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We are happy to announce a new feature in our CipherHealth 
Reminder system – No Show messages, which would go live on 
Monday, 5th December. The No Show message would be sent 
to any patient who “No Show-ed” to their appointments & 
would be triggered whenever the patient is marked as such in 
Epic (either manually or by the End of Day process). This would 
be 1 call followed by 1 text per patient. & it will give the pa-
tient the department phone number to schedule a new ap-
pointment. 

We are hopeful that this will help us with the No Show rate.  

We have reached out to several people via email to check if 
they would like to opt in to No Show message for their depart-
ments. If you haven’t received that email & would like to opt 
in, please reach out to ucdata@upstate.edu with your Epic De-
partment ID as soon as possible. 

Ananya Choudhury, Upstate Connect 

 

• Keeping a gratitude journal could be one of the best things 
you do in 2023. Every day, spend a short time writing down 
one thing you are grateful for.  

• What’s your word for 2023? Choose one word that could have 
an impact on your life. This word could provide a vision or 
theme for the entire year. Write it down, share it with others, 
and act out your word daily. Start with journaling a few words 
that come to mind, then narrow it down to one.  

• Physical activity is an important part of a healthy lifestyle. Click 
on the following link to learn more about moderate and vigor-
ous physical activity. Which one is right for you in 2023? https://
health.gov/moveyourway/activity-planner.  

 

Www.WellNY.oer.ny.gov 

WELLNESS TIPS 

mailto:ucdata@upstate.edu
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• Enter the exact 9 Digit SSN number. Do not 

enter leading zeros with the last 4 digits.  

• Collect missing SSN numbers whenever you 

can, as they help with patient identity.  

• Always ask the patient if they have a middle 

initial if one is not listed. 

• Employment information needs to be asked at 

every registration and completed accordingly. 

• Know the difference between Illness and Injury 

when completing the claim info form 

• Ask the patient for the correct spelling of their 

name, address, employer etc.  

• Under emergency patient contacts, be sure to 

complete both Emergency Contact and         

Permission to Discuss Fields.  

• Verify email addresses to ensure that the 

spelling is correct.  

• Be sure to use the Not Collecting Button  and 

select the appropriate reason, when no co-pay 

is being collected.  

Quote of the Day 

“ Service, in short, is not what you do, but 

who you are.  It’s a way of living that you 

need to bring to everything you do if 

you’re to bring it to your customer          

interactions . ” 

 ———— Betsy Sanders 

 Bring your Lunch 

The  Lunch & Learn (WebEx): 

There will be no Lunch & Learn in the month 

of December  

Happy Holidays ! 
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Insurance Corner – Monthly Alert 

 Issue: Reminder with a new year coming,  patients could have             

insurance coverage changes we need to document appropriately.  

Always be sure to ask the patient when registering them, if they have any 

change with their present coverage.  If they have canceled a previous cover-

age, we need to terminate that coverage in the system.                                

This can be done by following these steps:  

If the exact date of termination is not known, enter T-1 in the Member Eff to field. If the exact date 

is known, then enter that date in the Member Eff to field.  

 

 

 

If they have acquired a new insurance coverage , in addition to what they have presently, we need 

to add that insurance on the account.  With any new insurance or existing, run through RTE to make 

sure it is eligible. Be sure to read any mismatches to assure the coverage is being added correctly.  

 Always scan both the front and the back of every insurance card and label the payor name in 

the Epic Document Table.  

 

Insurance Basic Classes Schedule 

Insurance Basic Classes will be held on every 3rd 

Thursday and Friday every month from 9:30 a.m. to 

4:30 p.m. 

 December Class Schedule: 15th and 16th 

Office Hours with Shelley White will be offered in person or via 

Teams. Please call Carol at  ext. 4-5035 or email Carol at an-

drewsc@upstate.edu) Carol to schedule.  

mailto:andrewsc@upstate.edu
mailto:andrewsc@upstate.edu
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Featured monthly will be the 

top 5 departments with the 

highest percentage of pa-

tient participation for OK to 

Contact for Research 

Recruitment.  

Great job to the following 

departments ! Let the per-

centage continue to rise.   

Top Five Departments Enterprise Wide with the highest percentage for 

the month of November.  

Upstate Connect……………………..……….. 21%  

Pulmonary Private Practice T5 ………..…....12%          

PM&R Concussion Clinic Hospital IHP...…...9% 

Urology Private Practice ……..…….……..…..8% 

Patient Access…………………………………...6% 

Reminder to ask the patient at registration if they are willing to be contacted 

about research opportunities.  Our goal is to increase participation.  
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Compliment for Kim Durand in Central Registration from Richard Ciciarelli 

Hi Bridget, I just wanted to give a shout out to Kim Durand for her positive attitude and pleasant 
demeanor every day. For myself and the visiting public and co-workers to come to work every 
day and see a smile on Kim's face is a great way to start the day. Kim's dedication and hard 
work daily is definitely noticeable by all of us here at Upstate. Thanks Kim for having such a 
positive attitude and great work ethic daily. Your efforts have not gone unnoticed. Sincerely, 
PSO, Richard Ciciarelli  

 

Highlighted monthly will be Press Ganey Survey results  

 

 

 

 

Compliment for Kelly Hemingway Registrar in the Community Campus Emergency 

Room from a patient.  
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Top POS Collectors (listed by number of accounts) for the month of 

November.   

