s Best Practices for Keeping Patients
8 Financially Engaged

Help Increase Patient Collections and Improve Patient Satisfaction
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Our Speakers Today

Gwinnett
Medical Center

Lawrenceville * Duluth

Transforming Healthcare

\

Travis Mendenhall, David Dyke

Vice President, Revenue Cycle

FHFMA, MFA

Sr. Systems Analyst,
Gwinnett Hospital System

RelayHealth
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Agenda: Doing the Impossible

Part 1. Market Dynamics

A Patient
A Market
A Quality

Part 2. Case Study: Gwinnett Hospital System

A About Gwinnett Hospital System
A Strategies for Change
A Results & Best Practices

Discussion & Questions
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Part1: Market Dynamics

ALKS tIFUASYOIQa 22NI R =+
AThe Market is Shifting at an Alarming Rate

AQulaityMadters
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Training: Patients

% of Peoplavho

Concent THINK they
P understand the
concept
CoPay 100%
Deductible 97%
Coinsurance 57%
Max Out Of
0)
Pocket I3%

Source:Consumers Misunderstanding of Health Insurance, Journal of Health Economics & Washington Post, August 2013
http://www.washingtonpost.com/blogs/wonkblog/wp/2013/08/08/deyou-understandhealth-insurancemost-people-dont/ ))XQ Re]ayHea'H‘h



Trending

Broad Consumer Mobile Internet Access

Americans Activities
90%Have Cell A82%: Pictures
Phones A81%: Texting
58% Have ASO% Emaill
Smart Phones A49%: Location

A31%: Health
A29%: Banking °
& Payments

A83%: Agel8-29
AA%: Age50-64

AAT%: In < B0k
Households

A81%: > $75k+

Source: Pew Internet & American Life, January 2014

B Pedprietary and Confidential. DXQ RE]&YHeaifh
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TechnologyAdoption andUsage

Internet & Mobile Phone Internet Use Frequency:
Adoption By Age
| | 100%
90% -+ —
Broadband — 800 -
_—ﬁr 70% -
60% -
Internet 50% -
40% -
: 30% -
Cell Phone —— 20% 4
. 0% - | | |
0% 25% 50% 75% 100% 18-29 30-49 50-64 64+
All Adults = Adults +65 m Daily m 3-5x Week

Source: Pew Internet Project, Older Adults and Technology Use Reép&014
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On the Topic of Seniors and Technology

ASeniors with annual household income of $75,000 or more, 90%
go online and 82% have broadband

ASeniors with annual household income $30,000 or less,
39% go online and 25% have broadband

A 27% of Seniors own a tabletb®ok reader or both

A 18% of Seniors own a Smart Phone

Source: Pew Internet Project, Older Adults and Technology Use Report 4/3/2014
© 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]a.YHea.]th



- ..

Online Account Management

Online account
management IS
growingacross all
demographics for all
markets

Source: Pew Internet & American Life Project, Generations 2010, 12/2010
B © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential.

Regularly Paying Bills Online
By Age Group

70%

60%

50%

40%

30%

20%

10%

0% -

18-33 34-4545-5555-64 65-7/3 74+

B Growing 1614% per year
- Continued steady usage

M RelayHealth
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1 in 5Employer Sponsored
Patients in HDHP

0% 20% 40% 60% 80% 100%
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Source: Kaiser Francis Family Foundation, 2013 HEBS

X RelayH ealth



Collecting Critical Financial Information

A Helps improveefficiency

A Helps reduceisk

A Assists in increasing
Patient Satisfaction

Take Payment
Here

Take Payment
Here

See Patient
Here

© 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]a.yHea.]th
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Your Past, Present and Future

2011 2012 2013 2014 2015 2016 2017

Standard: 5010

Operating Rules: Claim Status

Operating Rules: Remittance
Operating Rules: EFT
Standard: EFT

Standard: ICD10

Operating Rules: Claims

Op. Rule: Referral/Auth.

