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Documents 101 
 

Help!!  I received paperwork 
and I don’t know what to do with it! 

 
 

In an attempt to assist our clients, we have put together a compilation of 
FCN’s most common client request documents – with explanations and 

requirements of each.  If you have additional questions, 
please contact us at 800-540-9011. 
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Itemization Requests 
 

“Prove it!” 
-John Consumer 

 
Yes, we often hear “prove it” from consumers.  We are required by federal law to provide “proof” of 
any debt we attempt to collect when the request is received within the first 35 days from assignment.  
We also provide a courtesy itemization outside of the validation period when needed to secure 
payment. 
 
We rely upon our clients to provide us with this information.  Some of our clients have chosen to 
provide this documentation with each account at the time they place with our agency.  Others ask that 
we request documentation as needed. 
 
We have a number of ways we request itemizations.  We work to create a process that works best for 
you.  Below are some of the options our clients have chosen. 
 

Spreadsheet via the Web Portal: 
A member of our Support Team will upload a spreadsheet to Client View for you to review and respond 
with the necessary itemization of charges.  This itemization will need to match the amount that you 
assigned. 
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Itemization Requests (continued) 
 

Letter Sent Via USPS 
We can also send a letter to the client contact requesting itemization. 
 
 

 

 
 
What is Your Responsibility? 
Review and respond to our requests with the 
necessary itemization of charges.  The 
itemization will need to match the amount 
that you assigned to FCN. 
 
We feel strongly about providing a timely 
response to the consumer, so your prompt 
response will be appreciated.  The more 
expedient the reply, the better we serve you 
and your customers. 

 
Follow up guidelines:  After the first attempt to obtain the information from you, we will make two 
additional attempts (at 30 day intervals).  If we do not receive an itemization, we will close the account 
and move to an inactive file until we can obtain the needed information from you. 
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Insurance Requests 
 

“But I had insurance!” 
-Jane Consumer 

 
There may be times when we receive new 
insurance information from the consumer.  
We will provide you with this information 
and request that either you bill or provide 
us with the CMS-1500 for us to pursue the 
insurance.  Some clients have opted to 
receive a spreadsheet via the web portal 
instead of the sample letter shown. 
 
 

 
 

 
What is Your Responsibility? 
Review and respond.  Many times, these 
requests need to be expedited due to 
billing deadlines. 
 
Follow up guidelines:  We make three attempts over a period of 90 days to obtain this information from 
you.  If, after the third attempt, the information is not received, we will mail an “Unable to Bill” letter to 
the consumer and we resume collection. 
 

If you see that you’ve already billed the insurance and it was denied, please call our office so 
we can note this resolution and inform the patient. 
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Medi-Cal Requests 

 

“I have Medi-Cal and I was eligible on that date!” 
-John Consumer 

 
As with medical insurance, there will be times when a consumer supplies FCN with Medi-Cal 
information. 
 
If you have given us access to your 
Medi-Cal provider number, we can 
check eligibility and provide 
information for only those that are 
eligible.  We can do this via 
spreadsheet over the web portal. 
 
If we do not have access to your 
provider number, we will send you all 
accounts where new Medi-Cal 
information is provided and request 
that you process. 
 
It is unfortunate when patients fail to 
provide billing information within a 
timely manner to be considered for 
payment, however patients are 
protected from financial responsibility 
regardless of their failure to provide 
their information at the time of 
services. 
 
Due to the increase of litigious activity 
surrounding the collection of Medi-Cal 
accounts, FCN has done a thorough 
review of the Welfare and Institution 
codes.  The codes state a provider of 
healthcare services who obtains proof 
of Medi-Cal eligibility “shall not seek reimbursement nor attempt to obtain payment” for the cost of 
covered healthcare services from the eligible Medi-Cal recipient. To remain compliant, our office will 
cease collection efforts upon receipt of sufficient proof of eligibility for the specific date of service.  We 
will, however, request the patient obtain an original MC180 for billing purposes.  
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Section (e) of Welfare and Institutions Code 14019.4 also states that once a patient has provided proof 
of Medi-Cal eligibility to a debt collector, the debt collector must then notify the provider of this proof.  
Our office will promptly notify you upon receiving proof of coverage. 
 
