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Get Down to Basics and Avoid
HR Pitfalls

By Christy Beauchamp

The acronym HR has always been somewhat intimidating to me. For a partner in
a small business, human resource (HR) functions are a part of the job bucket, but
not exactly my forte. Addressing employee issues can be time-consuming and
frustrating, especially when your primary business responsibilities lie elsewhere.
Give me sales and marketing any day.

Fortunately, our company has a full-time operations manager who does a
fantastic job with team growth and development. My sanity has been somewhat
restored, but it s still in recovery from several years of HR trial-and-error and the
hard knocks of dealing with employee issues for which | was not prepared. There
is no way to summarize the lessons learned in the trenches, and there is no quick
and easy recipe for HR. However, some basics can serve as a cornerstone from
successful human resource practices for those of us who are non-HR profession-
als. Of the many lessons learned, my favorites are these:

Lesson Number One: Respond Don t react.

Straight out of the Career Tracks course Criticism & Discipline Skills for
Managers, this is by far the most important lesson to take to heart. For a majority
of private practitioners, employees are more than individuals in your office; they
are family, often quite literally. As we know, there are advantages as well as
challenges that accompany such a close-knit environment. When personal and
business relationships meet that unforgiving gray area, train yourself to respond,
not react, to any given situation. Reacting is emotionally driven and can exacer-
bate the issue. Responding means taking information, absorbing it, and delivering
an action or reply. This is easier said than done, but it is an HR basic must-do.

Lesson Number Two: There is more than one way to view HR.

The cup is half-empty: Dealing with employee issues is a huge responsibility
and not always pleasant. The good news is that you can manage it by establish-
ing good basic ground rules and expectations for employment, examples of which
are outlined below.
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APTA Legislative Alert

SUPPORT FOR MEDICARE DIRECT ACCESS UNDER ATTACK -
IMMEDIATE ACTION REQUIRED

According to the most recent Legislative Alert routed by the APTA, Medicare Direct Access is confronting
the most serious opposition it has ever faced. "Opponents are contacting every cosponsor of Medicare
direct access and urging them to reconsider."

The Medicare Patient Access to Physical Therapists Act (H.R. 792/S. 493) will be reintroduced in Janu-
ary. The APTA notes that it is CRITICAL for therapists to contact their Members of Congress NOW, en-
couraging previous cosponsors to again support Direct Access, or urging those who did not cosponsor to
reconsider when it is reintroduced.

All of the resources and information you need to help promote and support Direct Access to physical ther-
apy are provided on the APTA website at http://www.apta.org/Govt Affairs Additional questions may
be directed to Michael Matlack at michaelmatlack@apta.org, or at 800.999.2782, ext. 3163.

Contracting Corner

First Health News

SPT Client changes: First Health has recently announced Hartford as a new client under its Specialized
Physical Therapy (SPT) program effective July 1, 2004 in California and Texas. Liberty Mutual has been
suspended from the SPT program effective 8/24/04.

Updated Client Listings: We encourage you to check the First Health client list regularly for the most
up-to-date client information. The list is available on the First Health website, and is state -specific as well
as product -specific (indicates if the First Health client is participating with GH, Auto, W/C, SPT,

etc.). Instructions on how to access this information are included in the memaos originally sent to our
members. Additional copies of the memos are available by contacting PREFERRED at 800-664-5240.

Non-valued codes clarification: We would also like to clarify that the reimbursement for non-valued
procedure codes under the First Health/CCN Fee Schedule are reimbursed at 85% of billed charges.
This applies to all product lines including group health, auto liability, workers "tompensation, SPT and
FHPS (in applicable states). Please note this clarification on your First Health fee schedule.

Affiliated Health Funds

Durable Medical Equipment (DME) requires pre-authorization and may require the use of a contracted
AHF network vendor. Please first contact the number referenced on the patient s card for further instruc-
tions. AHF network vendors: Experea 866-397-3732 or Ultimate HealthCare 866-485-8463.

New Agreements

PREFERRED has signed an agreement with Interplan Health Group (IHG); formerly Interplan and
Accountable Health Plans, effective November 1, 2004. Previously, PREFERRED held separate contracts
with each organization for various states. The new contract reflects the merger of Interplan and
Accountable Health Plans as a national contract with the addition of Workers Compensation.

PREFERRED completed an agreement with BestCare, Inc. for group health products. The agreement
covers Arkansas, Mississippi, and Louisiana with an estimated effective date of December 1, 2004.




2005 Deductibles and Co-payments

As we begin the New Year, remember that deductibles for most insurance plans will be reset. When
verifying insurance benefits on a patient, it is recommended to inquire about co-payments and deductible
amounts. Specifically ask if the patient has a co-payment and/or deductible, and if so, what amount. If the
patient has a deductible, has that amount been met? Only covered services are applied towards the
deductible amount, and are based on the covered amounts. Additionally, the deductible is allocated as
claims are received, not by date of service.

It is advisable and cost-efficient to collect co-payments and deductibles from patients at the time of
service. This will save on future collection efforts, which can be time consuming and often unsuccessful.

Also noteworthy is the Medicare Part B deductible, which will increase to $110 effective 1/3/2005.
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The cup is half-full: Being in a position to nurture an employee s professional development and personal
growth is a privilege. You have a unique opportunity to be both a resource to your employees and a
mentor. This perspective positions you as a proactive motivator rather than a reactive disciplinarian.

Lesson Number Three: Lay the groundwork.

Clearly spell out expectations so that there is no question of what is required to remain employed at your
company. It is hard for employees in a small office not to take business decisions personally. That is
precisely why it is critical that company policies and expectations be clearly communicated at the
beginning of employment and reinforced on a regular basis. Formalize policies in your employee manual,
have each employee sign and date that they have read and understand company policies, and make sure
everyone adheres to them, including you. When employee issues arise, the policies are your basis for
drawing the line between personal and professional. At minimum, establish the absolute basics.

Many of us assume that everyone shares our work ethic and that it should not be necessary to codify the
most basic of expectations in writing. However, failure to do so can leave you wide open to argument (or
worse) if you find yourself in a position of needing to counsel an employee toward positive work habits.
Focus on the fundamentals and build from there.

For example, basic requirements of employment at ABC Rehabilitation include the following:
- Timely arrival at work.

- Professional and courteous conduct toward clients and coworkers.

« Complete adherence to HIPAA regulations.

- Adherence to company policies regarding dress code; personal use of company resources (e-mail,
phone, etc.); procedures for requesting time off, sick leave, etc.; and overtime policy.

Draft a policy for each major point, and you re on your way.

By spelling out standard policies and basic employment expectation, you have the foundation for a solid
business platform. Reinforce your expectations in staff meetings, during performance evaluations, and in
your everyday actions. Lead by example, stay the course, lay the groundwork and spend more time
with your patients.
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