Standard: Claim Attachment

M RelayHealth
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Operating Rules

AOperating rules included in the ACA

ADefines common USAGE and CONTENT for
HIPAA transactions

AMost obligations on health plans provide specific data
Alf ANSI 4010/5010 defineBlOWto communicate

AThen operating rules defin®/HATto communicate

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserPedprietary and Confidential. DX(( RE]a.YHea.]th



Operating Rules for Eligibility
CMS Adopted CAQH CORE Phase 1 & 2

Rule Areas Goals

A86% availability per week (24 hours of down time per month)

System APublish scheduled maintenance
Up Time A1 week advance notice for nawutine maintenance

A1 hour notice of emergency downtime

AReal Timeal EAYdzY Hn aSO2yR GNRdzy R GNAL
System

Response Time

ABatch- In by 9PM, out by 7AM
A90% adherence

Benefit Response

ASupport48 Service Types
AExample: Medical, Physician , Hospital, Urgent Care, Mental Health

Static
Financial

ACoPay, Cdnsurance, Base Deductible for most service types
AReturn In & Oubf-Network when different

Variable Financials

AwS G dzNY al OOdzydzf F G2NRE O, SIFENJ 12 RI(
ARemaining Deductible, Owif-Pocket

Pedprietary and Confidential. >X( REla.y



Alerts Drive Action and Quality

Mlerts |
AQuick Confirmation Pgtlent_has )
AOther coverage alerts Medicareo dzu
ARealtime alerts actually an HMO
within the HIS The HMO is
a { dzDifperJ
ARegistration Quality 81 f K&
ADrive process
accountability DO SOMETHING

Pedprietary and Confidential. )X( RE]ay Cd
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Monitoring the Team

Teamc 74%

Registration QA Scorecard

01% (A)

77% (C)
45% (F)

82% (B)

ﬁ © 2/27/2015RelayHealth and/or its affiliates. All Rights Reser rPedprietary and Confidential. DXQ RE]a.YHea.]th
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Coaching the Individual

David

Registration QA Scorecard

S

Prdprietary and Confidential. DX(( REI&YH %E“F)M%
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Part 2:

[ AAbout Gwinnett Hospital System ]
AStrategies for Change: New Processes

AStrategies for Change: New Technologies

AResults & Best Practices
AQuestions & Discussion

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]aYHea.]th



Process and Technology

Using process and
technology to empower Wl
staffto collect payments ¥
earlier and moreoften
while ensuring patient
satisfaction

Pedprietary and Confidential. ))X(( RE]&Y“‘T S‘:’ji“lp\
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About Gwinnett Hospital System

553

Beds
®

Lawrenceville Campus Medical Center Duluth Campus

A Acute Care rencerieu® A Acute Care

A 89 Bed Extended Care Center A lnpatient Rehab Center
A Outpatient Centers A Outpatient Centers

A Neuroscience/Stroke Center A Bariatrics

A Open Heart A Orthopedics

ATraumac Level 2 A Orthopedic ASC

A Pain Management A Concussion Institute

A Clinics A Clinics

A FY14

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. ))X(( RE]aYHea.]th
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About Gwinnett Hospital System

AEmployees 4964 .
A Affiliated Physicians 850

ADischarges 28570

AER Visits 140,308

AAmbulatory Surgery 25,505

AOP Diagnostics 217,057

AGross Revenue $2 Billion

ANet Revenue $624 Million

FY2014

?- Pedprietary and Confidential. DXQ RE]&Y“‘T L‘“(ﬂ”ﬂ
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Our Challenges

AA need to increase overall POS collections
- High deductibles are the new normal

ALost revenue/difficulty estimating patient bills
AConfusing patient statements

AHigh call center volume

AManual posting of credit card payments

AWeb savvy population expects consurfieendly
payment options

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DXQ RE]a.YHea]th
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Our Goals

