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Customer Relationship Management (CRM) -Procedure
Responsible Office:	Yale Medicine	 
Procedure Sponsor:	Associate Director, Insurance Follow up					
Effective Date:		04/01/20266/23/2025	
Scope

This procedure applies to all YM staff who routes denials/inquires/coding/edit /compliance issues to the Central Business Office.

Procedure Purpose
The purpose of this procedure is to provide instructions on how to communicate with the Central Business Office electronically within the Accounts Receivable system.
[bookmark: _Toc425171621][bookmark: _Toc427373286][bookmark: _Toc425171622][bookmark: _Toc425171625]Procedure Sections 
Staff creates a Customer Relationship Management (CRM) based on receipt of a denial/edit in the Accounts Receivable System work queues or patient inquiry from a phone call or correspondence:

The CRM is sent to the centralized pool for review. After reviewing the CRM, it is routed to the department contact for resolution.

The Central Business Office reviews the CRM received. The reviewer returns the response with the action to be taken to the CRM sender if additional action is to be taken. If the balance should be adjusted, the CRM is returned to the adjustment pool. If the balance should be charge corrected, the CRM is returned to the charge correction pool. CRMs are then resolved and closed.

CRMs over 30 days and Voids are monitored and addressed with staff weekly.

Training updates and CRM tip sheets are available and stored on a shared drive for access by staff.

Reports are generated to monitor trends, volume sent and number outstanding by user. The CRM reason is also reviewed.


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. 

Contact Information 
· [bookmark: _Hlk497987165]Topic 1: Jennifer. Canepari@yale.edu	203-782-3804
· Topic 2: Robert.Blount@yale.edu	203-785-4609
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