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MessagePresident’s

Members & Friends of Illinois AAHAM – 

In March of 1981, at the invitation of Genevieve Legris (CPAM), 17 people met at 

St. Mary’s Hospital in Kankakee, Illinois, and voted to charter the Illinois Chapter of 

AGPAM, the American Guild of Patient Account Management.  The chapter borrowed 

$500 from National to fund the new organization and “the rest is history”…a great 

history! By the way, the loan was repaid after the first educational seminar in September 

of that year.  Bob Anderson documented the details of the founding of our chapter in the 

Fall 2010 edition of the Lincoln Log.

This year we proudly celebrate the 30th Anniversary of the Illinois Chapter of AAHAM.  

The changes in healthcare delivery and patient account management have been amazing. 

Can you imagine what the next 30 years will bring?

Illinois AAHAM has changed over the past 30 years as well.  Today we are financially 

sound, offer 4 top notch educational seminars each year, publish an award winning 

electronic newsletter each quarter and receive support from 33 Corporate Partners 

involved in our organization. We promote Professional and Technical Certification 

programs for our membership and are directed by 15 active and knowledgable healthcare 

professionals.  As of this month, we are the second largest AAHAM chapter in the country 

with 216 members and are #1 with 34 new Illinois AAHAM members.  Illinois members 

include a past National Secretary and current National Treasurer and Professional 

Certification Committee Chair.

We have a proud and accomplished history and a very bright future.  This year we will 

elect new chapter officers and board members and I invite you get involved and share your 

knowledge and experience in directing our chapter. We have all received the benefits of 

our AAHAM membership – let’s “pay it forward”.   

Happy Anniversary Illinois AAHAM!

Bill Carlson, CPAM
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Editor’s Corner
Tim Turczyn and I are delighted to be co-editing The Lincoln Log again this year.   
We will be reaching out to many of you to ask for contributions and articles of 
interest.  Please feel free to submit articles, newsworthy announcements or just fun 
ideas for The Lincoln Log.  

Items from our chapter:

We will have seven members representing the Illinois chapter at 
the AAHAM Legislative day March 30-31 in Washington DC:  

Chris Bryant, Bill Carlson, John Currier,  Doris Dickey, 
John McGlasson, Maria Ortig and Rena Willey will meet 

with our various legislators to discuss health care topics 
of interest and develop a relationship with those who 
impact our industry.  

At the joint ICAHN/Illinois AAHAM meeting, the 
generosity of our attendees resulted in raising $553 
for Camp Coco, SIU’s School of Medicine camp for 

children with cancer.  

Speaking of our March meeting, check out 
the pictures from the presentation where Jodi 

Edmonds shared valuable insight and answered 
questions from the audience regarding Illinois 

Medicaid.  This well attended meeting received 
favorable satisfaction marks and we plan to offer 

similar joint presentations in the future. 

Do you have news?  Anything that you want to share 
whether it’s a recent promotion, a wedding or you just 
polished off your degree---we want to know about it.  
Send your scoop to jvanpelt@avadynehealth.com and 

we’ll make certain your peers know about it!
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Without you we would be an organization in name only.  Membership is the lifeblood of all 
organizations and as our numbers change each year, and they always will, we rely on new joins 
to maintain our base and grow our chapter.  We also look to our members for fresh ideas and 
suggestions to help us guide our chapter and provide the experience and education necessary 
to fulfill our mission.

We are very proud to welcome our new Illinois AAHAM members and to thank those of you 
who have renewed your membership in our chapter.  Don’t hesitate to contact us if we can be 
of assistance to you if you have questions regarding your membership benefits.  We welcome 
you and look forward to your active participation in your Illinois Chapter as well as the National 
AAHAM organization.

With Best Regards – 

Bill Carlson, CPAM
President – Illinois AAHAM

John McGlasson
2nd Vice President / Membership Chair

NEW ILLINOIS AAHAM members!
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Dave Appino, VP	 Furst Group

Chase Behrendt, Eastern Region 
	 Patient Financial Services Supervisor	 OSF Healthcare System

Mary Bovard, Patient Financial Services Director	 Sarah Bush Lincoln Health System

Teresia Bugh	 Blessing Hospital

Amy Cruz, Marketing	 Raymond E. Clutts

Christina Cunningham, Patient Access Representative	 Blessing Hospital

Cheryl Dabney	 Blessing Hospital

Gail Dietrich, Account Specialist	 Medical Business Resources, Inc.