ABreak down barriers to payment
- Inform patients of financial responsibility upfront
- Help patientaunderstandtheir bills
- Provideconvenientways to pay

- Collect at multiple pointsluring care process

AReduce call center volume
Alncrease cash posting efficiency
Alncrease patient satisfaction and loyalty

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]a.YHea.]th



Strategies for Change

New
Processes

Staff Is
empowered to
collect

payments
earlier and
more often

New
Technology

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]a.YHea.]th



Process Strategies

Patient Loyalty PreVisit Calls
Program with Estimates

Increase
Collections
and Patient
Satisfaction

FC Visits for All Sdtay Presumptive
Scheduled Patients Charity Screening

Pedprietary and Confidential. )X( RE]a.y



Patient Loyalty Program

PO.Box 1190
Lawrenceville, GA 300446

Let Us Assist You [l rcnace

To reach the Financial Counselor who visited your
room, call 678-312-3347.

[ ] Julie Smith [ | Raven Davis-Higgs [ ]Jackie White

After discharge, your personal Financial Advocate for billing
& insurance questions or payment arrangements is: ®

[ ] Precious Smallwood 678-312-5462 @

[ ] Jasmine Profit 678-312-5744 Gwinnett
Medical Center

Or, email us at gmccares@gwinnettmedicalcenter.org. Lawrénceville Duliath

Transforming Healthcare

ﬁ © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]aYHea.]th



Process Metrics

Financial Counselor
Bedside Visits: 1673

Patients who made a payment: 23%
Patients who declined to pay: 58%
Requests for a payment plan: 17%

Requests for financial assistance: 2%

Januaryl ¢ June30, 2013
*With 2 financial counselors

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DXQ RE]a.YHea]th
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Process Metrics

$7 2 2 wAverage collection per patient
at the bedside

wAverage collection per month
$1OO k from these same patients after
Insurance pays

$3 5 O k wFinancial Advocate: average payment

arrangements per month

E Pedprietary and Confidential. DX(( RE]&)’E“%@@ETE‘E
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Patient Satisfaction: Measuring the Impact

5AR O0KA&a yS¢g LINROSaa 3IALDS &2
had with us before OR with another hospital system?

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]a.YHea.]th
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Agenda

AAbout Gwinnett Hospital System

AStrategies for Change: New Processes

[ AStrategies for Change: New Technologies }

AResults & Best Practices

AQuestions & Discussion

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]aYHea.]th
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Technology Solution Strategies

Automated POS
Collections

Bill Estimation

Increase
Collections
and Patient
Satisfaction

Patient Friendly
Statements

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. DX(( RE]aYHea.]th
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Automated Insurance Verification

Eligibility Detail Viewer  RelayClarance

R R P RN e PAN: . v

Paver/Elighiity; @ @ ELIGIBLE as oF 3/24/2014 (AETNA DEMO DEV) cHK 3/28/2014 T%

Notifications: # HMOs (2) | a Data Discrepancies (3) | # Services Restricted Providers (1)

WEURE R Al Returmed from Payer v Coverage: 01,/01,/2014 - -

Network: @ In @ Out @ Al Show Hidden (4): [

Hospital - Ambulatory Surgical [53] [HIDE]
TYPE NETWORK COVERAGE AMOUNT w -
CoPay In Individual £270.00

Individual 0%

Colnsurance

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. ))X(( RE]&YHea]th



Automated Bill Estimation

Estirnator | Quick Estimate | Estimate History

| New Estimate

Estimate Summary

i) Patient Information
& Select Procedure(s)
Q) Enter Insurance Info
. Confirm

Q) Print Letter

Estimate Type:

Patient Type:

Date of Service:

Facility:

Physician/Specialty:

Patient:

Insurance:

Resources:
Rraa
Z User Manual
Z Releaze Notes

10:48

(l seript

(Start by choosing a hospital or physician)

