
CONNECTION
Spring 2019

Volume XXVIII
No. 1

Advancing Leaders. Advancing Practices. TM

Alabama MGMA Winter Conference Pictures
The Hyatt Regency Birmingham / March 6 - 8, 2019

New Alabama MGMA Life Members, Bill Cockrell and Patrick Page being presented with their award by
President Garrett Doss for their years of membership and service to Alabama MGMA.
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Message from our President,  Garrett Doss

Greetings and Welcome to 2019!!!

I’m sure everyone is excited about the

new year and you all have everything

planned out for the next 12 months to

a tee.  

What? You don’t?  I thought sure you

all had all your ducks in a row by now.

Then again, if you are anything like

me, you are heading straight into

2019 with your blindfolds on like

Sandra Bullock in the movie Bird Box.

I’m sure there are times we may not

want to see what is coming down the

river as it relates to healthcare but

thank goodness we don’t have to face

the year totally blind folded and

scared of what we may see.  Thank

goodness we have an organization

like Alabama MGMA to help us navi

gate safely through everything ahead.  

Speaking of helping us navigate 2019,

there is one thing already planned to a

tee for 2019, and that is our next con

ference at the Hyatt Regency

Birmingham from March 68.  Jason

Biddy and his program committee

have done a fantastic job of getting us

ready for what is to come.  His pro

gram “Carpe Diem” is sure to enlight

en us and give us the challenge to

tackle the rest of the year.  If you

haven’t already registered, please do

so soon.  This is our highest attended

conference of the year and is sure not

to disappoint.  We also encourage

everyone to invite other fellow admin

istrators to attend as well.  

If you didn’t notice, we will be teeing
off a new event for our social night at

the March conference this year, and

that is a night out at Topgolf.  You will

Garrett Doss, CMPE

not want to miss this!   No worries if

you don’t think your golf game is up to

par.  They have done a great job of

making this fun for all skill levels, from

those that have never picked up a

club to those that should be playing in

the Masters.  I’ll let you guys decide

where I fall on that spectrum.  Let’s

just say a blindfold might actually help

my game.

I’m looking forward to seeing you all

in March, well, assuming we don’t all

have our blindfolds on.  

Carpe Diem!

Garrett Doss

Garrett Doss, CMPE

Alabama MGMA President 



Working continuously to balance the

SCALES OF JUSTICE.
We’re taking the mal out of malpractice insurance. 
As a relentless champion for the practice of good medicine,  
we continually track, review, and influence federal and state bills 
on your behalf. All for one reason: when you can tip the scales 
in favor of the practice of good medicine, you get malpractice 
insurance without the mal. Find out more at thedoctors.com
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2019 Winter Conference Pictures

Our $500 Grand Prize winners! It is worth 
collecting those exhibitor business cards.

Debbie West is presented with a plaque for her 
years of service on the Blue Cross Blue 

Shield Liaison Committee



2019 Winter Conference Pictures

5
Students from Samford University and Auburn University Health Administration Programs 

attend Thursday sessions at our Winter Conference.



How to Talk to Patients About Billing

You know how much you have invested in your career

and how much money it takes to run a medical prac

tice, but your patients may not.

If you let patients know from the beginning that you

are running a business and expect to be paid, you’ll

have far fewer collections problems in the long run.

Fortunately, having this conversation is not as difficult

as you may think.

Don’t be shy

“We’re often embarrassed about collecting money,

but we shouldn’t be,” says Kenneth Hertz FACMPE,

principle consultant at Medical Group Management

Association (MGMA) Health Care Consulting Group.

“You can explain in a friendly tone that you are a busi

ness and want to be around for a long time provide

care to your patients. That means you have to collect

payments.”

Once patients understand this, they are more likely to

pay their bills on time. But you do have to be consis

tent with this message.

“Most patients understand their obligations and are

willing to pay,” says Elizabeth Woodcock president of

Woodcock and Associates, a physician practice con

sulting firm. “A few are going to resist.” For those few,

you have to make it clear from the outset that you

expect to be paid in a timely manner.

