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The President’s Message
"“Life is a journey to be experienced, not a problem to be solved” Winnie the Pooh 

Happy Spring 2025! The time change and warmer temperatures are just what we need to 

get out of the winter blahs and get back into our Summer vibe.  

The Virginia Chapter of AAHAM Board recently held our annual strategic planning ses-

sion to prepare for the rest of the year and beyond. We also finished up our virtual webi-

nars to assist you with upcoming exams. Thank you to Linda Patry, David Nicholas, 

Deanna Almond, Michael Whorley, and of course our Certification Chair, Leanna Mar-

shall.  

We have several events coming up to assist you with obtaining CEUs and continuing edu-

cation.  

Legislative Day will be local again this year and runs from April 14-17. More details can 

be found at https://aaham.org/page/LegislativeDay 

The 2025 ANI will be held in Baltimore, Md and volunteers are needed to assist. Save the 

dates of October 20-22, 2025 and come join us for this exciting networking and education 

event. 

National will also be presenting webinars in the summer to help you obtain CEUs. Be on 

the lookout for those in the coming months. 

Our local chapter will be meeting on October 8th for a Fall Winery Tour in Charlottesville 

and our Fall Education Conference will be on October 9th.  Save the dates! Further info 

can be found at https://vaaaham.com/meetinginfo.php 

Also, this is an election year. Please let me know if you’re interested in running for a posi-

tion on the Board or serving on a committee. You can reach me at info@vaaaham.com 

I look forward to serving you all in my final year as President of The Virginia Chapter of 

AAHAM. Enjoy the Spring and get ready for Summer! 

 

Pam Cornell 

 

FACEBOOK.COM/VAAAHAM 

LINKEDIN: The Virginia Chapter of AAHAM 

INSTAGRAM: VAAAHAM 

President’s Message 1 

Virginia Hospital Advocate 2 

Is BPO the Solution for 

Back Office Shortages 

3-8 

Spring Conference– Inova 9-13 

Getting to know the Board 14-17 

Publications Committee 19 

Certification Overview 20-21 

Membership Information 22 

Upcoming Events 23-27 

Executive Board 2025 28-31 

Thank you to our Sponsors 32-42 

On the Lighter Side 43-44 

  

  

Inside this issue: 

https://aaham.org/page/LegislativeDay
https://vaaaham.com/meetinginfo.php
mailto:info@vaaaham.com
mailto:info@vaaaham.com
https://facebook.com/vaaaham/
https://www.linkedin.com/groups/12337624/
https://www.instagram.com/vaaaham/
http://vaaaham.com/


 

2 

Spring Volume Issue 1 

Virginia Hospital Advocate Newsletter 

 

 

 

 



 

3 

Spring Volume Issue 1 

 
 
 
 
 
Unfortunately, the healthcare industry faces a massive labor shortage, extending beyond clinicians 

and nurses to the back office. The back office is the part of a medical practice that patients rarely 

see. The “business” side of the practice deals with medical coding, debt collection, and insurance 

claims. 

Shortages of crucial staffing positions, such as claims specialists, affect every aspect of the practice 

because they impact the revenue cycle. The answer to addressing back-office staff shortages might 

be BPO. 

The benefits of outsourcing back office jobs have become clear in recent years. Business process 

outsourcing (BPO) helps practices to optimize and better manage their healthcare revenue cycle 

from insurance claims to debt recovery. 

 

Putting the Focus Back on Patients 

People don’t like to think of healthcare as a revenue-based business because it is about the patient 

experience. The fact is without back office services, the patient experience suffers. Third-party BPO 

services can play an intricate, although not direct, role in improving patient care. 

The tasks performed in the back office of a healthcare business are time-consuming and redundant. 

Outsourcing these primarily administrative duties reduces clinicians’ workload, putting their focus 

back on the patients. 

 

Understanding the Revenue Cycle 

BPO typically focuses on the positions impacting the revenue cycle, but what does that mean? In its 

most simplistic form, the healthcare revenue cycle begins with creating a patient account and ends 

with collecting all funds owed on that account. 

 

Is BPO the solution for Back-Office Shortages 
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This cycle can break down at many points. For example, a specialist that sees a patient with no re-

ferral might have to fight with the insurance provider to get paid, depending on the policy. Coding 

errors and inaccurate data entry are enough to impact the revenue cycle. Each leak in the revenue 

cycle means lost time and possibly income. 

