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Meet the Presenter

Gordon Jaye
Vice President,
Hospital Operations

«  Qver 25 years working in various IT,
HIM and Revenue Cycle roles

« Expert in front-end solutions, pre-
access model and optimizing the
patient's financial experiences
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Agenda

« Today’s Financial Landscape

- Surprise Billing Overview & Impact

* Focus Points for Patient Billing Experience
« Strategic Impact

* Questions & Answers
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The Shifting Healthcare Landscape

Premiums and Deductibles Rise Faster than
Worker’'s Wages Over Past Decade

@ \Workers' Earnings @ OverallInflation @ Family Premiums @ Deductibles
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https://www.kff.org/report-section/ehbs-2019-summary-of-findings/
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National Financial Performance Indicators Amid Covid-19

5M 30%
Homeowners have Of homeowners
taken loan payment missed their July

forbearance housing bill
Financial
16.2M Pfr:;(?rmance 36%
Have lost employer ndicators Of renters missed
healthcare insurance their July housing bill

19M+
Americans are receiving
unemployment benefits

Source: cnbc.com, washingtonpost.com, 5
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https://www.cnbc.com/2020/07/08/32-percent-of-us-households-missed-their-july-housing-payments.html
https://www.washingtonpost.com/business/2020/07/02/june-2020-jobs-report/?arc404=true
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Surprise Medical Bills & Balance Billing

Surprise Bills

Occur when patients seek care for scheduled
and non-scheduled services such as:

Emergency care at a hospital not in their
iInsurer's network

Surgical procedure at an in-network
hospital, but an anesthesiologist or other
assisting provider is not in-network

Balance Billing

» Patients are billed for the portion of the
charges not covered by the insurer for
services rendered by an out-of-network
provider.
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Financial Impact of Surprise Bills
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Covid-19 Creates Unique Challenges Related to Surprise Medical Billing

Staffing shortages, triage protocols,
and care gaps for conditions other
than Covid-19 increase likelihood of
patients to be sent to OON facilities
and providers.

ERISA prohibits state laws
governing health insurance from
applying to self-insured employer
plans, leaving millions of American
unprotected by state surprise-billing
protections, cost-sharing
prohibitions, & coverage mandates.

Percent

Nearly 60% of Americans with employer-
sponsored health insurance — approximately
30% of the total population

Source: NEHM.or!
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https://www.nejm.org/doi/full/10.1056/NEJMp2000821
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Surprise Bills and Covid-19

Figure 1

Announced Provider Relief Allocations as of June 15, 2020
Provider Relief Grants ($B)

General for Medicare
Unallocated, $62.6 providers, $50.0

Hospitals with >=100 COVID-
19 patients by 4/10, $12.0

Hospitals with high number
of COVID-19 patients by 6/10,
$10.0

Safety net hospitals, $10.0

SNF,
IHS, $0.5 $49

Total: $175B

NOTES General allocation for Medicare prowders was based on their total net patient revenue, $158 for Medicaid prowiders will also be based on
tofal net patient revenue, $12B for hospitals with at least 100 COVID-19 patients by 4/10 includes the additonal $2B for safety net hospitals, SNF i1s
skilled nursing facility, HS 1s Indian Health Service SENRY S WATKES: - o

SOURCE KFF analysis of HHS announcements regarding CARES Act prowder relief allocations

Source: kff.org
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https://www.kff.org/coronavirus-policy-watch/limitations-of-the-program-for-uninsured-covid-19-patients-raise-concerns/#:~:text=In%20early%20April%2C%20the%20Department,%24175%20billion%20for%20that%20fund.
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Pervasiveness of Surprise Bills
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Average of 1in 5 Nearly 3in 4 Nearly 1in 5
Insured Americans Of all ground and air Surprise bills were a
with an ED visits ambulance rides result of a doctor not
incur at least one involve potential being part of the
surprise medical bill surprise bills network

Sources: KFF Health Tracking Poll (April 2019); Health Affairs; NORC Stud

Confidential and Intellectual Property of PatientMatters® 2020


https://jamanetwork.com/journals/jama/fullarticle/2760721
https://www.healthaffairs.org/doi/10.1377/hlthaff.2019.01484
https://www.norc.org/NewsEventsPublications/PressReleases/Pages/new-survey-reveals-57-percent-of-americans-have-been-surprised-by-a-medical-bill.aspx
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Surprise Bill Legislation

Four committees in Congress have introduced legislation:

« Senate Health, Education, Labor, and Pensions (HELP) Committee
* House Energy & Commerce Committee

« House Ways & Means Committee

* House Education & Labor Committee

Key principles for surprise bill legislation include:

- Ban Surprise Balance Billing and Fully Protect Consumers
- Contain Total Costs for Consumers
- Ensure Comprehensive Protection Nationwide

Confidential and Intellectual Property of PatientMatters® 2020
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Surprise Bill Senate Legislation

June 26, 2019 - Passed the Lower Health Care Costs Act of 2019 (S.
1895)

* Focuses on health care cost reduction.