This means having a billing and collections policy and

sticking to it — no exceptions. “Often, the doctor tells

the billing staff to collect what patients owe, but then

tells patients not to worry about payment. I’m always

hearing from staff [who are] frustrated by doctors

making exceptions to the policies,” Woodcock says,

adding that if patients learn they don’t have to pay,

they never will.

Of course, you can — and should — still make

arrangements with people who can’t afford to pay. But

you must have a detailed policy for financial hardship,

and every employee in your practice needs to under

stand and abide by that policy.

Setting expectations requires more than posting a set

of billing policies. If you expect patients to comply with

your policies, you must stick to those policies, too.

Educate clinical staff

It would be nice to leave billing to the billing depart

ment and patient care to the clinical staff. But that’s

not always possible.

Billing staff don’t know what’s going to happen before

or during the visit. For example, a clinician may per

form a procedure that requires an additional copay.

“[Before] these things happen, someone from billing

needs to come back and explain the extra charge to

the patient,” says Karen Lake, healthcare consultant

at the firm Pearce, Bevill, Leesburg, Moore.

Clinical staff need to be prepared proactively address

these situations, too. The rise of patient consumerism

means that patients are more aware of their care

costs and are more likely to ask what they’ll be

expected to pay for procedures, lab tests, and the

like. Often, those questions come up in the exam

room.

“Physician assistants and nurses deal with this all the

time, so it’s a good idea if the billing department does

inservice training so that the clinical staff have a bet

ter idea of billing and insurance issues,” Lake says.

“They don’t need to know all the details, but they do

need to know when to call in the billing department for

clarification.”

Give people a chance

The majority of patients take their financial obligations

seriously. They value your services and expertise.

They just need to understand what they are responsi

ble for paying. It’s your job to explain that to them.

“The conversation doesn’t have to be all ‘Thou shall,’

‘Thou shall not,’ and ‘We reserve the right,’” Hertz

says. “Be up front, human, and matteroffact. It’s just

a matter of persontoperson communication.”

 Avery Hurt
www.physicianspractice.com
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Healthcare Professional Liability Insurance  
& Risk Resource Services

800.282.6242  •  ProAssurance.com              When you are treated fairly you are confident in your coverage.

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.



Five Tips For Managing your Practice’s Online Reviews

When it comes to reputation management, many prac

tices are missing out on a huge opportunity.

Failing to generate reviews, not addressing reviews, or

ignoring negative reviews can all be detrimental to your

practice. These shortcomings can even cost your prac

tice thousands of dollars in lost revenue, from patients

who might have considered your practice before seeing

a bad review online.

Fortunately, proper reputation management is some

thing that all practices can learn. Here are 5 tips for how

you can better manage your practice’s online medical

reviews.

1. Generate Positive Reviews

If your practice only has a handful of reviews, you might

not necessarily see this as a big deal. But you’re actual

ly missing out on a huge opportunity to grow your prac

tice and online presence!

Here’s why. Medical reviews don’t only provide you with

feedback on how your patients feel about your practice.

Medical reviews are recommendations (or warnings) to

potential patients who are browsing for your practice

online. Not only that – medical reviews have the ability

to improve your practice’s local search engine optimiza

tion (SEO), so that your medical practice ranks higher in

local searches from potential patients.

With this in mind, it’s important that you make an effort

to generate more positive reviews for your practice. If

you’ve struggled to build up your number of reviews in

the past, there are a few things you should do:

• Ask patients to leave reviews while your 

practice is topofmind.

• Keep the review process simple. Don’t make 

patients jump through hoops.

• Make the process mobilefriendly! Most 

patients are also mobile users.

• Consider using a review management system 

to keep you organized.

2. Maximize Positive Reviews

Once your hard work has been rewarded with a number

of new medical reviews, it’s time to put the most glowing

reviews on display.

Choose a few of your most positive reviews to begin cir

culating as testimonials. You can publish these to your

site. You can feature them on your social media pages.

