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I. PURPOSE

The purpose of the Billing Helpline [402-280-5846 (Phone); 402-280-3989 (Fax); or CMS.Billing.Helpline@creighton.edu] (“Helpline”) is to provide a resource for employees and agents of Creighton University's School of Medicine who require guidance and answers in the following areas:

· Appropriate use of CPT and ICD-9 codes 

· Appropriate documentation to support the level of service 

· Teaching physician presence and documentation rules 

· Coding/billing issues 

· Chart review criteria 

· Compliance standards

The goal of the Helpline is to provide a resource tool directed primarily toward billing/coding issues. The Helpline is designed to provide up-to-date information and guidance to assist employees and agents of Creighton University School of Medicine comply with Creighton University's Compliance Plan for Health Sciences Billing and Patient Services (the "Plan"). 

II.
POLICY

Creighton Medical Associates shall provide a Helpline as a resource tool for employees and agents of Creighton University’s School of Medicine to address billing and coding related issues for all payers.  Employees and agents of Creighton University's School of Medicine are expected to use the Helpline to address unresolved billing questions.

III. PROCEDURE

A.
Distribution: All employees and agents of Creighton University’s School of Medicine shall be advised of the Helpline number, e-mail address and web site materials. A Helpline Notice shall be posted in one or more common area(s) within each Department of the School of Medicine and in each clinic location. 

B.
Billing and Coding Questions: Creighton Medical Associates will be responsible for designating a person (the "Helpline Coordinator") to respond to questions directed to the Helpline. The Helpline will address billing/coding questions for all payers. Any complex billing questions that the Helpline Coordinator cannot address will be forwarded to the Compliance Office for further response.

C.
Coverage of Helpline when Helpline Coordinator is not Available:  If the Helpline Coordinator is unavailable to take Helpline calls for more than two consecutive business days, the Helpline Coordinator shall place a message on his/her voice mail directing Helpline callers to an alternative contact within Creighton Medical Associates.  If the alternate is unavailable, then Helpline callers shall be directed to the Compliance Office at 280-1755; 280-5719 (fax).  

D.
Use of Helpline: Employees and agents of Creighton University’s School of Medicine should use the Helpline when they have any billing or coding questions, including documentation requirements, or compliance questions.

E.
Helpline Information Sheet: The Helpline Information Sheet (Appendix A) should be filled out completely for each Helpline telephone call. Questions to the Helpline via facsimile or e-mail should be on the Helpline Information Sheet, which should be filled out as completely as possible. 
F.
Helpline Telephone Calls (402-280-5846):
1.
During University Business Hours (8:00 a.m.-4:30 p.m.): Calls made to the Helpline during University business hours will be handled by the 

Helpline Coordinator. Such calls will be answered directly or transferred to the Helpline Coordinator’s voice mail. Calls answered by the Helpline Coordinator's voice mail will be picked-up on a regular basis.
2.
Calls Outside University Business Hours (including Weekends and Holidays): A caller to the Helpline outside University business hours will be given the option of either leaving a message in the Helpline Coordinator's voice mail, or calling back during regular business hours or submitting their question via e-mail at CMA.Billing.Helpline@creighton.edu. The Helpline Coordinator shall regularly check his/her voice mail for any calls to the Helpline and the Helpline e-mail account.
3.
Helpline Call Protocols: All Helpline calls must be handled in an appropriate manner to ensure accurate and complete information is provided to address any billing/coding issues addressed to the Helpline. These guidelines should be followed by anyone handling a Helpline call:

a.
Handling a Helpline Call Personally:

1.
Identification: Obtain the caller's name, position, department/clinic, and phone number where he/she can be reached.

2.
Information: Obtain as much information from the caller regarding the billing/coding to be answered through the Helpline.

b.
Helpline Calls to Voice Mail: A Helpline caller routed to voice mail will be given the following options:

· The caller can call back during business hours if he/she does not want to leave the information on voice-mail.

· The caller can leave his/her name and phone number.

· The caller can leave a message.

· The caller can complete the electronic Helpline form at www.creighton.edu/billingcompliance/form2.html 

G.
Helpline Faxes and E-Mails (402-280-3989; CMA.Billing.Helpline@creighton.edu):
1.
Faxes: A Helpline Information Sheet may be faxed to the Helpline at any time. The requestor should fill out the Helpline Information Sheet as completely as possible, providing his/her work telephone number or e-mail address. If insufficient information is received, the requestor will be contacted for further details before an answer is provided.
2.
E-Mails: Anyone wishing to send a Helpline request via e-mail should complete a Helpline Information Sheet (found at http://www.creighton.edu/billingcompliance/form2.html and submit it to CMA.Billing.Helpline@creighton.edu.  If insufficient information is received, the requestor will be contacted for further details before an answer is provided.

H.
Responding to Helpline Requests:
1.
Timely Response and Documentation on Helpline Form.  The Helpline Coordinator, or his/her alternate, shall timely respond to all requests made through the Helpline, regardless of how it was submitted.  All responses shall be in writing.  All resources used to answer the Helpline request shall be documented on the Helpline Information Sheet, along with the answer that was provided.
2.
Maintenance and Retention of Helpline Information Sheets.  The Helpline Coordinator shall maintain each Helpline Information Sheet (or copy thereof) for easy retrieval.  The Helpline Information Sheet shall be retained for ten (10) years after the date the response was provided, and may be destroyed thereafter.  However, there is a federal or state 

investigation, no records shall be destroyed under this Policy until such time as General Counsel advises otherwise.
3.
Forwarding Compliance Concerns Raised to Compliance Director.  If the Helpline request raises a potential billing compliance concern, the information shall be forwarded to the Compliance Director for further action as appropriate.
IV.
ADMINISTRATION AND INTERPRETATIONS
Any question regarding this Policy can be directed to the Compliance Director or General Counsel.

V.
AMENDMENTS OR TERMINATION OF THIS POLICY


 This policy may be amended or terminated at any time.

APPENDIX "A"

HELPLINE INFORMATION SHEET

1. Date:_______________

2. Caller's Name:_______________________________________

3. Caller's Position:_____________________________________

4. Caller's Department/Clinic:_________________________________

5. Caller's Phone Number:______________________________

6. Caller's Question: _________________________________________________ ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

To Be Completed by the Helpline Responder

------------------------------------------------------------------------------------------------------------

7. Response Given:

 

 

 

 

   

8. Date Response Given:______________________

	PRIVATE
9.   Method of Delivering Response
	· Memo
	· Fax
	· E-Mail


Attach copy of Documented Response Given 
10.   Signature of Responder:___________________________________________

11.   Resources Relied Upon:___________________________________________

__________________________________________________________________________________________________________________________________________
