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implementing a patient estimating tool

Economic obstacles—rising healthcare costs,
consumerism, and an increase in self-pay
patients—are increasing pressures to disclose
cost before services are rendered. A patient esti-
mating tool is critical to your ability to respond to
customers’ needs, prepare them for their out-of-
pocket expenses, and increase your ability to col-

lect earlier in the revenue cycle.

An estimation tool alone, however, is not the
answer to improving patient satisfaction and up-
front collections. A successful program will inte-
grate people, processes, and technology, utilized
through five key elements: communication, tech-
nology, policies and procedures, education and

training, and performance monitoring.

Senior and executive management approval, buy-
in, and support are vital for the success of such a
program. In most cases, implementing the pro-
gram will require a cultural shift for staff to ask
patients for money up front and extensive train-

ing for those who need to compassionately do so.

Strategic communications are needed to align the
desired cultural shifts with the goals of the organ-
ization and to meet patients’ need for informa-
tion. Communications should be crafted to
motivate the target audiences: physicians, clinical
staff, revenue cycle staff, the community, and

patients.

Past resistance often can be attributed to cum-
bersome, manual estimating systems. Technology
can be the solution to resistance. The best ways
for organizations to develop estimates include

evaluating data available within their current
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systems, building a tool, or partnering with a
vendor to provide a solution.

Policies and procedures should be clearly

defined, outlining the estimating process. They

should address issues such as:

> Is the payment a request or a requirement?

>Who will provide the estimates, and when will
they be provided?

> Should services be deferred if the patient is
unable to pay?

> What payment methods are available?

>What is the escalation process?

> Does the patient qualify for charity and finan-
cial aid?

Consideration should be given to whether serv-
ices are scheduled as opposed to walk-ins, direct

admits, and emergency department patients.

Once policies and procedures are clearly defined,
extensive training and ongoing refresher pro-
grams should be developed with expectations set
and clearly communicated. Successful programs
include scripting, role playing, and competency

scoring.

Performance monitoring to compare results with
established goals and objectives should be meas-
ured at the individual level. Further comparison
of actual collected results and patient satisfaction
provide measurable, as opposed to anecdotal,
metrics against which incentives can be adminis-

tered and success can be celebrated. ®

Julie Waddellis a vice president, revenue cycle solutions strategy,
MedAssets, Dallas, and amember of HFMA's Lone Star Chapter
(jwaddell@medassets.com).



sejepdn

syeq

"oU| ‘s}a5S\/P3|A| JO UOIssiwId ypm pasn

's9s5920.d A2AINS |ewio} 13Y30 10 AaurS)-ssaud ul spualy Ajuap| 'sjuswwod aAlysod
pue sjure|dwod Ajiuapl 0} sauinoa Buliojuow pue Juswainseaw ysi|qe}s]

'$$900.d UOJ}ROI}119A SJUR.INSU| O} PR}R|S S|RIUSP PUS.} PUB JOHUO|,|

's}nsa. |enjoe pue ‘paijijuspi Ajunjioddo ‘pajesuo sajewiyse puddy pue JoHUO|A|
"suoljeyoadxa 9jedIuNWWOI AlIes| ) “Jjels 10} s9Aoa(qo pue s|eob ysijqe)s]
"UOI}RJUSLIO 341y MaU s ||om se weaboud Bulules; jenuue urspnjou|

"saunpado.d pue saio)jod jo Bulysa} Aousedwod pue malasa apn|du|

‘Buihe|d oo Aq }d1ads jo asn s jjeys
ajeplje “sdsuodsau pue buiydiios spnjou| ‘weuboud Bujuieay yjeys ysijqeysy

