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PURPOSE

This policy establishes Henry Mayo Newhall Hospital’'s (HMNH’s) principles and
guidelines for patient billing and collection practices.

This Patient Billing and Collection Policy is consistent with HMNH’s mission and in
compliance with the federal, state, and local regulations. All patients who have received
emergency or medically necessary care may apply for free or reduced care in
conformance with HMNH'’s Financial Assistance Policy. HMNH provides care without
discrimination based on race, color, national origin, citizenship, alienage, religion, creed,
gender, sexual preference, age, or disability.

This policy, along with the related Financial Assistance Policy, establishes HMNH'’s
procedures for collection of patient accounts. This policy seeks to balance financial
stewardship of collecting from patients unwilling to pay their accounts with compassion
for patients who are unable to pay.

For HMNH to responsibly manage its resources and provide the appropriate level of
assistance to the greatest number of people in need, patients are expected to contribute
to the cost of their care based on the requirements of their insurance, or in the case of
those uninsured/underinsured, based on their ability to pay.

DEFINITIONS

Follow-up and Collection for purposes of this policy, is defined as patient account
processing after billing has occurred.

Billing Cycle: The steps and process for accumulating information to generate a claim
and to follow up on the claim to resolution.

Collection Agency: An entity that contracts with HMNH to pursue collections on HMNH'’s
behalf. HMNH does not sell consumer debt for collection purposes.

Collections: Status of an account that shows the account is assigned to an external
Collection Agency.

Extraordinary Collection Actions: Actions taken by HMNH against an individual related
to obtaining payment of a bill for care that fall within the scope of 26 C.F.R. section
1.501(r)-6(b), including actions that require a legal or judicial process. However, nothing
in this policy will authorize HMNH or its subcontractors or agents to furnish any
information related to a patient’s debt to a consumer credit reporting agency.
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Financial Assistance Policy: Refers to the policy governing the administration and award
of charity care and other discounts based on a determination of financial need.

Pre-Collection: Status of an account when HMNH is working to bring a patient account
to resolution prior to any Extraordinary Collection Actions.

GENERAL PRINCIPLES

1. All patients will be treated fairly, with dignity, compassion, and respect.

2. HMNH has a Financial Assistance Policy (FAP) that is consistent with its
purpose statement, vision, values and government regulations. The policy is
broadly communicated to reflect a commitment to provide financial assistance
to patients who cannot pay for any portion of the care they receive.

3. HMNH’s FAP balances a patient’s need for financial assistance with HMNH’s
broader financial responsibilities.

4. Debt collection practices, both for HMNH and its external collection agencies,
reflect HMNH’s purpose statement, vision, and values.

5. Financial assistance provided by HMNH is not a substitute for personal
responsibility. All patients are expected to contribute to the cost of their care,
based upon their individual ability to pay, and applicable laws and regulations.

6. Financial assistance will be available for both uninsured and underinsured
patients, including patients that do not have the financial ability to pay for their
co-payment, coinsurance and deductible amounts.

7. HMNH provides patients with user friendly billing statements and uses best
practices in patient financial communications.

BILLING PROCEDURE

1. Billing Third-Party Payers: For all patients with health insurance, HMNH will bill
the third-party payer information as provided or verified by the patient on a timely
basis.

2. Billing Insured Patients for Patient Responsibility or Billing Uninsured
Patients: For emergency services, as required by the federal E.M.T.A.L.A. law,
HMNH will provide a medical screening examination and care to stabilize
patients. When a patient is determined to be medically stable by an Emergency
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Department medical provider, Patient Access Services (PAS) staff will perform a
complete registration, and attempt collection of any amounts determined or
estimated to be the patient’s financial responsibility. Time-of-service collection
may be waived and billed to patients if they are not able to pay at time of service.

For elective and non-emergent services, payment of patient’s financial
responsibility is due in advance or at the time of service, particularly for non-
covered services (as defined by the patient’s health care insurance plan) or
selected services which the hospital has negotiated for a specific service
described in a single case Letter of Agreement. HMNH may waive an advance
payment requirement for patients if the patient is eligible for Presumptive
Financial Assistance or submits a Financial Assistance application and
demonstrates financial hardship.

