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Correct patient identification is THE most important role of Patient 

Access employees when it comes to ensuring safe patient care. 

This includes proper name search (do NOT rely on only searching 

by date of birth). Complete the steps necessary for a proper name 

search before starting a new record. Review Name Search Guide-

lines here. 

The last important check-and-balance is confirming spelling pa-

tient name, including middle initial, and date of birth when applying 

a patient ID band to the patient. Skipping this step is a violation of 

Upstate’s Patient Identification policy I-02 and can result in harm 

to the patient. 

We’ve been experiencing an increasing number of concerning er-

rors. Getting it wrong can result in patient receiving care based on 

the wrong patient history, administration of the wrong blood prod-

ucts, providers not having patient’s current diagnoses, medica-

tions and allergies. It also erodes the patient and family’s trust in 

Upstate. 

Take your time to develop good habits and slow down to ensure 

you have the right patient identification. 

https://upstate.ellucid.com/pman/documents/view/246?
https://upstate.ellucid.com/pman/documents/view/246?
https://upstate.ellucid.com/pman/documents/view/1247
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•   For unidentified  pediatric trauma pa-

tients, enter the date of birth as 01/01/ 

(current year), unless the correct DOB is 

known. 

•   Be sure to review the patient and guaran-

tor address during the registration  pro-

cess.  

•    Collect missing SSN numbers whenever 

you can, as they help with patient identify 

and insurance look up.  

•    When reviewing RTE, always document 

any discrepancies in Payer Filed Name/

Payer filed Sex for the covered member. 

Document  discrepancies for the          

subscriber in the Payer Returned Name/

Sex /DOB.  

•    Note use of the W/C Generic and N/F 

Generic plans should only occur after a 

thorough search of Epic plans results in 

no plan found under the carrier.  

•     Verify MyChart enrollment for each       

patient.  

Quote of the Day 

 “ When you help others feel important, you 

help yourself feel important too. “    

     —— David J. Schwartz  

 PAS Power Hour 

Topic:  Safety 

Hosted by Nicholas Newcomb 

 Assistant Chief of Upstate Police 

Friday October 17th, at 2pm 

 UH  Cancer Center 

Room C1076 A/B/C  

Join the meeting now  

Please click on the link above to access the 

lunch & learn. Please follow the prompts for 

access.  

Join the Teams Meeting by clicking on the 

link above or typing the address listed below 

in a web browser window.  

    If you have trouble with the links use the    

 Meeting ID and Pass codes below.  

https://www.microsoft.com/microsoft-teams/

join-a-meeting  

       Meeting ID:   246 043 151 168 2  

    Pass code:   aB9oa3bz  

https://teams.microsoft.com/l/meetup-join/19%3ameeting_YmIwNTY0YWMtMjhlMi00NGU4LWI3NWUtNDAyMTI4NjdhMzk1%40thread.v2/0?context=%7b%22Tid%22%3a%225cf50a66-5e26-41dd-89f8-83cf73ffee98%22%2c%22Oid%22%3a%2233207086-3233-4c11-8ee0-17a713d2c654%22%7d
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                     Patient Photo ID   

A photo ID is crucial for patient identification, ensuring the correct 

person receives the right treatment and medication, which pre-

vents medical errors and enhances patient safety.  

 Also ensuring we have the correct patient prevents the creation of duplicate patient 

records and then having to merge the record if discovered.  

Policy:  

   It is the policy of Patient Access Services to request a form of photo              

   identification from any patient 18 years of age or older at each visit (inpatient,                 

   outpatient or emergency room) at any University Hospital site. This process  

  will ensure that the patient presenting is not misrepresenting another person   

  and that care is  being delivered to the correct patient.  

Procedure:  

   Each time a patient 18 years or older presents for service, registration staff or  

    other designated personnel must ask the patient for photo identification. 

Acceptable forms of ID include: 

              Driver's license 

              Sheriff's ID 

              Passport  

              Military ID 

              Non-driver’s license 

At registration, always check to see if the driver’s license, passport, and/or military ID 

is valid. If expired, simply advise the patient they will need to bring in a valid form of 

photo ID to their next visit.   

