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From the President

Brenda Hulbert, MBA, RNBC, FAACVPR, AACC, FACMPE
President, CMGMA
The New Year is upon us
and I am sure you have
defined and are carrying out your New Year’s
resolutions, such as: living a more balanced
life, eating healthier, exercising more, and so
on. These resolutions provide a way for us
to focus on a few solid initiatives to better
our personal lives. That focus is helpful, and
most experts say that three to five goals are
the most that should be set at one time, for
both personal and professional endeavors.
At the same time you are working on your
personal goals, do not forget to focus on your
professional resolutions as well as those of
your organization. What will it take for you
to get to where you want to be by this time
next year? Is it a new certification (maybe
the new Certified Coding Class that MGMA
is offering), advanced education, or maybe
even a new job. If you are not a member
of National MGMA, what is stopping you?
Joining National MGMA provides you access
to valuable education, benchmarking data
tools, advocacy, resources to enhance your
career by achieving certifications and more!!
MGMA membership equips you with the resources, training and education you need to
enhance your practice’s performance and
your career. What is your professional next
step?
Your organizational resolution and strategies
are obviously important as well. Does your
organization have a strategic plan? Is your
mission clearly defined? If not, your first
resolution should be to develop one. Goals
and strategies of your organization should be

aimed at improving patient access, decreasing cost, improving quality of care, keeping
staff working at the top of their license, better coordination amongst the professionals
inside and outside of the organization, creating disease clinics that help patients stay
healthy, and ultimately focusing on population health and patient management strategies. All of these initiatives keep patients
healthier, reduce admissions and readmissions, and reduce the cost of care to the system. Each of these goals together provide a
more powerful set of tools to redesign care
delivery. This is the time I take every year to
take a deep dive into every part of our practice. I look at how we are meeting our goals
and what we could do to improve them. By
being a member of National MGMA and
completing the surveys for salary and costs,
you assist yourself and others to set benchmarks for comparison.
All of your goals are hopefully about optimizing your organization and you. Strategies
require appropriate governance and leadership, and can shift a culture towards being
more patient centric and successful. This
sets the stage for growth and success. What
are your strategies for 2019? How are you
going to prioritize in order to improve patient
care and organization effectiveness? How
are you going to advance professionally and
personally? What should be most important
is that you continue your journey toward excellence. Start where you are and take the
next step forward. Maybe it is a small step
or maybe large, but what is important is that
you and your organization are focused on its
mission and continuously moves forward.
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Internal Customer Service Translates
to Excellent Patient Satisfaction
Kelli Oberndorf
Member-At-Large

Internal Customer Service is equally, if not more, important as
external customer service. Company culture, organizational
efficiencies, customer service, and connection to the mission
of the company directly influence how an employee relates
to their customers, and within the healthcare setting, it is
no different. In fact, the stakes are a bit higher in healthcare
settings since the employees within the organization are directly involved in
the personal care of a patient. This makes internal customer service essential
within healthcare organizations. Most organizations have trainings in place
for some type of staff development. However, much of what is trained into
an employee is at the beginning of their employment. Trainings, orientation,
and documents are poured onto the new hire, much of it getting lost with the
overwhelming task of starting a new job. Ongoing internal customer service
development and training should be a priority for any healthcare organization
in order to achieve patient satisfaction and staff retention.
Customer service has become somewhat of a cliché in our culture. It is always
the first thing we teach our employees and we emphasize that it is a “top
priority” within our organizations, and it is true! We should put our customer
service and patient satisfaction at the top of the list of importance. So why is
it that we continue to have poor customer service ratings from our patients?
One of the reasons is that it is not enough to say it once during orientation
and never revisit it again unless there is a customer service issue. External
customer service should not be the only thing that is focused on either. Internal
customer service should become a part of any training curriculum within the
organization. Many times, the external customer service experience is derived
from how the employee feels about the company and how much they perceive
the company cares about them. When an employee feels respected, honored,
and treated fairly, that positive attitude will spill over to the patient, thus
making them feel cared for and listened to. It is in the company’s best interest
to making internal customer service a priority within the organization.
How employees behave, communicate, and relate to each other and their
leaders is equally important as how they show up for our patients. This takes
training and the promotion of professionalism in the workplace on a regular
basis with specific tools the employee can pull from when there is conflict.
Communication training is essential, since communication is a learned skill and
not usually inherited one. Leaders within the organization should be regularly
trained on communication skills in order to educate their teams and model
that behavior.
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Creating a positive and professional employee environment translates into the
patient experience. This starts with the top leaders of the company, including
physicians, and filters down through the employees to the patients. When
a company puts internal customer service at the top of their priorities, the
patient’s experience will improve, and we are all committed to that!
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Professional Finance Company, Inc.
First Party Receivables Solution
working together to resolve debt

