The Patient Financial Experience

What *good” looks like
and why it matters
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INTRODUCTIONS
AND AGENDA
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Confronting an
Industry Challenge

Why This is

Worth Solving

Let's Get Tactical
/ Practical
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Our Industry Will Solve For A Better
Financial Experience

Accelerate Help Me Make
the Shift to Understand Payments
Digital My Bill “Easy”
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ACCELERATE
THE SHIFT TO
DIGITAL

= e
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Consumers Prefer
Digital Outreach

PATIENTS WANT MORE DIGITAL
COMMUNICATIONS, NOT PAPER

—

. Prefer digital communications
. Prefer paper communications

. Prefer phone communications
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DIGITAL CHANNELS ARE PREFERRED OVER
UNEXPECTED PHONE CALLS

PATIENTS VALUE DIGITAL COMMUNICATIONS
FOR SPEED & EASE OF INTERACTION

Receiving communications
e 88.3%
Accessing self-service, flexible
payment options immediately 71.0%
Interacting with message
regardless of location 50.4%

Real-time chat [LEN&/)
EnEIN 40.6%

Text notifications IV

Secure messaging via
patient portal 30.8%
Unexpected phone calls from 19.7%
their healthcare provider oL

Patients’ preferences for receiving communications from providers.

Within digital, a mix of response time expectations
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ll Health Systems
B Uncertain of Adoption

TOP BARRIER TO DEPLOYING NEW COMMUNICATION
TOOLS IS UNCERTAINTY OF PATIENT ADOPTION

Uncertainty of patient adoption _ 22.0% ﬂ\
L»—-’P Lack of funding - 15.3%

Security concerns - 13.6%
Other initiatives are a
higher eriorty IR 13.6%

Lengthy or complex - 0
implementation process 11.9%

Barriers to implementing new communication tools.
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Patients Seeking 1o
Understand

PATIENTS’ TOP REQUEST FOR BILLS IS AN '
EASY-TO-UNDERSTAND EXPLANATION OF CHARGES b

( > An easy-to-understand

explanation of the charges o

How much is covered by insurance
and how much they owe

Estimate of the out-of-pocket
cost before their visit

Information about affordable
payment options

Information about the ways the
can pay their bill

Information patients want from providers about their medical bills.
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l Does this Help?

T CONPUTER
LN AT}

Date

/17713
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’
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\2/‘0'_3
.2/20713
2/20113

2737013

2/20/13
220711
2/20/13
272013
2/20/13
220713
2/20/13
2/20/13
2f20/23
2f20/13
2/20/13
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Number of units of a medical Internal hospital billing code  Description of a medical procedure,
procedure, supply, drug or test supply, drug or test provided
provided T
o T YORAL CHARGES
1 6100002 4FAS ROOM CHARGE 32MI-P 5, 842.00
1 6100003 ABAS ROOM CHARGE I8MI P 5,842.00
1 6100004 4FAS ROOM (116 MBC JUST 5, 84290 Charge for sewlces I'endef'ed
1 6100006 4FAS ROOM CHG MEC JUST 5,842.40
L 23,366.40 "
Type of room (e.g. semi-private or
1 6603008 MAJOR SURGERY - 2 HOURS i, 765.00
I—rmwrak. = k. 765.00 private)
1 Ges3022 KECOVERY ROOM 1 1/4 HR 844.00 3
TIAL —'“-M—{ Time in the operating room

1 6716452 IV,SYDEX/0.45% NACL 1000 11.00
1 6716412 1IVPB SCML DSW A .
1 6716432 IVPB 50ML DSW o Time in recovery room after
1 6716412 IVPB SOML DSW $.00
1 emesz 1%, ZACTATED RINGERS 1000 12.00 surgery

