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Date: June 15, 2009
Rosa Perez

Director of Regulatory Appeals, UnitedHealthcare



2

Overview 

• How to prepare your organization for a 
Regulatory Audit

• Review tips for successful interaction with 
Auditors 

• Preparing for the closing audit meeting
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Pre-Audit Preparation: Preparing the People

� Identify the Lead for the Company

• Meet to Discuss the Audit Notice and 
Validate the Scope

� Hold a Pre-Audit Meeting with Key 
Players

• Discuss Scope, Logistics and Desired 
Outcomes

• Be aware of areas of potential weakness

� Notify Impacted Departments and 
Employee
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Pre-Audit Preparation: Preparing The Location  

� Select the appropriate site for examiners

� Ensure conference room is well-equipped

� Reserve parking and create building IDs
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Pre Audit Activity: Know Your Examiners 

� Establish open communication with examiners 

� Provide all Information immediately or by due 
date when notified of an exam – document/track 
all submissions

� Attempt to accommodate requests from 
examiners
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Pre-Audit Preparation: Identify Company’s Successes

Service Tools

External Website 
Enhancements

Member and Provider 
Mailings/Communications  

Education

Recent Publications

Provider Engagement

Enhanced Employee 
Training

Innovative Systems

Internal and External 
System Enhancements
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Pre Audit Preparation: Reviewing the Data 

� Review reports or data 

� Identify trends, variances and 
discrepancies

� Review findings from last exam
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Pre Audit Preparation: Preparing the Data

� Eliminate unnecessary data

� Provide data in format requested

� Present material requested in a clear, concise 
and organized manner

� Review data to be provided – does it respond to 
examiner’s questions/needs?

� Create a legend of codes and acronyms
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Tips for Successful Interactions with Auditors

� Meet and greet the Auditors at the 
site’s entrance

� Provide a contact at the site for 
questions and assistance

� Provide a map of the area and a 
list of local restaurants

� Make it easy for exam team to 
“get in” and “get out”
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Tips for Successful Interactions with Auditors 

� Reference written policies, 
procedures and manuals

� Answer questions 
accurately 

� Remember this is a formal 
interview. Nothing is off 
the record

� Mention the company’s 
successes

� Attempt to memorize the 
company’s policies

� Take a position regarding 
an issue or finding

� Draw the Auditor’s 
attention to defects or 
problems

Do… Don't…
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Tips for Successful Interactions with Auditors 

� Treat the Auditor with 
respect and consideration

� Feel free to correct the 
auditor 

� Stay focused on the 
question at Hand

� Make copies of all 
Documents

� Attempt to be flip or funny 
with the Auditor

� Have irresponsible 
elevator or hallway 
conversations

� Use industry jargon, slang 
or in house abbreviations

� Give the Auditor original 
documents

Do… Don't…
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Tips for Successful Interaction with Auditors 

Avoid Negatives and Absolutes when dealing 
with examiners.  For example:

• “That’s our policy”.

• “I don’t know, someone else handles that 
work”.

• “I don’t know why you are reviewing us”.

• “It’s not my work”.

• “We see different information in my region”.
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Closing Audit Meeting 

Review 
Discrepancies 
and 
Performance 
Issues

Determine 
Follow-up Items 

to 
Onsite Visit

Confirm the 
Post Audit 
Process/

Formal Report
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Post Audit

� Schedule an internal debriefing meeting with key 
players

� Establish next steps and assign follow-up items

� Share the audit experience with leadership
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Consulting with the Legal Department

Approval from the Legal Department may be 
required for:

• Access to company’s systems

• Extensions on the original deadline

• Responses to a report of examination
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Conclusion

� Preparation is key!

� Ensure quality assurance of all pre and post 
audit deliverables

� Provide clear and concise communication 

� Establish the post audit follow-up process