Jody Freeman, Patient Financial Services Supervisor	 Sarah Bush Lincoln Health System

Theresa Giannaris, IT Support/Account Representative	 Medical Business Resources, Inc.

Lindseigh Griesbaum, Patient Financial Services Representative	 Blessing Hospital

Andrew Griesbaum, Financial Assistance Specialist	 Blessing Hospital

Tim Haag, Sales and Service Executive	 State Collection Service, Inc.

Christine Inman	 Medical Business Resources

Joshua Johnson, Patient Access Coordinator	 Gibson Area Hospital

Denise Klein, CPAT, PFS Contracted Payer Lead	 Marianjoy Rehab Hospital

Heather Lair, Patient Financial Services Representative	 Blessing Hospital

Mary Layton	 Mason District Hospital

Jacqueline Leuty, Patient Accounts Manager	 Advocate Bromenn Medical Center

James Linville, Revenue Cycle Operations Specialist	 Blessing Hospital

Dayna Miller, Patient Accounts Education Specialist	 St. Elizabeth’s Hospital

Marsha Moody	 Gibson Area Hospital & Health Services

Julie Reichert, PFS Representative	 Blessing Hospital

Marisa Roach, PFS Representative	 Blessing Hospital

Debra Robinson, Patient Finance Representative	 Blessing Hospital

Dana Schuerman, Eastern Region 
	 Patient Financial Services Supervisor	 OSF Heathcare System

Ellen Spears, Supervisor	 Blessing Hospital

Donna Stortzum, Director, Patient Financial Services	 OSF Holy Family Medical Center

Adam Sumii, Patient Financial Services Representative	 Blessing Hospital

Sheila Teaney, PFS Representative	 Blessing Hospital

Candi Underwood, HIM Director	 Gibson Area Hospital & Health Services

Jane Vaughn, Patient Financial Services Supervisor	 Sarah Bush Lincoln Health System

Shelly Venvertloh, Patient Financial Services Representative	 Blessing Hospital
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Written By:	 Steve Chrapla, Director Third Party 
	 Solution at Revenue Cycle Partners

According to Jennifer Robinson, Senior Editor for the Gallup Management Journal, “for over 20 years or so, 
healthcare organizations have realized providing exemplary medical care isn’t enough to engage hospital patients. 
That’s because, from the patient’s perspective, excellent medical attention is the least a healthcare organization can 
offer. Many hospitals recognize this and now focus on the patient experience.”

So what is the “Patient Experience”?

The Beryl Institute collaborated with healthcare professionals and practitioners at hospitals around the county to 
develop a definition.

	 Patient Experience- The sum of all interactions, shaped by an organization’s culture, that influence patient 
perception across a continuum of care.

This statement and effort is so powerful that 93% of healthcare leaders say patient experience is among their 
top 5 priorities. Additionally, HealthLeaders Media Patient Experience Leadership Survey indicated 45% of 
healthcare executives see this as a priority 5 years from now. 

The landscape around experience in healthcare is shifting dramatically in part due to the Hospital Consumer 
Assessment of Healthcare Providers and Systems survey (HCAHPS) and the pending value-based purchasing 
program that will link payments to clinical care. This will, in the future significantly impact the market basket 
index, that is used to annually adjust the Medicare Inpatient Payment Rates. The level of reimbursement 
hospitals receive from their largest payer will be directly tied to the HCAHPS survey. Healthcare economists are 
advising hospitals with the advent of healthcare reform and future reimbursement levels, one of their financial 
objectives hospitals will need to achieve, is to generate positive returns under government reimbursement policies. 
This places increased significance on the outcomes of HCAHPS surveys and hospitals will need to take a more 
proactive step in managing their operations as they are reflected within the survey.