You can even use them in advertising campaigns.

What this does is deploy reviews from happy patients as

powerful marketing tools. Rather than allowing your best

reviews to collect virtual dust, you’re using them to

attract and reach more potential patients for your prac

tice.

Remember, patients trust you with their health. They

aren’t going to make rash decisions when making a first

appointment. When you back up your claim with testi

monials from satisfied patients, you validate what you’re

saying and build trust with potential patients.

3. Address Negative Reviews Internally

When you intercept a negative medical review, you

might think, how is this going to affect my practice? Is

the damage reversible?

Stay calm, and turn that negative review into a construc

tive experience. Unless the patient has a personal

vendetta against you or someone at your medical prac

tice (which is unlikely), understand that there is probably

a valid reason for the complaint.

Determine how the error occurred, and make adjust

ments that will prevent the same issue from happening

again. You might need to have a conversation with an

employee or coworker at the office. You might need to

tweak your practice’s protocol. Be sure to close out the

issue, as a reoccurring problem can damage your repu

tation.

4. Respond to Negative Reviews

There is a right way and a wrong way to respond to an

unhappy patient. Clearly, the wrong approach is to be

defensive, spiteful, and rude. Some practices ignore

complaints all together, which can be just as damaging!

The right approach is to be understanding, apologetic,

and courteous. Remember, potential patients don’t only

see your negative reviews. They see your negative

responses, too.

So, when responding to a negative review, there are

four steps your practice should take:

• Assess. What went wrong? What can be done

so that this mistake is avoided in the future?

• Call. Get in touch with the patient (preferably

over the phone), to hear his or her story, gather all of the

important details, and apologize.8



• Plan. Now that you have more information,

determine the best course of action. 

• Reply. Provide a written response to the nega

tive review online, acknowledging the complaint and

assuring that you will make things right.

Depending on where the review was left the patient may

have the ability to go back in to redact or annotate their

review. That means that if you go through this process

and are able to resolve their complaint or make amends

you have may have an opportunity to mitigate the dam

age done.

5. Manage Your Reputation First. Then Advertise.

Want a surefire way for your practice to lose money?

Pump thousands of dollars into advertising while your

practice has a poor online reputation . . .

When potential patients see your ads and are interest

ed, do you know what they do first? Naturally, they run

Five Tips For Managing your Practice’s Online Reviews, continued

searches for your practice online. And do you know what

shows up almost immediately? Your practice’s reviews.

If those reviews are overwhelmingly negative, you’re not

going to gain many new patients – if any – from adver

tising.

Using these 5 tips will help you build up a positive repu

tation before you start rolling out big advertising cam

paigns.

 filmMED, your Medical Marketing Specialist
www.filmmed.com

At filmMED, we transform the way consumers interact with

your business through brand strategy, creative experi

ences, innovative technologies and consumer engage

ment.  All in all, we holistically analyze brands and help

them get healthy and stay happy.
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Alabama MGMA Free Member Webinars

Alabama MGMA offers Free Member webinars each month to state chapter members. These webinars

are archived on our Webinar Page in the Members Only area for view on demand after the webinar as

well.  See below for our next webinar.

May 14, 2019 / 12:00  1:00pm CDT
Effective Communication With Physicians & Employees  Steve Dickens, JD, FACMPE

ABOUT THE WEBINAR: One of the most important and often most difficult parts of a manager’s job is to be able to

effectively communicate with the physicians and employees with whom they work. The manager serves physicians

that are performing many roles in our organizations  doctor, owner, manager, and employee. This session will teach

the best ways to prepare reports, hold formal meetings and have discussions in a variety of settings. Employees

present a different set of challenges and the program discusses how to deal with problem employees and difficult

situations such as conflicts and termination. 