3. Third-Party Reimbursement: Under California law, the patient is required to pay
HMNH the entire amount of any reimbursement sent directly to the patient or
guarantor by a third-party payer for the hospital services received. If the patient
receives a legal settlement, judgment, or award under a liable third-party action
that includes payment for health care services or medical care related to the
injury, the patient or guarantor must reimburse HMNH for the related health care
services rendered up to the amount reasonably awarded for that purpose.

4. Requesting Itemized Statement: All patients may request an itemized
statement for their account at any time.

PROCEDURE
BILLING CYCLE
Generally, the billing cycle is:

Insured Accounts

Pre-registration

Registration

Discharge

Bill issued to primary payer

Payment received

Self-Pay statement 1 if patient balance
due

Self-Pay statement 2 (30 days after
statement 1) if patient balance due

Uninsured Accounts

Pre-registration

Registration

Discharge

Self-Pay statement 1 if patient balance
due

Self-Pay statement 2 (30 days after
statement 1) if patient balance due
Self-Pay statement 3 (30 days after
statement 2) if patient balance due
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Self-Pay statement 3 (30 days after Self-Pay Final Notice (30 days after
statement 2) if patient balance due statement 3) if patient balance due
Self-Pay Final Notice (30 days after No payment by day 180 (from date of
statement 3) if patient balance due initial billing), transfer to Collections

No payment by day 180 (from date of
initial billing), transfer to Collections

PATIENT BILL DISPUTES

HMNH has processes patients may follow to question or dispute bills. The name of the
office, its address, and a phone number to which disputes should be directed are listed
on all patient bills and collection notices sent by HMNH. HMNH will respond in writing
or by phone to inquiries made by patients within fifteen (15) business days of receiving
notice of the dispute. Should the dispute require further investigation, all collection
actions will cease until a final determination of the issue.

ACCOUNTS FOR DECEASED PATIENTS

HMNH bills for all accounts regardless of the status of the patient. In the event a patient
is deceased, the following steps will occur in addition to the process described in this

policy.

Accounts with aggregate charges greater than or equal to One Thousand dollars
($1,000.00) will have a lien filed against the patient’s estate. The purpose of a lien is to
secure payment against the estate, or if probate is opened.

In the event there is an estate for the deceased patient, and upon receipt of court issued
documentation, the Estate Executor or Administrator will become the legal
representative acting on behalf of the deceased patient.

The Executor or Administrator may apply for Financial Assistance consideration per
HMNH policy.

FOLLOW-UP AND COLLECTION ON SELF-PAY BALANCES BY HMNH

For any patient that has not provided proof of coverage by a third-party health insurance
plan at the time care is provided or upon discharge, as part of the billing, the patient
shall be provided with clear and conspicuous notice with Self-Pay statement 1 that
complies with Health and Safety Code section 127430.

Patients who do not qualify for HMNH’s FAP have the following options to resolve all
outstanding balances at any time prior to the assignment of an account to a collection
agency: (1) Payment in full or (2) Establish an interest free Payment Plan up to 60
months.
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Patient statements will be sent out every thirty days for four months (120 days).
Statements will include all accounts and service dates having a self-pay balance for
each account. Each statement will include a notification that indicates HMNH offers
financial assistance to its patients that meet established criteria, a Financial Assistance
Program application, and certain additional information regarding the Financial
Assistance Program as required by law and regulations.

The fourth statement is the final notice to the patient which shall include the information
required by Health and Safety Code section 127425(e).

Patient contact may be by telephone, text message, email or by any other notification
method that constitutes a genuine and reasonable effort to contact the party responsible
for financial obligation.

HMNH will utilize alternative methods to locate the party responsible for the obligation or
to determine the correct address on patient billings returned by the postal office service
as “incorrect address” or “undeliverable.” If there is no means to contact a patient or a
patient’s family, i.e., phone number is disconnected, return mail, Hospital staff or
Hospital’'s early out contracted billing services may utilize skip tracing, access to
databases, or other reasonable and lawful means to locate and communicate with the
patient or their legal representative to attempt collection. As soon as it is determined
that the patient or their legal representative cannot be located or contacted, but not prior
to 180 days after initial billing to patient, the balance will be referred to a Collection
Agency if the account does not qualify for Financial Assistance per HMNH'’s FAP.

