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Tough Topics in the FQHC:
Communicating Effectively with Clinicians



Understand what effective communication is

Recognize individual roles that impact 
effect communication

Identify relevant content to communicate

Deliver relevant content effectively

Impact quality of compliance programs, quality 
measures and reimbursement outcomes
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Learning Objectives
At the completion of this educational activity, the learner will be able to:



Agenda
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01 Effective Communication Defined

Identify relevant discussions 
• What is necessary
• Who is involved

02 Roles of Communicators

Discuss Scenarios

Tools & Recommendations Take Homes



Effective Communication

Correct Message

Precise Message

Consideration of Recipient

Complete Message

Reliability

Sender’s Courtesy



Challenges

EMR Templates/Guidance

Communication Barriers 
between roles

Identifying Gaps

Time
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Spectrum of Compliance Program Integrity

Medically unnecessary 
services

Error

W
aste

Abuse

Fraud
Mistakes Inefficiencies Bending the Rules Intentional Deception

Incorrect Coding Billing for services/supplies 
not provided. 

Changing codes for 
reimbursement.

Improper 
Billing/neglecting rules



Communication 
Opportunities

Queries

• Results
• Documentation 

Pitfalls
• Coding influence
• Recommendations

Educational Audit Feedback
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A Clinicians Role: Defining Documentation
“The main purpose of documentation is to support care of the 
patient by current and future health care team(s).”

-CPT Professional Edition 2021

• Provide quality documentation 
about the patient encounter

• Understand/appreciate impact of 
well written records



Emphasis on Documentation



A Coders Role: Defining Coding for 
Clinician Services

Understand impact of 
appropriate coding

Recognize and apply appropriate 
coding guidelines

Educate others with 
effective communication



Administration 
Role • Review Reports

• Identify Gaps

• Stay Informed 

• Appreciate Resources

• Provide Support

• Recognize Value 



Everyone’s Role: Tell 
the Story!

• Clinical Staff
• Clinicians
• Administration
• Coders & Billers
• Educators



Plan Problem lists

Clinical Impressions

Medically/clinically 
relevant details

Diagnosis Reporting

Educational Audit Review Feedback 

Documentation Issues Discussions:



Educational Audit Summary Report







Note Sample



Educational Audit 
Summary Report







Note Sample



Say this…Not that!

Auditor agrees with moderate 
complexity of 99222 for this 
exacerbated chronic problem, 
however, lack of two HPI qualifiers 
(subjective details/incoming status) 
holds this to a 99221. 

Lack of documenting your clinical 
impression undervalues the 
significance of the complexity 
involved with patient encounters. 

Templated details create stories 
that lack luster and are difficult to 
follow. Auditor suspects more work 
was done than this record reads. 

Do they even 
know what a 
SOAP note 

is?!



Tools to Help



Tools to Help



I wonder if this 
clinician knows 
about Diabetes 
specificity 
options…?

Queries

Documentation indicates A1C of 11.3 
and that patient is underdosing, has 
CKD and neuropathy. Assessment shows 
E11.9 without comment. There is some 
indication of medication management.



Queries



Everyone’s Role: Effective Listening!

Don’t talk, listen

Prepare to listen

Put the Speaker/Educator at Ease

Focus on what is being said

Empathize

Be Patient

Avoid Personal Prejudice

Listen to the Tone

Listen for Ideas

Wait and Watch for 
Non-Verbal Communication



Communicating Effectively Take Homes

Make Time

Recognize 
Need/Benefits

Use appropriate 
tools/methods

Have Policies

Be Consistent

Be Empathetic, it’s 
crazy out there!
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Questions? Contact Us.
Check out our website, we offer on demand training and other tools to assist with your unique challenges. 

T: 208.736.3755 bcarev.com

facebook.com/BCARevcycle
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General Training 
Disclaimer
• “CPT” is a registered trademark of the American Medical 

Association. Their codes, descriptions and manual 
content are copyright by the AMA.  All rights are 
reserved by the AMA.

• The content of this presentation has been abbreviated 
for a focused presentation for a specific audience. Verify 
all codes and information in a current CPT book.

• This information is considered valid at the time of 
presentation, but changes may occur through the year.

• Information presented is not to be considered legal or 
medical advice.

• Third-party payment guidelines vary. Confirm payment 
guidelines with your payers of interest.

© BCA, Inc. 2022
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Thank You
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