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Save the Date
Florida MGMA Annual Conference

June 17-19, 2020
Hyatt Regency Grand Cypress, Orlando

Mark your calendars for the Florida MGMA Annual Conference, June

1719 in Orlando.  Members will receive our complete agenda and

registration information in the next few weeks.  Our theme, Racing To
the Top, Drive Your Crew to Peak Performance has a broad range

of hot topics that affect our medical practices.

As always, we have lots of wonderful exhibitors and sponsors in

attendance to add to the networking and fun. We plan to bring back

last year’s extremely popular Casino Night! It is a networking event

you won’t want to miss.

The Hyatt Regency Grand Cypress is an excellent location for a quick

summer vacation right in your backyard! The hotel includes a 850,000

gallon lagoonstyle pool that has 12 waterfalls, a water slide, a rope

bridge, and a swimthrough rock grotto with a hidden jacuzzi. Also

included is use of the fitness center as well as various bikes and boats

and even a rock climbing wall...all at no additional cost!

We look forward to your attendance!
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Letter from the President

Dear Florida MGMA Members,

Fall is finally here after a very, very

long summer.  As the weather

becomes more bearable, we can take

a deep breath and use that burst of

energy to tackle the rest of the year.

Thank you for the opportunity to serve

as your President.  I am so excited for

this year!  Our Florida MGMA Board is

comprised of volunteers from across

the state representing a variety of

organizations and specialties.  Having

access to this brain trust has been so

beneficial to me and I look forward to

continuing to work with this excellent

group again this year.  

We had our quarterly Board meeting

October 25, 2019 and discussed

plans for 2020.  A major focus of the

Board is the expansion of our FLMG

MA membership.  The strength of the

organization is directly proportional to

the strength of its membership.  While

our member numbers have remained

steady, we would love to see them

grow. Spread the news; invite a friend.

Do you know someone that is a mem

ber of national MGMA or your local

MGMA chapter, but not a member of

FLMGMA?  Encourage them to join!

We also have corporate memberships

available for larger organizations.

The Annual Conference will take place

June 1719, 2020 at the Hyatt Grand

Cypress Hotel in Orlando (the same

beautiful hotel as the last several

years).  Patty Pugh, our conference

chair and Presidentelect, is putting

together a great agenda with excellent

key note speakers and breakout ses

sions that may make it hard to select

which one to attend.  We hope to see

a lot of new faces this year along with

familiar faces that have made the time

commitment to attend in the past.  You

will have a chance to network with

your peers, make new contacts and

friends, see a number of product offer

ings from our vendor exhibitors, win

prizes, and have fun in the process.

Sounds better than being in the office!

The presentations from the 2019

Conference are also available on the

FLMGMA website.

The Florida Collaborative Committee

continues to meet on a quarterly

basis.  The winter meeting will be via

teleconference while the summer

meeting will take place at the Annual

Conference.  Many thanks to outgoing

Committee Chair, Kevin Lockett for

reviving the committee and providing

renewed energy. Ann Crutchfield is

the new Committee Chair and is work

ing on a number of exciting changes

to the format and composition of the

committee as we engage the partici

pating payors in a new, productive

ways. 

We recognize the responsibilities of

healthcare managers are constantly

changing and demand more and more

time and knowledge to succeed .

Being a member of the Florida MGMA

has many benefits, some of which are

accessible without leaving your office

and require a small commitment of

time:  

Free Webinars – The monthly, hour

long webinars are free to FLMGMA

members, interactive, and a great way

Debbie Stearns, CMPE

Florida MGMA President

continued on page 2



to keep up with current issues, hot topics and to

expand upon our knowledge base.  If you happen to

get pulled away and unable to listen live, the record

ings are also available on demand from the FLMGMA

website, making it easier to keep up on your own

schedule.  The webinar dates and topics are avail

able on the FLMGMA website under the

Conference/Education tab.

