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Charge Adjustments for Patient Complaints/Adverse Situations
POLICY:
Children’s charges all patients in a consistent manner for services rendered.  On rare occasions, care may be delivered in a manner which does not align with Children's high standards of quality or service.  An adjustment to the patient account may be one of the appropriate steps taken to address the situation. A patient billing adjustment by Children’s is not an admission of negligence/liability or a legal determination of the standard of care rendered.

PURPOSE:
An adjustment to the patient account may be one of the appropriate steps taken to address a case in which care may be delivered in a manner that does not align with Children's high standards of quality or service
PROCEDURE:
The ADDENDUM below describes the current standards and procedures
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ADDENDUM:
I. Billing Process Intervention
A. Ensure automated billing processes will not proceed while the scenario is reviewed.
B. Payer and patient billings can be placed "on hold" (i.e., claim or patient statement not sent) with both Children’s and Children’s University Medical Group (CUMG).  Send an email to “Bill Hold” detailing the patient name, medical record number and/or account number and date(s) of service.  Children’s and CUMG will both receive this email.

C. If appropriateness of clinical care is in question 
1. Document the concern in eFeedbackNOW which will initiate a QI review.  
2. For serious or sentinel events also contact Risk Management and the Medical Director.

D. If appropriateness of customer service is in question
1. Document the incident in eFeedbackNOW.  
2. QI staff will assign a responsible party for resolution, if appropriate.

E. The adjustment may be one of two types.  
1. If the care failed to meet Children’s quality standards, the charges are usually reversed. 
2. If the adjustment is related to service recovery, the charges are usually written off and the revenue is still credited to the originating department.
II. Patient Complaints/Adverse Situations
A. Patient complaints/adverse situations are reviewed as part of the standard QI program of each area.  In addition, hospital-wide reviews may be performed for those patients meeting the criteria for "Sentinel or Serious Events” (including Never Events – See “Serious or Sentinel Events” policy for description) or intensive assessment.

B. Never Events, Undisputed Substandard Care, or Errors
1. Children’s Insured
a. The charges determined by Risk Management or the Medical Director to be incurred as a result of the incident will be "written off" (not charged to the payer or patient).  
b. The charge is first posted to the account prior to the adjustment so a history of the charge is retained.  
c. Children’s files notices of potential claims with its insurance carriers.  

2. CUMG/Other Insured
a. Charges involving undisputed substandard care by other insureds are handled on a case by case basis.
b. It is the responsibility of other insureds to notify their carriers of patient care incidents on a timely basis and according to their organizational criteria.

C. Complications/Known Risks
1. Charges related to complications and known risks such as postoperative infections and bleeding are not routinely adjusted.  
2. If truly unique circumstances with injury exist, administrative adjustments to charges may be made to both the payer and patient bills, subject to appropriate administrative approval.

D. Second Opinions
1. Charges related to the securing of a second medical opinion and their selections for the treatment of a patient are not routinely adjusted.  Professionals have differing reasonable opinions which do not equate to a missed or delayed diagnosis or other substandard care.


E. Alleged Substandard Care
1. If a QI patient care review determines that the care rendered was substandard, the guidelines in II.B. apply.  
2. If the review results in a determination that the care rendered was appropriate, the guidelines in II.C. apply.

III. Customer Service Complaints
A. It is not Children’s standard practice to adjust patient bills when appropriate care was delivered but when the service experience (e.g., wait times, communication) was less than optimal.  
B. In rare circumstances, with Business Services or department management approval, a customer service adjustment of the patient balance may be done as a service recovery effort in response to a parent/guardian concern.
IV. Employee and Visitor Incidents
A. These guidelines do not apply to occupational illnesses and injuries sustained by Children’s employees.  See Human Resources for this information.  
B. See Visitor Incidents Injuries Follow-up policy and procedure for the handling of charges related to visitor incidents.
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