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Se lf Pa y Ta ilore d  for You Colle c t  More , Re sp ons ib ly



Collect More, Responsibly

Self Pay Tailored for You Responsible, Intelligent Collections

Our m iss ion to  se rve  b e g a n in  our own b a ckya rd , a nd  we  ha ve  b e e n he lp ing  ru ra l 
hosp ita ls  c re a te  a  cohe s ive  p os t -vis it  e xp e rie nce  e ve r s ince . 

Early Out Self-Pay Recovery
Multi-Channel Patient Communications
Expert Patient Support Team
Statement Mailing
Compliance and Quality Assurance
Technical Assistance

Third-Party Bad Debt Recovery
Legal Recovery
Credit Reporting
Data-Backed Recovery Strategy
Courteous, Respectful Follow Up
In-House Legal Counsel



Tod a y's  Discuss ion

Collect More, Responsibly

Importance of Self Pay Receivables

Customer Service and Your Team

Statement Design and Strategy

Digital Engagement: Web, Email, Text 

Collecting at the Point of Service

Question and Answer

Practical Strategies to Reduce Bad Debt:



Im p orta nce  of Se lf Pa y Re ce iva b le s

Collect More, Responsibly

Between 5 and 14 million people expected to lose coverage due to 
Medicaid disenrollment. 
KFF Health News | 2023

55.7% of Americans were enrolled in high-deductible health plans as of 
2021. The highest ever recorded and the eighth straight yearly increase.
Lending Tree Report | 2023

https://www.kff.org/health-costs/issue-brief/rural-hospitals-face-renewed-financial-challenges-especially-in-states-that-have-not-expanded-medicaid/
https://www.valuepenguin.com/high-deductible-health-plan-study#:%7E:text=Methodology-,Key%20findings,from%20the%20low%20in%202013.


39 % of rural hospitals in the 
mid we st ha ve  ne t o p e ra ting  p ro fit 
ma rg ins o f le ss tha n - 10 .0 0 %

Surve y o f Ne t O p e ra ting  Pro fit Ma rg ins fo r 337 Rura l Ho sp ita ls in the  Mid w e st

Data from Definitive Healthcare | 2023

Hospitals Grouped by Net Operating Profit Margins

Data from Definitive Healthcare | 2023

Negative 
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Margins
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Operating 
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30%



16 % of Michigan CA hospitals 
ha ve  ne t o p e ra ting  p ro fit 
ma rg ins o f le ss tha n - 10 .0 0 %

Surve y o f Ne t O p e ra ting  

Pro fit Ma rg ins fo r  

36  Crit ic a l Ac c e ss 

Ho sp ita ls in  Mic hig a n
Ne g a tive  

O p e ra ting  
Ma rg ins

Data from Definitive Healthcare | 2023

Hospitals Grouped by Net Operating Profit Margins

Data from Definitive Healthcare | 2023

Positive 
Operating 

Margins

49%51%



People

Collect More, Responsibly

Best Practice #1

Most Important Factor to 
Collecting, and Collecting on Time

A well trained, professional staff, with
the tools they need to be successful and
support from leadership is the KEY.



The re  is  no sub s t itu te  for ta le nte d  s ta ff

Collect More, Responsibly

Exit Inte rvie ws: Do  no t miss a n o p p o rtunity to  und e rsta nd  why 
e mp lo ye e s le a ve  yo ur o rg a niza tio n.

Sup p o rt: Ma ke  sure  e mp lo ye e s kno w yo u sup p o rt the m whe n p a tie nt 
d isp ute s a rise . 

Simp le  Ge sture s: Ta ke  a  minute  to  write  a nd  ma il a  ha nd writte n 
tha nk yo u no te  to  e a c h o f yo ur e mp lo ye e s a t le a st o nc e  p e r ye a r.

Wha t  ca n you  d o to  inc re a se  re te nt ion?



Why Are  Your Pa t ie nts  Ca lling ? 

Collect More, Responsibly

Da ta  fro m o ve r 20 0 ,0 0 0  inb o und  p ho ne  c a lls o ur te a m fie ld e d :

The se  we re  p a tie nts'  to p  q ue stio ns: 

• Why d o  I o we  mo ne y?   

• Wha t d id  my insura nc e  p a y?

• Why d id n' t my insura nc e  p a y?

• Ma y I ma ke  a  p a rtia l p a yme nt?

• Co d ing  Co nc e rns, i.e . "This sho uld  ha ve  b e e n p a id  b y insura nc e  

a s p a rt o f my a nnua l we llne ss e xa m"
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71% o f c o nsume rs a re  c o nfuse d  b y the ir 

me d ic a l b ills

I'M NOT PAYING THIS!

