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ABSTRACT

Objective: Evidence the scientific production on the analysis of disallowances through the
audit of accounts made by nurses. Method: Integrative literature review whose sample of
ten articles was selected on the basis of The Cumulative Index to Nursing and Allied Health
Literature, Latin American and Caribbean Literature in Health Sciences, EMBASE, Scielo,
Web of science, Virtual Health Library and on the portal PubMed. Results: The ten articles
obtained were published in Brazil, 80% covering hospital contexts; with a quantitative (50%),
exploratory (40%) and descriptive (60%) approach. Studies investigating the occurrence of
disallowance prevailed to identify the most impacting items on billing and possibilities for
improvements in the process of auditing accounts by nurses. Conclusion: The verticalized
knowledge of the disallowance analysis process is essential to identify non-conformities
and propose improvements, aiming at assistance quality, adequate billing and consequent
financial sustainability to health organizations.

Descriptors: Supplementary Health; Nursing Audit; Hospital Costs; Hospital administration;
Revenues.

RESUMO

Objetivo: Evidenciar a produgao cientifica sobre a analise de glosas por meio da auditoria
de contas realizadas por enfermeiros. Método: Revisdo integrativa da literatura cuja amostra
de dez artigos foi selecionada nas bases The Cumulative Index to Nursing and Allied Health
Literature, Literatura Latino-Americana e do Caribe em Ciéncias da Satde, EMBASE, Scielo,
Web of science, Biblioteca Virtual em Saude e no portal PubMed. Resultados: Os dez
artigos obtidos foram publicados no Brasil, 80% abrangendo contextos hospitalares; com
abordagem quantitativa (50%), do tipo exploratério (40%) e descritivo (60%). Prevaleceram
estudos investigando a ocorréncia de glosas para identificar os itens mais impactantes no
faturamento e possibilidades de melhorias no processo de auditoria de contas por enfermeiros.
Conclusao: O conhecimento verticalizado do processo de andlise de glosas é essencial para
identificar ndo conformidades e propor melhorias, objetivando a qualidade assistencial,
adequado faturamento e consequente sustentabilidade financeira as organizagoes de satuide.
Descritores: Satide Suplementar; Auditoria de Enfermagem; Custos Hospitalares; Administragao
Hospitalar; Faturamento.

RESUMEN

Objetivo: Evidenciar la produccién cientifica sobre el andlisis de glosas por medio de la
auditoria de cuentas realizadas por enfermeros. Método: Revision integrativa de la literatura
cuya muestra de diez articulos ha sido seleccionada en las bases The Cumulative Index to
Nursing and Allied Health Literature, Literatura Latinoamericana y de Caribe en Ciencias de
la Salud, EMBASE, Scielo, Web of science, Biblioteca Virtual en Salud y en el portal PubMed.
Resultados: Los diez articulos obtenidos han sido publicados en Brasil, 80% abarcando
contextos hospitalarios; con abordaje cuantitativo (50%), del tipo exploratorio (40%) y
descriptivo (60%). Prevalecieron estudios investigando la ocurrencia de glosas para identificar
los items mas impactantes en la facturacion y posibilidades de mejorias en el proceso de
auditoria de cuentas por enfermeros. Conclusion: El conocimiento verticalizado del proceso
de andlisis de glosas es esencial para identificar no conformidades y proponer mejorias,
objetivando la calidad asistencial, adecuada facturacién y consecuente sustentabilidad
financiera a las organizaciones de salud.

Descriptores: Salud Suplementaria; Auditoria de Enfermeria; Costos Hospitalarios;
Administracion Hospitalario; Facturacion.
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INTRODUCTION

For managers who aim at the sustainability of health organiza-
tions, making the efficient use of resources compatible with the
quality of the services provided, cost reduction has become a
major challenge in the face of the economic scenario and tech-
nological advances. The public sector has focused its concerns
on assistance financing, raising taxes and pension reform; and
the private sector handles the resulting increase in the costs of
actionsimposed both by the National Health Agency (NHA) for the
regulation of the sector and by the increase in assistance costs™.

In view of this situation, especially considering the complex-
ity of health organizations, the audit was configured as a tool
to increase the quality of care and, in turn, costs, through the
improvement of processes, enhancing the appropriate use of
available resources and achieving the expected results®. Accord-
ing to the Institute for Healthcare Improvement, the strategic
objectives for improving health systems include: improving the
patient’s experience in relation to care; improve the health of
the population and reduce the per capita cost of health care®.