ABOUT OUR SPEAKER: Stephen A. Dickens is an attorney and Vice President of Medical Practice Services at

SVMIC. In this role, he advises physicians and their staff on organizational issues including governance, operations,

strategic planning, leadership, patient experience and human resources. He is a published author and frequent

speaker at state and national conferences on these topics. Mr. Dickens has spent the last 26 years working with

physicians in various roles including 15 years in medical practice, hospital and home care executive positions before

joining SVMIC in 2008. He is a Past Chair of the Medical Group Management Association having served as the first

solo chair of MGMAACMPE. He is a Board Certified Medical Practice Executive and a Fellow in the American

College of Medical Practice Executives. 

After registering, you will receive a confirmation email containing information about joining the webinar.

To Register: Visit our website at www.almgma.com. In the Gray Box at the top of the Home Page, sign in

with your Alabama MGMA membership credentials. Go to the Education Tab to view the Webinars Page.  

You must be logged in with your User Name and Password and be a 
current paid member to view this page. 



Your protection is our first 
priority, so your patients  
can be yours.
When you’re insured by MagMutual, you get more than just medical professional 

liability protection, you get partnership. Our promise to protect includes expert 

guidance, an extensive resource library and complimentary access to UpToDate®. 

We’ve also returned more than $200 million* to our PolicyOwnersSM since inception.  

You can stay focused on your patients, knowing MagMutual is your partner.  

MagMutual.com   |   800-282-4882

UpToDate® Access    •    Dividends    •    Expert Resources

*Dividends and Owners Circle allocations are declared at the discretion of the MagMutual Board of Directors.
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Welcome New Members

Active Members

Dina Abernathy

Cheaha Area Regional Emergency

Specialists

Anniston

Rodney Collins

Naaman Clinic

Hoover

Kim Doss

ImageSouth/Open Upright MRI

Homewood

Peggy Edmonds

Sparks & Favor, PC

Birmingham

Julia Jones

ABC Family Medicine, Inc.

Hanceville

Nova Law

Harmony MD Direct Primary Care

Birmingham

Karen Lipscomb

Moonlight Diagnostics, LLC

Montgomery

Lindsey Sanderson

Pulmonary and Sleep Associates

of Huntsville 

Huntsville

Kala Stancil

Cullman Regional Orthopedic &

Sports Medicine, P.C.

Cullman

Jasmine Taylor

ABC Family Medicine, Inc.

Hanceville

Tonya White

Birmingham Heart Clinic, PC

Birmingham

  

 
 

 
 

 

  

  
 

Our team of highly trained experts are equipped to support
your business and its vision. Our dedicated professionals
deliver personalized service to our clients. 
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deliver personalized service to our clients. 

• Strategic planning
• Management and support

services
• Compensation design
• Service line impact analysis

complianand OSHAAAAA• HIP
  with web portal resources

  

 
 

 
 

 

  

  
 

urn to us for:Tdeliver personalized service to our clients. 

• Service line impact analysis
 compliance

• Payer Credentialing
• Economic analysis of employment

contracts, buy-sell, and hospital
support agreements

• Practice startups
• Revenue cycle optimization
• Profitability and operational
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Alabama 35205

s with

Affiliate Member

Ted Dower

Ambit Solutions

Hoover

Hillary Folsom

Lyons HR

Gadsden

Mark Hankins 

Abbvie 

Madison

Aimee Hill 

LabCorp 

Montgomery

Benjamin Hubbard

Nextgen Healthcare 

Columbus, GA

Sharon Ramon

Medical Administrative & Billing

Services

Springville
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P.O. Box  380124
Birmingham, AL  35238

For a no-obligation Total Practice  
Protection quote, contact ProAssurance  
Agency at Agency@ProAssurance.com  
or 844.331.6298.

▸ Business Owners Policy (BOP)
▸ Cyber Liability
▸ Employment Practices Liability (EPLI)
▸ Regulatory Risk Protection
▸ Workers’ Compensation (WC) 

ProAssurance.com/Agency

Professionals have trusted  
ProAssurance for their medical  
professional liability insurance  
needs for over four decades.

You can get the same superior  
service and quality for your other  
insurance needs through the  
ProAssurance Agency.