Chief Executive Officer
South Denver Cardiology Associates PC
South Denver Heart Center
1000 South Park Dr., Littleton, CO 80120
Direct:303-715-2210
bhulbert@southdenver.com

Learn how these credentials can have a positive
impact on your patients and your organization.
For more information, please contact Scott Raberge,
Senior Vice President of Marketing and Sales.

President-Elect

Bonny Brill, CMRS, CMPE

sraberge@pfccollects.com
800.864.4391 ext. 321

• Pre-Conversion Self-Pay Clean-Up • Post Conversion Self-Pay Follow-Up
• Outsourced Self-Pay Receivables Management • Primary and Secondary Collections
• Distressed Receivables Purchasing

Mike Fisher, DBA, FACMPE

www.pfccollects.com
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How we do IT

*HFMA staff and volunteers determined that this product has met specific criteria developed under the HFMA
Peer Review Process. HFMA does not endorse or guarantee the use of this product.

We have you covered.

Practice Manager
The Office of Lisa A. Perryman, MD
Colorado Colon & Rectal Specialists
303-840-8822
bbrillccrs@gmail.com

Immediate Past President

5754 W. 11th Street, Suite 100
Greeley, CO 80634

31 E. Platte Ave., Suite 250
Colorado Springs, CO 80903
719-536-9254
Toll Free: 844-TEL-RAIN
https://rain.tech

President

Brenda Hulbert, MBA, RNBC,
FAACVPR, AACC, FACMPE

What credentials does your
current agency have?

Email Address:
Phone Number:

Board of Directors

Regis University
Division of Health Services Education
Rueckert-Hartman College
for Health Professions
303-964-5320
mfisher@regis.edu

Secretary

Tawnya Wartell, CMPE, CPC

Practice Manager
Colorado Cardiovascular
Surgical Associates, PC
950 East Harvard Avenue, Suite 550
Denver, CO 80210
Direct 303-733-1178 x307

Treasurer

Alex Cmil, CEO

Rocky Mountain Gastroenterology
3333 S. Wadsworth Blvd.
Building D, Suite 100
Lakewood, CO 80227
303-205-1090

Member-At-Large
Kelli Oberndorf

Centeno-Schultz Clinic,
Operations Manager
403 Summit Blvd, Ste 201
Broomfield, CO 80021
720-496-0102

Custom Cloud Solutions
No Wait Help Desk
Unlimited Support
Certiﬁed HIPAA Compliant
Backup & Disaster Recovery
Work Remotely from Anywhere
Email Encryption and Archiving
Full Support of 3rd Party Applications
Vendor Liaison - Single Source Support
Antivirus and Patch Management
Cyber Theft Protection
Bandwidth Analysis and Consultation
Web Content Filtration
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Expand their knowledge, improve their practice and enhance their patient care
PPIC, a Coverys company, offers free continuing medical education through
ELM Exchange, Inc. and access to Coverys’ extensive CME and Allied Health
education catalog and practice management resources.
We are the partner your providers are searching for.

