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Home Health United Visiting Nurse Service encompasses several not-for-profit 
organizations including Home Health United, Inc. (HHU) and Home Care United, Inc. 
(HCU).  HHU is a Medicare certified and Wisconsin licensed home health agency which 
provides nursing, therapy and hospice services.  HCU provides sales and rentals of 
durable medical equipment, as well as home respiratory therapy and infusion services 
in southern Wisconsin.  Both companies operate multiple locations, including three 
locations that provide hospice services. 

PROJECT:  INTER-COMPANY EQUIPMENT RENTALS AND PURCHASES - 
YOU WOULD THINK WE COULD GET IT RIGHT! 

 

PROJECT GOALS AND MEASURES USED 

We determined there was a significant delay in the payment of HCU hospice equipment 
bills by HHU.  Our goal was to streamline the equipment process to reduce the time 
between equipment orders and bill payment.  
We knew bill payment was a problem because our monthly financial statements were 
not accurately reflecting the hospice program’s equipment expenses in the month they 
were incurred. 
We also knew bill inaccuracies were contributing to the delay in reviewing and 
approving bills for payment. 
 

CHANGES IMPLEMENTED 

To date we have not been able to meet with the appropriate personnel to obtain 
approval for process changes.  Our proposed process changes include: 

1. Use of the electronic billing system to document equipment orders rather than a 
manual paper form. 

2. Having Social Workers consult with Central Intake staff after their initial visit to 
fully assess a patient’s equipment needs rather than waiting until the admission 
or subsequent visits. 

3. Having Central Intake staff and Revisit Nurses consult with HCU Customer 
Service Representatives to fully assess a patient’s equipment needs. 

CHANGE LEADER: Erin Dawson (edawson@hhuvns.org) 

TEAM MEMBERS: Teressa Anderson (tanderson@hhuvns.org), Jason Greenwood 

(jgreenwood@hhuvns.org) 

START DATE: 8/11/2006 at the initial process improvement meeting 

PROJECT STATUS: In Progress as of 09/14/206 



4. Utilize the expertise of HCU Customer Service Representatives located in 
hospice-serving offices to fill hospice orders rather than utilizing all Customer 
Service Representatives. 

 

OUTCOMES AND LESSONS LEARNED 

During the course of the project, we discovered there were many other ways that our 
two companies would benefit by revamping this process, not just expediting bill 
payment and improving financial statement accuracy.  These include: 

• Cost savings, timesavings and improved hospice patient customer service by 
providing all or most of the needed equipment in an initial delivery as opposed 
to multiple deliveries. 

• Improved equipment order completeness, reducing the amount of manual 
documentation on work orders by delivery staff. 

• Utilization of the electronic billing system to document equipment orders, 
eliminating the need for a paper form and facilitating the review and approval of 
equipment bills. 

• Increased employee satisfaction through improved communication and 
reduction or elimination of rework. 

Unfortunately we also learned along the way that even a small process change can be 
slow to implement, consequently we are still waiting to see the effect of our efforts.  
Nevertheless, this improvement program has been extremely valuable and we anticipate 
positive change for this particular process as well as for future processes to which we 
apply the program lessons learned. 