Document in the description field within the documents table that the ID was ex-

pired and the patient was advised to bring in an acceptable valid form of ID.  

Monthly Alert-Insurance Corner 
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Going forward, results will be 

featured quarterly showing the 

top 5 departments with the high-

est percentage of patient partici-

pation for OK to Contact for 

Research Recruitment.  

Results will be featured 

quarterly in the          

newsletter.  

Insurance Basic Classes Schedule 

Note: The Insurance Basics Class will be offered from 

8:30 to 4:30 on the 4th Thursday of every month.  

Sign up will be available in Self-Serve.  

Office Hours with Shelley White or Kaniesha Mason will be      

offered via Conference Call or MS Teams.  Please call Carol 

at 315 464-5035 or email Carol at andrewsc@upstate.edu) to 

schedule.  

Patient Identity:  Be sure to review the Name and DOB of EVERY PATIENT prior to putting the 
bracelet on their wrist. If there is any doubt, feel free to ask for photo identification for verification 
purposes. Also review patient photos previously taken at the time of registration to prevent identi-
ty theft. 

Reminder:  A registrar’s role in patient safety is properly identifying a patient 

mailto:andrewsc@upstate.edu
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Listed below is the test window and dates for anyone interested in taking an 

upcoming exam.  

 

 

 NAHAM Contact Hour Guide  

The CHAA and CHAM certifications require achievers to earn contact hours to-

wards maintaining their certification. Contact hours are separate from the ongoing 

work experience required for recertification and are specific to education, training, 

and other activities related to patient access or healthcare. NAHAM offers year-

round opportunities to earn contact hours, including the Annual Conference,     

webinars, volunteer opportunities, and more.  
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Welcome to the 2025 Community Giving Campaign Pledge! 
  
We all know time are tough with grocery prices rising and National Grid increasing their 
rates.  And with the government cutting or canceling some services all together we need to 
come together and help out those less fortunate than us.   
  
Please consider donating to one of many worthy causes we have locally or globally.  A one-
time donation of $26.00 would be less than $1.00 a day for the month.  A $52.00 donation 
for the year would cost $0.15 a day.   
  
Alone we can do a little but if we all put forth a little effort to helping our neighbors and may-
be one day ourselves, isn't $0.15, $0.30 or $0.60 a day worth it? 
  
Please consider donating.  You can donate through payroll deduction, or you can make a one-
time donation. 
  
Thank you, 
Carol 
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Compliment for Karicia Axson 

"Karicia is always willing to learn new things, she takes the initiative to learn and help other 
staff and especially patients. She will walk or wheel patients to where they need to go with a 
smile." 

You’re a Star –Kim Durand 
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I just wanted to extend a heartfelt thank you for your amazing support and guid-
ance on the Passage Point project for the PAS ED team. I have to admit—it’s the 
fastest project I’ve ever worked on ,and that’s entirely thanks to:  

• Kerry Wallace & Kevin Bigelow - IMT Team 

• Kellie Hemry & Connor Ransier -Ambassador Team Leaders 

• Brenda Passardi QIM, & Dustin Adams- Data Support specialist. 

Your responsiveness, collaboration, and expertise made everything run so 
smoothly. Truly impressive work! 

Best Regards,  

Hayam Khalil, CHAM 

PAS ED Manager 

UH&CC ED 

Kudos from the Family Medicine Nurses at Nappi to Debbia Nelson from the ACC-  

Debbie, thank you so much for sharing with one of our patients that we were working on 
obtaining her required results.  That saves us precious time to address other priorities 
and we see and appreciate your going that extra mile to support patient care !! 
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Good afternoon, 

I am writing to share a note of appreciation for the staff at Upstate. 

Today, while on my lunch break with my colleague, Hayam K., we encountered a visitor sitting 
on the curb in front of the hospital, sobbing hysterically while holding a small dog. As we ap-
proached to see if we could help, we realized the dog had passed away. The visitor shared 
that she had just been visiting her very ill brother on 9E, only to return outside and discover 
that her dog, who had been waiting in the car with a family member and appeared to have 
breathing trouble, had sadly died. 

