
 
 

February 11, 2013 

Ms. Madeline McAndrew 

Bayou Health Director 

Bienville Building, 628 North 4
th

 Street 

Baton Rouge LA 70821-9030 

 

RE: Corrective Action Plan– Failure to process: Paper Claim Voids and Adjustments 

Dear Ms. McAndrew, 

In response your letter dated February 4, 2013, Community Health Solutions of Louisiana (CHSLA) has developed a 

detailed corrective action plan (CAP) specifying the steps and timeframes necessary to process paper claim voids and 

adjustments (Attachment A).  

The CAP includes detailed timeframes for development of system specifications, system configuration, process design, 

operational responsibilities, provider communication plan and data reporting and audit oversight to prevent future 

recurrence.   

CHSLA regrets delaying system modifications to effectively pre-process paper claim voids and adjustments and 

appreciates the opportunity to submit a corrective action plan.  The CHSLA team will meet weekly to monitor 

progress of the established CAP and make any necessary adjustments to meet the state deadline of February 

28, 2013 to pre-process paper claim void and adjustments.  

 

Should you have any questions or comments regarding the corrective action plan, please contact Berta 

O’Leary, Vice President Quality Management at 727-498-0019 or boleary@chsamerica.com, at any time. 

 

Sincerely, 

 
Berta O’Leary RN, CCM, CPHQ 

Vice President, Quality Management 

Community Health Solutions of Louisiana 

 

Cc:   Ruth Kennedy 

        Mary TC Johnson 

        Dawn Love 

        Darlene White 

        Hexter Bennett 

        Felicity Costin-Myers 

        Kyle Viator 

        



     ATTACHMENT A 
 

Updated 2/28/2013   

 

CORRECTIVE ACTION PLAN – Pre-Processing Paper Claim Void and Adjustment  

 
PROBLEM:  Claim adjustments and claim voids are submitted by providers via paper on Adjustment Form 213 have not been processed since inception of the CHS-LA program. CHS has been 

working collaboratively with Molina and DHH regarding Voids and Adjustments during weekly Claims, Molina and DHH conference calls. Resolution requires programming by CHS-LA to 

effectively process with Molina’s system. There are currently 1,021 claims, 613 voids and 408 adjustments to be processed and submitted to Molina, DHH’s Fiscal Intermediary. Electronic voids and 

adjustments have processed appropriately since program inception. Internal corrective action plan in process effective 1/29/13. Letter received from DHH 2/4/13 requesting formal submission of 

Corrective Action Plan (CAP) and escalated timeframe for completion. 

DESIRED OUTCOME 
Electronically convert paper voids and adjustments in the correct 837 format to facilitate processing through CaMPS to Molina. Programming configuration must be completed to allow voids and 

adjustments to be processed and properly submitted to DHH’s FI. Reduce backlog of 1021 claims and establish process to comply with, four day turn-around-timeframe for paper claims with 

attachment. 

Sponsor: Berta O’Leary, Vice President Quality Management 

Team: Lori Oliver-Bomar, Vice President, Business Analyst; Christopher Weems, Claims Manager; Friede Dube, Senior Claims Auditor; Nancy Hensler, EDI Analyst; Andrea Hennessey, Project 

Manager; Michael Sanders, LA Quality Program Manager 

 

 

 

 

Task / Intervention 

Responsible 

Party 

 

Constraints / Barriers* 

 

Metric / 

Deliverable 

 

Due Date 

Percent 

Complete 

 

Comments 

1. Provide DHH requested information 

outlining reasons why process cannot be 

manually completed. 

Lori Oliver-

Bomar  

CHS system requires 

configuration for Molina to 

accept 837 format 

Timeline 

provided to 

DHH 

1/30/13 100% Timeline sent to DHH for review. Letter 

received 2/4/13 rejecting timeline for completion 

of 3/23/13. Completion required 2/28/13. 

2. System Configuration and Coding 

Specifications 

Lori Oliver-

Bomar  

 

Detailed specifications 

required 

Documented 

specifications 

1/31/13 100%   

3. Initiate coding / programming of system 

based on configuration specifications 

Lori Oliver-

Bomar  

To accurately code, only one 

resource can be assigned 

Completion of 

coding 

2/11/13 100% 2/11/13 – initial coding and testing conducted 

Sunday, 2/10/13. Testing resulted in update to 
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Task / Intervention 

Responsible 

Party 

 

Constraints / Barriers* 

 

Metric / 

Deliverable 

 

Due Date 

Percent 

Complete 

 

Comments 

claims search. 

4. Testing of Coding/Configuration Lori Oliver-

Bomar  

Evaluate correct format; record 

accuracy and process accuracy. 

Resources for testing 3.5 staff 

over 2 week period. Extended 

QA due to line item void based 

on ICN  

Test cases 

completed 

expected 

results 

confirmed 

2/26/13 100% Initial testing of Voids submitted to Molina 

2/13/13. Confirmed receipt of 2 void files which 

accurately voided 2 of the 3 lines. Adjustment 

testing planned for this afternoon. In process of 

testing Adjustments All Testing has been 

completed as of 2/26/13. 