For this reason, back office jobs in healthcare tend to be very specific. The various back office prac-

tices contribute to creating a healthy revenue cycle. A healthy revenue cycle means better workflow 

at the front end of the healthcare system, where patient care is critical. 

Staff in the back office utilize complex tools that help keep the revenue cycle intact, such as: 

• Financial clearance 

• Patient information confirmations 

• Charge capture 

• Charge entry 

• Claims management 

• Statement processing 

• Payment posting 

• Denial posting 

• Insurance follow up 

• Denial management 
 
Staffing shortages in the back office of any healthcare business are like having breaks in the armor. 
They open up holes that can impact the revenue cycle and potentially kill the business. That is bad 
for patients and caregivers. 

Is BPO the solution for Back-Office Shortages 
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Why Consider Business Process Outsourcing? 

For years, the healthcare industry has tried to avoid outsourcing because of the concern of protect-

ing the patient experience. Finding exemplary third-party service gives the front-of-house staff 

more time to focus on patients. Also, outsourcing helps stimulate business growth, benefiting the 

patient and the staff. 

 

Business process outsourcing offers an actionable solution as shortages grow in traditional back of-

fice positions such as debt follow-up and collection. However, the healthcare revenue cycle is com-

plex, and any cog in that wheel has an impact. 

 

The distinctive benefits that come with BPO include: 

• Shifts patient focus – BPO takes over time-consuming tasks, so the front-of-house staff has 

more time for patient care. 

• Cost-effective – BPO offers a cost-effective way to reduce overhead. Lowering operational ex-

penses by outsourcing costs less money and time than training in-house staff. That money can go 

back into the business and further enhance patient care. 

• Re-shift energy – Quality care and enhanced patient services become the only concern when 

back office tasks disappear. With outsourcing, practices have more time and money to grow what 

they can offer their patients, such as adding specialists to the service. 

• Reduce mistakes – There is nothing simple about the healthcare industry, including the business 

aspect of it. Health insurance portability and accountability rules cost money if not followed 
correctly. An effective BPO partner is more likely to stay up-to-date on the regulations and re-
duce the risk of fines. 

Is BPO the solution for Back-Office Shortages 
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Business process outsourcing frees things up using specialist staff and automation. 

Automation improves not only labor expense but also helps to improve timeliness and accuracy of 

work performed. 

– Jon Neikirk Executive Director, Revenue Cycle at Froedtert Hospital, WI 

The goal of BPO in the healthcare industry is to improve patient outcomes by filling those gaps that 

can cause revenue cycle leakage. BPO keeps costs under control, allowing for better patient engage-

ment. Healthcare providers can outsource standard BPO services to improve their revenue cycle, 

benefit their patients, and reduce the backlog. 

In some instances, it does make sense to outsource. It’s vital to ensure that your revenue continues 

to flow. 

–Sheila Augustine Director, Patient Financial Services at Nebraska Medical Center 

BPO services use specialized teams and innovative technology to process large volumes of medical 

claims quickly and accurately. BPO helps maintain the accuracy of these claims to avoid disrupting 

the revenue cycle. 

Use Outsourcing to Cover Back Office Shortages 

BPO provides healthcare organizations with a solution when they have back office shortages. It al-

lows them to send tasks that impact their revenue cycle to specialists trained to do them. 

Claim Processing 

The billing process generally starts with filing a claim to an insurance agency. That initial claim is 

one of the most critical. When done right, it can lead to timely and accurate payments. When done 

wrong, it will lead to payment reductions or denials. 

 

Is BPO the solution for Back-Office Shortages 
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Legacy AR Wind-Downs 

Legacy AR is at the top of the list when healthcare facilities transition to a new revenue cycle man-

agement or hospital information system. In addition, the combination of new technology and chang-

es in the healthcare industry make upgrades to new systems sometimes necessary. 

Dealing with leftover accounts receivable costs money and time when done in-house. On top of 

that, a new system means the staff has to spend that valuable time learning how to use the platform 

to avoid slowdowns. 

One of the most challenging parts of a transition is dealing with legacy accounts. It often means 

staff must work on two separate systems until the backlog clears. Outsourcing the legacy wind-

down eliminates the need. Instead, the current staff can focus on getting the new system live while 

the BPO works on the legacy AR. 

Aged AR Clean-Up and Follow-Up Specialists 

Aged AR clean-up is one of the essential parts of managing collections. BPO specialists will work 

to settle outstanding balances from insurance companies or third-party payers and provide support-

ing documents. 