- Bans providers from balance billing patients for more than the in-
network cost-sharing amount .

« Requires the health plan to pay the practitioner and/or the facility based
on the median in-network contracted rate for services in the geographic
area.

* Includes price transparency and provider/health plan contracting
provisions.

Dec. 8, 2019 - Surprise billing legislation agreement announced

* Includes both a benchmark rate and an independent dispute resolution
process for claims over $750.

Source: AHA.org 11
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https://www.aha.org/fact-sheets/2020-02-14-fact-sheet-surprise-billing-legislation
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Surprise Bill House Legislation

July 17, 2019 - H.R. 2328 Approved

*  Prohibits balance billing for OON emergency services and certain OON ancillary & post-
stabilization services.

- Sets reimbursement for OON providers at the median IN contracted rate for services in
the geographic area.

* Includes a voluntary arbitration process for hospital & physician claims with median IN
reimbursement of $1,250 or more.

Feb. 11, 2020 - H.R. 5800 Approved

* Relies on a median IN rate to resolve OON payments.

« Sets an independent dispute resolution process to determine the final payment allowed
for amounts above $750 or $25,000 for air ambulance services.

Feb. 12, 2020 - H.R. 5826 Approved

* Prohibits providers from balance billing for emergency services/medical care the patient
reasonably could have expected to be IN.

« Bans providers from charging patient more than IN cost-sharing amount.

« Sets a period for health plans/providers to negotiate OON reimbursement, followed by a
mediated dispute resolution process if necessary. Source: AHA.010

Confidential and Intellectual Property of PatientMatters® 2020
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https://www.aha.org/fact-sheets/2020-02-14-fact-sheet-surprise-billing-legislation
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Arkansas Legislation

Arkansas

NO BALANCE BILLING PROTECTIONS

No Balance Billing Protections
' Partial Balance Billing Protections

@ comprehensive Balance Billing Protections Source: Commonwealth Fund

Confidential and Intellectual Property of PatientMatters® 2020
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https://www.commonwealthfund.org/publications/maps-and-interactives/2020/jul/state-balance-billing-protections
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Revamp the Medical Billing Experience

@/ Change Patient Confidence

“ Change the Conversation

Know the
Patient

Change the Culture

14
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Change Patient Confidence
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To prevent surprises and regain
patient confidence, providers must
give patient-consumers what they
want:

- Transparent, consistent prices
» Easy-to-understand bills

- Payment plans that fit individual
financial circumstances

Confidential and Intellectual Property of PatientMatters® 2020
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Price Transparency

O

Cost of Care

Provide a clear understanding of
cost of care prior to scheduled or
walk-in services

Pricing Information

Publish pricing information on your
public website, more than just the
charge description master

g

Average Cost Information
Where bill estimation is not
supported, make average cost for
common services rendered

Self-Service Estimates

Allow for self-service bill estimates
with the ability to reference
estimate during scheduling

o
ac

Payer Coverage
Provide how to best to ensure all
involved are covered by their
payer

Confidential and Intellectual Property of PatientMatters® 2020

Quick Estimates
Use your Pre-Access Center and
Patient Access to provide quick
estimates including the ED
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Billing Statements
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Billing statements should be clear
and concise

*  Provider’'s name should be front
and center

« Clearly define payment due vs.
Insurance portion

- Offer multiple payment methods

- Stay away from healthcare
jargon

redell

HEALTH SvsTEM

Patient Name: JOHN DOE
Account Number: T0AT1Z41

Medical Record Number: 482700
Responsible Party: JOHN DOE

Dates of Service: 12/15/2018 - 12/15/2019

Your Statement (as of 7772020)

Payment Options

Pay your bill online

www iredellhealth org
(% Pay by phone by calinp (T04) 678-4800

57 Mailina check or money order or pay with
creditidebit card with coupon beiow

The balance on your account is past due, We ask that you make payment or contact us within the next few days. We stand ready o
Understanding Your Bill/Statement

help you arrange a payment schedule, discuss payment conce
‘acoount representative may be contacted by caling B00-735-4

DESCRIPTION

Total ChaTpoe for Patient Visi:
Discount from Chargen:
amouni Duo Hospitsi:
Paymants fo Dats:
Simple, Se
Make online Payments on he go from any of your m
Ga % wwe iedeiiheaith o cliok on |

Total Amount Due

Detach s coupon ana

dredel

PO BOX 8020
STATESVILLE, NC 288878020

Pay Online at
@ www. iredelihealth org
Your aStatement I0: GBTEAFTC

JOHN DOE
123 Elm St
Anywihere, NG 12345-6738

Confidential and Intellectual Property of PatientMatters® 2020
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Number that identifies the patient's visit