ACMPE certification  If you’ve been working as a

healthcare manager for over two years, have you

considered pursuing certification from the American

College of Medical Practice Executives to  validate

your professional knowledge?  If you are already

ACMPE certified, is it time to look at elevating your

self to a fellow?  Marynell Lubinski is our ACMPE liai

son and is available to help you navigate the process.  

In healthcare, nothing is as constant as change and

with 2020 being an election year, there will likely be

no shortage of new issues affecting our businesses

and lives.  FLMGMA will be a valuable resource dur

ing this time and we hope you take advantage of all it

has to offer.

In closing, I would like to thank Rob Parker for his

service as President last year.  It has been a pleas

ure working with him as I transition to this role and

am happy he will continue to be involved on the

Board!  Also thanks to Lisa Beard for keeping us

organized.  She works tirelessly in support of us and

our organization!  

Enjoy the remainder of 2019, Happy Holidays, and I

look forward to seeing everyone at the Annual

Conference in June 2020.

Best Regards,

Debbie Stearns, CPA, CMPE

President, Florida MGMA

Letter from the President, 
continued
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2020 Member Webinar Schedule

January 14, 2020

February 11, 2020

March 10, 2020

April 14, 2020

May 12, 2020

June 9, 2020

July 14, 2020

August 11, 2020

September 1, 2020

October 13, 2020

November 10, 2020

December 8, 2020

Webinars are held at noon Eastern. 

Login with your Member User Name and

Password to access the webinar page and sign

up. Previous webinars are available ondemand.



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.



7 Benefits of Two-Way Text Messaging with Patients
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The primary communication method for a physician

practice has typically been the phone call. Every day,

staff and physicians pick up the phone and call

patients. The calls could be about insurance verifica

tion, appointment reminders, test and lab results,

payment reminders or anything else relevant to run

ning a successful practice.

But over the last few years, a fundamental change

has occurred that has impacted the effectiveness of

phone calls as a reliable communication channel for

practices: Many adults now prefer to send/receive a

text instead of making/receiving a phone call, reports

The Chicago Tribune.

A survey by TrueCaller found that 64 percent of

adults choose to not answer a call from a number

they don’t recognize. Furthermore, leaving a voice

mail is no longer an assured way to reach someone

quickly, if at all. More than 30 percent of voicemails

linger unheard for three days or more, and more than

20 percent of Americans do not check their voicemail

at all, reports The New York Times.

Consider the impact of these trends for a practice

that still relies on phone calls as its primary patient

communication method. Long gone are the days

when phone calls and voicemails were a convenient,

fast, efficient and reliable form of communication.

When it comes to texting in America, the following

research and statistics speak volumes:

 95 percent of text messages are read within 3 min

utes of being sent (Forbes)

 98 percent of text messages are read (Dynmark)

 91 percent of U.S. adults 65 and older own a cell

phone, with 53 percent owning a smartphone (Pew

Research Center)

 90 seconds is the average response time for a text.

(CTIA)

By embracing twoway texting as a communication

channel for patient engagement, practices can

achieve significant improvements throughout their

operations.

ADVERTISING

Here are seven ways that practices can benefit

immediately from twoway texting.

1. Generate inbound calls. Not every outbound

phone call staffers make is answered for the reasons

mentioned above, but almost every inbound call to a

practice during hours of operation is answered.

Texting is a great way to inform patients that they

need to call the practice. The text can even put the

practice’s phone number at their fingertips.

For example, you can send a text to patients letting

them know that their insurance has been verified and

that they may have a copay, then ask them to call the

practice to learn more. For staff members tasked with

outbound insurance verification calls to patients, this

usage case is a fundamental gamechanger to their

workflow because it frees up time typically spent

leaving voicemails and playing phone tag.

2. Provide education and support. Twoway texting

is an easy way to put relevant information in patients'

hands before or after appointments. Many patients

will lose or discard printed information given or

mailed to them, but they will likely read and engage

with a text.

