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A Strategic Plan Doesn’t Have To Be Five Years

Dust yourself off, wipe that
slate clean. plant new ideas,
and begin lo think and
dream big. Spring has sprung
and summer is here, so begin
to take action steps now to
set goals and objectives for

your health care
organization’s new fiscal
year. Develop and

implement a plan for your
business success, and as a
value-odded your team will
experience personal and
professional growth.

You may have tied shategic
planning or goal setfing in
the past, but today is a new
beginning and health care
providers must systemalically
deal with the present busi-
ness neads, while looking ot
the opportunities that fie
ahead. Business plans must
be flexible encugh to bend,

and the systems must be in
place to flow with the needs
of today and the next three,
five years. Don't throw away
the idea of a Syear plan; il s
still important when your or-
ganization s considering
plans for plant/campus ex-
pansion or for any large capi-
tal investmenis. Again. the
look into the future is fo plan
for success, and fo be suc-
cessful,

Try not to have a knee jerk
response and react. For every
unplanned action, there i a
reaction. The reaction may
cost your organization more
then just dollars, but also in
staff loyalty and in customers'
perceptions. So keep in mind
that one thing we know is
that change is cerfain, and
an organization must be pre-
pared by having a solid foun-

dation and a solid plan to
gither be ahead of the
wave of rde out the
wave. Without a selid
foundation, your feet may
not be well planted, and
with the next tide, your
legs will be pulled out
from under you.

Keeping in pace with the
changes, better yet anfici-
pating the wave of
change and being ahead
of the wave will help your
organization fto betlter
navigate the coming
changes. This takes fime
and each health care or-
ganization must keep in
mind the adherence fo
their mission and vision
when establishing s
goals.

Continued on Page 2
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Relationship Management: Are We As Good At It as We Think We Are?

Relationships are key fo eve-
rything we do in health care
and indeed in all businesses.
One of the lotest big frends
is Customer Relationship
Management or CRM. We
suggest that CRM needs lo
be envisioned in a very
broad context to include
not only the traditional cus-
tomers of health care
(patient. family, physician,
refemal sources), but also
our vendors, employees,

payors, regulatory agencies,
and, yes, even the community
in which we are located. With
each of these “"customens” we
need a positive, successful re-
lationship to ensure the pros-
perify of our business,

The key to developing the posi-
tive, successful relationship with
each of these “customers” lies
in truly understanding exactly
what eoch one needs and
wants out of the relationship.

Following this we then
must devise and imple-
ment sirategies fo suc-
cessfully fulfill these diverse
needs. As the needs are
fulfiled for each customer,
the heagith care operafion
will need to camy out o
validating process to en-
sure that the needs were
met satisfactorly, and that

Continued on Page 3
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A Strategic Plan Doesn’t Have

To Be Five Years -continued from
page 1

What Strafegic Health Care Solufions
(SHCS) would suggest is to begin by
first continuing to build on the momen-
tum your organization/facility has de-
veloped over the past year. Write
down your organization's accomplish-
ments from last year in order fo de-
velop a benchmark to measure this
year's undertakings.

Invite your team fo the table. and
share with them the focilifies accom-
plishments, and alko share with them
the areas thal didn't fare so well; and,
discuss why without finger poinfing.
Talk about how this can be addressed
or be prevented. Remember, the most
successful planning does not happen
in @ vacuum but in the give and take
of sharing of ideas.

As the manager, become the facilitator
and enhance your and your team's in-
terpersonal communication by discuss-
ing as a team the organization's prob-
lems, its goals and objectives; and, how
as a team, we are going to systemati-
cally reach these goals and objectives,
and when.

When goals are listed and the plan is de-
veloped; appoint the person who can
operationally manage the implementa-
tion and modification of the plan. Set
measurable objectives for each godl,
and write down a plan to accomplish
each objective. And lastly, stay passion-
ate. The passion is what got you inter-
ested right?

We would like you and your team to re-
member to take joy from the process,
and work piece by piece to get the final
outcome, and, to use the small success
to fuel your continued efforts and moli-
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vate yvourselt and your team fo-
wards your goals.  All of the fore-
going steps are things you can do.
All are not easy. All are well worth
doing. and worth doing well
One. two, five years from now you
will all look back and smile and say
“what a successful journey. We
dared fo dream big. and we
planned, and each and every day
we worked our plan to meet ouwr
objectives and to realize our
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terms are being fulfilled. This is an
aclivity that may save resources.
either fime or money or both. A
thorough vendor audit is a key
opportunity for your facility o bei-
ter manage costs/budgets, clini-
cal integrty, contract compli-
ance and the overall relationship
more effectively.

Vendors are key defiverers of medical
services and supplies, and finding the
“right* vendors and how to manage
your relationships with those vendors
are exfremely important to your facil-
ity's financial and clinical success.
Communicafion and a writfen agree-
ment are necessary fo ensure a suc-
cessful relalionship when biling for
these services under consolidating bill-
ing. As partners in the delivery of health
care services the facility with each of its
Part B service vendors s required by
CMS to have a wiitten amangement in
order to be in compliance with your
Medicare Provider Agreement.

It is the SNF's responsibility fo communi-
cate to the supplier if the facility is respon-
sible for the payment of those services
under the consolidated biling require-
ment, and, in tumn, it is the Part B vendor's
responsibility to ascertain if a SNF or a
Home Care Agency B responsible for
payment prior to delivery of those ser-
vices. When it is the responsibility of the
SHF to pay, it would behoove the vendor
to get prior approval before the delivery
of the Part B service. Remember. the SNF
is not just the conduit of billing/payment
of these service, but through their agree-
ment with CMS they have the professional
responsibility and confrol over these ser-
vices, and it is their responsibility for the
guality and the timeliness of these

A vendor audit should consist not
only of a review of billing but also
a review of the contract temns
and conditions. Furthemmore, you
need to determine if the vendor
has been responsive fo your
needs, have the contract temmns
and conditions been metf, and
has the overall experence been
a positive one. If the answer to

A written business agreement safe-
guards both parties. This written agree-
ment must outline terms of payment

and the means of resolution of a dis- services  under one or more of these questions is
puted claim for all services subject to Federal regula- not a resounding “ves”, there is
consolidated biling. The supplier is pro- fions al 42 CFR room fo improve. :

tected since the agreement states that 48 (h) (2).

the vendor will be paid by the facility
directly for those claims subject o con-
solidated biling (otherwise the service
provider may have difficulty obtaining
payment from the SNF in the absence
of a wiitten agreement). and CMS will
not find the SNF in viclation of its Medi-

Room to improve is opportunity:
an opporunity to manage the
relationship better, an
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