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Complaints – Billing Compliance- Procedure
Responsible Office:		 Yale Medicine
Procedure Sponsor:		 Director, Centralized Patient Services				
Effective Date:			 04/01/2026
Scope
This procedure applies to all YM Patient Services Manager who handles all complaints received by the Patient Services Department regarding billing compliance.
Procedure Purpose
The purpose of this procedure is to provide instructions on how to handle patient complaints. 
	
Definitions
[bookmark: _Toc425171621]N/A
[bookmark: _Toc427373286][bookmark: _Toc425171622][bookmark: _Toc425171625]Procedure Sections 
Instructions
Written correspondence is opened daily by the Patient Services Department.
Incoming telephone calls and email correspondence are received daily by the Patient Services Department.
The following types of complaints (written or verbal) regarding compliance related billing will be given to the Patient Services Supervisor immediately:
Patient did not treat with provider
No appointment scheduled
Patient was not seen at Yale
Patient did not have procedure listed on the Explanation of Benefits
Other issues deemed to be compliance related billing procedures 
In the absence of the Patient Services Manager, all verbal or written complaints will be sent to the Director, Centralized Patient Services.
The Patient Services Manager will contact the patient or representative of the patient immediately to discuss the nature of the complaint and steps to resolve. All conversations will be noted in the EPIC contact history of the patient’s account.
The following is the procedure for the complaints regarding incorrect billing issues:
Patient never saw provider/ no appointment scheduled:
Review the account to determine if patient incorrectly billed and notifying the appropriate clinical department.  
The Patient Services Manager will email the pertinent information to the clinical department for review with an expectation of a response within 24-48 hours.
If no response within 24-38 hours complaints will be sent to the Director of Centralized Patient Services. 
Patient was not treated at Yale:
Check invoice for lab specimen sent to Yale by patient’s primary care physician
If not, follow procedures outlined in section ‘a’.
Incorrect billing, Patient questioning procedure performed:
Check invoice/patients’ chart for procedure
If Patient still states incorrect, follow procedures outlined in section ‘a’.
The accounts will be logged on a spreadsheet with the following information:
Date compliant received and Nature of complaint.

Special Situations & Exceptions
Exceptions to this procedure must be documented using the YSM Policy/ Procedure/ Guideline Exception Request - Form and presented to Claudia.Meyers@yale.edu. 
Roles & Responsibilities
· N/A
Contact Information 
· [bookmark: _Hlk497987165]Topic 1: Michelle.Colaccio@yale.edu 	203-737-2605
· Topic2:  Donella.Fields@yale.edu 	203-785-4205. -	
Related Information
N/A
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