Affordable and comprehensive coverage for your providers.
www.ppicins.com
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From the Immediate Past President
By Mike Fisher, DBA, FACMPE
President, CMGMA
It has been a career highlight to have had
the privilege of interacting with the multitude of highly intelligent and accomplished CMGMA Board Members during
my four-year Executive Board journey. I
have mixed emotions about approaching
the end of my tenure as the months click by as CMGMA Immediate Past President. However, I need to be rational about the
importance of my moving aside; making room for those emerging as our health care leaders. My professional horizons are
relatively short after close to a half-century working in various
aspects of the industry: clinical lab, cardiopulmonary services,
medical device development, hospital management, clinic management, and teaching the business of health care.

So where is this reflection leading?
I’m participating on a couple of MGMA-national committees
investigating the potential for enhancing the relationships between state affiliates and the national organization. The broader initiative is to standardize core benefits and membership
categories. States would have opportunity to choose either
Affiliate or Partner Affiliate relationship with MGMA. Partner
Affiliates requires the option of dual membership.

Why is this important?
We’re all aware the health care delivery landscape continues
its consequential shift from hospital and physician silos operating in a Fee-for-Service space to health system conglomerates
contending with the still nascent, though incrementally more
prominent, value-based model. The definition of a “medical
group manager” has concomitantly evolved. Career opportunities in traditional standalone clinics are diminishing, though
overall access to fulfilling careers in health care management
will continue to increase. It is imperative that MGMA and
its state affiliates fully understand the threat of becoming an
anachronism if these venerable organizations do not respond
to the needs of their current and potential membership community.
Many of us who were raised professionally in the traditional setting are . . . I’m sad to say . . . aging out. The reference point
for younger, emerging professionals will be more contemporary
business and payment models. Independent practices and feefor-service is losing relevancy.
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Your CMGMA is committed to responding to market changes
by endorsing MGMA’s efforts to broaden membership categories and to offer dual MGMA/CMGMA membership. There are
many MGMA members not benefitting from CMGMA activities
and many CMGMA members not participating in the national
organization. Dual membership will successfully address both
shortcomings by offering state and national benefits to all members who wish to participate.
Our “Emerging Professionals” series is an important approach
by CMGMA to determine the needs of our future leaders and
to provide those younger professionals the benefits of learning
from more experienced health care professionals.
CMGMA’s 2019 series of “Emerging Professionals” events are
scheduled on the following Wednesdays:
•

Wed, Jan 30th from 5:30 pm – 7:30 pm

•

Wed, Apr 24th from 5:30 pm – 7:30 pm

•

Wed, July 31st from 6:00 pm to 8:00 pm

•

Wed, Oct 30th from 5:30 pm – 7:30 pm

Locations and agendas to follow!
Please let us know your thoughts about the enhanced MGMACMGMA relationship and how CMGMA can better serve you.
I can be reached at mfisher@regis.edu or 303.964.5320.
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Legislative Update