Sending a text with a link to additional information

available online is a great way to steer patients to rel

evant resources. Remember, more than 97 percent

of mobile phones have access to the internet. If you

want patients to look at an online video, read appoint

mentrelated instructions or go to a portal to view lab

results or discharge instructions, just include the link

in the text.



7 Benefits of Two-Way Text Messaging with Patients

3. Increase compliance and adherence. Twoway

texting also is a great way to ask patients if they are

complying with medication and/or care protocols.

Consider sending the following reminder tasks:

“Have you weighed yourself today?”

“Are you taking your medication as instructed?”

“Have you completed your knee exercise for 15 min

utes today?”

“Have you scheduled your followup appointment

with us?”

If patients reply via text that they are not in compli

ance with your instructions, staff can reach out and

reengage the patient.

4. Improve online reputation management. Two

way texting is a very effective way to gauge patient

satisfaction following an appointment and steer satis

fied patients to leave positive reviews about your

practice online.

Furthermore, by asking a patient to text back to share

their level of satisfaction with an appointment experi

ence, the practice can receive immediate feedback

from the patient and can intervene quickly if an expe

rience was unsatisfactory.

5. Increase topline revenue. Using texting for

appointmentrelated messages reduces cancella

tions and noshows. Not only can you more effec

tively identify which patients plan to keep their

appointment, but staff also can identify patients who

need to cancel or reschedule. That gives staff a

chance to fill that appointment slot with other

patients.

For practices that provide annual visits, texting is a

great way to recall patients or remind them about

additional services available, such as annual well

ness visits.
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7 Benefits of Two-Way Text Messaging with Patients

6. Improve paymentrelated communication.

Before mailing out letters to patients regarding over

due payments, you can send a wellworded and

polite text reminding them that payment is due.

Include a link to an online bill pay website, if you offer

such a payment mechanism. This approach to secur

ing payment is familiar to most people, since many

other industries already use texting for payment

prompts, including most major credit cards and many

banks.

7. Provide updates concerning local weather

related and other schedule changes. Texting is a

fast and efficient way to update patients about rele

vant changes to their appointment due to a local

weather event, such as a winter storm or hurricane,

or other issues, such as power outage or physician

illness. Sending a text to a group of patients letting

them know their appointment needs to be delayed or

cancelled and asking them to call the practice to

reschedule is much easier than picking up the phone

and calling every patient on the schedule for that day

or multiple days. Otherwise, staff will be leaving a lot

of voicemails, and the practice better hope patients

listen to the voicemails. For those who don't, they will

likely show up at your door, only to be frustrated to

learn then that their appointment was canceled.

Texts can notify, educate, support and steer a patient

to richer patient experiences. Importantly, texts from

patients can prompt the staff to reengage with the

patient as needed.

Best of all, texting requires no behavior change from

patients. All they need is a mobile phone number and

the ability to read a text. Text messaging also can

help physicians cross language barriers: If a patient

prefers to receive communications in a different lan

guage, texts can usually be sent in that language.

Finally, since more than nine out of 10 of all adults

own a cell phone (Pew Research Center), texting is

an effective communication option for most patients.

Every employee currently tasked with making phone

calls to patients can also benefit from twoway tex

ting. Texts can eliminate many outgoing phone calls,

generate inbound calls and increase touch frequency

with patients. Twoway texting is a channel that

should be considered as a key part of any physician

practice’s communication strategy.

 Brandon Daniell 

Daniell is president and cofounder of Dialog Health. He

has more than 18 years of business and program devel

opment experience in healthcare, having worked with

leading employers, physicians, payors and hospital sys

tems. With three private practice physicians in his family,

Brandon understands the challenges many practices face

concerning patient engagement. 
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First Impressions Matter Greatly for Physician Practices

In the last few years, healthcare providers have come

to realize the effect of consumerism on their prac

tices. Consumers increasingly view healthcare as a

commodity to be shopped for and compared. Social

media has allowed patients to share experiences—

good and bad. Online reviews are visible on many

websites. It is now more likely for consumers to seek

reviews or ask friends before selecting a practice or

physician. Even a physician referral may be only a

suggestion–not an assurance the patient will be pres

ent for care.