Step 1: Patient Info

Patient Type: Outpatient A4
Date of Service: | 7/6/2014
Facilty: Gwinnett Health Center (Lawrenceville, GA) -
Physician: VERMEER, TODD E* - o:ﬁ:rc Select One -

Patient Info

Patient First Mame: Travis Middle:

Patient Phone: |[678) 4778337

Account Number:

Last: Mendenhall

Patient MRN:

DOB: | __/__/____

Gender. — -

Patient SSN:

q

Insurance Info

Insurance Company: Coventry Employee Plan -

Insurance Policy #: Group #:

Next == |

Pedprietary and Confidential.
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Automated Bedside Collections
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Online Portal Enrollment and Pay Now

O

Gwinnett
Medical Center
Lawrenceville * Duluth

COnline Account Home

My Account

Resources

Billing Policies

Frequently Asked
Questions

Contact Us

Logout

Life just got a bit easier for you!

Our Online Business Office is simple. secure and available to you
anytime you need it. Features include

- Access and view your updated account information 24
hours a day. seven days-a-week.

+ Use your Visa, MasterCard, Discover and American Express,
to pay your accounts online.

- View recent insurance payments and personal payments
applied to your accounts

+ Easily update your accounts when your personal
infermation changes

- Get answers to your questions and communicate with the
business office via e-mail

Enrolling in our free Online Business Office is quick, simple. and
secure. In order to view your account information and make personal
changes. you must enroll Just go to "Enroll” on the right side of the
screen and click. To enroll, enter the following infarmation

+ The last four digits of the social security number of the
persaon responsible for paying the bill.

- Your patient account number.

- User name.

+ Your personal password.

- Your e-mail address.

You have begun your path toward an easy and secure way to
manage your hospital accounts online. The information you provide
ensures that your account information is secure and available to only
YOou.

If you are just visiting, feel free to "Browse this Site” through the
many useful resources that this site provides without enrolling

© 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential.

Username: |

Forgot Username or
Forgot Password?

m Pay without enrolling
| am just visiting J=ERESGTIEET

Manage Your Medical Bills

the Easy Way
® 24/7 access
@ View Account D
@ Pay Bills Online

@ and more...

X RelayHealth
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Adding Pay Now

AAdding Pay without enrolling feature brought:
- 15% Drop in enroliment
- 23% Increase In patient portal payments
AReflects growing alarm over online security
ADesire to keep personal information difie

E © 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential. ))X(( RE]aYHea.]th



®

Gwinnett
Medical Center
Lawrenceville * Duluth

Online Account Home

Online Patient Portal/Enrolled Patient or Guarantor

Home

My Account

* Vigw Account Summary

* View Account Details

* View / Update Insurance
* Manage Profiles

* Contact Customer Service
* Address Change

* Payment Profiles

Guarantor Name

CARSONTEST, GMCLER

Total Charges All Accounts

‘Total Insurance Payments/Adjustments

Your Total Payments

Current Balance All Accounts

Insurance Pending

Amount You Owe

$g73.00
$-306.00
$0.00
5667.00
$0.00

5667.00

Make Payment

Request a Monthly Payment Plan

Resources

Billing Policies

Frequently Asked
Questions

Contact Us

Logout

Payment Options | Pay by Mail

*Your balance has the potential to change based upon contract rates and payments from your insurance.

If you have questions regarding your Online statement, please contact our Customer Service Department at 6738-
312-5600 (Mon. - Fri, 30 am. - 5 p.mJ or email your questions to ghsbilling@gwinnetimedicalcenter.org.

Gwinnett Medical Center-Lawrenceville

1000 Medical Center Boulevard, Lawrenceville, GA 30046
Phone: 678-312-1000

Gwinnett Medical Center-Duluth

3620 Howell Ferry Road, Duluth, GA 30096
Phone: 678-312-6800

© 2/27/2015RelayHealth and/or its affiliates. All Rights ReserfPedprietary and Confidential.
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Pay by Account/Save CC Profiles
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