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THE PROBLEM

After problem identification and prioritization, we come
with the following:

PRIORITY PROBLEM
Decreased collection rate of HMO accounts receivables

PROBLEM STATEMENT
Data revealed a 24% decrease in collection rate on

HMO accounts receivables for the month of January and
February 2021

AIM

To increase the percentage of collection rate of Accounts
Receivables to 80% by the end of June 2022
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PLAN

. Increase the percentage of collection of account

receivables from HMO companies from the previous year

2021 to present year 2022.

. Process of the Business Office and Accounting
Department will be observed on how they do the
communication and collection of receivables from
HMO companies.

. Data from the year 2021 until the present year (ye
date will be gathered and analyzed

. Root cause analysis will be conducted to know the
causes of the problem.

ACT

evise process on the collection of HMO accounts and
ive reminders on their accounts before due

. Create a unit/department that will focus on credit an
collection especially to HMO companies. Monitor an
evaluate performance of the staff/manager assigned on
the task. Assign somebody to the task in case of leaves.

. Evaluate the performance of HMO companies before the
MOA expires.

. Conduct regular report of collection rate on account
receivables

CHECK/STUDY

. There is no HMO compan

the

arto

major

DO

. It was noticed that the process of collection of receivables have

delays. The Credit and Collection Officer has to wait the account
to overdue before conducting follow-ups from the HMO
companies. There are no reminders given to the companies and
staff in-charge of the collection is given other task and collection
to HMOs are not given priority.

. There are times that the personnel are not around or on leave

that there is no person who take overs the task. There is no
proper endorsement conducted in case somebody was assigned.

. There is no proper performance evaluation conducted to the staff

and manager concerned on the task.

ies evaluation conducted in the middle
of the year or before the memorandum of agreement expires.

. Using the pareto diagram and the balloon tree template
we found out that the root cause of the problem is that
there is a challenge with the process of collection to

HMO companies. There is an increased numb

er of unpaid

transmitted HMO SOA that affects to the account

receivables of the hospital.

. It was also found out that in case personnel is

not around

or on leave there is no somebody who takes over and

does the task.

. Further, there is no regular monitoring done for the
account receivables of HMO companies and reminder

given to them for their bills before due dates.

DATA

* Display data in a run chart.

Improve Collection Rate of HMO Account Receivables in
Adventist Hospital - Davao, Philippines

[Team Members: Dr. Nestor V. Molleda, President,CEO, Shirley M. Lerasan, Continuous Quality Improvement
Manager, Kervey O. Punay, Patient Experience Officer, Joan U. Hallarcis, Credit & Collection Head]

PLAN DO ACT STUDY CYCLE

RESULTS

Data shows that Health Maintenance Organization (HMO)
collection of Adventist Hospital Davao, Philippines for the
period Jan-May 2020-2022 decreases in the months of
January and February 2021 but increases in the month of
April 2021 up to May of 2022 after revising our standard
operating procedure.

No collection on April 2020 when the Credit & Collection
staff resigned and was not replaced immediately.

It’s also noticeable that the collection from Jan-May 2022
also increases.

In terms of percentage, collection rate for the period Jan-
May 2022 is at average of 92.8%

SUMMARY

*  What did you learn?

*  What is the result for your patients and institution?

Revising the process flow of HMO collection of constant
follow up through email and phone calls before due date
proved effective in improving the collection rate for
Adventist Hospital-Davao
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