The HCAHPS survey consists of 27 questions that cover everything from the cleanliness of the patient room, to 
nurse-patient communication, to pain management. However there are 2 questions that by their nature transcend 
the entire spectrum of the healthcare delivery system.

o	 Rate the hospital on a scale from 0 to 10.
o	 Would you recommend the hospital?

The responses to these questions can definitely be impacted by the administrative processes within the Revenue 
Cycle. Remember the revenue cycle representatives are usually the last contact with patients upon completion of 
their healthcare experience. While the time line for the HCAHPS survey requires the survey to be administered 
within 6 weeks of discharge, there is ability, for a deliberate focus on the patient interactions by the revenue cycle 
representatives, stressing the organization’s culture and responsiveness to assist with the administrative challenges 
patients deal with, to influence the patient’s perception of the hospital. This is not only good business sense from 
an accounts receivable management position but also allows for a world class customer service environment that 
is proactively managing the patient’s account portfolio. In contrast to an approach that just puts out the fires and 
is limited to responding to questions and focused only on the immediate collection of a debt. Make no mistake, 

Does the Revenue Cycle 
Impact the Total Patient 
Experience? And Are 
Hospitals Missing the 
Financial Opportunity?

(Continued on next page)
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collecting everything that is due is important, but realize the 
collection of an out of pocket patient liability or even one entire 
patient account balance has far reaching effect on greater future 
reimbursements.

In fact, hospital revenue cycle representatives are the final 
personal touch points that usually occur between patients and 
the hospital. 

You need to ask these questions:

•	Are these touch points/encounters being used to positively 
support the hospital’s mission statement?

•	Is there active participation with patients during these en-
counters to shape the hospital’s reputation and brand? 

The answer to these questions all center around how to guide 
the patient’s journey through the healthcare reimbursement 
maze to find the most appropriate solution for the patient’s 
situation. This journey can be accomplished through the use 
of specific tools that focus on enhanced communications and 
a comprehensive resolution of the patient’s account. By using 
people-driven, technology supported services you can achieve a 
high level of patient satisfaction. Through this satisfaction you 
can enhance both patient and physician loyalty to the hospital.

The loyalty of these patients can unlock huge future potential revenue sources. The patient life time revenue value 
is the amount of revenue a patient can expect to generate for a hospital over their lifetime if they choose to utilize 
the same hospital for all the medical needs. With the impact of consumerism in healthcare this lifetime revenue 
value is becoming an important part of the hospital’s reputation management process and strategic marketing 
initiatives. 

What are things you need to do to maximize the revenue cycle impact on the patient experience as well as protect 
your future patient lifetime revenue potential?

•	Educate all employees of the patient experience initiatives especially the revenue cycle 
representatives and their impact on the outcomes.

•	Create an environment that fosters patient loyalty as a critical outcome.

•	Design a patient centered revenue cycle process that is focused on customer service excellence 
while resolving all patient concerns.

•	Integrate HCAHPS survey completion within the patient revenue cycle communication process.

•	Utilize technology to support the customer service function with call centers personnel trained 
and motivated to achieve established goals.

•	Insure all third-party service providers are fully supporting your mission and your initiatives to 
enhance the patient experience.

•	Explore social media sites to communicate your message and encourage patients to be positive 
spokes persons for your organization.

Remember your reputation matters and what your patients are saying is crucial and these experiences are still 
being formed long after the patient leaves the hospital. That is why revenue cycle operations are critical to 
effective Total Patient Experience initiatives.

Revenue Cycle Partners provides customer service solutions for hospitals nationally that improve profitability 
while enhancing the Total Patient Experience. Call Steve Chrapla at (847) 395-7655 to learn more about our 
Patient Experience and Reputation Management programs and how they can assist your organization.

By using people-driven, technology 
supported services you can achieve  
a high level of patient satisfaction. 



8

Marketing  i  Design  i  Print  i  Mail  i  web  i  StatementS

lkCs can give you the Patient statements you’ve been dreaming of! You will even get to 
use your branding, logo and colors on your statements. You won’t get generic “one-size-
and-format-fits-all” statements in double window envelopes.