The audit of hospital accounts provides elements to actin the
control of costs, as well as in the conference and in the control of
the billing sent to Health Plan Operators; verification of tests and
procedures performed; monitoring inpatients; and in structur-
ing training for the areas involved. Specifically in the financial
dimension, it favors the assessment of the billing process until
the payment is completed and the monitoring of the organiza-
tion’s operational indicators®.

In hospitals, the growing role of nurses in the hospital billing
process stands out, through the auditing of accounts, analyzing
the documentation of the services provided to obtain the cor-
rect remuneration by the paying sources. In addition, the nurse
has the potential to act in an educative way in the health team
in order to reduce disallowances and, consequently, favor the
achievement of better financial results®- Research carried outin
ageneral hospital in the interior of Rio Grande do Sul found that
investment in the daily educational process, based on the imple-
mentation of concurrent auditing, helped raise the awareness of
professionals regarding the importance of auditing, alerting them
to the impact of good practices to minimize financial losses®.

The disallowance of hospital accounts refers to the partial or
total cancellation of the payment, being identified by the auditor
at the time of the analysis when non-compliance is found. This
practice, which is routine among the auditors, has repercussions
on financial and relationship problems between the parties
involved (health service providers and the source of payment),
and the nurse auditor is responsible for managing this process?.

In view of the challenging changes that health systems are
going through, whose processes need to consider both the qual-
ity and the value of the services provided, nurse auditors can act
in the management of resources contributing to the balance
between the increase in costs and the improvement of financial
results from billing. However, it is inferred that the production of
knowledge about disallowance analysis through the nursing audit
is still small, indicating the relevance of conducting new studies.
Thus, understanding the current state of the art on the scientific
production of this theme motivated the realization of this study.
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OBJECTIVE

Evidence the scientific production on the analysis of disal-
lowances through the audit of accounts performed by nurses.

METHODS

This is an integrative review® carried out with the required
methodological rigor, following the following steps®: identifi-
cation of the theme and elaboration of the research question;
establishment of criteria for inclusion and search for studies in
the literature; definition of the information to be extracted from
the selected studies; evaluation of the sample component stud-
ies; interpretation of results and presentation of the contents/
knowledge synthesis.

It was conducted with the purpose of answering the guiding
question: “In view of the financial complexity involving health
systems and the need to act with an emphasis on quality and
rationalization of costs, what is the scientific production on the
analysis of disallowances through the audit of accounts per-
formed by nurses?”

For that, the PICO strategy was used, acronym for Patient,
Intervention, Comparison and Outcomes (outcome), being: “P”
- health institutions submitted to accounts audit; “I” - analysis
of disallowances through the audit of accounts performed by
nurses; “C" - no intervention for comparison was established;
and “O” - production on the analysis of disallowances through
audit of accounts'?.

Searches were performed in the electronic databases Web
of Science, Latin American and Caribbean Literature in Health
Sciences (LILACS), The Cumulative Index to Nursing and Allied
Health Literature (CINAHL), EMBASE, SciELO, Virtual Health Library
(VHL); and on the PubMed portal, which includes MEDLINE.
The descriptors “Nursing audit’, “Billing", “cost and cost analysis’,
“hospital costs” were selected from terms indexed in the Health
Sciences Descriptors (DeCs) and Medical Subject Headings (MeSH
terms) vocabularies.

The inclusion criteria were: articles published in Portuguese,
English and Spanish, fully available, over a ten-year period (2009
to 2019), whose methodology evidenced the analysis of disal-
lowances through the audit of hospital accounts performed by
nurses. As directed by a librarian, two researchers independently
searched the databases and portal mentioned above, with con-
sensus being established through the inclusion criteria.

To detail the information collected from the articles, an
instrument was used containing: identification of the original
article (title, journal, year of publication); goals); methodological
characteristics; local; data collection process; type of costing;
main results; conclusions and identification of limitations and
/ or biases.

The details of the process of identification, selection, eligibility
and inclusion of articles, according to the PRISMA recommenda-
tions", is shown in Figure 1.