SUBTOTAL 37.00
1 6758203 1V SRT SECONDARY 207431 2.00
1 6756232 IV TUBING, CONTINJFLO 110 4.00
1 6787010 STOCKING VT RAGUTAR 28.00
3 6956232 IV TUBING, CONTINJFLO 110 4.00
1 6756237 IV TUBING-CENT LINR BLOOD 12.00
1 6756203 1V SET SECONDARY 207431 2.9
1 6758232 IV TURING, CONTINJFLO 110 4.00
1 6756232 1V TUBING, CONTINUFIQ 110 4.00
1 6756203 IV SET SSCONDARY 207431 2.00
1 675620% 1V TUBING, SOL ADMIN W/IN 8.00
1 6756990 CUFF TOURNIQUE $20-530 50.00
1 Ph\TB $1370-$137% 2,550.00 r E | f | | de
: i
1 67 70 GEN ANESTHESIA SEI-UP 461,00 Xamp eora e Squ Y co
2 6755074 INHALATION ACENT PER HR 228,00
5 6757755 c173 SCHEW $140-5149 1,450.00
1 6756919 STAPLE $20-529 50.00
8 6758081 SCIEW END CAP 2,768.00
1 6756931 PHYSTIO STIM BONE JROWTH 7,000.00

A US News online article explored how
to READ (and audit) a healthcare

oill....

14211
ar”

At

6780008
6780026

e

7025350
7029991
7028050
7639110
7025300
1028300
7025120
7035122
7020029
7025123
Pt

4 e

o
1500604

7303537
7302609
1303206
7302920
1 7300504
1 7358723
t o 7razean

2

7103543

1359014

7360120

1370010
1371045

e

1 3732001

Jiasn

30131
Jo69%0

94793

-4
SUSTCTAL

410
15,947.00

Hospital ER Level Facility Code:

5,842.00

FURTOTAL 7,652.00 Amount of resources needed by the

RASTC METABOLIC PROFILS 147,00 hospital to treat you
VENTPUNCTURE 41.00
PTT PART THROMBPLST 81.00
PRO TIME 73.00

I 118.00

- 118.00

N A s [ Description of procedure or test
EEPATITIE C ANTIBODY 264.00
IMANOGLODULIN ¥ 1. 00
MIV Y AT IR Y o Fhe
S, a0 e N il 5 <
BRONENKEUEANTM: - Ch 20 2:00 Example of a red flag: Unit that
appears particularly high

IPRXVTGW 10 1G VER SON‘GI

1 INE CAP Z5MO
D50 ASNS. 16002060 M
SARTIPR? TOLF 400" TAT

DLLTR) ARTE SOL 5040137 .24
CETAY

INCPHEN 10GM/10MG
CEFAZOLIN PREMX SIONG 5)
SUBTOTAL

OX ANESTHESIA - 2 NOURS

1.8.
IURTOTAL

00 Drug administered and its dosage
8.00
1.0
Example of charges that appear too

5..00 high
%0.00
35.00
12,036.15

Time anesthesia provided while in

I"P(\M:

93010

GAIT TRAINING-BACH 15 MIN
WEIOTAL

CARDIAC PHY- BCO INTERPRE
SURTOTAY.

BALANCE DUR
PATIENT EALANCE DUR

©2019 P

1,722 00 the operating room
140.00
150,00 Example of a medical procedure
e code. In this case a physical
527.00 therapy evaluation.
26.00
26.00

Patient balance owed

roprietary and Confidential 10



Jll Confusion Drives
B Calls (and Inaction)

REASONS PATIENTS CALL PROVIDERS

gb Inaccurate bill
(wrong bill amount) [Esalkad

N/ 31.66%

Confusing billing terms FAKEA

Seeking payment plan
or financ%ng |¥1formation 16.58%

Cannot afford their bill REXA

Charged for the wron
g service RENIED

Q: Have you ever called your healthcare provider for assistance paying a bill? If so, why?

(O PATIENTCO

Patientco Patient & Provider Survey, January 2019

Healthcare Provider Survey

INACCURATE, CONFUSING BILLS DRIVE PATIENT CALLS

Bill discrepancy 20.6% A

Confusing billing terms Ll
They cannot afford 0
YA heir bill Kk
Seeking payment plan
or finané]lng ?;Iformation 1.1%

Q: When patients call your staff for assistance, what is the most common cause
of their call?