Finally, a Statement Processor that works with you and for you.
lkCs is a full service commercial printing and mailing facility. we are your one-stop source 
for statement processing, notices, marketing, forms, checks, websites and other electronic 
marketing services. lkCs has been in business since 1961 and has customers in 48 states.

866-552-7866
www.lk-cs.com

the personalized service you deserve! 
Please contact tim turczyn today  
to discuss your unique situation. 

 1-866-552-7866 
tim.turczyn@lk-cs.com

You can view more information online at: 
 lk-cs.com/aaham

TYPE II CERTIFIED

The Patient Statement 
 You desire!

Get fully customizable statements with almost no restrictions.

Account Summary

 Previous Account Balance 
$432.00

 New Charges 

.00

 Less Payments/Adjustments 
.00

 Current Account Balance 
$432.00

 Current Amount Due: 
$432.00

Messages:

Thank you for choosing LKCS Hospital.

PerhAPs Due to AN oversite, this ACCouNt 

hAs Not BeeN PAiD iN fuLL. CoNtACt us At 

815-223-0391 or 866-552-7866. 

AN itemizeD BiLL is AvAiLABLe uPoN request. 

fiNANCiAL AssistANCe mAy Be AvAiLABLe. mAjor 

CreDit CArDs ACCePteD.

Description 
Amount

CLiNiCAL LABorAtory 
48.00

Dx x-rAy 

172.00

Dx x-rAy/Chest 

202.00

432.00
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Technical Certification Committee Report
Wednesday, March 2, 2011
6:00 p.m.  Springfield, IL 

IL AAHAM had 76 people sit for the CPAT/CCAT/CCT February exams.  There were  
20 of the examinees that passed the CPAT exam successfully, and 16 CCAT.  

Congratulations to all examinees and thanks to all proctors!  

Rena Willey, CPAM
IL AAHAM Chapter Technical Certification Chairperson
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F inancials

(Continued on next page)



13

(Continued from previous page)

F inancials



14

When/Why did you join Illinois AAHAM? 
I am looking for networking opportunities.  I was also looking for a way 
to get certification in medical billing.  I have been in this field for over 
20 years and thought it was time to get certified.  

Who encouraged you to get involved with AAHAM? 
A coworker from a previous hospital I worked at for 13 years.  She was 
working on her CPAT and she forwarded me the information. 

Family
Joe - Spouse
Alek - Son
Alex - Step Son
3 dogs and 2 cats
Wheaton, IL - Residence

Favorite book or movie: 
I like so many movies; I love the Sound of Music.

Traits of my best boss ever: 
My best boss is one that trusts me to do my job.  One that does not 
micro manage but encourages you to make decisions based on your 
experience and knowledge.  I have to say my boss right now has to be 
my favorite, we make a great team and she can trust that I will do a 
great job for her. 

What do you know now that you wish you knew a long time ago? 
How to save money! That you should not get too used to things because 
it will change especially in the patient accounting field.  

What was your first paid job? 
Baby sitting was my first paying job and then a car hop.  I grew up in a 
small town in MI and we had 2 drive-ins.

Hobbies or favorite thing to do in down time: 
I enjoy connecting to friends and family on Facebook. I love gardening 
and hand washing my car.  I do visit my Mom once a month in 
Michigan and for vacation we usually go to our cabin in TN.

What would we find in your briefcase nearly every day? 
My favorite pen. I love pens and always have a favorite.

Contracted Payer PFS Lead

Marianjoy Rehabilitation 
Hospital - 4 years

Denise Klein
M
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888-302-8444
www.magnetsolutions.biz

888-302-8444
www.magnetsolutions.biz

“Let us
Represent
the Caring
Face of
Your
Community
Hospital

Increased Cash and Cash-Flow
Reduced Bad Debt Expense

Increased Patient Satisfaction
Optimized Communication Consistency

Magnet Solutions Provides:

Additional Services:
Presumptive Charity Scoring

Cash Acceleration Program (CAP)

Is your self-pay AR becoming a resource drain?