For the analysis and synthesis of the articles, two synoptic
tables were used: one containing title, year and country; and
another with objectives, design, outcomes and recommenda-
tions / conclusions.
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Articles identified in the
databases: 2,597

Articles identified in other
sources (Portal PubMed):

(Web of Science, 1.950; LILACS, 228
331; CINAHL, 216; EMBASE, 41;
SCIELO, 53; € VHL, 6) l

Excluded articles

reading titles and keywords: 1,193 (n=1,183)

!

Articles analyzed with reading
in full (eligible): n =10

After deleting duplicates (1,632 articles): 1,193 ’
Full text articles

excluded with

Articles analyzed with filters,
justification (n =0)

o

v

Articles included for review:
10

[ Inclusion ][ Eligibility ] [ Selection ] [ Identification ]

Figure 1 - Flowchart of identification, selection, eligibility and inclusion of
studies following the PRISMA recommendations'", Sao Paulo, Séo Paulo,
Brazil, 2019

RESULTS

As shown in Chart 1, 10 (100%) articles"'>' comprised the
sample of this integrative review. All of them were published in
Brazil, with no publication related to the years 2019, 2016, 2013
and 2010 being found. It highlights the diversity of the study sites:
private, public hospitals and Health Plan Operators.

It can be seen, in Chart 2, that all articles presented clear,
concise and well-defined objectives, aiming to identify / analyze
aspects covering the analysis of accounts, disallowances, nursing
records, and the creation of an application to support the auditor
in the process account analysis. Most of the analyzed publications
originated from quantitative (50%), exploratory (40%), descriptive
(60%) studies, carried out in hospital contexts (90%).

Vigna CP, Ruiz PBO, Lima AFC.

DISCUSSION

In recent studies"*', the use of the “case study” modality was
found, which consists of a systematic, in-depth analysis, which
makes it possible to achieve an expanded understanding of the
unique phenomena and situations of a given context and of those
inserted in it . Among the main contributions of the articles
that made up the sample, the contribution of the audit process
to improve disallowance management was highlighted; and the
importance of developing indicators to enable improvements in
the audit process of hospital bills, generating knowledge with
the potential to improve healthcare billing.

The billing, in the hospital financial administration, translates
into currency all operations to provide health care services.
Thus, cost management in hospitals exceeds the needs related
to the cost accounting cycle that ends with the application of
the cost of products / services. In the billing process, evasions
of operating revenues may be related to the non-collection of
materials and drugs consumed; failure to charge for diagnostic
support services; failure to meet the billing delivery deadlines;
non-receipt of services provided due to disallowances and out-
dated procedure tables?".

From this perspective, the audit of hospital accounts allows
to verify the compatibility between the procedures performed
and the collection of consumed items that are contractually
established, between the service provider and the Health Plan
Operators, considering the inputs used in the treatment of the
patient (daily rates, administrative fees, medical fees, diagnostic
services, materials, medicines, gases, among others)©??,

Health institutions are complex and, therefore, the requirement
for the involvement of health professionals in aspects of the ac-
counting and financial area is understandable, with the purpose
of adjusting costs and increasing resources through the business
and marketing approach®. Therefore, in one of its dimensions,
the audit can be used as a tool to control and regulate the use
of health services, focusing, especially in the private area, on
controlling the costs of the assistance provided®®,

Chart 1 - Characterization of the articles included in the integrative review according to title, year and country, Sdo Paulo, Sao Paulo, Brazil, 2019

Title Year Country
Disallowances in hospital accounts: a challenge to management '? 2018 Brazil
Disallowances in hospital accounts: a challenge to management? 2018 Brazil
Audit and billing process in a private general hospital: a case study? 2017 Brazil
Implementation of competing nursing audit: an experience report® 2016 Brazil
Account audit study in a teaching hospital' 2015 Brazil
Disallowance of materials and medicines in a private hospital in the city of Brasilia, Distrito Federal® 2014 Brazil
Oncoaudit: application development and evaluation for nurse auditors“® 2014 Brazil
Auditing in service providers: an economic management strategy '” 2012 Brazil
The importance of nursing notes in hospital disallowances!'® 2011 Brazil
Nursing audit: the impact of nursing notes in the context of hospital disallowances!"? 2009 Brazil
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Chart 2 - Presentation of the objective, outline, outcomes and recommendations / conclusions of the articles included in the integrative review for the
period from 2009 to 2018, Sao Paulo, Brazil, 2019