Grassroots Advocacy 101
By Eric Speer and Jennifer Souders
We have a plethora of challenges in healthcare and believe it or not, our congressional representatives both at the local and
national level want to hear from us. They want to know the challenges
we face in care delivery and learn how they can best help us, our providers, and our patients. This process of communicating with our state
and federal officials is also known as Grassroots Advocacy.
The goal of grassroots advocacy is to engage the public to bring issues to the attention of government officials and lawmakers. It is an
on-the-ground connection between members of Congress and their
constituents. There are many ways we can communicate and connect
with our representatives. We can set up an in-person meeting at their
district office, organize a tour of our practice facilities, attend a district
town hall meeting, or something as simple as calling or writing our
legislators.
Scheduling a District office meeting can be a very effective way to convey your thoughts about particular issues. It may be difficult to schedule a meeting with your member of congress, but meeting with their
staff is a good alternative as it allows you to start the conversation.
Organizing a tour of your practice facility is a unique way to show
legislators firsthand the impact of government actions on the healthcare industry and medical practices like yours each and every day. It
will also allow your legislator to gain a better understanding of how
medical practices operate and how government decisions impact your
business and the healthcare industry.
When meeting legislators in person, follow these general guidelines:
• Inform the member in advance about the purpose of the visit and
the issues you want to discuss
• Make the invitation unique to your practice
• When visiting your facility, develop a plan for the visit, including logistics and discussion topics and have staff be prepared to tell the
lawmaker what an average day of working in the practice looks like
• Familiarize yourself with the member’s general positions on healthcare topics. A good strategy would be to invite those legislators
that hold chairs on specific committees. The Colorado General Assembly has a Public Health Care and Human Services Committee:
https://leg.colorado.gov/committees/public-health-care-humanservices/2018-regular-session ;
• Be courteous, polite and prepared
• Offer yourself as a resource and maintain the relationship by keeping them updated on relevant legislative issues that are vital to your
practice
• Follow-up with a thank you card
Writing a letter or sending an email is the most common means of
communicating with members of Congress. A well written letter may
influence a representative’s decision making and allows you to express
an opinion concerning an issue and urge the member to support your
views.

Calling your legislator is an effective way to address a legislative issue
in a rapidly evolving policy situation. Do not expect to speak personally with your member of Congress. Ask to speak with the member’s
health legislative assistant, who will be more familiar with health issues and has the important access and background to properly brief
the lawmaker.
When writing or calling your legislators, follow these general guidelines:
• Do Identify yourself - a letter will be given serious consideration if

you are a constituent

• Do be specific - clearly illustrate your support or opposition for a

particular bill

• Do address the letter correctly - Address a letter to a Representative

•

•
•
•
•
•
•
•
•

like this: The Honorable (full name) United States House of Representatives Washington, D.C. 20515
Do open your letter with the phrase “Dear Representative (last
name)”. Letters to Senators should be addressed to same way, but
open with the phrase “Dear Senator (last name)”
Do illustrate your position with local examples - legislators and staff
appreciate how legislation affects local constituents; let them know
Do offer to serve as a resource - highlight your expertise or community involvement
Do be timely - write when the issue is current
Don’t be argumentative or confrontational
Don’t use jargon and complex medical terms
Don’t make threats such as “don’t count on my vote next election if
you don’t ...”
Don’t misrepresent your position - decisions should be based on
sound data and accurate facts
Do keep your message to one page and offer to provide additional
information upon request

Other State Agencies to Engage. Legislators are not the only influencers to how an industry operates. Depending on the issue, you can
use these similar techniques to engage the Colorado Medical Society
(CMS), Department of Regulatory Agencies (DORA), DORA’s Department of Insurance, Federal Trade Commission (FTC), Food and Drug
Administration (FDA), consumer protection agencies, etc. They are all
willing to listen if something needs to change.
Talk with your State Legislation Liaison. Eric Speer and Jennifer Souders are your MGMA State Legislation Liaisons. Together Eric and Jennifer will keep you updated on both state and federal legislation that
could affect your practices. They will be meeting with Colorado legislators to discuss issues that affect healthcare practices in Colorado.
They may ask for your assistance with testifying for or against legislation. If you have a passion about an issue – bring it to their attention.
ESpeer@centenoschultz.com
Jennifer.souders@uchealth.org
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SAVE THE DATE

2019 COLORADO MGMA CONFERENCE

OF MEDICAL PRACTICE MANAGEMENT

September 12-13, 2019
Embassy Suites
Loveland CO
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UPCOMING WEBINAR