COLLECTION PRACTICES BY HMNH COLLECTION AGENCIES

All accounts unresolved that are at least 180 days old (measured from the date the first
bill was sent to the patient) will be moved from “Pre-collections” to “Collections” , MH
under the authority of the of the Chief Financial Officer (“CFQO”) or his/her designee.
Exceptions are made for accounts where the patient has an application pending for
either government sponsored coverage (e.g., Medicaid) or for HMNH’s FAP, and/or they
are reasonably cooperating with HMNH in the effort to settle an outstanding bill. Under
these exceptions, HMNH will not send their bill to a collection agency.

In a Collection Agency’s first attempt to collect a debt, the Collection Agency shall,
among other regulatory requirements, include in the first written communication to the
patient a copy of the final notice provided by HMNH prior to referring the account to a
Collection Agency, along with information about HMNH’s FAP and a Financial
Assistance Application.
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HMNH, or its assignee, including a Collection Agency, shall not report adverse
information to a consumer credit reporting agency. Additionally, neither HMNH nor its
assignee shall commence civil action against the patient for 240 days after initial billing.

If a patient submits a Financial Assistance Application at any time during the Collection
Process, all collection activities will stop until the application is reviewed and either
approved or denied. Information provided for any Financial Assistance Application,
including income tax returns or paystubs, will not be used for collection activities. If
denied, the patient will have the right to follow the appeal the determination. The
exception to this process is when legal action has been initiated with and court ordered
actions have been issued. In this situation, the Financial Assistance Application will be
evaluated in parallel with the court issued action. If the Application is approved, proper
process will be followed to dismiss the legal action.

All HMNH Collection Agencies shall abide by HMNH Policies, as well as all applicable
federal, state, and local laws and regulations, when representing or working on behalf of
HMNH. All Collection Agencies will receive a copy of the approved HMNH Patient
Billing and Collection Policy to ensure compliance with the policy.

EXTENDED PAYMENT PLANS

HMNH and its Collection Agencies shall offer patients who qualify for Discount
Payments the option to enter into an agreement to pay their patient responsibility
portion and any other amounts due over time (“Extended Payment Plan”).

HMNH will also offer Extended Payment Plans for those patients who indicate an
inability to pay a patient responsibility amount in a single installment. The Extended
Payment Plan shall be negotiated between HMNH Patient Financial Services and the
patient and may take into consideration the patient’s Household Income, Essential
Living Expenses, and the availability of a health savings account help by the patient or
patient’s Family Members. All Extended Payment Plans shall be interest-free. If HMNH
and the patient cannot agree on the Extended Payment Plan, the hospital shall create a
“‘Reasonable Payment Plan”, which is defined as a monthly payment that does not
exceed 10% of the patient’s Family Income, as defined in HMNH’s FAP, for a month,
excluding deductions for Essential Living Expenses, as defined in HMNH’s FAP.

HMNH may declare an Extended Payment Plan no longer operative after the patient
fails to make all consecutive payments during a 90-day period. Before declaring the
Extended Payment Plan inoperative, HMNH or its Collection Agencies will make a
reasonable attempt to contact the patient by the last known telephone number and
provide notice in writing with the last known address to notify the patient that the
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Extended Payment Plan may become inoperative and provide an opportunity to
renegotiate. HMNH or the Collection Agency acting on HMNH'’s behalf will attempt to
renegotiate the Extended Payment Plan if requested by the patient. After an Extended
Payment Plan is declared inoperative and over 240 days have passed since the initial
billing of the patient, HMNH or its Collection Agencies may commence Extraordinary
Collection Actions (as defined below).

EXTRAORDINARY COLLECTION ACTIONS

HMNH shall not undertake an Extraordinary Collection Action at any time prior to 240
days after HMNH provides the first post discharge billing statement.

