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Help with Unresolved Claims Issues    
Many physicians and their staff are spending a significant amount of time dealing with insurance companies trying to get claims processed and paid correctly.  If appeals have been exhausted or if an insurance company is non-responsive there is a two pronged-approach practices can take to help get the issue resolved:  (1) the patient submits a complaint to the Texas Department of Insurance; and (2) the physician’s office submits the claim to the Texas Medical Association’s (TMA) Hassel Factor Log.  Below are a few details on each.

The Texas Department of Insurance complaint page can be found at http://www.tdi.texas.gov/consumer/complfrm.html.   Patients can print the form or complete an online version.  While not a requirement, it’s also been suggested that the patient cc (carbon copy) their complaint to the US Attorney General’s office, Texas Attorney General's office, their County Medical Society and the Texas Medical Society.  The patient must complete the entire complaint form including the authorization to disclose protected health information in order for TDI to process their complaint.  Once a complaint is filed, TDI will contact the payer.  TDI then sends the payers response to the patient, usually within 45 days of receipt.

If they are insured through an employer, patients can also query their human resources department about issues such as benefit levels, slow/no payment, physician network, etc.  As a primary client of the insurance company, HR staff may have some pull with the payer in getting issues resolved.

The Texas Medical Association (TMA) “Hassel Factor Log” (HFL), allows members to notify TMA of unresolved claims issues.  Once submitted, TMA staff work with the payer to help resolve the problem(s).  TMA asks that the practice make every attempt to appeal/resolve the claim before submitting to the HFL.  The practice will need to sign a temporary business associate agreement (BAA) and submit any documentation and/or medical records that may be needed to support the claim.   The form to submit to the Hassel Factor Log is located at https://www.texmed.org/template.aspx?id=2301.
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