Mary Hoare……………..Collected on 326 accounts ($56,567) 

Lorelle Ash……...…...Collected on 77 accounts ($9,466)  

Zainab Dougherty……….....Collected on 51 accounts 

($3,797) 

Coleen Schaefer…………...Collected on 33 accounts 

($6,924) 

Molly Schaefer...……….…... Collected on 23accounts ($490) 

 

A special shout out to the Emergency Department team for their ex-

ception work over the past 4 months: 
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Thanks to the Pathway To Wellness Program and Suzanne Brisk , each month 

I will include an affirmation card taken from the Positivity Pack.   Each card 

provides an optimistic outlook.  

Everyone is individually capable of creating a culture of optimism, simply by 

refining your day-to-day thoughts, beliefs and actions to celebrate the bright 

side of your work, your peers, and your life. We find this philosophy to be at 

the very core of who we are and seek to find the positive in all aspects of our 

business.  

Whenever you need a bit of a boost in your day, Total Wellness’ Positivity 

Pack is there to give you direction, motivation and an extra dose of confidence. 

These bright, cheery cards offer words of wisdom and affirmation to help get 

you through a bad minute, day or week.   

 

Every month an affirmation card will be shared.  
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Pre-Services: 

HPSC2 Verifiers (partially remote) 

Ambassadors:  

Team Leader 

HPSC1’s 

Temp Positions 

Ambulatory Call Center:  

Call Center Representative (remote) 

Team Leader (partially remote) 

UH Central Registration:  

HPSC1’s 

UH ED Reg :  

Outpatient Administrative Specialists 

CG Switchboard: 

Clerk 1 Operator 

Verification:  

Outpatient Administrative Specialists 

Central Scheduling:  

HPSC2 Schedulers (partially remote) 

Pre-Reg:  

HPSC1 Registration (remote) 

 

*Note:  positions noted as remote are currently telecommut[1]ing or working a hybrid schedule with        
 some shifts in the of[1]fice. Telecommuting is currently approved by SUNY through 12/31/22. 
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December Birthdays: 

Cheryl Dixon                 12/01             Amb Call Center  

Molly Schaefer              12/03             Verification 

Kristen Songer             12/10             UC Call Center  

Jeannette Temple         12/12            UC Call Center 

Shaquan Richardson   12/14             Amb Call Center  

Kristen Henry                12/18            Nappi  

Dorey Youngblood       12/18             CG Switchboard 

Toia Chambers             12/20             UC Call Center 

Brenda Shea                 12/26            Central Sched  

Lisa Gaspe                    12/31              Admitting  

Kelly O’Hara                  12/31            Central Sched  

Bernard Smith              12/31            CG ED 

Jody Williams               12/31            Data Services  

Welcome to the following new employees:  

 

Denneya Edwards                DT Central Reg 

Elijah House                         DT Central Reg 

 Damian Irvine                      Ambassadors 

 Marie Martinez                    DT  Central Reg 

Lorraine Montreal                 DT Central Reg 

Kara Kosters  transferring to the Cancer    
Center 

Shawna Warren  transferring out of the        
department 

Molly Schaefer  transferring to Verification 
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Did you know that the following training resources are available to you and can be found on the PAS 

Website at :  http://www.upstate.edu/ihospital/intra/pas/contact.php 

 

 

 

 

 

 

 

 

 

 

• Tips and Tricks: Outlining approved workflows 

• PAS Newsletter: Including updates and Registration Tips  

• PAS Bulletins: Highlighting specialized desk procedures 

• Policies: Link to intranet policies 

• Insurance Links:  Insurance Websites with instructions on navigating 

• Insurance Cheat Sheet:  Overview of insurance entry rules 

• Point of Service Resources: Co-pay collection tools and scripting 

• Have a Question?  Ask us!:  Email hyperlink to request information from Performance Im-

provement Team 

• UH Inpatient Handbook: Hospital guides with information specific to site 

• CC Inpatient Handbook: Hospital guides with information specific to site 

• Interpreter Services: Link to Interpreter and Patient Communication Services 

• Participating Provider List: includes  a list of  participating insurances 

• Training Resources: Sign-up for Lunch and Learn Sessions.  (If unable to attend, complete  

by Blackboard) 
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Did you know that in addition to the PAS Website, resources can be found on the Patient  Access Learning 

Home Dashboard. The dashboard allows easy access  to resources.  If something could not be found on the 

dashboard, the PAS website is easily accessed by scrolling to the bottom of the page.  

Nice feature to use is the BCBS pre-fix list.  To access just follow the steps listed below: 

1) Click on Insurance Links found under Quick Links  

2) Insurance sites will populate 

3) The BCBS Prefix List is the first one listed 


