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Simplifying the Business of Healthcare

AThe newest computer can merely compound, at speed, t he
between human beings, and in the end the communicator will be confronted with the old
problem,of what to say and hoiwdwaod RsMuyowi t . 0

On a daily basis, Emdeon uses a wide variety of methodstoco  mmunicate with our customers
about electronic healthcare transaction s and related issues. We understand the value of keeping
customers well  informed and are consistently striving to improve what we say and how we say it

The Emdeon Customer Service Alert (CSA) is most prominent  broad -based communication method
We distribute CSAs to multiple customer segments including Providers , Vendor Channel
Partners ,and Payers and for both Batch and Real -time transactions . Depending on the target of
the CSA, they are distributed through product integrated communications, emails, websites, and

direct contact. = CSAs are commonly divided into clear sec tions describing Subject, Payers

impacted , Topic, Resolution Status, Action Required by Customer, and Action Taken by Emdeon.

Providers:

These are our most common and widely distributed CSAs reaching tens of thousands of Providers
every day . Most Provider s sending electronic claims receive CSAs in the form of reports delivered
directly to them thro  ugh integrated communications. The Reports were formerly known as
ANet wor k. News o

The CSA reports accompany their daily claims statistical reporting and communi cate on many
different topics and issues. They announce new Payer connections or transactions, alert to

production issues impacting EDI transactions (claims/ reports/ remittances ), notify of operational
changes, and relay important information from Payers.

* New CSA report formats deploying in October 2009.
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Efforts are ongoing to redefine how Providers receive and use these communications. Processes

are changing to distribute CSAs only to impacted Providers and to present them online, integrated
with their  statistic al reporting and customer su pport tools . When customers are opening online
cases for support, new features will begin alerting them to recent CSAs for the Payer.

Vendor Channel Partners:

The same CSA reports distributed directly to Providers are also sent to Emdeon Channel Partners

including other practice management system vendors, clearinghouses, hospitals, and institutions

They each use the CSAs within their organizations and further distribute them to their customers.

In ad dition to receiving the reports, they have online access via Emdeonods
Support tool (many Emdeon product users also have ON24/7 access). ON24/7 provides instant

CSA updates, powerful search features, archived CSAs, and CSAs about real -time transactions
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Emdeon occasionally communicates directly to
Payers through emailed CSAs. These
communications are sent to all Payers in our
distribution list.

ormal processing is occurTing

They typically alert to urgent production issues with
broad impact such as  claim pro cessing delays or errors. st s
They may also notify of operational changes or other s
important industry changes.
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