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RELEASE-OF-INFORMATION

EMR Drives Change in Release-of-Information Process

Background .
Changing from the old school world of paper records and copy services to the new At a G Iance'
world of electronic medical records (EMR) requires new ways of thinking and a re- Halifax ReglonaI. H§?|th System
design of workflow and processes. In many cases, it also requires a move to a new South Boston, Virginia

set of vendors and partners to make the transition work smoothly. Such was the

Failit
case at Halifax Regional Health System (HRHS). aciiities

* Halifax Regional Hospital
* Halifax Regional Long Term

A significant portion of the challenge of converting from paper-based to electronic Care — The Woodview

medical records is experienced in health information management (HIM) + Clarksville Senior Care —

departments. Cecelia Owen, RHIA, Manager of Health Information Services, and MeadowView Terrace

Privacy Officer, faced the challenge and made the necessary changes. One area of + Halifax Regional Properties

change was the release-of-information (ROI) function. : I:alifzx Fegional Development
ounaation

» Southside Health Services

Challenge Location

Releasing patient information to third-party requesters is a major responsibility of Halifax Regional Health Sys-
every HIM department. The function is highly regulated and closely monitored to tem (HRHS) is a multidivisional
protect patient confidentiality. Additionally, the ROl function is an integral part of organization providing acute and
HIPAA compliance. long-term care and a multitude of

outpatient services. The system
includes Halifax Regional Hos-
pital, licensed for 192 beds, and
supports a 100-physician medical
staff with 28 medical specialties

While security and privacy is the primary concern, the process must also be efficient
and effective. Hundreds of requests for information are received every day. HIM
departments must carefully protect the information released while also providing
timely turnaround times and world-class customer service.

represented.
Most organizations outsource the entire function, and Halifax Regional Hospital was Patients
no exception. However once the new EMR was installed (McKesson Corporation’s 80,000 residents
Horizon Patient Folder - HPF), Cecelia had the chance to re-engineer the ROI Solutions

function. She did it by combining new technology capabilities with a right-sized

service offering from HealthPort. HealthPort ROI (full service option)

SmartPartner (back-office option)

Solutions

Prior to implementing an EMR, Halifax Regional Hospital was using another well-
known ROI service company. Once the new document management system was
installed, the old service no longer made sense. New in-house capabilities inherent
within HPF combined with a low volume of billable requests and only part-time
access to the service's staff member made re-engineering the entire ROl process
an easy decision. With re-engineering in mind, she also looked to “right size” ROI
services with a new service provider.

=i_-- HealthPort.
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Using HPF, Cecelia’s staff could easily log requests into the system electronically,
pull the required information online, and simply email or fax documents to the
appropriate requester. These front-end steps, formerly performed by the ROI
service company, were performed more efficiently by in-house staff. However, the
back-office process of invoicing and collecting fees for billable information releases
still made outsourcing sense.

Cecelia decided to handle all the non-billable requests internally, but out-task the
secondary steps of invoicing and collecting fees for billable requests. This hybrid
ROI model requires integration of EMR capabilities with outsourced services,
something that was only in beta testing with Cecelia's former ROI service provider.
HealthPort was already in proven production at several other customer sites, and
feedback from other HIM directors was extremely positive. The same EMR/ROI
service-winning combination is now in place at Halifax Regional.

Benefits

‘I used to spend money every month to support the ROI function, and with HealthPort,
we actually get revenue back in the form of a check. It's a whole new concept,’ states
Cecelia. Not only are they receiving revenue, they have reduced some costs. The old
vendor provided a HIPAA log, but for a monthly fee. The EMR / HealthPort service
combination provides the log at no additional cost. “While not a huge savings, every
little bit helps,” Cecelia adds.

The electronic era caused us to look at the ROl workflow and re-engineer the
entire process. Some of the new workflow requires HIM to let go of ownership of
shipping records. While this was a hard thing to relinquish, it was the right thing to
do—particularly for patient financial services.

Patient financial services (PFS) had asked to get access to records for non-billable
ROI requests. These documents were needed to process claims or to respond to
additional information requests from payers. Access to the records at initial billing
really made sense when PFS staff knew the payer would request copies of medical
records anyway. In these cases, PFS could be proactive instead of reactive and send
records themselves, saving HIM time and expediting payment. After considerable
thought, thorough education, and cross training, PFS was given access to records,
and the organization has seen a demonstrable improvement in accounts receivable
(AR). However, a decrease in AR days was not the only improvement realized.

Overall turnaround time for information requests is better. The old ROI service
provider was only on-site several days a week. Today, requests are logged every
day by Cecelia’s staff. There are no delays in request processing. Staff says the
system was very easy to learn and customer service complaints from requesters
have dropped. In fact, since Cecelia and her team went up on the EMR/HealthPort
service combination in July 2006, she hasn't had any requester complaints.

In the final analysis, out-tasking to HealthPort was the right decision and a very
positive experience. The re-engineered process allows Halifax Regional to achieve
the following benefits:

*Maintain control over the process

*Have easy access to request status and updates

*Allow for a smooth transition

*Hear from HealthPort account executives who check-in on a regular basis to
maintain the partnership

The need for better management and storage of medical records along with an
economical approach to the EMR rose to the top of the list.
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