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Overview

Sensitively addressing and collecting patient
payments during economic hard times

Current patient payment trends
Automate what can be automated

Improve payments overall with
payment plans

Best practices for managing
collections during economic
hardships
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Challenges to Getting Paid
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Patient Payment Trends

. One of the top concerns the medical industry faces is getting paid.

67%
69%
73%

of providers say their biggest revenue cycle
concern is patient collections

of providers saw an increase in patient
responsibility compared to 2017

of providers report that it takes longer than
one month to collect from patients
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As attendees here for our program Collecting Patient Payments During Economic Hardships, you understand the challenge to sustain your business, especially now.

1: The amount a consumer must pay before a health plan pays any portion [of their bill] has increased by 255% since 2006 
2: Today's American healthcare consumer pays almost 35% of medical expenses out of pocket – triple the amount paid since 1980 
http://www.grouponehealthsource.com/blog/are-you-ready-for-self-pay-patients-in-2016 
3: The number of insured Americans pursued by healthcare debt collectors is one out five from patients with high-deductible plans, providers are collecting about
$0.18 to $0.34 on the dollar
http://www.grouponehealthsource.com/blog/are-you-ready-for-self-pay-patients-in-2016 



Patient Obligation Awareness

* Improve the Patient Billing Experience by expanding
your communication methods and managing billing
expectations

* Patients want and expect electronic
communication

* Utilize additional billing communications and
reminders (Inserts, Onserts, Email & Text
Reminders)
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1. Improve the Patient Billing Experience by communicating and managing billing expectations. (Upfront Payments)
70% of patients are confused by their bills 
93% were also surprised by a medical bill
50% received bills they did not expect at all

2. Patients want and expect electronic communication.
71% of patients said they would prefer receiving an eStatement (email/text)
Only 17% of patients are receiving eStatements

3. Expand communication methods
In-office communications
Patient Statement (Backers, Inserts, Onserts)
Patient Portal
Website 
eMail
Text
IVR 
Etc. .

4. Additional Billing Communications and Reminders �(Inserts, Onserts, Email & Text Reminders)



1. Patients need to know what their options are going to be in receiving communications. Am I going to receive a text message, an email, a phone call? Do I need to log in to a portal, look at my statement? We sadly can’t assume that we can just do whatever we want when it comes to communicating with our customers. 
2. Communication the way they want to be communicated with. Today, 71% of patients prefer receiving their statements electronically, and more than 80% prefer to pay those bills online. 
3. Here are different ways you can communicate, and that we have found are patient preferred. m:
Source: Trends in Healthcare Payments Ninth Annual Report: 2018
https://www.instamed.com/white-papers/trends-healthcare-payments-report-2018


Patient Payment Trends

Billing: Engagement:
Statements are Consistent statement
mailed and emailed communications

Acknowledgement:
Patient recognizes debt and
pays or does not pay

AutoPay, PlanPay,

StoredPay, and
Integrated Collections

Collections

Result:
You get paid
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Online Patient Billing &
Payment Options in BillFlash

* Pre-Visit Charges:
Allows you to email a charge to patients
which allows them to pay online prior to
a telehealth visit

* Post-Visit Electronic Statements (eBills):
Allows you to send same-day statements
to patients via electronic delivery
methods
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Pre-Visit Charges: LinkPay
Post-Visit Electronic Statements: eBill
Payment Plans: PlanPay
Automatic Payments:  AutoPay
Store Payments: Stored Pay


https://www.rcm.billflash.com/maintaining-care-billing-payments
https://www.billflash.com/

Automate What Can Be Automated

Patient billing amounts are increasing

And so, Patient payments are increasing

* You don't need to allocate more staff
hours to cover these increases—much
of your patient billing & payments can
be automated

e Automatic payments ensure medical
bills won't be forgotten
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Automating payments is especially important during uncertain times, like what we’re in. 