Objective(s)

Outline

Outcomes

Recommendations / Conclusions

Analyze disallowances
made by a health plan
operator in hospital

Quantitative, descriptive
and cross-sectional research.
Reports referring to
disallowances made in eight
hospitals in the operator’s

The highest disallowance rates occurred in
hospital 1 (67.6%); emergency room service
(50.1%); length of stay < 1 day (70.8%) and
medical and hospital supplies (59.2%); 2013
had the highest index of administrative

Disallowances are indicators for
institutions to check the critical points
to be improved, requiring managers’
attention to intervene in the causative

evidence available in the
literature that deals with
hospital disallowances
performed by the
nursing audit"?

Integrative review carried out
in the Scientific Electronic
Library Online databases; Latin
American and Caribbean Health
Sciences Information Literature.

(12) i i
accounts accredited network were (54.51%) and technical disallowances aspects in order to prevent greater
analyzed, from 2013 to 2015, (48.05%) losses.

totaling 36 thousand items. o7
Identify scientific The role of the nurse auditor in the analysis The importance of complete and

of procedures and care through professional
records, in reviewing disallowances and in
negotiations between hospital representatives
and of the agreement. The indicators
responsible for the largest number of
disallowances were related to nursing notes.

objective nursing records in the clients’
medical records is highlighted, as it is
through them that the audit controls
financial costs and assesses the quality
of care provided.

Describe the experience
of nurses regarding

the implementation

of concurrent nursing
auditing in a hospital
environment®

Experience report on the stages
of the implementation process
of concurrent audit in hospital
from 2009 to 2014: elaboration
of the instrument, awareness

of the nursing team and
operationalization.

The nurses indicated as benefits of the
concurrent audit: reduction of the time to
send the invoice to the medical plans; greater
interaction between auditors and assistance
teams; improving care quality and nursing
records.

The nurse auditor must seek a balance
between the quality of nursing care
and the hospital cost. For this, you
must develop / adopt processes that
permeate the audit, amplifying your
results.

Map, describe and
validate the auditing

and billing process

of accounts and
disallowance resources in
a general, large, private
hospital

Exploratory, descriptive, case
study research. The mapping of
the processes took place in the
Internal Audit and Disallowance
Sectors. The data obtained

was validated by specialists in
the field of audit of hospital
accounts, internal and external
to the hospital.

The mapped processes - described and
illustrated in the form of three flowcharts -
favor professionals to rationalize activities
and time spent on hospital billing, avoiding
/ minimizing the occurrence of failures and
generating more effective financial results.

The mapping, detailed description and
validation of the auditing and billing
processes and disallowance by specialists
in the field of hospital accounts auditing,
give greater visibility and legitimacy to
the actions that are developed by the
nurse auditors and provide traceability
and systematic information retrieval with
greater reliability.

Check the items that
comprise hospital

bills, checked by nurse
auditors, who receive the
most adjustments at the
time of the pre-analysis;
identify the impact of
the adjustments in the
billing of the accounts
analyzed by nurses and
medical auditors; and
identify disallowances
related to items checked
by the audit team*

Quantitative, exploratory,
descriptive, single case study
type, in which 2,613 hospital
accounts were analyzed.

The item most included by nurses was gases
(90.5%); and the most excluded, inpatient
medications (41.2%). Hemodynamic materials
(average RS 1,055.90), gases (average RS
707.91) and equipment (average R$ 689.42)
were the ones that most impacted the positive
adjustments. The negative adjustments
resulted from improper entries in the accounts
and did not generate revenue losses. The items
that significantly influenced the disallowances
were the equipment, followed by hospital gas
and medication. In the accounts audited by
doctors, it was not possible to itemize the items
due to the absence of this record.

The study provides data for the
advancement of knowledge of hospital
accounts auditing as it investigated the
pre-analysis process carried out by a
team of auditors consisting of nurses
and doctors.

Estimate the
disallowance rate on
materials and medicines
in a private hospital in
the Federal District™

Quantitative, retrospective,
descriptive study. Data collection
took place in the billing

sector, based on disallowance
reports and semi-structured
questionnaire applied to
members of the sector.