They can help delinquent patients account holders work through a payment system or understand 

how to appeal denials. They can offer aggressive follow-up that allows the removal of delinquen-

cies from the system. They offer to rebill when necessary and regular account reviews. 

Finding the Cure to Back Office Shortages 

The healthcare industry is facing challenges right now. There are chronic shortages in nursing staff 
and clinicians among an escalating need for healthcare services. The World Health Organiza-
tion (WHO) estimates that by 2030, one in every six people will be over 60. 

Is BPO the solution for Back-Office Shortages 

https://www.who.int/news-room/fact-sheets/detail/ageing-and-health#:~:text=At%20this%20time%20the%20share,2050%20to%20reach%20426%20million.
https://www.who.int/news-room/fact-sheets/detail/ageing-and-health#:~:text=At%20this%20time%20the%20share,2050%20to%20reach%20426%20million.
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The aging population puts stress not only on healthcare services but on the labor force, as well. Add 

to that the need to make medical care more affordable in the U.S. without sacrificing quality, and 

it’s not hard to see why there is a shortage in the back offices, too. 

 

The solutions for providing better quality health services to more people, such as telehealth and re-

mote patient monitoring, emphasize the need to keep the back office strong. Business process out-

sourcing is a cost-effective cure for back office shortages in healthcare.  

 

Reach out to Susan McDonald at smcdonald@keybridgemed.com for more information about how 

our BPO services can serve you.   

 

 

Is BPO the solution for Back-Office Shortages 
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 Networking at the Caboose Commons! 
  

 

Spring Conference… Inova 
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Arlynn Flecker 
VA AAHAM Chapter  
Treasurer 2024-2025  
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The Virginia Chapter of AAHAM is actively seeking sponsors to join us for the 2025 sponsorship year! 

Are you ready to amplify your brand and make waves in the healthcare revenue cycle industry? The Virginia 

Chapter of AAHAM is rolling out the red carpet for our 2025 sponsorship season, and we want YOU to join 

the excitement! 

By becoming a sponsor, you’ll take center stage with decision-makers and trailblazers in the healthcare fi-

nance world. This is your chance to build meaningful relationships, share your expertise, and show how 

your solutions can help drive success across the industry. 

Here’s why you don’t want to miss out: 

Get Seen and Be Heard! Boost your brand visibility through our events, newsletters, and website. 

Make Meaningful Connections! Connect directly with key professionals at our chapter meetings and 

conferences. 

Be Part of the Solution! Partner with industry leaders to tackle the hottest challenges in healthcare fi-

nance. 

Whether you’re a returning superstar or new to the scene, we’ve got sponsorship tiers that fit your goals 

like a glove. Head over to the Virginia AAHAM website to check out all the perks and secure your spot to-

day! 

Don’t miss out on the chance to be part of one of the region's most engaged healthcare financial manage-

ment communities. Secure your sponsorship and help us make 2025 our best year yet! 

 

 For more information– Contact Owen Foley 

 

Owen.Foley@penncredit.com 

 
  

Sponsorship Overview by Owen... 
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The Virginia Chapter of AAHAM Publications Committee  

is Seeking Committee Members! 

No Experience Necessary!  

As a member of the publication committee, you can earn AAHAM CEU’s 

while collaborating with other Chapter members, vendors, and authors.  

 

Writers Wanted! 

Newsletters are published quarterly.  Don’t miss your chance to be read, 

recognized, and rewarded for your writing talent!   

 

Submit articles or, express interest in participating on the Virginia AAHAM 

Publication Committee. Contact Amy Beech for information! 

abeech@augustahealth.com 

 

mailto:abeech@augustahealth.com?subject=AAHAM%20Newsletter
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What are the AAHAM Exams? 

What is the AAHAM CRCE (Executive) certification? 

Executive Certification is an extensive online proctored exam directed to all senior and executive leaders within the 
healthcare revenue cycle industry, to help equip them for strategic management of the business. This certification 
possesses the highest level of difficulty combining content knowledge of the business with critical thinking and com-
munication skills. 

What is the AAHAM CRCP (Professional) certification? 

Professional Certification is an online proctored exam directed to supervisors and managers in the revenue cycle 
industry, to validate their knowledge and skills. This certification is for the individual who desires confirmation and 
recognition of their expertise and/or for those who aspire to the executive level certification. 

AAHAM Certification Options: 

The AAHAM Certified Revenue Cycle Executive 

The AAHAM Certified Revenue Cycle Professional 

The AAHAM Certified Revenue Integrity Professional 

The AAHAM Certified Revenue Cycle Specialist  

The AAHAM Certified Compliance Technician 
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What are the AAHAM Exams? 