If we are able to secure an original MC180, we will forward the original to you and place the account on 
hold while you bill.  If you receive payment, please contact our office so we can post the payment.  We 
will also calendar to follow up to ensure the account is resolved.  If you are unable or unwilling to bill, 
please let us know and we will close the account as Medi-Cal. 
 
 

 
 
 

What is Your Responsibility? 
Review and respond.  As stated above, if we are able to prove eligibility, we would ask that you bill.  If 
you are unable or unwilling, we will close the account to an inactive file and status the account as Medi-
Cal.  These requests need to be expedited due to billing deadlines. 
 

If the balance assigned to FCN includes debt for a non-covered service or the 
patient’s share of cost, please contact our office.  We need to know what 
portion of the balance can be pursued. 
 
Follow up guidelines:  We make three attempts over a period of 90 days to obtain information from 
you.  If, after the third attempt, the information is not received, we will close the account and move to 
an inactive file.  We will status the account as Medi-Cal. 
 
 
If your policies state that Medi-Cal accounts should be cancelled back to you, please call our office and 
we will note your file for future reference. 
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Dispute Resolution 
 

“I don’t owe that bill!” 
“I didn’t like what I got!” 

“That wasn’t me!” 
-John, Jane, Joe Consumer 

 
Surprise!  Sometimes a consumer will dispute the debt you place with us.  When they do, we do our best 
to resolve the dispute with the information you have provided us.  On the rare occasion we need 
additional information, you may get one of the following letters. 
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Written Dispute 
This is the letter we attach when we 
forward written dispute documentation. 
 
 
 
 

What is Your Responsibility? 
Review and respond.  Is this dispute 
valid?  Should we cancel the account 
back to you?  Should we cancel a portion 
of the debt?  Or is the dispute bogus and 
you’d like us to continue collection 
efforts?  Dispute response "sustain 
charges" is not sufficient information to 
respond to the consumer. Detailed 
information or documentation is 
required. 
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Dispute Resolution (continued) 
 

Reminder Letter 
If you get this letter, it means you haven’t responded to our initial 
request for resolution.  It’s vital that you respond as soon as 
possible. 
 
 

 
 

What is Your 
Responsibility? 
Don’t kick yourself – just take 
two minutes to review and 
respond ASAP. 
 
Follow up guidelines: 
If you don’t reply in the first 20 
days from the receipt of the 
dispute, we are required to 
remove the account from the 
consumer’s credit report. When 
an account is actively reporting 
on a consumer’s credit report, it 
creates motivation for him/her to 
pay the debt. Once an account is 
removed, it may decrease your 
chances to receive payment on 
the balance owed. 
 
FCN staff will follow up with you 
three times over a period of 
approximately 90 days.  If there is 
no response, we will close the 
account and move it to an 
inactive file until we receive a 
response from you. 
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Legal 
 
 
Legal action is our last resort.  We work diligently with your consumers to resolve their accounts – 
offering payment options, listening to their issues and working with the timing they might need, etc.  
Unfortunately, there are some that have the means to pay, but refuse.  At that point, we utilize our legal 
guidelines to determine if the account is eligible for legal action. 
 
Our legal guidelines include: 

• Have all efforts been exhausted to work with the consumer? 

• Is the packet balance (a total of all accounts in our system for this consumer) $750 or over? 

• Do they have an asset – either real property or verified employment? 
 
If the account meets this criteria, we will forward to your office to get authorization to pursue.  We will 
never file legal action without your authorization unless you have given us pre-authorization to do so. 
 
On the following pages we attempt to explain and provide you with an example of an authorization, a 
declaration and an affidavit. 
 
Please reach out to our Client Services Team if you have any questions, as sometimes this is an area that 
can seem overwhelming, yet can also be very effective. 
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Legal (continued) 
 

Authorizations 
This document states that you 
authorize us to pursue a legal action 
for a particular account.  It provides 
the account information including 
name, account number and the 
current balance. 
 

 
What is Your Responsibility? 

Review and respond.  We encourage 
you to look for any reason why we 
should NOT pursue legal activity 
(dispute, pending questions, VIP, etc.).  If all is well, check to make sure our balance matches yours.  If 
the balance does not match, there could be a number of reasons – we have received a payment that is 
not yet posted to your system or you have received a payment that has not been reported to us.  Reach 
out to our team to investigate with you.  If the balance matches, then you can sign, fill in the applicable 
blanks and return to us. 
 