76% o f c o nsume rs re c e ive d  a n 

une xp e c te d  me d ic a l b ill

68% o f c o nsume rs re c e ive d  a  sta te me nt 

mo re  tha n a  mo nth a fte r se rvic e
J.P. Morgan Trends in Healthcare Payments | 2022

Statements
Best Practice #2

https://www.instamed.com/trends-in-healthcare-payments-annual-report/


Me d ica l Sta te m e nt  Che cklis t :

Guarantor Billing: Service Location, Provider, Services, Charges

Due  Da te

Q R- Co d e  to  p a y with sma rtp ho ne

Inc lud e  insura nc e  p a yme nts a nd  a d justme nts



Que st ion for the  Group

Do e s yo ur fa c ility p ro vid e  true  g ua ra nto r b illing  o n yo ur sta te me nts?   

I.e. statements include all accounts from the hospital, the clinic(if applicable) and 
the  p hysic ia n g ro up (if a p p lic a b le ) e ve n tho ug h the y ma y b e  o n d iffe re nt syste ms? 
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Cle a rly List Ba la nc e

We b site  a nd  Pho ne  Numb e r

O utline  Insura nc e  Pa yme nts 
a nd  Ad justme nts

Ind ic a te  Pre vio us Pa yme nts

Sc a n to  p a y b y p ho ne

Instruc tio ns to  Pa y b y Ma il

Esse nt ia l Ele m e nts  of a  Me d ica l Sta te m e nt
FRONT



Your Account Status

Gua ra nto r Na me Pe rso n No . Sta te me nt Da te Due  Da te

Total Balance Due

$ 1,0 0 0 .0 0

John Doe 123456 1/4/2023 2/4/2023

Sa m p le  
Ho sp it a l

Prompt Pay Balance if 
Paid By: 10/1/2023 $ 80 0 .0 0

Make Payment in full w ith 
the options to the right

Pa y o nline  a t www.ho sp ita l.o rg / p a y o r b y p ho ne  a t 
888- 234- 567 o r b y ma il with the  c o up o n b e lo w. Yo u 
c a n a lso  sc a n the  Q R c o d e  a t the  b o tto m o f this p a g e . 

Be ne fit  for Pa ying  on Tim e



• Wha t d o  I o we  mo ne y fo r?   

• Wha t d id  my insura nc e  p a y?

• Why d id n' t my insura nc e  p a y?

Patient Responsibility

Collect More, Responsibly

Re m e m b e r The  3 Most  Com m on Pa t ie nt  Que s t ions?



Guarantor Billing

Co lle c t Mo re , Re sp o nsib ly

Sp e c ify Clinic  vs Ho sp ita l

List Pro vid e r Na me

De sc rip tio n o f Se rvic e s

Sp e c ify Cha rg e s fo r Ea c h Visit

Na me  o f Sp e c ific  Fa c ility

Ba ck of Sta te m e nt
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WHEN YOU 
REALIZE THERE IS 
NOTHING TO 
DISPUTE ON YOUR 
MEDICAL BILL



How Ma ny Sta te m e nts  to  Se nd ?
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Use  a uto ma te d  c ha ng e  o f a d d re ss 

d a ta b a se s to  ma ke  sure  yo u se nd  

sta te me nts to  the  c o rre c t a d d re ss:

Surve y o f 831 
Re sp o nd e nts:

Ave ra g e  numb e r o f 
sta te me nts se nt 

b e fo re  a n a c c o unt is 
se nt to  c o lle c tio ns.

At le a st 3
Re c o mme nd e d

• USPS NCO ALink®

• Tra nsUnio n TLO xp Ad d re ss Re p o rt

Do  yo u ha ve  a n e ffic ie nt "re turn ma il" p ro c e ss? 

i.e . b a r c o d e , sc a nne r, IT file  up lo a d

$ $ $  wa ste d  if no t 
Medical Group Management Association(MGMA)

https://www.mgma.com/mgma-stats/how-many-statements-are-mailed-before-a-patient-account-is-sent-to-collections-


Digital Engagement

Collect More, Responsibly

Best Practice #3

TEXTING PATIENTS THEIR STATEMENT

GREAT SCOTT, IT WORKS!
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Dig ita l Ne ce ss it ie s  for 2023 a nd  Be yond

O nline  p a yme nt p o rta l with p a yme nt o p tio ns

Se lf- e nro ll p a yme nt a rra ng e me nts

Ema il sta te me nt d e live ry

Te xt sta te me nt d e live ry

O nline  fina nc ia l a ssista nc e  a p p lic a tio n



Collect More, Responsibly

Dig ita l Eng a g e m e nt

77% o f c o nsume rs e xp e c t virtua l a nd  se lf- se rvic e  o p tio ns to  b e  o ffe re d  in he a lthc a re

67% o f c o nsume rs wa nt d ig ita l a nd  e le c tro nic  p a yme nt o p tio ns, suc h a s re c e iving   
e - sta te me nts a nd  p a ying  o nline

35% o f c o nsume rs ha ve  no  o p tio n to  p a y the ir me d ic a l b ill o nline  

J.P. Morgan Trends in Healthcare Payments | 2022

https://www.instamed.com/trends-in-healthcare-payments-annual-report/
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Te xt  a nd  Em a il

Are  yo u te xting  o r e ma iling  p a tie nts whe n the y 
ha ve  a  ne w e - sta te me nt a va ila b le ? Why no t? 