Number that identifies the patient

Dates that the services were rendered

This area may contain important information regarding
‘your states

Summary Description of the services for which you are
being billed

¥ paying by credit card, this box mest be filled out with
the proper information

eStatement ID used for patient authentication

‘on the payment portal

The address to which payments must be sent if paying by
mail_Please detach and include the botiom part of the
statement with your payment to ensure proper credit to
your account

***PATIENT HAS THE RIGHT TO REQUEST A DETAIL
ITEMIZED BREAKDOWN OF CHARGES™

Family Size

100% el Guidelines
1558

20775

$43,043

$47,336
sss 16
$63.496

For family wnits with moee than & members, e anual incomes
abowe wil b increased based upon Federal Guidelines

Iredell Health System offers a genesous financial assistance peogram for
pabients. The program offers discounter] charges b those who are urinsured,
urelerinsured oesimply cannot ofheswise pay for sl of heir mecical care. The
Finanial Assistanse Program supports mesfically recessary sendces fo
qualified pafients on @ “frst-come-first-serve” basis undl e annual budget has
been reached. Ired
senices is $13.9 millon. Eligible patients who reside in a famiy ar household
where their net worth is less than $75,000 and Sheir househoid or family
income is withn the ranges detailed on the lef. f you thik you may be eligibie
forthe

deserming ligbility

il Health Systens annual budget for ree and discauted

ram, we encourage you 1o conkact the Financial Counselor

al T04-&78-4600. An application and financial information wil be required fo

It any of the fellawing has changed since your last stalement, please Indicale

o e TR, FVeE, WAVaA TR

e
Gty Siais T

aisphons e Beey

Gty Sinie T

e IS AR ) ke Avoldent 1) Worker's Compensation

=

T FRNARY Trvss ey oy s ame

Frimary Wnwss e Corninnys Aiues

ay Shaie e

Gy Shaie i
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Anticipate Patient-Guarantor Behavior

ldentify Unique Payment Path

1. Analyze credit-reporting data and other financial demographics

« Guarantor Credit Score
«  Payment History
* Residual Income Measurements

2. ldentify reasonable financing options for each patient-guarantor

Confidential and Intellectual Property of PatientMatters® 2020
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Guarantor Assessment Example

GUARANTOR ASSESSMENT EXAMPLE

Assessment 5
Hold for patient payment plans

Assessment 4

Consider holding for extended
payment plans based on patient
history, process some through early-
out vendor

Assessment 4

Assessment 3 18%

Release to early-out vendor

Assessment 2
Release to early out vendor; Consider
hospital charity

Assessment 1
Hospital charity program

~ mAssessmentl MWAssessment2 [MAssessment3 [CIAssessment4 B Assessment5
19
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Develop Patient Relationship Prior to Care
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Relationships that recognize patients as

Individuals

1. Contact patients by phone at least 3 days prior to
appointment

2. Verify insurance information, deductibles, and co-
payments
Run bill estimates

4.  Assess patient ability to pay
Determine the most appropriate payment options &
generate a customized financial care plan

6.  Offer free advocacy services to connect patients to
public and third-party assistance programs

7. Pre-register patients for all approved services

Confidential and Intellectual Property of PatientMatters® 2020

Pre-Registration
& Scheduling

Authorizations &
Validation

Bill Estimates
& Payment Plans

Financial Education
& Counseling

Upfront
Collections

00000

20
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Change the Conversation

Develop Guided Workflows to Personalize the Patient-Staff Dialogue

Patient
Financial
Situation

Patient
Care
NEETO S

Staff-Patient
Conversation

Patient
Level of
Knowledge

Patient
Education

Confidential and Intellectual Property of PatientMatters® 2020
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Patient-Centric Workflows

Unite People and Technology Systems to Drive Performance

Create short, simple, task specific workflows to get higher compliance
Introduce automation but don’t over complicate workflows

QOO

Strategy Document Educate Monitor

AUTOMATED WORKFLOWS

Confidential and Intellectual Property of PatientMatters® 2020
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Patient-Centric Workflow

-4 Patient

4

matters

Out-of-Pocket
Discussion with
Patient

Registration

Did Patient

Pay?

Confidential and Intellectual Property of PatientMatters® 2020

Customer
Service/
Financial

Counselor

23
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Automated Workflow

Benefits

- Accurate patient out-of-pocket
estimates

« Real-time features pinpoint the patient
deductible met to date

- Payment plan options tailored to each
patient’s budget and ability to pay

« Connects uninsured patients with
financial assistance programs

Confidential and Intellectual Property of PatientMatters® 2020
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Change the Culture

Eliminating surprise billing is largely a matter of having the right tools
and processes in place, but organizational culture is often an overlooked
factor.