© 2019 Proprietary and Confidential
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What makes
you frust your bill?

PATIENTS TRUST COMMUNICATION WHEN IT’S
PERSONALIZED TO THEM

g The message was personalized
- for the patient |LsLLEL

T e o e eage
The bill amount was accurate
" e spsced o b
e e e o v
e i dermans

What makes patients trust messages from their providers.
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l Easy to Afford

. Patient Survey

PATIENTS OVERWHELMINGLY CONCERNED ABOUT
AFFORDING THEIR BILL & INSURANCE COVERAGE* CO m pO re TO 1 2% Of
*Responses with 2% or less of votes were cut for clarity H e a "'h SY Si'e m S W h O

L...-1> Affordability _50.5% view “Offorddb””y” as
" averines [ 23 5 a top concern for

cover this?
Understandin .
ue]  pE their Revenue Cycle
Unexpected l 4%

costs
I 3.5%

Being able to pay via my 0
preferred payment method 3%

Convenience & ease of
payment experience

Q: What is your top concern about paying your healthcare bills?
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Jl Patients Want
B Options
_

Patient Survey
PATIENTS WANT TO PAY IN INSTALLMENTS

/

Would like to pay Would not like to
in installments pay in installments

Q: Would you like the option to pay your healthcare bill in installments if it is over a
certain amount?

© 20719 Proprietary andiConfidential 15
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ll Easy to Enroll

Patient Survey
PATIENTS PREFER DIGITAL ENROLLMENT

Calling the
g hospital u
> online

In-person M

—

NA B

Q: If so, how would you prefer to sign up?

@ PAT| EN TCO Patientco Patient & Provider Survey, January 2019

Healthcare Provider Survey
PROVIDERS RELY ON STAFF-INTENSIVE ENROLLMENT

Calling patients [l 4

Online W

In-person [l

NA B

Q: If you proactively offer flexible payment options that allow patients to pay their
bill in instalments, how do you enroll patients?
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WHY THIS IS
WORTH SOLVING
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More Engagement = More Dollars
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Patient Survey

PATIENTS CONSIDER THE BILLING AND
PAYMENT EXPERIENCE WHEN CHOOSING
THEIR HEALTHCARE PROVIDER

— Choose provider based on Do not choose provider
billing experience based on billing experience

Q: Does the biling and payment experience matter when
choaosing your healthcare provider?

Future Visit Volume Begins With Existing Patients
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Even an
“Average”

Relationship
Deserves
Investiment

(®) PATIENTCO

ADJUSTED

AVERAGE
HEALTHCARE

SPEND
$10,348

PERCENT
OF HOSPITAL
& PHYSICIAN

52%

AVERAGE
LENGTH
PATIENT

ENGAGEMENT

40 YEARS

*Adjusted for future healthcare spending growth at 5% per year

+ $650,000*

© 2019 Proprietary and Confidential
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DIGITAL
COMMUNICATIONS

to - Implied vs. stated preferences
engagement away from paper, more
with

- Create more digital users

- Optimize for send time

@ PATIENTCO © 2019 Proprietary and Confidential 22



- Translate healthcare jargon

A SMA RTER - Meaningful Personalization

4 - Prior payments
eBill .
- Propensity to...
Technolegy and-HIS.Infegrations act/pay/engage/enrall
power an eBill - What matters to you?
that

- Automated quality checks
through Machine Learning

(O PATIENTCO
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AFFORDABILITY

Creating suitable for
within a Health System, - #1 for the wrong reason

and return visits

- Deferring care

- Speed VS. Access
- Bet on fech AND people

- “Subscription Economy”
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WHITEPAPER

Interested In

moree¢
HOW LOYAL ARE YOUR
PATIENTS? THE PAYMENT
EXPERIENCE HAS A SAY IN THAT.
C h e C |< O U T O U r fre e AUTHOR: SHIRLEY LEONG

resource library at
Patientco.com/resources

(©PATIENTCO
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Thank You
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