5. Claims and Systems management testing of 

process to evaluate workflow, processing 

accuracy and productivity efficiency / time 

requirements for resource allocation 

Lori Oliver-

Bomar  / 

Christopher 

Weems 

None identified currently. Lori 

and Christopher will schedule 

to ensure adequate time 

available and document work 

flow for training 

Final workflow 

and reporting 

format 

2/27/13 100% Anticipated workflow / design reviewed and 

documented, adjustments may occur during QA 

and testing. Added coding for Molina ICN. Will 

also deploy to MPS as search method.  

 

6. Data Oversight Lori Oliver-

Bomar  / 

Christopher 

Weems 

Confirmation of date 

documentation for accurate 

evaluation of 4 day TAT from 

receipt of mailed claims until 

submission to Molina 

Report Metric 

will track: 

Date Received 

Date Processed 

Date 

Submitted to 

Molina 

3/7/13 75% Data points identified to accurately reflect TAT 

from mailroom receipt through submission to 

Molina.  

Reporting needs to be created once goes live. 

Needs to be automated and ad-hoc for oversight.  

3/7/2013- There is a report available to evaluate 

(CaMPS - 4,4,2,3) V & A listing report. Able to 

monitor by received date daily. Weekly TAT 

from Claims to QM, reporting will also indicate 

latest date of files for processing. 

7. Develop Workflow Lori Oliver-

Bomar  / 

Christopher 

Weems 

Final design dependent on QA 

and management testing 

Final design 

post 

management 

testing 

2/27/13 100% Requires completion of program design. Will be 

a manual workflow using screen prints. In 

process of development. 

IT and Claims testing and screen prints are 

complete as of 2/27/13. 
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Task / Intervention 

Responsible 

Party 

 

Constraints / Barriers* 

 

Metric / 

Deliverable 

 

Due Date 

Percent 

Complete 

 

Comments 

8. Deployment     Lori Oliver-

Bomar   

Dependent on accurate QA and 

testing phase. Any 

configuration or processing 

issues identified in QA may 

result in delayed deployment. 

Data reporting 

and validation 

of receipt by 

Molina 

2/28/13 100% Monitor progress of QA and any risk that may 

impact deployment date through weekly CAP 

meetings. Voids in production. Adjustment UB 

testing in process. Adjustments in production as 

of 2/27/13.  

9. IT to provide training to Claims Lori Oliver-

Bomar  / 

Christopher 

Weems  

Develop workflow documents, 

create centralized folders for 

efficient workflow 

Audit 

compliance 

98% 

2/27/13 100% Void training screen shots and commands will 

be obtained from IT and reviewed with project 

staff.  

Screen shots have been obtained and reviewed. 

Audit process not included. Final training 

documents provided to Claims Examiners 3/1. 

Training documents located on pDrive, 

accessible to employees. 

10. Policy and Procedure for Claims 

Department 

Christopher 

Weems 

Final workflow required Submission of 

P&P to DHH 

for approval 

2/27/13 100% Complete 2/28/13, new claims policy, auditing 

updated current policy 

11. Claims Examiner/Auditor Training  Christopher 

Weems / 

Friede Dube 

Final workflow required.  Review final 

training and 

workflow 

documents 

2/27/13 100% Training is scheduled for claims and audit staff 

for 3/1/13 

12. Evaluate Audit process and reason codes Friede Dube Identify V&A in audit results # Claim Audits 

/ # V&A Error 

Codes 

2/26/13 100% Friede will need to walk through Void process 

and determine if additional coding is indicated. 

Will be completed after training 3/1/13. IT and 

auditing have been monitoring and 

communicating specific training opportunities to 

Claims manager. Audit results indicate 24 of 56 

reviews identified improvement / training 
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Task / Intervention 

Responsible 

Party 

 

Constraints / Barriers* 

 

Metric / 

Deliverable 

 

Due Date 

Percent 

Complete 

 

Comments 

opportunities: 

 Incorrect received date 

 Incorrect image ID 

 Duplicate voids  

 TPL issues 

As result, have added screen validation and letter 

to provider; will not process without correct 

ICN# 

Keep random audit results as separate reporting 

to provide specific feedback during initial 

implementation phase. 

 

13. Provide detailed inventory of 

adjustment/voids in received date order 

Christopher 

Weems 

 

Manual process Total 1021 

claims;  408 

Adjustments,  

613Voids 

2/8/13 100% Includes 213, xx7 and xx8  

14. OCR Scanning inventory by date received 

with weekly report to QM  

Nancy 

Hensler 

Requires TIFF conversion # V&A 

Received / # 

V&A Scanned 

2/25/13 100% All Voids have been scanned. Starting 

adjustment scanning 2/14/13, completed on 

2/15/13. 