Register today at www.cmgma.com

Patient Engagement and Etiquette
Tuesday, February 11th from 11:00am-12:00pm

ABOUT THE WEBINAR:
One of the hottest topics in policymaking today, patient engagement will have a significant impact on provider
outcomes and reimbursement. Clinicians voice frustration with lack of protocol adherence and following advice. Patients complain of access barriers that once overcome result in a lack education as well as one-sided
decision-making that fails to consider their needs and circumstances. Both have good points. Through a multidimensional approach, the two ends can be connected to produce a healthier community. The cultural shift to
patient-centeredness spotlights communication that can ease misconceptions and harmonize the provider-patient relationship. A critical element impacting reimbursement, public ratings and overall quality, this session
will explore these issues and offer patient etiquette considerations designed to strengthen practice rapport
with the patients you serve.
Objectives: By the end of the presentation, attendees will be able to:
• Identify payer and policy trends in the growing call for patient-centered care delivery.
• Compile patient etiquette techniques designed to balance the provider-patient relationship.
• Evaluate patient engagement strategies and models used to promote the provider-patient relationship.
ABOUT THE SPEAKER:
As the national director of provider innovation strategies, Adele Allison monitors healthcare
reform for DST System’s health solutions division and is a legislative/regulatory subject matter expert. Having served as the co-chair of the HHS ONC Beacon-EHR Vendor Affinity Group,
Adele is a member of HHS’ WEDI board of directors and current co-chair for the WEDI Payment
Models Workgroup, Allison has nearly 30 years of healthcare experience and is an active participant with HHS’ HCPLAN. A published author, Allison is a member of UAB’s advisory board
on curriculum development and served on UAB’s HITECH Committee for health IT curriculum
development; and, is the president-elect for the board of directors for Alabama HIMSS.
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TO LEARN MORE CLICK HERE

2019

Calendar of Events
Visit our website at www.cmgma.com for event details and registration!

Lunch & learns, webinars and emerging professional events are FREE for CMGMA members!

Member Webinars

(2nd Tuesday of the month)

January 8
February 12
March 12
April 9
May 14
June 11
July 9
August 13
September 10
October 8
November 12
December 10

Lunch & Learns
February 20
March 27
April 24
June 26
August 21

Payer Day
May 15

Emerging
Professionals
January 30
April 24
July 31
August 30

Fall Conference
September 12-13

Member Webinars (2nd Tuesday of the month)
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Lunch and Learns

Payer Day

Emerging Professionals

Fall Conference

COLORADO
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New Fellow
FACMPE Scholarship
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COLORADO

Achieving Fellowship this year? You may be eligible for our New
Fellow Scholarship! This scholarship provides recipients with up
to $1,000 travel reimbursement for attendance to MGMA Annual Conference the year fellowship is achieved. We are proud
of your accomplishment and want to help you walk across the
stage to receive your honor! Contact our office for more details.

CMGMA Fall
Conference Scholarship
We know budgets are tight and a lot of you may be paying out
of pocket to further your education. We are offering up to three
$500 scholarships to assist CMGMA members attendance to
CMGMA Fall Conference. You must be a current member in
good standing. Preference will go to applicants who currently
volunteer with CMGMA and/or the profession of healthcare
management in Colorado. Contact our office for an application
today!

Interested in getting more involved with CMGMA? We are always
looking for an extra hand to help make this association thrive. Please
contact Kristina at Kristina@m3solutionsllc.com to see how you can help!