What is the AAHAM CRIP (Revenue Integrity Professional) certification? 

The Revenue Integrity Professional (CRIP) is an online proctored exam directed to anyone in the revenue cycle indus-
try to help ensure that facilities effectively manage their charge master, and bill and document appropriately for all 
services rendered to a patient. This certification requires an in-depth, working knowledge of various revenue cycle 
areas and proper skill sets needed to increase revenue and reimbursement for facilities. It also ensures that proper 
charging takes place to maintain compliance within the insurance payer programs. 

  

What is the AAHAM CRCS (Specialist) certification? 

Specialist certification is an online proctored exam that tests the proficiency of staff involved in the processing of pa-

tient accounts and to prepare them for the many details needed to perform their daily job duties. 

 

What is the AAHAM CCT (Compliance) certification? 

 

Compliance certification is an online proctored exam that thoroughly tests competencies in healthcare compliance 

for all staff involved in the processing of patient accounts.  It is intended to meet the annual employee compliance 

training requirements and to support individuals with professional compliance responsibilities in both institutional 

(hospital, health system) and professional (physician, clinic) settings.unts and to prepare them for the many details 

needed to perform their daily job duties. 
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2025 VA AAHAM Membership Application 
We are thrilled to be growing the Virginia Chapter of AAHAM.  Visit our online membership 
application and payment options to join or renew your membership with the Virginia Chapter 
of AAHAM!  

Take advantage of these important benefits… 

• Problem solving and solution sharing with your associates   

• Educational seminars & workshops, conference presentation materials 

• Membership directory 

• Chapter newsletter 

• Reduced fees for chapter education events  

• Interaction & networking with peers 

• Preparation assistance for certification tests that demonstrate your professional skills 

• Certification Training webinar slides and recordings 

 
 
 
 

CONGRATULATIONS VIRGINIA CHAPTER!  

Virginia AAHAM received recognition for  

2nd in the Nation for National Membership in 2024! 

Join VA AAHAM 

https://vaaaham.com/Membership/Membership-Application
https://vaaaham.com/Membership/Membership-Application
https://vaaaham.com/Membership/Membership-Application
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Upcoming Events 
 

Upcoming Certification Exam Dates and Registration Deadlines 

 

 

Certification Exams are now available each month!   

 

April 21-25, 2025 

May 19-23, 2025 

June 16-20, 2025 

July 21-25, 2025  

https://vaaaham.com/Communications/Calendar
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Upcoming Events 

Virginia Chapter of AAHAM 

 

Save the Dates: 

October 8, 2025 

Fall Wine Tour, Charlottesville VA. 

 

October 9, 2025 

Fall Meeting, 

UVA North Fork Town Center 

994 Research Park Blvd, Charlottesville VA 

 

 

  

Please be sure to watch out for email blasts with  

registration details for Virginia AAHAM’s next   

Conference!  As always, you can view our Events page 

on our website for upcoming events. 

https://vaaaham.com/Communications/Calendar
https://vaaaham.com/Communications/Calendar
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Upcoming Events 
 

Virginia Chapter of AAHAM 

 

Annual Winter Conference 

 

December 10-11th,  2025 Kingsmill Resort, Williamsburg VA 

 

 

  

https://vaaaham.com/Communications/Calendar
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https://vaaaham.com/Communications/Calendar
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Virginia AAHAM Executive Board 2024-2025 

Chairperson of the Board 

(Chapter of Excellence Committee) 

Linda Patry, CRCE, Retired  

Director, Patient Financial Services 

Email: linpatry@gmail.com 

 

 

President 

(Committee Chairperson: Nominating Committee; Accounts 

Receivable/Third Party Payer Committee) 

Pam Cornell, CRCE, Sr A/R Resolution Specialist 

Mercury Accounts Receivable Services 

 

Office: (571) 6003 

Email: pscornell2001@yahoo.com 

First Vice President  

(Committee Chairperson: Membership & Chapter  

Development: Chapter Awareness) 

Deanna Armstrong, CRCE, Business Analyst II 

Mary Washington Healthcare 

2300 Fall Hill Ave. Suite 311 Fredericksburg, VA. 22401 

Office: (540) 741-7471 

Email: deanna.almond@mwhc.com 

 

mailto:pscornell2001@yahoo.com
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Virginia AAHAM Executive Board 2024-2025 

Second Vice President 

(Committee Chairperson: Education Committee; Govern-

ment Relations Committee) 