Many physicians fail to realize the first impression is

the initial phone call, not the initial visit. Seventyfive

percent of patients who abandon calls do not call

back. It is important to measure the abandonment

rate in multiple departments of your practice. A prac

tice should have no more than five options on an

automated attendant. The first option is usually a

prompt for making an appointment. These calls

should be answered promptly and never go to voice

mail. A queue can be utilized to line calls into a hold

ing pattern, allowing staff to manage a larger volume

of calls and give undivided attention to the caller. The

goal of the patient is to finalize the call; a voicemail

does not allow the patient to finalize the call by

obtaining an appointment or other service. The front

office staff should focus on patients who are arriving

to see a provider; they should not answer calls for

appointments or other highvolume tasks. The time

line to an appointment is very important for capturing

a new patient. If patients have to wait more than two

to four weeks for an appointment, they will seek serv

ice elsewhere, depending on the specialty. I worked

with a practice recently in which the physician had no

idea there was a sixmonth wait for a new patient

appointment and a twomonth wait for a followup

appointment. Providers should track noshows in cor

relation to wait time to appointment.

Sometimes, a first impression is based on the effec

tiveness of the practice’s website. A good website is

easy to navigate, and it showcases important infor

mation related to making an appointment and infor

mation related to the physicians and other providers.

Phone calls can be controlled by offering requests for

appointments via the website or patient portal.

Patients prefer to communicate through various

methods; most pediatric practices use a portal to

communicate with parents of established patients.

The parents can speak directly to a nurse and obtain

an answer quickly.

Another important first impression is the preparation

for a visit. Most patients prefer to register online via a

link from an automated appointment confirmation.

Online registration allows patients to use their own

devices to complete needed information. The staff

receives the information before the appointment,

allowing for quick verification of coverage, and it

reduces the time in the waiting room upon arrival. It

also prepares the front office staff with accurate infor

mation related to the copay and other benefit con

siderations.

Managers and staff often enter the practice through a

side or back door and never see the practice from the

perspective of the patient. I visited a practice a few

years ago that had soiled carpet, and the reception

ist was seated behind a frosted glass window, not

allowing her to see presenting patients. In addition, a

sign was posted on the glass stating “Don’t tap on the

glass. Have a seat until called.” It was evident they

did not care about first impressions. Assure a man

ager or supervisor is entering through the front door

daily to see the reception area through the eyes of a

patient. The call volumes and wait time to obtain an

appointment should be closely monitored to assure a

good balance between scheduling and availability.

Patient surveys are instrumental in measuring patient

satisfaction. The practice culture is essential to

engaged, welltrained employees who care about

high patient satisfaction.

You only have 12 seconds to make a good first

impression! Review all the steps a patient must take

to make it to the exam room. If it is not a pleasant

experience, make the necessary changes and con

tinue to monitor the steps and the staff performing

each step. Compare yourself to your fiercest com

petitor. Are you staying abreast of changes in tech

nology and healthcare?

 Tammie Lunceford, CMPE, CPC

Warren Averett

www.warrenaverett.com



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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Florida MGMA Collaborative Committee

The Florida MGMA’s Collaborative Committee strives to make they system better for both Provider Practices and for

Managed Care Networks. Committee members are Florida MGMA members and representatives of Managed Care

Networks and Payers..

During our October phone conference we identified 3 areas of interest for 2020:

1. Interoperability: Identifying which networks are moving forward and assisting with identifying practices

interested in betatesting

2. Quality Reporting Methods: How are networks tracking, what are they tracking, and how can practices learn 

more?

3. Credentialing and Contracting: What challenges are practices in FL experiencing and what challenges are 

networks experiencing?

