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[bookmark: _Toc531350628]1. Purpose of document

The Functional Definition Document (FDD) captures the flow of a business process to be developed within RPA Software.

The flowcharts contained within the document captures, at a high level, the business process to be automated and any assumptions that have been taken into account.

Once agreed as the basis for the automation of the target process, the flowchart and assumptions will be used as a platform from which the automated solution will be designed.

Changes to this business process may constitute a request for change and will be subject to the agreed program change procedures.

Note: This document must be completed in the absence of existing process documentation that provides the level of detail required for the process to be automated.  If existing process documentation is to be used instead of a new FDD the following steps should still be undertaken

· Existing process documentation reviewed to ensure it is still up to date and fully captures the current manual process
· Existing process documentation provides the same level of detail that is required for automation
· Agreed by the business as an accurate description of the manual process












[bookmark: _Toc531350629]2. Automation Scope

Description of the process (Who does what and when)

[bookmark: _Int_qB5EyCmj]Medical records denials within EPIC indicate that a claim has been denied from payor. EPIC generates a claims request form pdf and moves to a work queue in which the attachment denials team locates to upload to Availity for remittance payment from payor. This automation will reduce the administrative burden of uploading the pdfs to Availity and increase the time to collect. 
[bookmark: _Int_VaybNe3O]Digital worker will have access to EPIC work queue or claims status, and Availity for payor, Blue Cross Blue Shield.

The major steps in the future state process include:
1. Get EPIC Queue extract from Clarity*
2. Log into Citrix and authenticate
3. Log into EPIC 
4. Active Needs Attachment RPA dedicated work queue 63250 (manual remains 34298) 
5. Filter to Blue Cross Blue Shield Payor
6. Navigate to Professional Transaction Inquiry Tab to locate Invoice
7. Select the Attachment Record ID containing the detail report
8. Print to PDF file and save to O: drive using file name Invoice Number and Patient Name
9. Log into Availity and authenticate 
10. Navigate to Refund Management eRM for Blue Cross Blue Shield
11. Select Claim Inquiry Resolution tab
12. Create New Claim Inquiry
13. Reference the group NPI# and claim number from EPIC to BCBS claim form and include reason code Additional Information
14. Enter Comments “Requested medical records are attached for review and payment of services”
15. Attach detail report from O: drive
16. Save and obtain assigned claim Inquiry Tracking ID number
17. Navigate back to EPIC
18. Add account note in EPIC activity appeal [1143]. Include Inv#, DOS, Reason for Appeal, and Appeal ID
19. Defer Workqueue Action for 30 days 
20. Autoroutes to Active Workqueue if payment not received within 30 days
21. Follow up on BCBS Claims website or phone call for status (Manual Step)
22. Send Management Report defined in section 6.1 to the email notification group

The major application this process interacts with are as follows: 
· Citrix
· EPIC*
· Availity
· eRM (Refund Management)**
· FTP

*Note 1: Access EPIC through Citrix gateway 
**Note 2: Access eRM (Refund Management) through Availity website

Scope Limitations:
· Automation can only access EPIC through Citrix Gateway
· Automation can only access Network Drive (O:) through the Clinical Desktop once logged into Citrix Gateway
· Only including payors interfacing with Availity
· Blue Cross Blue Shield
· Aetna (TBD)
· Amerigroup (TBD)
· Cigna (TBD)
· Humana (TBD)
· Molina (TBD)
· Digital worker cannot have EPIC account 
· Digital worker will be dependent on an employee account for UTSW access
· Digital worker will be dependent on an employee account for EPIC access
· Digital worker will be dependent on an employee account for Availity access

[bookmark: _Toc531350630]3. Process Overview 
[bookmark: _Toc531350631]3.1 Current State Process Overview



[bookmark: _GoBack]

[bookmark: _Toc531350632]3.2 Future State Process Overview
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[bookmark: _Toc531350633]3.3 Process Details (Detailed description of the new automated process)