Her relative asked if we could stay with her while they searched for a way to care for the dog. 
We offered water and tissues but quickly recognized that what she truly needed was comfort, 
privacy, and support. Hayam and I reached out to Patient Relations and Spiritual Care, both of 
whom responded without hesitation. 

Jean from Spiritual Care went above and beyond, compassionately holding the dog so that the 
owner could gently wrap him in her jacket, while offering calm presence and comfort. Bethany 
S. from Patient Relations arranged to provide the visitor with a private space where she could 
process the situation. Ultimately, the visitor went to Spiritual Care, where she was met with 
warmth, prayer, and genuine compassion. 

In the midst of what had been a chaotic day, witnessing this kindness was a much-needed re-
minder of why I am proud to be part of this organization. The visitor was not a patient, but in 
her moment of distress, she needed us—and our team showed up with humanity and care. 

Thank you for taking the time to read this, and for recognizing the incredible staff who make 
Upstate such a special place. 

Sincerely, 
Kaniesha Mason 

 

Kaniesha M Mason 

Director of Registration 

University Hospital RM 1321D 



 10 

 

 

 POS Collectors (listed by number of accounts) for the month of      

September 

Brett Parsons …………..…...Collected  on 215 accounts ($35,340) 

 

Shakira Telpha ……...Collected on 59 accounts ($3,132) 

 

Katelyn Jaeger…...Collected on 52 accounts ($8,139) 

 

Zainab Dougherty ………...……....Collected on 52 accounts ($5,231)  

 

Lorrelle Ash………..... Collected on 51 accounts ($12, 720) 

 

Lets all try to make 2025 a ground breaking year with off the chart 

collections !!!  
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Admitting: 

Outpatient Administrative Specialist 

 

Ambulatory Call Center: 

Sr. Call Center Representative 

 

CC Switchboard: 

Clerk 1 Operator 

 

Nappi: 

Ambassador 

Patient Access Associate 

 

Ambassadors: 

Ambassador 

 

Downtown Central Reg: 

Registrar  

 

ED Registration: 

Outpatient Administrative Specialist 

 

PID/Float: 

Senior Registrar 

Performance Improvement Specialist 

 

Pre-Services: 

Central Scheduling Coordinator 
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October Birthdays  

Tricia Eldred                10/01                     Pre Admissions 

Hannah Stilwell            10/01                   Central Scheduling 

Katelynn Jaeger           10/02                    DT CR 

Greg Schuyler              10/02                     Amb Call Center 

Alexander Colella         10/06                    Amb Call Center 

Lori Covington              10/07                    ED Reg 

Coleen Schaefer           10/09                    Verification 

Maggie Durham            10/10                    Pre Reg 

Shelley White                10/10                    All 

Shaunvay Lampkin       10/11                    DT CR 

Anne Otterness             10/12                    Pre Admissions 

Ruth Hooker                  10/14                   ED Reg 

Mariya Yakuta               10/14                   Amb Call Center 

Hayam Khalil                 10/15                   ED Reg 

Marisol McCullin            10/15                   Amb Call Center 

Adrianne Brown             10/16                   UC Call Center 

Marty Prater                   10/16                   MDD 

Robin Thomas               10/17                    Data 

Megan Carey                 10/19                   Admitting 

Stacy Wieczorek            10/22                   Nappi 

Jessica Bowles               10/23                  ED Reg 

Zainab Dougherty           10/24                  CC CR 

Kachelah Flournory         10/25                   DT CR  

Amanda Parsons             10/28                  DT CR 

Colby Walker                   10/30                  Nappi 

Welcome to the following new employees: 

 Danielle Carrera                    Amb Call Center 

Shaunvay Lampkin                 DT CR 

Melodi McIntyre                      Nappi 

Abdias Nguemadi                   DT CR 

Loraine Serrano-Geraldo        CC CR 

Anne Otterness accepted Pre Admission/
Verification position 

Alex Hike accepted Patient Access Associate 
position on PID Team 

Sharonda Richardson accepted Patient Ac-
cess Associate position on PID Team 
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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 

Improvement 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, com-

plete  by Blackboard) 



 14 

 

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 