Materials have a higher level of disallowance
than drugs (65%), and the impact of total
disallowances in the institution represented
approximately 10% of the billing of all
services.

Disallowances may be reduced with
the adoption of service protocols by
health professionals involved in the
assistance process, providing cost
reduction and rational use of material
and medicines.

Develop chemotherapy
medication consultation
application for web
system and mobile
device in order to assist
in nursing audit of
hospital accounts and
assess user satisfaction
and usability®

Applied research of
technological production aimed
at developing an application in
a web environment and mobile
technology for consultation

of chemotherapeutic drugs in
the audit of hospital accounts.
The product was evaluated for
satisfaction by nurse auditors
using the System Usability Scale
questionnaire and for usability
by Nielsen's heuristics, by health
informatics professionals.

Five nurse auditors evaluated the application
on the tablet and five on the web system. The
evaluation with the System Usability Scale
questionnaire showed that the average value
was 90 + 5 for the application on the tablet and
97 + 5 on the web system. Nurses found the
application on the tablet easy to use, useful,
innovative, complete and with important
information to audit accounts of antineoplastic
drugs.

In the usability assessment, 14 problems were
identified in the mobile application and eight in
the web system, generating changes in both.

The methods chosen for development
and evaluation proved to be
satisfactory to achieve the proposed
objectives.

Although with limitations due to the
small number of evaluators, it was
demonstrated that the application can
be used in the practice of medication
auditing, making it more agile and
complete. It may also achieve greater
repercussions with the incorporation
of more pharmacological groups.

To be continued
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Objective(s)

Outline

Outcomes

Recommendations / Conclusions

Raise the reasons for
disallowed invoices,
forwarded to the
Commission of Lisura of
a military hospital in the
central region of the state
of Rio Grande do Sul”

Quantitative, exploratory and
descriptive study. The sample
consisted of invoices belonging
to a specific health insurance
plan sent to the Commission

of Lisura of a military hospital
from January to June 2007.

It was shown that 90% of invoices had
inadequate and / or incomplete filling; 30%
had the charged medication (s) that did not
match the medical prescription, and 40% had
no medical progress on the visits charged.

It was found that 52.2% of the audited
medical records had information

flaws that could result in total or
partial disallowance. The need to
adopt new training methodologies for
professionals to internalize their role in
health auditing has been proven.

Check in the national
literature the importance
and intervening factors
in nursing notes in
relation to hospital
disallowances®

Literature review with articles
published between 2000 and
2010, in national scientific
journals available in the Virtual
Health Library, Scientific
Electronic Library Online,

Latin American and Caribbean
Literature in Health Sciences and
non-systematized sources.

Twelve articles showed flaws in the nursing
notes: illegible handwriting, erasures,
inaccuracies regarding the time of the
annotation, identification of the professional,
checking of medicines, discrimination of
materials and annotation of the procedures
and the failure to implement the Nursing
Care Systematization.

It is suggested the role of the nurse
auditor in supporting continuing
education teams and the use of
Nursing Care Systematization for
better qualification of nursing care, in
addition to reducing the number of
disallowances in hospital institutions.

Identify the impact caused
by the non-registration

of nursing as opposed

to any disallowances,
highlighting the main
types resulting from these
records'?

Descriptive and exploratory
research, with a qualitative and
quantitative approach, carried
out in the urology service of a
private hospital in the city of
Niterdi / Rio de Janeiro.

4,380 items were disallowed, highlighting, with
greater need, the following records: medications
(R$ 8,551.07; 53.16%); oxygen (R$ 1,936.96;
79.51%); dressing (RS 1,008.52; 41.40%);
nebulization (R$ 644.08; 26.44%); gauze pad (RS
1,001.12; 44.55%), procedure glove (R$ 869.62;
38.70%) and lab coat (R$ 656.76; 29.22%).

Itis emphasized that nurses need

to assess the quality of the records

of nursing professionals under their
responsibility and plan educational
activities (systematic training) to improve
the training of these professionals in the
face of the flaws / inconsistencies found.

Some articles®'2'>'8 by analyzing the occurrence of disallow-
ances and their impact on health care assistance billings, they
found that the materials and medicines corresponded to the
most representative items for being used directly in patient care.

