
About

While auditing paid claims for a hospital client in Arizona, Titan staff discovered 

two outpatient claims where each had $27K transferred to patient responsibility.

Challenge

Although the two claims initially appeared to have been processed correctly, it 

seemed unlikely that the hospital would be able to collect this sizable balance from 

the patient. Based on Titan’s claim payment experience, a $27K patient balance due 

for a single outpatient visit seemed very suspicious. The auditor investigated further to 

determine whether the claims had been processed according to the terms of the 

contract.

Solution

Titan’s research found several instances of the same medication being administered 

to the patient during numerous visits within the same calendar year. On all previous 

claims, the patient had $0 applied to patient responsibility. The auditor called the 

health plan and confirmed that the services were, in fact, authorized. When pressed 

to explain the payment discrepancy, the health plan admitted that the two claims in 

question had been processed as out-of-network claims in error. After the auditor 

verified that the facility was still a contracted provider, the health plan agreed to 

reprocess the claims and paid them both ten days later.

Results

A very grateful patient is no longer financially responsible for $54K of medical bills and 

the hospital has received full payment from the payor on the two underpaid claims. 

Hospital collection staff are also now more aware of unusual balance transfers to 

patient responsibility.

Suspiciously high patient co-payments 
prompt investigation; processing error 
discovered and claims paid.
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$54K 
collected

C A S E S T U D Y

“Make it a point to 
question high dollar 
patient balance 
transfers. Be sure to 
verify benefits, and if a 
payor applies more to 
patient responsibility 
than you can justify, 
research it further.” 

Nicole Helfrich
Client Delivery Manager
Titan Health

For more information, visit
Titan-Health.com