Any Extraordinary Collection Actions in progress at the time an incomplete application is
received must be suspended. Such collections may be initiated or resumed if a
completed application is not received or after a request for additional information is not
received after 30 days of notification. HMNH may resume Extraordinary Collection
Actions against an individual who has submitted an incomplete Financial Assistance
Application and who has not provided the missing information necessary to complete
the application 30 days after HMNH provides written notice that the additional
information is required.

Only the CFO may approve any legal actions to be initiated against the patient for
outstanding amounts owed to HMNH (unless noted below), including such actions that
may be taken by HMNH’s Collection Agencies, and are subject to the following
guidelines:

o Liens on assets greater than $5,000 other than real property. Liens on
real property are not permitted.

. Liens may be placed on a patient’s third-party claims, i.e., automobile
accidents, except verified workers’ compensation claims; no CFO approval
is required.

J Wage garnishments are not permitted.

o Liens against judgments.

HMNH EVALUATION OF COLLECTION AGENCIES

HMNH will evaluate the performance of each Collection Agency at least on an annual
basis, including patient reactions and complaints regarding Collection Agencies. HMNH
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will investigate and analyze complaints about the activities of Collection Agencies and
promptly make and document any necessary corrections.

Additionally, HMNH should obtain written statements from the Collection Agency not
less than annually attesting that they are following HMNH's policies and complying with
all state and federal laws.

HMNH shall maintain records relating to money owed to HMNH by a patient for five
years, including the following:

i. Documents related to litigation filed by HMNH;

il A contract and significantly related records by which HMNH assigns or sells debt
that the patient owes; and

iii. An annually updated list of (i) debt collectors to whom HMNH assigned or sold
patient debt and (ii) persons retained by HMNH to pursue litigation for debts owed by
patients on behalf of the hospital.

Additionally, any contract entered into by a hospital related to the assignment or sale of
medical debt shall require the assignee or buyer and any subsequent assignee or buyer
to maintain records related to litigation for five years.

REFERENCES
Patient Protection and Affordable Care Act

IRS Notice 2014-2 issued on December 30, 2013

Healthcare Financial Management Association Patient Financial Communications Best
Practices (2014)

Healthcare Financial Management Association Patient Friendly Billing Guidelines

California Health & Safety Code §§ 127400 et seq.
California Code of Regulations, Title 22, Division 7, Chapter 9.2
California AB 102
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California HB 2297
California SB 1061

ATTENTION: If you need help in your language, please call (661)200-1050 or visit the
Patient Financial Services office. The office is open Monday through Friday from 8:00
am to 5:00 pm, and is located at 23845 McBean Pkwy, Valencia, CA 91355. Aids and
services for people with disabilities, like documents in braille, large print, audio, and
other accessible electronic formats are also available. These services are free.

Spanish: ATENCION: Si necesita ayuda en su idioma, por favor llame al (661)200-1050
o visite la oficina de Servicios Financieros para Pacientes. La oficina esta abierta de
lunes a viernes de 8:00 am a 5:00 pm, y esta ubicada en 23845 McBean Pkwy,
Valencia, CA 91355. También estan disponibles ayudas y servicios para personas con
discapacidades, como documentos en braille, impresion grande, audio y otros formatos
electronicos accesibles. Estos servicios son gratuitos.

Chinese: % : MREFEZLUERMNESIRINF D) - 1514+](661)200-1050 = 1510 &E W
FRSINDHRZE - DRNEABE—2BH - EF8:00E T45:00, #:iikN23845 McBean
Pkwy, Valencia, CA 91355, IR HLEEATHWSTRSANER - MEXXXH - K
FEHR - EMREMS TIRIAIB 8T - KERSHB2REN,

