Avatar Guide: FS Refunds

1st Step: Identify and Verify Refund

Avatar: Enter Client ID in “Search Clients” field in “My Clients” widget. Double click to select which will populate the client name in the “Recent Clients” section within the widget. Move cursor to “Forms & Data” widget to search for Client Ledger or select Client Ledger from “My Forms” list (red arrow).
[image: ]

Client Ledger Report will open on a tab within the client Chart. 
Client Ledger Report Form
[image: ]

Enter information for all the fields with red font: 
· Client ID – Enter Client ID number
· Claim/Episode/All Episodes – Select “All Episodes”
· Display Zero Dollar Payments/Adjustments – Should have “Yes” already checked
· Ledger Type – Select Crystal
· From Date – Should prepopulate with first date of service
· To Date – Click the “T” button to populate today’s date
Click the “Process” button to the left side under the “Client Ledger” tab to run the report which will open in a new window.
Client Ledger Report:
[image: ]

· In the sample report, you can see there is a -$40.00 balance for Guarantor 2) Self-Pay MH under the “Total Balance by Guarantor” section. This guarantor type is the client (4000). The top Guarantor is Kaiser with a balance owing $2,090.00.  This is the Other Health Care (OHC).
· Print a copy of the Client Ledger Report for your refund package and proof of over payment.
· Refer to the Refund Procedures on how to process the refund. Supervisor approval of the refund is required before the next step in this guide can be completed.  
2nd Step: Update claim line to post refund and reverse payment.

Avatar: Click on the green + tab to open “My Forms” widget. Enter Spreadsheet Remittance Posting in “Search Forms” field in. Double click to select and open the form. Alternatively, can also select from “My Forms” or “Recent Forms” if available in widget (red arrow).
Spreadsheet Remittance Posting form:
[image: ]
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Fields with red font are required:
· Client: Enter client ID
· Post By Claim or Episode: Select “All Episodes”
· Start Date: Will automatically populate with first service date. Change to DOS being refunded. 
· Stop Date: Enter DOS being refunded. 
· Guarantor to Post For: Select appropriate guarantor from drop down list
· Posting Date: Click “T” button for today’s date
· Date of Receipt: Click “T” button for today’s date
· Post Date and Date of Receipt must always be the same date. 
Click “OK” button to remove pop-up with current guarantor balance. Click “Launch Work Screen” to go to spreadsheet. 

Spreadsheet Remittance Posting Work Sheet:
Below is an example of a Self-Pay UMDAP guarantor client refund.  For a Self-Pay (MH or SUD) or an insurance refund, the steps will be the same but the payment code will change as needed. Supervisor approval is required before a refund is processed. 
· [bookmark: _GoBack]Enter refund amount in “Payment Amount” column 
· Select payment code 151 (Self-Pay Reversal) in “Payment Code” column (Hint: Can type 1 or 2 to get drop down list if you don’t know code)
The “New Balance” column amount should change to the amount of the refund you entered after the Payment Amount and Payment Code have been entered. Click accept to accept the change(s) and return to the Spreadsheet Remittance Posting form. [image: ]
[image: ]

Verify in the “Posting Summary” window, the change you entered on the work screen and what the balance will be if the “temp file” is posted.  Click the “View Client Ledger” button below the Posting Summary window, if you want to launch the client ledger and verify how the ledger will look once the change is submitted. 
NOTE: The information in the ledger launched from the Spreadsheet Remittance Posting form is not a guarantee of how the transaction will post. It’s confirming only what you entered in the Spreadsheet Remittance Posting Work Screen. If the posting code used conflicts with billing rules, the system will change how the transactions posts and it does not give you any alert that it’s been changed. The only way to verify is to re-check the client ledger after you submit and exit the Spreadsheet Remittance Posting form. 




The Client Ledger Report will launch in a new window. Verify the Guarantor balance is correct. If not, return to the Spreadsheet Remittance Posting form for the Guarantor, relaunch the Work Screen and take the appropriate corrective action to fix the claim line so that the balance will be 0.00.  Reopen the client ledger to verify the balance is correct before proceeding with submitting the posting action. Information in blue font is a hyperlink. Click on it to see more detail if needed.   

[image: ]
If correct, close the Client Ledger Report and return to the Spreadsheet Remittance Posting form. Click the “Submit” button to post the transaction.  [image: ]

Check the client ledger to verify the transaction posted as expected 
[image: ]

The claim line will show the original liability for the DOS. If the client has liability on another claim line, the payment should be applied to the other claim line (pay oldest line first) rather than issuing a refund. Use Payment Code 105. If there isn’t any other balance owed, the refund will be processed by submitting the DBH Request for Refund form and appropriate back up documents to DBH Fiscal Services. 

3rd Step: Follow Up Entry (Audit Trail)
Search form “Follow Up Entry” or select from “My Forms” in “HomeViewBILLING. Enter Client ID in first section “Review Follow up Entries” which will pull up previous follow up notes and allow for filtering with various criteria to narrow the search for a specific entry. Once you enter the client number, the fields will populate. Select “Follow UP Entry” from the list on the left (red arrow) to enter a new entry. 

[image: ]
Red Fields are required. Note: Changes for the field names and for which fields are required have been requested so this form may look different once system goes “Live”. See “Follow Up Note” field for example of what note to enter. 
[image: ]

Click button “File Follow Up Entry” to submit note. Pop up window will advise “Filing Completed”. Use the “Next Contact Date” and Next Contact Time” fields to set a reminder for follow up. This does not replace adding a reminder to your Outlook calendar. 

No further actions are taken in Avatar for the refund until the refund check has been issued to the client. Then proceed to the 4th step. 


4th Step: Removing liability from claim line
If refund was due to erroneous claim or because a CDCI required a deletion or void/replace, the liability for the claim line needs to be moved to the correct guarantor. Enter the Transfer Amount, select the appropriate Transfer Code, and select the appropriate Transfer Guarantor. See below for example. 

[image: ]

Note: Selections made will vary depending on refund scenario you are processing. Example provided is not to be used for all scenarios. You must determine where the liability belongs based on the reason for the refund:
· Services that should not have been billed to the client or insurance should be transferred to the County Bucket guarantor. 
· Services that were billed in error and should have billed to a different guarantor should be transferred to the correct guarantor. 
· Services being “forgiven” due to fee waiver, grievance, or other approved reason will be an adjustment to the account (write-off). 



Verify transaction posted correctly on Client Ledger Report
[image: ]


See Avatar Guide Client Account Write-off, if write-off is needed and follow Business Office Procedures for requesting and obtaining approval for an account write-off. 
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