTE Lost <90 Day Turnover % Voluntary Turnover % Involuntary Turnover 

% 
Overall Turnover % 

2022 2023 2.5 3.27% 10.89% 0 10.89% 

2021 2022 4.1 0.00% 22.28% 0.56% 22.84% 

2020 2021 3.6 5.93% 11.87% 9.50% 21.36% 

2019 2020 1.1 0.72% 7.25% 0.72% 7.97% 

2018 2019 2.5 3.62% 10.87% 7.25% 18.12% 

2017 2018 6 11.11% 29.63% 14.81% 44.44% 



     
 

 
 

  
 

Patient Accounting Check In 

Revenue Cycle 
Patient Access Billing (Registration) 

Coding

Overall Patient Access (Registration) Training Manual 
• Policies 
• Who are we? (How does our

work impact the overall
organization?) 
• Operator Training 
• Joint Commission (Who are  

they?) 
• Visitor Procedures 
• Chart Packets (Adult, 

Newborn, Non-Ben) 



     

  

 
  

  
 

   

Overall Patient Access (Registration) Training Manual 

• Privacy Practices/Service 
Agreement/Self Pay Agreement 
• Confidential Communications 
• Tribal Verification 
• Caregiver Authorization 
• Affidavits 
• Patient Update Forms 



     

 
 

 
     

 

 

Overall Patient Access (Registration) Training Manual 

• Eligibility Flowcharts 
• Step Actions 
• Chart Registration 

EBCI enrolled 
members 

Member of a 
Federally

Recognized 
Tribe 

Lives in 
PRCDA 

CHS & Direct 
P1 & P3 

(Referrals) 

Lives outside 
of PRCDA 

Direct Care 
Only 

No Referrals 

Lives in 
PRCDA 

CHS & Direct 
P1 

(Referrals) 

Lives outside 
of PRCDA 

Direct Care 
Only 

No  Referrals 

• How to scan in documents 
• Adding Insurance 
• Notes 
• Workloads/Audits/Pending 

Letters 



     

 
  

 
 

ICC Patient Access (Registration) Training Manual 

• ICC Registration 
• Scheduling 
• Workman's Comp 
• Non-Beneficiaries Services 
• CDL Physicals 
• Payment Collection 



     

 
 

 
   

    

ER Patient Access (Registration) Training Manual 

• ER Registration 
• Collection of Payments 
• MVA’s 
• Workmen's Comp 
• ER Specific Paperwork 
• Patient Bands and Labels 



     

 

 
 

 

 

Analenisgi Patient Access (Registration) Training 
Manual 
• Walk-ins/Groups/Dosing 
• Department Specific Software 
• Department Specific 

paperwork 
• Collection of payments 
• Transit Passes 
• BH ROI Process 
• Patient Triage 



    

    
  

   
 

 
   

  

Patient Access (Registration) Training Checklist 

• Orientation 
• Patient Access overall training 
• Tribal Option Orientation 
• Introduction to Right Way 
• Job Description 
• Policies 
• Duties and Responsibilities 
• Department Specific Training 



  

  

Revenue Cycle Overview 

Patient checks in at Patient Access   

     

     
 

          

Patient visits clinics/providers Visit goes from EHR/RPMS to 
coding queue Visit coded 

Visit goes from Coding to Billing Billing data sent from RCM to 
Accounting Accounting process completed Monthly financials completed 



 
 

 

 Patient Access 
Check-in 

Verify resource through MCD-
NC Tracks 

MCR- E Solutions 
PI- Blue E, ETMA, Sigma 

Ask for Resource 

RCA (Resource 
Corporation of America) 

Clinic/Provider 

NoYes 

Yes 

Yes 

No 



      
 

Coder Pulls Day in Queue (PCC, 
RMPS, EHRD) 

     
  

 
  

     
   
  

   

    

   
     

     
   

  

     
   

Send to Provider for 
Correction 

Incorrect Incorrect 

Analyze each record in EHR 
for Complete 

Documentation of 
Diagnoses and Procedures 

Audit E/M Code to Ensure 
the Appropriate Level 

Based on Documentation 
Send to Billing Queue 

Code Diagnoses & 
Procedures for Each Visit in 

RPMS 

Ensure all Labs, Imaging, and 
Medications are Merged 

into the Visit 

Corrected 

Corrected 

Merge all Labs, Imaging, and 
Medications into the Visit 

Incorrect 

Coding 



   
    

   
   

 
  

 

  

  
 

 
 

   
  

  

  

 
  

  
 

  
 

 

    

      
   

  

 
  

   
  

   
   -

Billing 

RPMS: Run Billing 
List 

Pull Up Claim and 
Review; Biller Will 
Work or Pend the 

Claim 

Monitor List 
& Work as 
Issues are 
Resolved 

Approve Billed 
Claim 

Aging: Reworked 
and Adjusted 

Wait for Payment 
or Denial 

Batch Claims in 
RPMS for 

Submission 

Payor (Insurance) 
Acknowledge 

Receipt of Claims 

Upload 835 (from 
Insurance) into 

RPMS 

Cash and 
equivalents 
booked by 

Finance, receipts 
to BIlling 

Post Payment in 
RPMS 

Wait on Payment or 
Write Off 

Review; Clean and 
Close Unbillable 

Claims 

Pending Claims w/ 
Issues & Missing 

Info 

Ability (Clearing 
House) 

Finance deposits 
payments to 

Caller Box and 
sends receipt to 

Billing 

Bank deposits and 
sends check to 

Billing 



  
  

  
 

 

 
   

  

 
 

       
 

   
 

Accounting 

Spreadsheets from 
Revenue Cycle Mgmt 

Run Reports in RPMS Reports migrated into 
Monarch 

Monarch reports migrated 
into Excel Spreadsheets 

Journal entries Financials 

Daily AR Report 
Aging Summary 

AR Summary 
AR Clinic 

Aging 
Duplicates 

AR Other Money 

Billable Visits 
By Location Bill Paid 

Contractual 
NPSR 

Reconciliation of AR 
Unbilled 

Medicaid to Bill 
Analenisgi Providers 

Full Accrual 
Translate 

ADT 
ARBLS 

TSRMATCHUP 
TSR 

3P: BRRP, BILLS, 
CLOSED, PENDING 



    
     

 
   

   
    

 
  

Applying our Mission, Vision, Values, and Guiding Principles 
in our daily work and problem solving 

• Changing Mental Models 
• Three steps to service 
• Supporting employees and

patients, setting them up for 
success 
• Communication 
• Relationship Building 



  

  

 
  

  
 

   

Ensuring Success 

• Department Leadership 
Meetings 
• Leadership Meetings 
• Team Huddles 
• Individual Huddles 
• Audits 
• Open Door Policies 



 

        

   

   

Contact Information 

• Jacob Reed, Director of Business Analytics and Revenue Cycle
Management 

Jacob.Reed@cherokeehospital.org 

• Gwynne Wildcatt, Member Services Manager 
Gwynneth.Wildcatt@cherokeehospital.org 

• Taylor Benally, Patient Access Manager 
Taylor.Benally@cherokeehospital.org 

mailto:Jacob.Reed@cherokeehospital.org
mailto:Gwynneth.Wildcatt@cherokeehospital.org
mailto:Taylor.Benally@cherokeehospital.org


 Questions? 