A Proud Illinois AAHAM
 Business Partner

You’ve got a Community hospital to run
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ILLINOIS CHAPTER  

2011 Corporate Partners 

The Illinois AAHAM Chapter would like to thank our Corporate Partners for their continued 
support and dedication to the Chapter.  Their partnership and generous financial support enable us 

to provide quality educational and networking opportunities throughout the year.  

PLATINUM LEVEL 
Allied Business Accounts, Inc. / Health Care Billing Services, Inc. 

www.abacollect.com 
Bill Carlson, CPAM – wc@abacollect.com 

Betty Marschang, CPAM – bmarschang@abacollect.com 
 

AHC / CBA 
www.ahcinc.com 

Bruce Tichenor - btichenor@convergentahc.com 
 

ARS / Magnet Solutions 
www.ar-solutions.biz         www.magnetsolutions.biz 
Richard J. Rogers – richard.rogers@ar-solutions.biz 

 
Collection Professionals, Inc. 

www.collprofinc.com 
Greg Himelick – cpils1@ivnet.com 

 
eHC Solutions 
www.ehcs.com 

Ryan Ayres – ryan.ayres@ehcs.com  
 

     Gustafson & Associates 
     www.gustassoc.com 

Bobette Gustafson – b_gustafson@gustassoc.com 
 

HCFS, Inc. 
www.hcfsinc.com 

Don McCown – dmccown@hcfsinc.com 
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LKCS 
www.lk-cs.com 

Tim Turczyn – tim.turczyn@lk-cs.com 
 

Passport Health Communications, Inc. / Nebo Systems, Inc. 
www.passporthealth.com 

Aaron Mulroy -aaron.mulroy@passporthealth.com  
 Tim Friel – tim.friel@passporthealth.com 

 
State Collection Service, Inc. 

www.statecollectionservice.com 
Brad Taylor – bradt@stcol.com 

 
GOLD LEVEL 

Healthcare Financial Resources, Inc. 
David C. Dorman – dcdorman@hfri.net 

 
SILVER LEVEL 

Avadyne Health   Ron Snyder – rsnyder@avadynehealth.com 
Berlin-Wheeler Receivables Management   Shirley Mason – smason@bwmo.com  
Creditors Collection Bureau, Inc. Sue Glenzinski – sglenzinski@creditorscollection.com 
Financial Healthcare Resources, Inc. Terry Young – terry.young@fhrgroup.com 
Helvey & Associates, Inc.  Gary Tichenor – gtichenor@hlv.com 
ProCom Services of Illinois, Inc. John McGlasson – mcglasson.john@pro-comservices.com 
Midwest Credit & Collections, Inc. Kathie Summers – Ksummers@MCClonline.com 
Medical Recovery Specialists, Inc. Keith Bull / Richard Meyer – kbull@medrecovery.com 
Rockford Mercantile Agency, Inc. Danielle Miller - dani@rmacollections.com  
The HMC Group   Doug Currier – dcurrier@hmcgrp.com 
 

BRONZE LEVEL 
AAMS     Tyson Seehase – tseehase@aamsonline.com 
Early Out Services, Inc. / GSB, Inc. Brad Uhlenhopp – buhlenhopp@gsbcollect.com 
Eagle Recovery Associates  Nancy Vollmer – nvollmer@eaglerecovery.net 
Great Lakes Medicaid, Inc.  James Knepper – jaknepper@aol.com 
Horizon Financial Management Al Staidl – maris65@sbcglobal.net 
ICS Collection Services, Inc.  John Cronin – johncronin@ics-collections.com 
Managed Care Partners, Inc.  James Richmond – jrichmond@mngdcare.com 
Medical Reimbursements of America, LLC 
    Veronica Modricker – modrickerv@medicalreimbursements.com 
R&B Solutions    Dennis A. Brebner – dbrebner@randbsolutions.net 
Revenue Cycle Partners  Steve Chrapla – schrapla@revenuecyclepartners.com 
Quadax, Inc.    Art Juarez – artjuarez@quadax.com 

UCB, Inc.    Doug Headman – daheadman@ucbinc.com 

 
For additional information regarding the Illinois AAHAM Corporate Partners program please 

contact Cheri Lockhart, 1st Vice President at clockhart@essex1.com 
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2011 ASI Event Pictures

Education Session

Donation to Camp Coco

General Session

Gary Tichenor & John Currier

Door Prize Giveaway

Gibson City Table
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2011 ASI Event Pictures

Membership Booth & Camp Coco

Jodi Edmonds & John Currier

Speaker Jodi Edmonds, NEBO

Pat Schou, ICAHN & John Currier, AAHAM

Kym Gibson & Nancy Volmer
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What are the Benefits of AAHAM Membership?