[bookmark: _Hlk106668985]3.3.1	Input File Template (will contain EPIC data from Clarity)

	

3.3.2	Process Details Flow



3.3.3	Process Details Steps

[bookmark: _MON_1725953564]	

[bookmark: _Toc531350634]4. Impacted Business Area(s) 
Attachment Denials Team
[bookmark: _Toc531350635]5. Exceptions
[bookmark: _Toc531350636]5.1 Business Exceptions

5.1.1	PDF link is blank in EPIC. Record might not be attached but still exists.
5.1.2	Availity doesn’t find patient after entering claim information from EPIC
5.1.3	Cannot submit claim in Availity
5.1.4	Claim has already been submitted in Availity
5.1.5	Citrix/Availity/EPIC Login Failed - Password needs to be updated, System Unavailability
5.1.6	Clarity Input File not found or named incorrectly. An e-mail will be sent to the contacts within the MR Denials team notifying of inability to find the source files and the process will be stopped.*
5.1.7	Failure post EPIC Upgrade (ex: screens change)

Attached are the Business Exceptions in detail with remediation steps.



*Note: Only applies if Input file (i.e. Export file from Clarity) is used in process
[bookmark: _Toc531350637]5.2 Technology Exceptions

5.2.1	EPIC upgrade(s) changing the environment (Note: Updated once every quarter)
5.2.2	Availity site not available 
5.2.3	Citrix Workspace not available or unable to connect
5.2.4	EPIC application not available or down for upgrade
5.2.5	Cannot connect to O: Network Drive to retrieve/download files 
5.2.6	Cannot send email. SMTP server down or security rules in place.
5.2.7	eRM application not available	

[bookmark: _Toc531350638]6. Reporting and Other Outputs
[bookmark: _Toc531350639]6.1 Management Reporting

	6.1.1	Number of claims processed
	6.1.2	Number of claims submitted
	6.1.3	Number of claims with no PDF linked
	6.1.4	Number of claims not submitted
[bookmark: _Toc531350640]6.1.2	 Other Outputs

	6.2.1	Email with Management Report details sent to emails specified by MR Denials Team
	
[bookmark: _Toc531350641]7. Specifications
[bookmark: _Toc531350642]7.1 Target Application Requirements

	Name
	Description
	Access Needed
	Operating Times

	Citrix
	Citrix Gateway allows remote access to EPIC through SSO
	User ID and Password
	24/7/365

	EPIC
	System with MR Denials claim data labeled in work queue to be worked
	User ID and Password, read access only
	24/7/365

	Availity 
website
	Website to access eRM application
	User ID and Password, Full access
	24/7/365

	eRM (Refund Management)
application
	Application where MR denial claims are submitted
	Submit/View claim(s) access
	24/7/365

	Network Drive
	Used to store PDF attachments,
(O: MSRDP > Billing Operations > Team 4 - Purple > Appeals)
	Read/Write access
	24/7/365

	MS Edge
	Browser to see Citrix, Availity and eRM
	Full access
	24/7/365

	Microsoft 
Outlook
	Send emails when process is complete/fails
	Create and Send Emails access
	24/7/365


[bookmark: _Toc531350643]7.2 Processing Metrics

7.2.1 List any minimum or maximum expected volume loads
	Minimum: BCBS - the minimum per day can be 1 invoice – once other invoices are included the volume would be higher
	Maximum: 400-500 per month (all payors)

7.2.2 List any periods when a higher or lower workload are anticipated
	Higher: Expected to be level
	Lower: Expected to be level


7.2.3 List all time, volume, and people metrics identified
1. Number of people performing this process currently: 3
2. Number of yearly volumes: 
3. Average time spent performing this process: currently staff are working status R invoices for UHC and BCBS – approximately 1 – 2 hours a day depending on the volume
4. How often this process is performed: daily
5. Total time spent performing this process: 
[bookmark: _Toc531350644]7.3 Service Level Agreements