Leadership Drives Culture Change

GERI® ¢ @

Confidential and Intellectual Property of PatientMatters® 2020
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Change the Culture

Culture Within Health Care Organizations Is Changing for the Better

What is the current state of culture change at your organization?

Not changing, status quo

is being maintained 23%

Changing, headed in

Changing, headed in right direction

the wrong direction

Base: 710
NEJM Catalyst (catalyst.nejm.org) © Massachusetts Medical Society

Confidential and Intellectual Property of PatientMatters® 2020
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Change the Culture

Providers must ensure their organization’s culture will support a shift in the
patient financial experience.

15%

of patients want their
healthcare experience
to be the same as

15% 35%

of consumers would of provider
consider switching revenue comes

providers for a better from patients

other industries

healthcare experience

20
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Registration Quality Rules

Effective Rules Management is Key to Combatting Surprise Billing

Incorporate a comprehensive group of standard & facility-specific
business rules

Identify and alert the staff of potential patients who fall outside the
patient demographic before they impact your cash flow and the patient
experience

Leverage performance monitoring and reporting to ensure staff
education and accountability is maintained

28
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Performance Monitoring
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Post Date

. -
..'-.. F}EtlEl’ t B Select al
" Pmatlers B BT P N
B 5t Peters Hospital Propes B sBRETR = LT TS
B Urgent Care B PRRETRC S

Data Cumrent as of:  7/10v2020 200012 AM

POS Collections Total by Campus for Selected Posting Period

Code EAR s [ I ey ! ruan WP

Collections Total for Penod

$1.828

Service Provided
W Select a
W 1-MO SERVICE DESCRIPTION
W 23-NO SERVICE DESCRIPTION

CalendarYearMumber Total
Registrationliser Accounithhsmber

Confidential and Intellectual Property of PatientMatters® 2020
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Performance Accountability

Capture and monitor productivity reports that measure individual and team
performance, including:

A daily activity report showing all transactions for that day
POS collections report, including missed opportunities

An eligibility report for both active and inactive eligibility results
Review denial on trends

Patient satisfaction scores

Volume/Census reports

30
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Strategic Impact

By re-focusing your billing efforts on the patient you can:

1. Change Patient Confidence
2. Change the Conversation

3. Change the Culture

This patient-centric approach will lead to increased front-end cash
collections, reduced bad debt write-offs, and assure patient loyalty for
years to come.

Confidential and Intellectual Property of PatientMatters® 2020
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Questions & Answers

Confidential and Intellectual Property of PatientMatters® 2020
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Engage with Us!

www.patientmatters.com | Gordon.Jaye@patientmatters.com
Judy.Griffith@patientmatters.com

Additional Resources:

Integrated Healthcare Executive
Breaking Down Pricing Transparency Rules Within Health Care Systems

Healthcare Business Today
Three Essential Steps to Eliminate Surprise Medical Bills in 2020

Confidential and Intellectual Property of PatientMatters® 2020
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http://www.patientmatters.com/
https://www.managedhealthcareconnect.com/content/breaking-down-pricing-transparency-rules-within-health-care-systems
https://www.healthcarebusinesstoday.com/three-essential-steps-to-eliminate-surprise-medical-bills-in-2020/
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About PatientMatters
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PatientMatters is a Patient Access
and Advocacy leader delivering
highly-personalized financial
solutions that improve hospital
cash flow, profitability and
outcomes as well as positive
patient financial experience.

Collect 200%
More Up Front
Sound Impossible? It's Not.

Our clients see it every day.
Intelligent workflows and advocacy
improve up-front collections and

drive higher patient satisfaction.

To learn more, visit
WWW.patientmatters.com.

We Believe In Results. In Fact, We Guarantee Them.

PatientMatters customers who implement our tools and follow best practices routinely exceed
national averages for key performance indicators. IntelliPass+™ results are so consistent that

we guarantee performance with every Service Level Agreement (SLA).

34
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https://cts.businesswire.com/ct/CT?id=smartlink&url=https://www.patientmatters.com/home&esheet=52184354&newsitemid=20200310005071&lan=en-US&anchor=www.patientmatters.com&index=7&md5=4bb15db848189bd39b49a23d363b249d
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About PatientMatters

Revenue Cycle Broad Client Diverse Client
Pioneer Base Focus

30 years of RCM and 280 clients in 22 States Regional hospitals, health
Medicaid Advocacy comprising of rural and systems (IDNs), specialty
experience urban markets medical & physician groups

EMR Expertise Includes

MCKESSON eClinicalWorks i Allscripts cpsi. MEDITECH & Cerner “zathenahealth Epic  ([Sgen.

“Improving Healthcare Together”

Confidential and Intellectual Property of PatientMatters® 2020
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