15. Inventory Reduction plan Christopher 

Weems 

 

Evaluation of productivity to 

assign appropriate number of 

resources to eliminate backlog 

TAT Report 

based on date 

received until 

Molina 

submission 

2/27/13 100% All Voids will be completed by IT and Claims 

Manager prior to 2/25/13. Programming 

finalized 2/20, date pushed to Monday for 

completion. Weekend schedule to complete. 

Update: Voids – There are approximately 95 

Void left to be processed and approximately 60 

that were rejected from the outbound file due to 

TPL information on the claim.   
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Task / Intervention 

Responsible 

Party 

 

Constraints / Barriers* 

 

Metric / 

Deliverable 

 

Due Date 

Percent 

Complete 

 

Comments 

Adjustments: Programming & Testing finalized 

2/27/13. Backlog 408; total count is 475; training 

of all claims staff scheduled for 3/1/13; 

Estimated completion date for all voids and 

adjustments is 3/5/13. 

Productivity numbers to be assessed after 

completion of training and processing on 

Monday. 

Backlog eliminated, latest received date 3/6/13. 

Started 613 and processed 774 to date, indicating 

current status. 

 

16. Claims to provide weekly status report to 

QM 

Christopher 

Weems 

 

Deployment required for 

accurate reporting 

TAT Report 

based on date 

received until 

Molina 

submission 

2/28/13      75% Weekly ongoing until turnaround standard is 

achieved and sustained  

 Finishing letters to providers today and will 

include in weekly Friday reporting with 

breakdown by void and adjustment. 

17. Clearinghouse/verification process  Nancy 

Hensler 

Identified file format 

requirement and need for 

change in workflow. 

Immediately eliminate manual 

process and implement 

electronic submission to claims 

department 

# V&A 

Received / # 

V&A Scanned 

 

 

2/14/13 100% 

testing 

2/12 Need 

Policy or 

workflow 

Policy required to verify procedure – Completed 

and submitted to QM 

18. Audit validation of OCR electronic 

submission to claims 

Friede Dube Incorporate into auditing 

process for efficiency 

Validate OCR 

report against 

electronic 

Weekly until 

sustained 

performance, 

100% Confirmed placement into appropriate folder. 

Visual validation completed. Will conduct 

randomly going forward. Claims will include 
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Task / Intervention 

Responsible 

Party 

 

Constraints / Barriers* 

 

Metric / 

Deliverable 

 

Due Date 

Percent 

Complete 

 

Comments 

claim files 

included in 

folder 

CAP completed daily evaluation of folder in their policy and 

procedure. 

19. NPC process of Void/Adjustment forms to 

QM for review 

 

Andrea 

Hennessy 

 

Confirm workflow design and 

documented process (Friede) 

and documented  

Onsite 

validation and 

document 

review 

2/11/13 100% QM Validated date stamping and process. 

Verified date stamp. 

20. Develop Provider Notification of delay 

and corrective action 

 Beverly 

Thomas 

Develop notification, including 

corrective actions and target 

implementation and process 

for distribution of 

communication to physicians 

Confirm 

communication 

completed  

2/11/13 100% Confirmed announcement language and provider 

service rep. to release to providers. 

21. Provide proof of successful deployment of 

systematic compliance in submitting paper 

void and adjustment claims to Molina. 

Lori Oliver -

Bomar 

Requires confirmation from 

Molina.  

Confirmation 

from Molina 

2/28/2013 100% CAP Requirement by DHH. 2/13/13 Testing of 

Voids submission to Molina confirmed 

successful via email. Testing of Adjustment 

submission to Molina confirmed successful via 

email (2/26/13).   

 

22. Process and submit all current backlog 

(1021) to Molina no later than 3/7/2013 

Christopher 

Weems 

Resource allocation # backlog 

V&A / # 

submitted 

V&A by aged 

date 

3/7/2013 100% Plan for backlog: Voids will be completed by 

2/25/13. Daily inventory report to QM.  

85% of Voids have been completed as of 2/27. 

Claims will provide reporting for submission to 

DHH with CAP update to QM by COB today. 

23. TPL Adjustments requires new EOR code 

to include all claim information for re-

submission rather than only missing 

information. 

Lori Oliver-

Bomar 

Configuration and verbiage 

needed from Claims.  

EOR code 

monitoring 

2/21/13 100% Verbiage supplied by Claims. This verbiage was 

eliminated as system has been configured to 

hand the TPL adjustments. 
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Outcome: 

Effective 3.7.2013 established interventions have been implemented with confirmation of successful submission to Molina.  Friday data reporting oversight to monitor compliance with TAT 

Auditing will continue to provide weekly trending report by error code to identify training opportunities or potential system adjustments until compliance level of 99% sustained. CAP meetings 

will be ad-hoc based on data monitoring and audit trending. Include QM Program Manager and Senior Auditor on all reporting. 

 

cc. Darlene White 

     Hexter Bennett 

     Kyle Viator 

     Beverly Thomas 

 