Cathy Price, CRCP, SVP of Client Development 

RSource Healthcare 

433 Plaza Real, Suite 255  Boca Raton, FL 33432 

Office: (561) 245-4379 

Email: cprice@rsource.com 

Secretary 

(Committee Chairperson: Publications Committee) 

Amy Beech, CRCE, Patient Financial Services Manager 

Augusta Health 

P.O. Box 1000 Fishersville,  VA. 22939 

Office: (540) 245-7216 

Email: abeech@augustahealth.com 

Treasurer 

(Committee Chairperson: Vendor Awards Committee) 

Arlynn Flecker, VP of Compliance and Client Experience 

Nationwide Credit Corporation 

5503 Cherokee Ave, Suite 100 Alexandria, VA 22312 

Office: (571) 499-4399 

Email: Arlynn.Flecker@nccva.com 
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Virginia AAHAM Executive Board 2024-2025 

Appointed Board Member: SPONSORSHIP COMMITTEE 

Owen Foley, Regional Business Development Manager 

Penn Credit 

Office: (717)- 441-5458 

Email: Owen.Foley@penncredit.com 

Appointed Board Member: CERTIFICATION COMMITTEE  

Leanna Marshall, CRCE, Retired 

Charlottesville, VA  

Phone: (434) 962-8508 

Email: marshallleanna86@gmail.com 

Appointed Board Member: FINANCE COMMITTEE CHAIR 

David Nicholas, CRCE, President 

Mercury Accounts Receivables Services, LLC 

 

Office: (703) 825-8762  

Email: David@MercuryARS.com 

Appointed Board Member: COMMUNICATIONS CHAIR 

Emoni White 

Sentara Health 

Office: 

Email: evwhite82@live.com 

mailto:David.Nicholas@RMCollects.com
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Virginia AAHAM Executive Board 2024-2025 

Honorary Board Member 

Linda McLaughlin, CRCE, Retired 

Office: (804) 690-7282 

Email: Linda.B.Mclaughlin@gmail.com 

Honorary Board Member 

Michael Whorley, CRCE, Retired 

Virginal Insurance Counseling and Assistance Program 

(VICAP) 

Office: (540) 470-0020  

Email: Michael@Whorley.com 

Committee Chairperson Student Membership Committee 

Danielle Sadrack 

Credit Control Corporation 

 

Committee Chairperson Legislative Committee 

Eric Summers, VP of Business Development/Channel          

Relationships 

Wixcorp 

Office: (608) 62802315 

Email: Eric.summers@wixcorp.com 
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University of Virginia                             Annuity Health 

NCC                                                              Elevate 

Knowtion Health                                       Penn Credit 

Mecury Account Receivable Services 

Credit Control Corporation 

                  

 

 

 

 

        

      Medical Account Management INC.                           

       MDS           

Aspirion 

 

 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjXvfTN-4_TAhWD4yYKHW8BA7AQjRwIBw&url=http%3A%2F%2Fwww.isphoa2016.org%2Fpages%2Fsponsorship-opportunity&psig=AFQjCNGa-8OLb0MHndJCBr839umBDMB9nw&ust=1491572737
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjSqvPp_I_TAhVDziYKHVA0CggQjRwIBw&url=http%3A%2F%2Fwww.indianafirejuniors.com%2Fhowtosupportgolfouting&bvm=bv.151426398,d.eWE&psig=AFQjCNHvFwaHR4UTlOXY13iZdpA
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http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjxwqaQ_o_TAhUFwiYKHcoZDn8QjRwIBw&url=http://www.irvingmarathon.com/gear/bronze-sponsorship-1000&bvm=bv.151426398,d.eWE&psig=AFQjCNGk3Vg1nk4Wi4kk8uc8rD__DRWnDw&ust
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Platinum Sponsor 
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This publication is brought to you through the collective efforts of the Publications  

Committee.  

Amy Beech– abeech@augustahealth.com 

Sara Quick– squick@augustahealth.com 

Logan Rexrode– lrexrode@augustahealth.com 

What is AAHAM? 

AAHAM is a premier professional organization for healthcare administrative 

management.  Our goal is to provide quality member services and leadership in the 

areas of education, communication, representation, professional standards and 

certification.  Virginia AAHAM was founded in 1982 as the American Guild of 

Patient Account Management.  Initially formed to serve the interests of hospital 

patient account managers, AAHAM has evolved into a national membership 

association that represents a based constituency of healthcare professionals. 