‘sweubo.d uonesiliaa yo9yd pue ‘| 43 ‘Buisseooud p.aed yipauo dspisuor)
i3|qe|1eAe a.e spoyjaw juswAed Jey A\ SPeW 34 S||BD UOI}IS||02 321AI9s3.d [[IM
{utod siyy e pajdadoe aq suoijesidde Ajieyo [|IA Juswalinbau so ysanbau

e s1 juswAed Joy}aym JOPISUOL) 'SSWERI SWI} JRYM Ul PUR INDIO ||IM SUOI}ID[|0D
921AJ1953.1d §I SUIWIB}S(] "SUOI}OS| |02 3DIAISs-j0-julod Buipiebau Aaijod ysijqeis]

"s19ddoys pue ‘syisIA (] ‘sul-yj|em ‘S9DIAISS pINpPaYDs JSPISUOT)
"90uejsIsse [eIouRUl pue ‘2ued Ajeyd ‘ss920.1d Uoi}o9| |0 JopIsuo?)

'ss820.d uojje|easa juawndop Al4ea| ) ‘Juswalinbaui e uo }senbau e sy juawAed
i SUIWIS}S (] "PoIEWIISS 9q 0} S3DIAISS pue s|0d030.d pue Hisii ybiy jo seale
‘uonje|ndod jabue} Jopisuo?) 'ss@20.d uoljewysa buipsebau Aarjod ysijqeys]

's|9A3| }9)20d-}0-}n0 3N} 10 ‘}au ‘ssoub je sajewiyss spiaold

||'M noA 1syjaym JSpISUOD Os|\/ “Hels 8y} Aq 9sN-J0-9SBS UlRjUIBW pUB JUS.LIND
ejep oy} doay 0} moy Japisuo2) "aAey Apealje nok |00} B UIY}M SisIXS |00} e §i
Sulw.s}ep 0} s955920.1d pue SIOPUSA JUSLIND Ajjusp| ‘uoln|os e Anq 1o p|inq o}
JSY}Sym SPIOSp pue 3|qe|IRAR RIRp 9}BN|RAT 'SS}RWISS 9}2310 0} |00} Ajijuap)
‘|leyiod gam pue sjersajew Buijesjiew se |[9m se saunyoo.q pue abeubis 1apisuor)
"diysiopes| pue ‘yjess |edjul|d ‘9242 SnuSAS (UoeDIUNWWOD [eUISiUl AfIjUSP)

“Ajunwwod pue ‘sediyjo ueidishyd ‘syusijed :uoiedIUNWWOD |euId}Xd Ausp|

"poddns aAnoaxa uteyqO

swe.y Kyey uaye] 2g 0} uondy
swi) s|qisuodsay

Buriojiuopy
souewWLIOpRg

Bujutea )
3 uoneoNpy

sainpasodyd
3 sapljod

ABojouyds|

uonEdIUNWWOY)

ssad%04y
Bunewnsy
yuswajdwy

sanssj

600C HOYVI - TV1IdSOH 31dIWVS 1001 ONILVINILST LN3ILVd V ONILNIWITdIWI 304 NV1d LINIFWIAOUdII

Reprinted from the March 2009 issue of hfm.
Copyright 2009 by Healthcare Financial Management Association, Two Westbrook Corporate Center, Suite 700, Westchester, IL 60154.

For more information, call 1-800-252-HFMA or visit www.hfma.org.




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (Adobe RGB \0501998\051)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.6
  /CompressObjects /Off
  /CompressPages false
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages false
  /ColorImageDownsampleType /Average
  /ColorImageResolution 450
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages false
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages false
  /GrayImageDownsampleType /Average
  /GrayImageResolution 450
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages false
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages false
  /MonoImageDownsampleType /Average
  /MonoImageResolution 1800
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages false
  /MonoImageFilter /None
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /ENU (Use these settings to create Adobe PDF documents for quality printing through Prinergy and NexPress in the Johnson Group.  Created PDF documents can be opened with Acrobat and Adobe Reader 7.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames false
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks true
      /AddPageInfo true
      /AddRegMarks true
      /BleedOffset [
        36
        36
        36
        36
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MarksOffset 12
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2540 2540]
  /PageSize [612.000 792.000]
>> setpagedevice