J.P. Morgan Trends in Healthcare Payments | 2022

Ho w  like ly a re  yo u to  e nro ll in  e Sta te me nts inste a d  o f p a p e r sta te me nts fro m o ne  o r mo re  o f yo ur p ro vid e rs?

https://www.instamed.com/trends-in-healthcare-payments-annual-report/
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Te xt  a nd  Em a il

Q : Ho w  sho uld  yo u b e  
info rming  p a t ie n t  o f the ir b ill?  

A. Te xt

B. Pho ne  Ca ll

C . Ema il

D. Sta te me nt

E. All o f the  a b o ve ? 

PROVIDERS: WHAT DO YOU WANT?

PATIENTS: IT'S NOT THAT SIMPLE!
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Yo ur up c o ming  p a yme nt is sc he d ule d  o n 
10 / 1/ 20 23 fo r $ 65 .0 0 . Ac c e ss yo ur 
a c c o unt: sa mp le ho sp ita l.c o m/ b illp a y

Pa yme nt Re mind e r

Tha nk yo u fo r yo ur p a yme nt in the  
a mo unt o f $ 65 .0 0 . Ac c e ss yo ur a c c o unt: 
sa mp le ho sp ita l.c o m/ b illp a y

Pa yme nt Co nfirma tio n
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Ke e p  it  Sim p le !
Yo ur p a tie nts d o  NO T wa nt to  
me mo rize  a no the r p a sswo rd . 

YOU DON'T SAY!
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Pay balance in full

$800.00
One time payment

Pay Now

Enroll in a  payment plan

$100.00
Per Month

Enroll Now

Not ready to pay your 
entire  ba lance?

Make a  partia l payment

Partia l Payment Options

Your curren t ba lance  is  $800.00
Welcome John Doe , you have  a  payable  ba lance . 

Financia l ass is tance  may a lso be  ava ilable  to you. Learn  More



Collect More, Responsibly

Remaining Payments

2 of 8 Comple ted
$100.00

Payment His tory

$100.00

$100.00

Pa rtia l p a yme nt o p tio ns 
a re  b e c o ming  mo re  
p o p ula r a s d e d uc tib le s 
inc re a se

He lp  yo ur p a tie nts tra c k the ir 
p ro g re ss. This will limit p ho ne  
c a lls to  yo ur te a m.   
Allo w me  to  "se lf- c ure " 
e ve rywhe re  p o ssib le  in the  
p ro c e ss.



Financial assistance may also be available to you.    Learn  More

Pay ba lance  in full

$800.00
One time  payment

Pay Now

Enroll in a  payment plan

$100.00
Per Month

Enro ll Now

Not ready to pay your 
entire  ba lance?

Make  a  partia l 
payment

Partia l Payment Options

Your curren t ba lance  is  $800.00
Welcome John Doe , you have  a  payable  ba lance . 

Collect More, Responsibly



Collect More, Responsibly

Ad ve rtise  yo ur fina nc ia l 
a ssista nc e  p ro g ra m. 

• Id e ntify this p o p ula tio n up  fro nt 
to  a vo id  unne c e ssa ry e xp e nse s 
a nd  a  p o o r p a tie nt e xp e rie nc e .

• He lp  me e t o r e xc e e d  yo ur 
c o mmunity b e ne fit g o a ls.

• Ma ke  c e rta in tho se  in yo ur 
c o mmunity tha t ha ve  the  ne e d , 
und e rsta nd  the ir o p tio ns.
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Ad ve rtise  yo ur fina nc ia l 
a ssista nc e  p ro g ra m. 

• Id e ntify this p o p ula tio n up  fro nt 
to  a vo id  unne c e ssa ry e xp e nse s 
a nd  a  p o o r p a tie nt e xp e rie nc e .

• He lp  me e t o r e xc e e d  yo ur 
c o mmunity b e ne fit g o a ls.

• Ma ke  c e rta in tho se  in yo ur 
c o mmunity tha t ha ve  the  ne e d , 
und e rsta nd  the ir o p tio ns.
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O ffe r a  simp le  wa y to  a p p ly fo r Fina nc ia l Assista nc e  o nline
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WHAT IF I TOLD YOU...

YOU COULD COLLECT PAYMENT AND 
IMPROVE PATIENT SATISFACTION

Point of Service Collections
Best Practice #4
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• The  o nly time  to  se ttle  a  sma ll b a la nc e  a nd  still ha ve  va lue .

