
‘hen the OIG issued their model compliance plan last

W year, healthcare providers were asked to implement
compliance hotlines to encourage reporting com-
pliance issues. In fact, when the OTG imposes man-

datory “integrity agreements” from their investigations, they usu-
ally require organizations to implement hotlines. These hotlines
provide ways for employees and others to report their compliance
concerns.

Hotlines play a valuable role in deterring fraud and other inap-
propriate conduct. The Association of Certified Fraud Examiners
believes that more fraud is detected through hotlines, than through
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auditors. Hotlines provide an
otherwise wary caller with ano-
nymity. They provide another
communication option for frus-
trated individuals to state their
concerns when other ways have
failed. Hotlines discourage inap-
propriate conduct, since they
make fraud easier to report.
Hotlines provide value, particu-
larly when their availability is
publicized through newsletters
and training. However, other
ways to communicate concerns
and deter fraud are important
too.

The best way to deter and de-
tect fraud is having an ethical or-
ganizational culture, where doing
the right thing is valued, and
where top management and the
Board supports immediate report-
ing of exceptions. When this cul-
ture exists, internal reporting be-
fore calling the hotline can be very
effective.

Internal Options
These internal communication options should be encouraged as

first options for reporting compliance issues. They need to be com-
municated throughout the organization, to be effective. This can
happen initially through the compliance plan and ethics policies,
and maintained through newsletters and training. The following
steps can work well to minimize compliance concerns, in an ethical

and non-retaliatory culture:
o Discuss the issue with a manager or supervisor in the

operating area.
q Contact a resources department directly related to the

particular concern, such as Human Resources, Accounting,
Audit, Billing, Quality, or Legal.

q Contact a member the Compliance Steering Committee, if one
exists.

q Contact the Compliance Officer directly.
q Finally, call the hotline when other options don’t work.
The anonymity provided by the hotline should be its only unique
draw as a disclosure method. Other internal communication meth-
ods offer more two-way communication, and opportunity for reso-
lution. Receiving an anonymous hotline call, and being unable to
follow-up from lack of information, can be unproductive and frus-
trating for both the organization and the caller. Even though ano-
nymity is offered on the hotline, callers should also have the option
to identify themselves, and even be encouraged to do so.

Quality vs. Quantity
Recent surveys indicate that most hospi-
tal compliance hotlines aren’t receiving
many calls. A recent survey reported an
average of zero to three calls monthly. Only
about 1 1 percent of these calls report fraud
or theft. But most feel that even this limited
number of calls can be significant. The calls
can surface potentially serious concerns that
exist in the organization. Compliance hotlines
are valuable for the quality of the calls re-
ceived, rather than the quantity.

Organizations should consider staff-
ing the compliance hotline internally,
rather than using an outside agency.
This is easy to accomplish with the
low number of calls being received.
There is a trend toward staffing
hotlines internally. Currently over half
the hospitals surveyed are doing so.

No matter how an organization
chooses to handle compliance issues,
what counts most is that concerns are
surfaced and resolution obtained.
Choose the methods that work best in
your environment.
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