Vietnamese: CHU Y: N&u ban can gitp dd badng ngén ngii cia minh, vui long goi s6
(661)200-1050 hoac dén van phong Dich vu Tai chinh cho Bénh nhan. Van phong mé
cua tu thu Hai dén thd Sau tu 8:00 sang dén 5:00 chiéu, dia chi 23845 McBean Pkwy,
Valencia, CA 91355. Chung t6i ciing cung cép céc dich vu hd trg cho ngusi khuyét tat
nhu tai liéu bang chii néi, in chii to, &m thanh va cac dinh dang dién td khac dé tiép can.
Nhiing dich vu nay 1& mién phi.
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Tagalog: PAALALA: Kung kailangan mo ng tulong sa iyong wika, mangyaring tumawag
sa (661)200-1050 o bumisita sa tanggapan ng Serbisyong Pinansyal para sa mga
Pasyente. Buka ang opisina Lunes hanggang Biyernes mula 8:00 am hanggang 5:00
pm, at matatagpuan 23845 McBean Pkwy, Valencia, CA 91355. Mayroon din kaming
mga serbisyong handog para sa mga taong may kapansanan, tulad ng mga dokumento
sa braille, malalaking letra, audio, at iba pang mga accessible na format ng elektroniko.
Libre ang mga serbisyong ito.

Korean: F2|: #5}t2| {2 =S0| ZQSIA|H (661)200-1050 2 ™ 2}SFAHLE 2k}
_E_ A

=8 AMHIA At 2 S L&) M AMFE 2E A2 EREFH s2EM| 2

=~
=
8:005E 2% 5:007tX|0|H, =2 £ 23845 McBean Pkwy, Valencia, CA 91355 @/ L|C},
XL 2 =M, 200 S 7|t E2 7tset MR @A 0 22 Fofols fet X[

MH[AE M SE L O] ME[AE= =2 LT

Armenian: NLCUNMYNFG@3NFL: Gt Qtiq wihpwdtwn E oqunipinLt Qtin Gguny,
futinpnud Gup quigwhwnptl (661)200-1050 Ywd wygtit Ipquintitiph $htwbuwlywi
OwnuwinLpinLbltph gpwubljwy: Spwubljwyp pwg E Gpynwprhhg nuppwie, dwdp
8:00-hg uhtisl. 17:00, W quntynrd E hGinlyw hwugtinud” 23845 McBean Pkwy,
Valencia, CA 91355: 3w2uwlnwudncpinLt nLitignn dwpnyuwig hwdwn hwuwibih G
Uwl odwlnwynLpinLltitin W dSwnwnLpinLlbtn, htswtu ophtwy thwuwnwpenpebn
ppwjny, Uté nwnwswihny, wninhn dlewswithny W wyp hwuwttih ElGYunpntwht
alLwswihtnny: Uyu swnwinipincbitpp waybwn Gu:

Persian: i a4 b 3,8 yulos 1050-200(661) - o,los b lab) ousls 5 ses b 4 SeS @ Sl iangs

9 Gl 5L 5eb5152 5:00 b aus 8:00 celw Sl dos b awisgy 51 58 ol .S daesl o ¢l low wlo wloss
23845 .3l ;> McBean Pkwy, Valencia, CA 91355 sl Iy 51,8l Sl wloas 9 BSeS .l osi gdlg
ol ol 592,90 505 o i B S iSIl SBL0Y il 9 wigo S550 Wl i bs a4 sll siilo «gleo
Miwd &l wloas.,
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Russian: BHUMAHWE: Ecnv Bam HyXHa NOMOLLb Ha BalLeM A3blKe, NOXanymcTa,
no3BoHuTe no Homepy (661)200-1050 nnun nocetute opmuc PrUHaAHCOBLIX Ycnyr Ang
MauunenToB. Ocurc OTKpLIT € NOHeaenbHMKa no naTHuyy ¢ 8:00 go 17:00 n HaxoauTcA
no agpecy: 23845 McBean Pkwy, Valencia, CA 91355. Takxe gOCTynHbI
BCMomMoraTesbHble CpeacTBa v ycnyru ang nogemn ¢ orpaHMyYeHHbIMYU BO3MOXHOCTAMU,
TakKue Kak OKYMEHTbI Ha Wwpudte bpanns, KpynHbiM WpUgTOM, ayamo n apyrmux
OOCTYMHbIX 9NEKTPOHHbIX (hopmaTax. ATn yCnyrn npeaocTaBnsaoTcs becnnaTHo.