In November, the Collaborative Committee conducted a short “Network Adequacy” survey.  Of our 72 respondents:

• 24% are PCP practices that make referrals

• 22% are Specialist practices  who receive referrals

• 54% are Practices who both make and receive referrals

Our key question was “How easy is it to find a specialist willing to accept a referral?

Some who completed the survey took the time to add a comments. Here’s a sampling:

• “There is a dire shortage of pediatric psychologists and psychiatrists, especially those who take Medicaid.  

There is also a shortage of pediatric rheumatology/immunology; the nearest to us is about 4 hours away”

• “Medicaid products are the worst (for not enough specialists)”

• “Hard to get PCP referral specialists on the phone”

• “Often times a specialty physician or a group is removed or not considered for a plan because the insurance 

provider does not realize the practice specializes, therefore specialists get omitted from plans because they 

are incorrectly identified as general. This is seen quite frequently with specialty clinics for Glaucoma and 

Retina.”

• “About 90% of my patients say they are glad I opened my practice, because they were tired of having to drive

more than 45 minutes to see their doctor.”

• “One of the National networks has been closed for last 4 years for nephrology but many patients have to wait 

months for an appt. “

The Collaborative Committee is open to all interested FL MGMA members. Meetings are twice a year (at Annual

Conference and in the Fall) and there are 2 phone conference calls.  For more information, contact chair, Ann

Crutchfield at acrutchfield@PracticeResults.net or 8136104615.



Welcome New Florida MGMA Members
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Active Members

Nisreen Alhassani 

University Hematology and

Oncology, PA 

Tampa

Branden Barkema

North Florida Surgeons, PA

Jacksonville

Pamela Bolling

Florida Neurology Group

Fort Myers

Alice Cartee

Gastroenterology Associates

Pensacola

John Eastman

Accent Physician Specialists

Gainesville

Jenine Frazier

Tri County Foot & Ankle

The Villages

Krysta Howard 

Osceola OB/GYN 

Kissimmee

Liliana Irwin

Gulfcoast South Area Health 

Education Center 

Sarasota

Melissa McDonald

Central Florida Urology Associates

Lake Mary

Terrinda Porter

First Choice Medical Group

Melbourne

Affiliate Members

Marcel Anderson 

BioSpine Inst. 

Oxford

Joseph Dukes

Prince Parker and Associates

Charlotte, NC

Parker Eastin

Nicholson & Eastin, LLP

Fort Lauderdale

Ellen Goodridge

Medical Professionals Tampa 

Magazine 

Tampa

Adam Gregory

Advanced Business Solutions

St. Augustine

Beverly Ivey 

Florida Blue 

Jacksonville

W. Todd Jensen

Jensen Property Group 

Jupiter

Jon Kearn 

Fulcrum Partners 

Orlando

Natalie Mahler 

Privis Health 

Durham, NC

Greg Toler 

Medicus IT 

Longwood

Corrie Ward 

SunTrust Bank 

Land O Lakes

Michael Wood

Design Build Solutions Inc.  

Tampa

Encourage your colleagues to join Florida MGMA by going to

our website at www.flmgma.com under the Membership tab.



P.O. Box 380124

Birmingham, AL  352380124

Visit us on the web at www.flmgma.com

WE KNOW GOOD MEDICINE WHEN WE SEE 
IT, AND WE’RE DETERMINED TO DEFEND IT.

MagMutual’s Florida Claims Committees consist of physicians 

just like you. They review cases with the same care they’d 

wish for their own. We hire the top local attorneys who are 

guided by our local expert claims specialists. And we won’t 

settle a claim without your consent. What else would you 

expect of a physician-owned, physician-led company?

Good medicine 
deserves the 
best defense.

To learn how MagMutual defends physicians, call 1-800-741-0611 

or visit MagMutual.com.

Insurance products and services are issued and underwritten by MAG Mutual 
Insurance Company and its affiliates.
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