In the hospital environment, the professionals responsible for
the use of most consumable materials are nursing professionals,
so they are responsible for the adequate management of these
resources!"*2, It is worth noting that hospital disallowances con-
sist of the refusal to pay the invoice and or item of the hospital
account analyzed by the Health Plan Operator’s auditor, when
he considers that the collection is undue according to the rules
and practices of health institutions"®.

A study"? performed at a Health Plans Operator, diagnosed
the disallowances associated with different types of care (urgent-
emergency, surgical, clinical, obstetric, pediatric) and length of
stay; and evidenced that this detail directs the audit process to
the critical points, basing the managers in the adoption/imple-
mentation of improvement actions.

Article dealing with technological production of an application
in a web environment aimed to facilitate the audit of hospital
bills by nurses. It was indicated that the use of information and
communication technology is a resource whose objective is to
improve the performance of the nurse auditor by directing the
best decision-making'®. Other studies point to new perspectives
for the performance of the audit, in the public and private sec-
tors, using technology, among them the creation of automated
models capable of identifying situations to be audited, direct-
ing to cases with greater chance of deviation and minimizing
operational waste®?%27),

One of the problems faced in carrying out the auditing of ac-
counts is the non-conformity or absence of nursing notes in the
medical records, which causes discrepancies in hospital charges,
indicates possible failures in the care processes and infringes the
ethical and legal aspects of this professional category. Literature
review analyzed the main distortions and non-conformities that

lead institutions to increase the number of disallowances and
identified that it was related to the lack of nursing records. In
this sense, it is necessary to develop an efficient account audit
process, capable of linking the quality of care and hospital charges
to the daily lives of nurse auditors®®.

A study"® showed the repercussion of the performance of
doctors and nurse auditors at the time of pre-analysis of ac-
counts, checking all items related to patients from Health Plan
Operators or private individuals, together with the respective
medical records, in order to make corrections for systemic
failures and prevent disallowances from occurring. Such an
approach represents an advance in the audit models with a
view to improving processes.

In addition to disallowance management, the mapping of
processes has the purpose of increasing the management, orga-
nization and control of the required activities""?. Only one study
was identified™® in which the authors mapped and described
the auditing and billing processes of accounts and disallowance
resources in a general, large, private hospital, which gave visibility
to the actions developed by nurse auditors and provided the
traceability and systematic retrieval of information. From this
perspective, research carried out in a public university hospital
has shown positive results after conducting an internal mapping
of the accounts audit process - for example, reducing the time for
presenting the accounts to Health Plan Operators®.

In view of the above, it is reiterated the importance of auditing
accounts as a management strategy in hospitals and health plan
operators that can provide conditions for the adequate receipt of
the value of the health services provided, when duly explained
and justified in the records in medical records, minimizing the
occurrence of disallowances; it can also contribute to the reduc-
tion of waste of materials and medicines in healthcare practice.

In many institutions, the auditing of accounts carried out by
nurses still has a strong accounting vision focused on the man-
agement of disallowances, however some investigations+'?
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show the evolution of account auditing, focusing on identify-
ing process failures, adjusting pre-analysis and mapping and
validating processes. It is a change of operational performance
for a strategic conception aiming to mitigate financial losses and,
also, to improve the patient / client experience.

Study limitations

The reduced number of studies in the sample and the dis-
continuity in carrying out investigations in different contexts
consisted of limiting aspects for the comparative analysis of the
main results obtained.

Contributions to the area of Nursing, Health or Public Policy

The objectives, designs, outcomes and recommendations /
conclusions of studies on the scientific production of the theme

Vigna CP, Ruiz PBO, Lima AFC.

“audit of accounts performed by nurses” were synthesized, show-
ing the advances and limitations of knowledge.

CONCLUSION

It was evident the prevalence of studies with an emphasis on
the accounting view through the investigation of the occurrence of
disallowances, however the beginning of the role of nurses in the
use of auditing as a tool for improving internal processes in health
institutions is seen

Itis concluded that vertical knowledge of the disallowance analysis
process is essential to identify non-conformities and propose improve-
ments, seeking assistance quality, adequate billing and, consequently,
financial sustainability for health organizations. The production of
studies on disallowance analysis is still scarce. So, it is indicated the
need for nurses to contribute to the production of knowledge about
their qualified participation in the accounts audit process.
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