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CORE- Mailroom Quality Assurance of Return-to-Provider
Letters

Purpose:

The Quality Analyst performs quality assurance checks on Return-to-Provider (RTP) letters that have
been created by the Data Entry/Imaging Technicians. Proper training will ensure that quality work is
being produced by the Quality Analyst.

Identification of Roles:
Quality Analyst and Operations Coordinator — conduct quality assurance checks on the RTP process

Operations Team Lead and Operations Manager — operate as a resource for Quality Analyst functions;

implement process changes as needed

Performance Standards:
None

Path of Business Procedure:
Step 1: Perform quality checks on the RTP letters
a. Compare the claim(s) attached to the generated letter to the RTP reason(s) identified
b. Ensure the correct address was used
c. Review all pages to ensure that all claims are for the same Provider
Step 2: Select appropriate task
a. Indicate if the letter is correct
b. Indicate if there is an error with the letter
c. Resubmit the claim if the letter was created in error
Step 3: Provide feedback
a. Immediate feedback is given directly to the person that created an error on any item
that is considered to be a pattern or misunderstanding of a process
b. Feedback is given to the Operations Coordinator and/or Operations Team Lead if the
Quality Analyst identifies that additional training is needed for an individual
Step 4: Help keep all training documentation current
Step 5: Reports by Operations Team Lead
a. Create and review a monthly CORE RTP Report for each person that created RTP’s for
the month.
b. Determine if quality assurance percentages need to be raised or lowered
c. Submit a CORE User Quality Analyst (QA) form to change the percentages if needed
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Forms/Reports:
CORE RTP Report- created monthly
CORE User QA form

RFP References:
5.2.2.3.4.11

Interfaces:
OnBase
Report Services

Attachments:
CORE User QA Form

User QA Form

User Name: |::=!ETEET

QA% | 100% -
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