Join AAHAM For Valuable Educational and Career Support. Increase your 
professionalism, improve your skills and enhance your knowledge with:

■	 Eligibility for Certification Designations. Professional Certification (CPAM & CCAM) demonstrates your 
knowledge and proficiency to your employers and your peers. 

■	 The Certified Patient Account Technician (CPAT) and Certified Clinic Account Technician (CCAT) examinations 
to test the proficiency of individuals involved in the collection of patient accounts and to prepare them for the 
many changes to come. 

■	 Exclusive invitation and pricing to the AAHAM’s Annual National Institute (ANI) known for excellence in 
education, value, and networking. 

■	 Invitation to an active scholarship and awards program. 

Enhance Your Career - network with your peers via the:

■	 Join your local AAHAM Chapter. There are 36 local AAHAM chapters across the nation to choose from. 
Joining an AAHAM Local Chapter helps you to gain an edge by being kept up-to-date on the most recent 
developments in your local area and providing you with a great chance to network with others in your area who 
are facing many of the same problems and obstacles that you face. 

■	 Membership Directory. Available on-line at www.aaham.org helps you keep in touch with other members and 
vendors both locally and nationwide. 

■	 Job Bank to assist you in searching and posting that special job. 

■	 Unlimited networking and information exchange through our web site and chapter interaction. 

■	 Web site access to state and metro area hospital associations nationwide. 

■	 AAHAM Member’s Only List Serve. 

Stay Informed - keep on top of the latest regulations and guidelines affecting 
patient accounting matters through AAHAM’s publications:

■	 Subscription to Legislative Currents. Distributed via email eight times a year, to keep you up to date on 
legislative and governmental issues affecting our industry. 

■	 Subscription to The Journal of Healthcare Administrative Management. Rated as the #1 membership benefit, 
the Journal is issued quarterly. 

■	 AAHAM’s National News - AAHAM’s monthly electronic Newsletter with timely updates and information about 
your association. 

Discounts on Products and Services

■	 Seminar, meeting, and product discounts offered by the chapters and the National organization. 

■	 Affinity discounts on credit cards, hotels, and rental cars. 

■	 And so much more! 

For more details about AAHAM member benefits please review our 2010 Member Services Booklet (PDF Format).

 
ILLINOIS CHAPTER  

2009 - 2010 Corporate Partners 

The Illinois AAHAM Chapter would like to thank our Corporate Partners for their continued 
support and dedication to the Chapter.  Their partnership and generous financial support enable us 

to provide quality educational and networking opportunities throughout the year.  

PLATINUM LEVEL 
Allied Business Accounts, Inc. / Health Care Billing Services, Inc. 

www.abacollect.com 
Bill Carlson, CPAM – wc@abacollect.com 

Betty Marschang, CPAM – bmarschang@abacollect.com 
 

AHC / CBA 
www.ahcinc.com 

Bruce Tichenor - btichenor@ahcinc.com 
 

ARS / Magnet Solutions 
www.ar-solutions.biz         www.magnetsolutions.biz 
Richard J. Rogers – richard.rogers@ar-solutions.biz 

 
Collection Professionals, Inc. 

www.collprofinc.com 
Greg Himelick – cpils1@ivnet.com 

 
HCFS, Inc. 

www.hcfsinc.com 
Don McCown – dmccown@hcfsinc.com 

 
LKCS 

www.lk-cs.com 
Tim Turczyn – tim.turczyn@lk-cs.com 

 
Passport Health Communications, Inc. / Nebo Systems, Inc. 

www.passporthealth.com 
Aaron Mulroy – aaron.mulroy@passporthealth.com 

Tim Friel – tim.friel@passporthealth.com 
 