Japanese: ;& CHEDEETHER— FHARELZE(X. (661)200-105012FHFEEELY

Eh, BEERMY—ERFT T4 RITHBLLESW, #7404 XIZAEBHSEER
DFRISEEM 5 FR5BF000 £ THRWLWTH Y. FAT1X23845 McBean Pkwy, Valencia, CA
91355T3, m=FE, KiFF. BFE. TOMOT IS INLEEFIA—T Y FOXER
E.BEOHLIFD-ONDXIELEY—ERLFHATEET, ChHDY—ERIIEHT
ER

Arabic: o 6,5 9l- 0732-755 (831)- 8l wle Jlaidl woy iz t3cluall o] dalsy S 13] zolgl
o9 819 «£luo 5:00 wis Blus 8:00 delull wo deasll Wl ol oo 2ito wiSall .sus yall ddloll Gloss

23845 McBean Pkwy, Valencia, CA 91355. &l S jolba) wlosslly wlseluall Lal 3
il wloxs)l 030 . indl dg LSIN | Gligiil] o B ey igally b uSll dcblally (i dsy oy G5boll Jo.

Punjabi: o1 fe€: Agrg 3ard »mudt 3 f&g Hee € 83 3, 3t faaur 99 (661)200-
1050 3 I8 Jd A Ui SEAHS ATl © TE3d '3 76| ©E3d AHEd 3 HJded A
8:00 TA 3 T 5:00 <1 39 Y& IfJeT J, »13 f&g 23845 McBean Pkwy, Valencia, CA
9135573 A3 J| fenm Agdst =% St Te g8, <3 »iudi, »islE, »i3 Id A%
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fedaaad granct iy TAzRA <adihHi Ay Reet & Quwgy 7% | frg Reet g3
d&|

Cambodian (Khmer): (Ut &: (UASIOHAEIMISSWNMIUNHS
ugsIFisHisimSiue (661)200-1050 yHulimuAm TG wihAygtimia g sAs e
MIINUWIGAAISGS2 Ui iUuMiEn s 8:00 (1™ JUIENH 5:00 NG
SHSSmMH1S] 23845 McBean Pkwy, Valencia, CA 91355,4 BUMIANR S
SHINAYUENUYSNIMNEREISAMIMN SG6M A/ NINManijun Hejs
nisiH SHsHMmHSGESMIRpEns] AR Mmoo SKEIRN
AU SINIS AN S ARG

Hmong: CEEB TOOM: Yog tias koj xav tau kev pab hauv koj hom lus, thov hu rau
(661)200-1050 los sis mus ntsib Lub Chaw Pab Nyiaj Rau Cov Neeg Mob. Lub chaw ua
hauj lwm ghib txij hnub Monday txog Friday thaum 8:00 teev sawv ntxov txog 5:00 teev
tsaus ntuj, thiab nyob rau ntawm 23845 McBean Pkwy, Valencia, CA 91355. Cov cuab
yeej thiab kev pab rau cov neeg xiam oob khab, xws li cov ntaub ntawv hauv ntawv
Braille, ntawv loj, suab lus, thiab lwm yam hom ntawv hluav taws xob kom yooj yim nkag
mus tau kuj muaj thiab. Cov kev pab no yog pub dawb.

Hindi: €919 &: SRR 3! 3T HTST H HE B! SRexd 8, df HUT (661)200-1050 TR Hid
H 1 URIC BIRAREd Jarsfi & wrafad § od | HAag HaR ¥ YEHAR a6 Jag 8:00
o ¥ M 5:00 §91 db [T T8 7, 3R Tg 23845 McBean Pkwy, Valencia, CA 91355
R T g1 i ara anl & fore Terae a1t +f Iudsy €, S 39, 98 31eR, it
3R 3 UgaH d1d 3aae e IRy | 3 I ud ] |

Thai: Tdseanu: naadesnmasanuaomae lunsvesan nsanlng (661)200-1050
wiatth3uusmsnsuinnuuimamasudmsudte snnwdaldusmstudunstsans im
8:00 u. 4 17:00 u. uazaaeil 23845 McBean Pkwy, Valencia, CA 91355
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