Page 11

Colorado MGMA Connection

January 2019

ACMPE Update

NEW YEAR, NEW YOU SAVINGS
Now through Jan. 31, receive $50 off your application fee with
promo code CERT19
WHY CHOOSE BOARD CERTIFICATION
THROUGH ACMPE?
The Certified Medical Practice Executive (CMPE) credential, administered through the American College of Medical Practice Executives (ACMPE), has set the industry standard for more than 60
years as the most significant benchmark of ability and experience
in medical practice management. Board certification credentials
are designed, developed and evaluated by your peers to ensure
that the standards are relevant, rigorous and specifically tied to
competencies outlined in the six domains of the Body of Knowledge (BOK) that are necessary to drive medical practice success.
CMPE professionals enjoy:
• Professional respect from physicians, peers and colleagues
• Increased earning and career potential
• Access to a network of more than 6,600 peers who are transforming medical care delivery every day
HOW DO YOU GET STARTED?
MGMA wants to support all who aim to achieve the CMPE credential. Therefore, we have introduced two board certification
pathways in 2019 to allow candidates who may not yet meet the
educational and experience requirements to enter our program.
Pathway One Application Criteria:
To apply for board certification you must:
1. Have two years of healthcare experience
2. Hold a Bachelor’s degree or 120 hours of college credit
3. Be a current member of MGMA. Not an MGMA member
yet? Join here.
4. Pay the $250 application fee
5. Submit your completed application online or via email or
fax demonstrating the required two years of healthcare
management experience and educational requirements.
Pathway Two Application Criteria:
To apply for board certification you must:
1. Be a current member of MGMA. Not an MGMA member
yet? Join here.
2. Pay the $250 application fee
3. Submit your completed application online or via email or fax.
Once your application fee and completed form are received and
your eligibility verified, we will contact you by email within 10
business days to confirm your acceptance in the program as a
nominee. If it is determined that you do not meet the eligibility
requirements, you will be refunded your application fee less a
$25 processing fee.
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UPCOMING EXAM DATES
After applying and receiving program acceptance,
applicants must register for and complete two exam
requirements. Exams are held four times per year, inperson at the Castle Worldwide testing locations.
March 2019 Exams - March 9-23, 2019
(Registration: Jan. 22-Feb. 7, 2019 )
June 2019 Exams - June 8-22, 2019
(Registration: Apr. 22-May 6, 2019)
September 2019 Exams - Sept. 7-21, 2019
(Registration: July 22-Aug. 7, 2019 )
December 2019 Exams - Dec. 7-21, 2019
(Registration: Oct. 21 - Nov. 4, 2019)
LOOKING TO PUT YOUR COLLEAGUES
ON THE PATH TO CERTIFICATION?
If you have a group of five or more interested in ACMPE board
certification, we offer group pricing. Contact clientservices@
mgma.com for more information.
QUESTIONS?
Please contact the ACMPE team toll-free at 877.ASK.MGMA
(275.6462), ext. 1888 or via email.
Exam Information
ACMPE MARCH EXAM REGISTRATION —
OPEN JAN. 22 - FEB. 7
The examinations determine if you have knowledge of the principles of medical practice administration and the application of those
principles to real-life healthcare situations and scenarios in addition
to how to successfully manage all aspects of a medical practice.
Each examination is created to assess your current level of
knowledge in the six Body of Knowledge domains with our exam
competencies that define the scope of responsibility of medical
practice executives.
To register for the two exam requirements, you must:
• Be an MGMA member
• Have purchased and been accepted into the Board Certifica-

tion program

• Completed the education and experience requirements*

*Those who have not yet completed their education and
experience requirements may not take the scenario-based
exam.
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healthy vitals
ProAssurance has been monitoring risk and protecting healthcare
industry professionals for more than 40 years, with key specialists
on duty to diagnose complex risk exposures.
Work with a team that understands the importance of delivering
flexible healthcare professional liability solutions.

Healthcare Professional Liability Insurance
& Risk Resource Services
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800.282.6242 • ProAssurance.com

When you are treated fairly you are confident in your coverage.

Join MGMA Stat

Curious to see if other healthcare professionals are experiencing the same
issues you face? Get answers to your most pressing questions. When you
sign up for MGMA Stat, you will benefit from industry polls and data-rich
articles on a weekly basis via text message.

How does it work?
• Every Tuesday, participants receive a
polling question on a specific healthcare
topic via text message
• Within 18 hours, participants respond to
the question
• Poll results and related content with
actionable tips are delivered via text
message within 48 hours

What is the value?
• Get credible insight on the most important
topics around the business of healthcare
• Receive timely data and resources to help
with practice management challenges
• Benchmark your performance relative to
your peers

Join MGMA Stat by texting
COMGMA to 33550 – it’s
that easy.