7.3.1 Are there any SLAs this solution must conform? If so, what are they? 
	
7.3.2 Should the solution be expected to recognize an SLA breach? If so, how? 
	
[bookmark: _Toc531350645]7.4 Operating Hours

7.4.1 Will the solution run outside normal working hours? The process should run until completed
	
7.4.2 What time will the solution start? The process can be started as early as 6 a.m. each day
	
7.4.3 Will the solution work to a stop time?
	No
7.4.4 What days of the week will the solution run? Monday - Friday
	
7.4.5 Are there any days or times when the solution must not run?
	Saturday - Sunday
[bookmark: _Toc531350646]7.5 Data Preservation
	
7.5.1 How long should input data be kept?
	Input Data File: no more than 30 days
PDFs: until claim is submitted
7.5.2 How long should output data be kept?
	N/A
7.6 [bookmark: _Toc531350647] System Unavailability

7.6.1 How would the business like to be informed of system unavailability?
	Email to MR Denials PDL or specified contacts
7.6.2 What is the business effect of the process not running for one hour?
	None the bot will reattempt next day
7.6.3 What is the business effect of the process not running for four hours?
	None the bot will reattempt next day
1
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Current State -  Screen Shots and Steps.xlsx


Current State - Screen Shots and Steps.xlsx
High Level

				High Level Step		Step #		Description

		1		Log into EPIC 

		2		Navigate to Workqueue				Workqueue TD NEEDS ATTACHMENTS OR ADDITIONAL DOCUMENTATION [34298]

		3		Select Patient Record				Criteria: Oldest aging days first, and work only those with status R – Route 

		4

		5

		6

		7





Screen Shots

				High Level Step		Step #		Description

		1		Log into Citrix Gateway - In Review				Open Microsoft Edge

								https://citrixgateway.utsouthwestern.edu/

								Select Duo Push Option

								Select Detect Citrix Workspace

								In Review - A warning message will appear that says 'this site is trying to open citrix workspace launcher. Select "Always allow"

								Click Open

								The warning message will disappear, and the background page will appear. Click on I agree with the Citrix license agreement

								Click Download

								Click Continue. 
The homepage of apps will appear

		2		Log into EPIC - In Review				Select the EPIC Hyperspace Production App
A screen will appear to show the progress bar as it loads


								Log in using credentials

								In Review - Type or select UTSW Health Systems [10200]

								Click Magnifier to search

								Click Continue

The EPIC clinical portal will appear

		3		Navigate to Workqueue - In Review				Criteria: Workqueue TD NEEDS ATTACHMENTS OR ADDITIONAL DOCUMENTATION [34298]

Click on magnifier upper right to open search box

								Type Workqueue List

								Click Enter

								Click the Follow-up Tab

								Click New Filter

								Type 34298 in Name Contains or ID Field

								Click Apply

								Double click workqueue 34298

								Click on Workqueue tab

You may notice a welcome page appears - In Review

Steps 18-21 appear to save for the next log in

		4		Set Filters for Payor, WQ Status, and CPT Code				Select the Active Tab


								Click Filter drop down 

								Within the Simple Filter, click in the Payer search box

								Type 109000

								Click Enter

The Blue Cross Blue Shield 109000 payer will be added to filter

								Click in the CPT Code

								Type 99211

								Enter

								Type 99212

								Enter

								Type 99213

								Enter

								Type 99214

								Enter

								Type 99215

								Click on Advanced

								Click on Add Additional Criteria

								Click in Search for New item

								Type WQ Status

								Click Enter

								Double click on WQ Status

								Click on the = sign

								Click in the Value box

								Type R

								Click Enter

								Click Accept

								Click Accept (again)

		5		Workqueue actions				Ensure that the first row patient is selected

								If no workqueue items exists - In Review

								Click the Prof TX Inquiry tab to review invoice

								Click on Invoices Tab

								Summary on the right side of the screen should be preselected 

Scroll down to Attachment record ID: 