We can accept scanned signatures, so we recommend returning via our client web portal.  Your prompt 
attention is appreciated as we cannot continue with legal treatment until we receive this document back 
from you. 
 
Follow up guidelines:  FCN staff will follow up with you three times over a period of 60 days.  If there is 
no response, we will remove the account from the lawsuit and move the account to an inactive file. 
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Legal (continued) 

 
Declarations. 
 
This document actually represents our client (in lieu of appearing) as live witness in a court. Declarations 
must be filed 30 days before trail. Failure to provide a declaration will require the client to have a 
representative from their office appear as a live witness.  It states that you declare that all of the 
information contained in the document is correct to the best of your knowledge.  There have been times 
when we need someone to appear, but we try to minimize this.  Failure to provide a declaration may 
require a live representative from your office to appear in court. 
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What is Your Responsibility? 
Review the account information and sign.  These are official court documents so we need your original 
signature.  Please return by USPS. 
 

If you receive this document, we have already filed a lawsuit and 
there is a hearing set. 
 
Follow up guidelines:  FCN staff will follow up with you three times over a period of 40 days (or less if 
the time expires for the 30 day deadline).  If there is no response, we will remove the account from legal 
action and you may be responsible for the court costs incurred to that point. 
 
The account will be moved to an inactive file. 
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Legal (continued) 

 
Affidavits 
 
In certain counties, we are required to provide an affidavit to obtain judgement.  An affidavit is a sworn 
statement testifying the services were rendered to the consumer and all information is accurate to the 
best of your ability. 
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What is Your Responsibility?  
Review the account information and sign.  These are official court documents so we need your original 
signature.  Please return by USPS. 
 

If you receive this document, we have already filed a lawsuit and 
there is a hearing set. 
 
 
Follow up guidelines:  FCN staff will follow up with you three times over a period of 40 days (or less if 
the time expires for the 30 day deadline).  If there is no response, we will remove the account from legal 
action and you may be responsible for the court costs incurred to that point. 
 
The account will be moved to an inactive file. 
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Proof of Payment 
 

“I already paid!” 
-Joe Consumer 

 
When a consumer states that they have paid you, we require them to provide “proof of payment”.  This 
proof can be a copy of a canceled check (both front and back), a copy of their credit card statement, a 
receipt, etc.  Once the documentation is received we forward it to you with the following cover letter: 
 

 
What is Your 
Responsibility? 
We need to respond to the 
consumer as quickly as possible, 
so your prompt response is 
appreciated.  Review and 
complete the bottom section and 
return in the postage paid 
envelope provided.   
 
You can also scan and reply via 
the web portal or just call Client 
Services with the information! 
 
 

Follow up guidelines:  After the first attempt to obtain the information from you, we will make two 
additional attempts (at 30 day intervals).  If we do not receive a response, we will close the account and 
move to an inactive file until we can obtain the needed information from you. 
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Escheating 
 
We do frequent audits of our outstanding client checks.  We want to make sure that you’ve received 
every penny that is due to you.  If we find that there is a pending check, we will call you as a reminder 
that you have some money 
waiting for you.  If the check 
doesn’t get cashed, we will then 
remind you via a letter. 
 
 

 
 

What is Your 
Responsibility? 
Review and complete the 
bottom section and return.  You 
can scan this and reply via the 
web portal, mail back or call 
Client Services and claim the 
funds so we can reissue the 
missing check. 
 
If we don’t hear back from you 
within 30 days from the date of 
the letter, we will escheat the 
funds to the State of California. 
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Client System Access 
We have limited access to a number of our client’s systems.  Access saves both time and money on both 
your side and ours.  We ensure that our staff members follow the system and security protocols set by 
our client. 
 
Some common uses include: 

• Produce itemizations 
• Status verification 
• Balance/payment information 
• Dispute verification 
• Insurance billing status 
• Verify demographic information 
• Correspond via secure system messages 

 
If you do not currently allow access and would like to learn more, please contact a member of our Client 
Services Team at (800) 540-9011. 