• Eve ry d o lla r yo u c o lle c t up  fro nt is o ne  le ss yo u ha ve  to  
sta te me nt, c a ll, fo llo w- up  o n, e tc .  All c o st $ $ $ . 

• He lp  me  (p a tie nt) p re p a re  to  me e t yo ur (p ro vid e r) 
e xp e c ta tio ns.  KEY!

• It's c ruc ia l to  ma ke  this a  p a rt o f yo ur o nb o a rd ing , tra ining  
a nd  c o ntinuing  e d uc a tio n.
⚬ Are  yo u se tting  this e xp e c ta tio n whe n inte rvie wing  fo r 

the se  ro le s?
￭ Q :  "Are  yo u c o mfo rta b le  d isc ussing  mo ne y?"

Point  of Se rvice
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Why invest the time to pre -register?
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Pa t ie nt  Profile  Da ta

2.6 % o f $ $

4 1.9 % o f #
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Wro ng : “Any c ha ng e  in a d d re ss sinc e  yo ur la st visit?” 

Rig ht: “To  e nsure  we  ha ve  yo ur info rma tio n c o rre c t so  we  c a n 
a c c ura te ly b ill yo ur insura nc e , we  ne e d  to  c o nfirm a  
fe w p ie c e s o f info rma tio n.”  

“In the  e ve nt we  ne e d  to  se nd  yo u info rma tio n via  ma il, 
whe re  d o  yo u re c e ive  yo ur ma il?”

“Wha t is the  b e st p ho ne  numb e r to  re a c h yo u?”
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Ke ys to  a  Succe ssfu l POS Proce ss  (Phone  or Fa ce  to  Fa ce )

Id e ntify p a tie nt b y na me :  Eve ryo ne  lo ve s to  he a r the ir na me

Id e ntify yo urse lf b y na me :  Build  ra p p o rt.

Tha nk the m fo r c ho o sing  yo ur fa c ility:  Ac kno wle d g e  the  trust the y 
ha ve  p la c e d  in yo u fo r the ir c a re .

Ta ke  c a re  o f re g istra tio n d e ta ils:  ke y e le me nts he re .

Pre se nt p a tie nt with the ir fina nc ia l re sp o nsib ility a nd  a sk fo r p a yme nt 
in full fo r the  a mo unt o wing  a nd  d e live r o p tio ns fo r p a yme nt a nd  a sk 
the m whic h the y will b e  using
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How to  a sk for the  m one y
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Psyc ho lo g ic a l p a use : g ive  the  p a tie nt time  to  think/ p ro c e ss the  
e xp e c ta tio n yo u just se t. 

De te rmine  the  p ro b le m o r ma in c o nc e rn the  p a tie nt ha s

Find  a n a tta ina b le  so lutio n. Pa yme nt a rra ng e me nt, FA, e tc ...

Tha nk the  p a tie nt a nd  a nswe r a ny re ma ining  q ue stio ns

Eva lua te  yo urse lf:  
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Tra ining  Tool for Your Sta ff
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Tra ining  Tool for Your Sta ff

"Just Se nd  Me  a  Bill"
• We re q ue st p a yme nts a t the t ime o f se rvic e .

» » Pa ying a t the time o f se rvic e he lp s us a vo id a d d itio na l c o sts, whic h
ultima te ly sa ve s yo u mo ne y.
» » Plus it le ts yo u ta ke c a re o f p a yme nt no w ra the r tha n wo rry a b o ut a
b ill la te r.
» » Fo r yo ur c o nve nie nc e , we a c c e p t a ll fo rms o f p a yme nt inc lud ing
c a sh, c he c k a nd c re d it/ d e b it c a rd s. Whic h p a yme nt o p tio n will yo u b e
using to d a y?
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Ask Your Collection Agency (Leverage All Partnerships!)

Best Practice #5

Yo ur c o lle c tio n a g e nc y sho uld  p ro a c tive ly he lp  yo u REDUCE 
the  a mo unt yo u se nd  to  Ba d  De b t. 

• Fre q ue ntly misse d  info rma tio n d uring  re g istra tio n?

• Misse d  o r ina c c ura te  insura nc e  c o ve ra g e

• Pa tie nts who  sho uld  ha ve  b e e n e nro lle d  in Fina nc ia l Assista nc e

• Sup p ling  yo u with up d a te d  a d d re sse s a nd  p ho ne  numb e rs
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Re ce ive  Fre e  Ma te ria ls  for Your Te a m
Fina nc ia l Assista nc e  FAQ s a nd  Instruc tio ns
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Que st ions?

Da rre n Co o k
VP o f Re c o ve ry Se rvic e s
d c o o k@a r- so lutio ns.b iz
(855) 392- 8636 
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