Automation Trends

e Automation offers consistency and
promotes transparency

* Monthly email and statement billing
can be automated

e Patients are interested in convenient
ways to pay

* Payment plans are crucial and
expected

m\
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Improve Payments with Payment Plans

73% of providers report that it takes longer than one month to
collect from patients

e 22% of patients are more likely to pay in full using a
payment plan

* 91% plan to pay off their payment plan in full, either early
or by the scheduled time

* Payment plans easily accommodate each patient's unique
circumstances

* Only 1in 5 providers offer a payment plan

™ a p :
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1: 44% of patients have used a payment plan. 90% are interested in trying them in the future.
https://www.pymnts.com/healthcare/2019/hospitals-payment-plans-flywire-health/
2. Many patients are struggling to pay medical bills in full right now, and are very interested in the option to pay off bills in smaller chunks. Setting up a payment plan is a great way to show patients you care about their financial situation and are willing to come up with a solution that helps both of you.


https://www.pymnts.com/healthcare/2019/hospitals-payment-plans-flywire-health/

Online Patient Billing & Payment Options
in BillFlash

* Payment Plans:
Allows you to set up automated recurring billing and
payments, starting on the date you select, with full PCI
compliance

* Automatic Payments with stored payment method:
Allows you to set up full automatic payments when the
statement is sent to the patient (also PClI compliant)

* Stored Payment Methods: N
Lets you securely store payment methods for future Billﬁiash
paym e ntS Getting You Paid
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Pre-Visit Charges: LinkPay
Post-Visit Electronic Statements: eBill
Payment Plans: PlanPay
Automatic Payments:  AutoPay
Store Payments: Stored Pay



Breaking the Cycle of Collections

Patients want to pay

Knowing this is the beginning of understanding how to get
paid.

Behaviors matter

If an account is extremely delinquent, there is a reason. The
goal is to understand the patient's inability to pay and find a
resolution.

Provide an incentive to pay
Offer a discount for paying on time.
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The process of bringing a patient’s account up to date requires analysis. The old way of calling and emailing demanding payment is not only ineffective, it often does not align with the medical practice’s philosophy of patient care. The key to getting paid is to understand the payer. 

https://www.rcm.billflash.com/collections
https://www.rcm.billflash.com/collections
https://www.rcm.billflash.com/collections

BillFlash Integrated Collection Services

* Integrated—part of the BillFlash interface

* Fee-based—no cost to add service. Pay only if money is
collected.

 Control—you determine which patients are sent to
collections

e Communication—always know where patient is in the
process
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Uncomfortable
Worried about losing patients
OK with writing the balance off
Collections efforts aren’t effective


https://www.rcm.billflash.com/collections

Best Practices for Collections
During Financial Hardships

 Empathize with the patient

 Convey a sense of urgency without being overbearing and
intimidating

 Explain why it’s important for patients to pay

e Offer to set up payment plan in lieu of sending account to
collections

Consider waiting an extra 30-60 days before sending patients
to collections
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Empathize with the patient
1: Simply saying “We understand you may be experiencing financial difficulties at this time” is more likely to get a response than a curt “final warning” threat.


Convey a sense of urgency without being overbearing and intimidating


Explain why it’s important for patient to pay
2: “Like any other business, our practice relies on revenue to stay open. In order to continue to provide these valuable healthcare services, patients need to pay their bills in full and on time.”


Offer to set up payment plan in lieu of sending account to collections
3: Being upfront with patients about payment expectations and being willing to work with patients who have fallen on hard times will help all of us through this global health crisis.


Consider waiting an extra 30-60 days before sending patients to collections





BillFlash Integrated Collections Services


https://www.rcm.billflash.com/collections

Thank you!

Contact us to learn more about
Payment Plan & Stored Pay Services
BillFlash Integrated Collection Services

435-940-9213
GetPaid@BillFlash.com

Follow us on Facebook and LinkedIn
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Poll: Are you interested in: 
Receiving more information on Integrated Collection Services
Seeing a demo of Integrated Collection Services
Trying BillFlash free for 30 days


mailto:GetPaid@BillFlash.com
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