								Double click the hyperlinked record ID
The PDF will open in a new tab called View Claim Attachment In Review

		6		Save Attachment to Appeals Folder - In Review pending access to PDF link from EPIC				Click Save 

								In Review: Choose file path O: MSRDP > Billing Operations > Team 4 - Purple > Appeals

								Click within the box of File Name

								Type Invoice Number First Name Last Name

								Click Save as Type

								Choose PDF Documents

								Click Save

		7		Log Into Availity and Authenticate				Open Microsoft Edge

								Click the browser address bar

								Type apps.availity.com/availity/web/public.elegant.login

								Click in User ID

								Typer User Name

								Tab

								Type Password

								Enter

								Complete Two Step Authentication - In Review

								Select Text Me or Enter One Time Close

								Type Code

								Click on Verify Code

								Click Continue

								Exit out of message page - In Review

		8		Navigate to BCBS Payor System				For Blue Cross Blue Shield, you will need to select the Refund Management - eRM application by selecting the app, or typing in the search bar

								Complete the Onboarding Form - In Review as a one time setup
Instruction of the form will be located in the process library

		9
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Input File Template  7.14.2022.txt


Input File Template 7.14.2022.txt
"MRN"|"First Name"|"Last Name"|"Date of Service"|"Payor Name"|"Date of Birth"|"Invoice Number"|"Attachment Record ID"|"NPI Number"|"Claim Number"|"WQ Tab"
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UTSW_MRDenials_HighLevelSolutionDesign.vsdx
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UTSW MR Denials Automated Process Detail Steps.xlsx
Sheet1

				High Level Step		Step #		Description

				1. Get EPIC Queue extract from Clarity		1.000		Download CSV extract from FTP to Digital Worker drive

						1.001		Read CSV extract to get data 

				2. Login to Citrix and authenticate		2.000		Open MS Edge web browser

						2.001		Enter Citrix web address: https://citrixgateway.utsouthwestern.edu/vpn/index.html 

						2.002		Enter credentials

						2.003		  Enter username <tab>

						2.004		  Enter password

						2.005		Press Enter

						2.006		Select Duo Push Option

						2.007		Select Detect Citrix Workspace

						2.008		A warning message will appear that says 'this site is trying to open citrix workspace launcher. Select "Always allow" - In Review 

						2.009		Click Open

						2.010		The warning message will disappear, and the background page will appear. Click on I agree with the Citrix license agreement

						2.011		Click Download

						2.012		Click Continue. 
The homepage of apps will appear

				3. Log into EPIC 		3.000		Click on 'EPIC Hyperspace Production' app from favorites 

						3.001		Enter credentials

						3.002		  Enter username <tab>

						3.003		  Enter password

						3.004		Press Enter

						3.005		Press Enter. EPIC homepage will appear.

				4. Active Needs Attachment Workqueue 34298		4.000		Navigate to Workqueue List Tab by pressing (Ctrl+Shift+4)

						4.001		Press Enter to select Workqueue 34298

				5. Filter to Blue Cross Blue Shield Payor		5.000		Press (Alt+Shift+F) to toggle filter on *Filter should be pre-set to BCBS payor

				6. Navigate to Professional Transaction Inquiry Tab to locate Invoice		6.000		Click on 'Prof Tx Inquiry' tab

						6.001		Press (Alt+Shift+2) to navigate to invoices tab

				7. Select the Attachment Record ID containing the detail report		7.000		Click on "Attachment Record ID" link

				8. Print to PDF file and save to O: drive using file name Invoice Number and Patient Name		8.000		Click Save 

						8.001		Choose file path O: MSRDP > Billing Operations > Team 4 - Purple > Appeals

						8.002		Click within the box of File Name

						8.003		Type Invoice Number First Name Last Name
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						18.001		Under Workqueues click the follow-up link 
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