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Patient: Balzer, Wnang
Department: Hartford Hospital Perioperative Surgical Services

Our recards indicate that you are now financially responsible for the balance dus. We have processed an
ingurance claim for yaur services an the date listed. Please remit payment in full by the due date. Please
contact Customer Service at (877) HHC-BILL with any questicns.
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April , 2019

NPR Bill of the Month
Dear NPR.

['m writing to tell you about a recent experience we had/are having with Hartford HealthCare for an
elective procedure on 11/27/18 that we were quoted days before would be several thousand dollars less
than the amount actually billed.

My husband recently had bilateral herma repair surgery at Hartford Hospital. This was an elective
surgery. We spoke with them 7 days before the surgery and got a quote so that we could be informed
consumers, and make the best financial decision for our family. We were able to get in contact with the
hospital (“Elizabeth from Registration at Hartford HealthCare™ on 11/20/2018) and the surgeon's office,
however, the information we were given to contact the anesthesiologist was unfruitful (Elizabeth told
us to call (203) 828-0833 — Number went to a answering machine that you could not leave a message
with — tried to call four times).

The quotes were broken down as 1) what the office would bill, 2) what the contracted rate from Cigna
would bring it down to, and then 3) what our 20% co-insurance would be. We were never given valid
contact information for the anesthesiologist to even get a quote. Several months after the surgery we

received a bill for more then 50% of the quote we were given only days before the surgery took place.
See chart below for the details:

Hns!}ital Surgmn
Quote Actual % Quote Actual %
Increase Increase
Bill $10.333.16 | $16,314.21 | 58% $1.675.00 | $2.512.50 | 50%

Cigna contracted $6.995.56 | $10,552.26 | 51% $469.44 | $967.95 | 106%

rate

20% Co-Insurance $1.399.11 | $2.110.47 | 51% $93.88 $193.59 | 106%

We called once we received this bill (12/24/18) and the billing person we spoke with at Hartford
HealthCare (Cassandra in billing, then her supervisor, Chrislynn in “Patient Accounts™) said they would
send the bill to their Integrity Department. During this phone call Chrislynn was able to pull a copy of
a written estimate that she said she was unable to print or send to us because it was “in the system, I
can’t print it out, it’s a database™. She said that the quote was only a quote and doesn’t take into
consideration any complications. We know from the post-op report that there were no complications,
the surgery took the estimated amount of time, he was in recovery for the estimated amount of time,
and the surgeon told us everything went well.

We recently heard back from Hartford HealthCare saying that everything checked out just fine with
therr Integrity Department and that we owe the higher bill. We are currently in the process of trying to
get them to be more transparent about how the number for the quote was arrived at, how there could be
such a discrepancy between the quote in the final bill, and how the Integrity Department came to the
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conclusion that everything checked out okay. So far, no concrete answer.

We are told in this day and age that we need to call and get quotes to be informed consumers to avoid
surprise medical bills. We should be able to “shop around™ for elective care. However, when we did
this, we were not given even reasonably accurate information from which to make a decision. There 1s
no reason that a quote for a code should be so off only days before the complication-free procedure. It
makes it impossible to plan financially for medical needs. There is no other consumer industry where
this would be tolerated. When you are told that you will pay one thing for something and then the final
bill 1s several thousand dollars more, you would have the option then not to purchase that item. The
surgery already took place, there 1s no way to take 1t back, and we likely would not have chosen to have
the surgery 1f we knew 1t was going to be several thousand dollars more. We thought we did everything
we could possibly have done to be informed consumers and know what we would pay for this
procedure, and yet we still face unexplained surprise high bills.

Thank you for reading our story. Please let us know if you think that this 1s worth investigating and 1f
you are interested in further details (we have voice recordings of our conversation with the billing
people after we received the paper bills, and all the paper bills).

Thank you,
Farren Balzer

Cc:

Hartford HealthCare

Office of Healthcare Advocate
NBC Trouble Shooters
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