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This is NOT a Bill:

Does the Patient Financial Experience Matter?

Amy Carpenter

Vice President, Simplee
Tuesday, September 20th at 11am CDT
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@ Simplee Speaker

Amy Carpenter is a Vice President at Simplee.

Amy is a healthcare veteran with over twenty years experience across
operations and sales. Prior to Simplee, she worked for prominent
Healthcare IT companies including McKesson’s RelayHealth in training,
implementation, and sales. Amy holds a bachelor’s degree from Louisiana
State University and a master's degree in health care management from
University of New Orleans.
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1. Healthcare Opportunity

2. Aligning Patient Expectations

3. From the Field
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QP Simplee

Which factor is a higher driver of inpatient satisfaction?

A. Understanding a bill
B. Pain management
C. Parking

Source: McKinsey, 2015
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@ Simplee HDHP Brings a New Set of Challenges

High Deductible Health Plan (HDHP)
Enrollee Growth

2006

0.0.0.0:Q

0
1 97 /o Growth
from 2010 to 2015 alone
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@ Simplee But, Patients Are Willing to Pay...

*k%*

74% of insured are willing to pay out of
pocket expenses up to $1000

*k*%

4 \ "...seeing an increase in bad debt and even
In charity care for people with high-deductible
" health plans"

Caroline Steinberg (VP Trends Analysis)
\ J American Hospital Association

SOURCE: 2009 McKinsey Quarterly consumer survey
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QP Simplee

1 1

Paper + People
Intensive
(not digital friendly)

ANRY  AN1Y

11 11

Inconvenient
Patient Lack of Multiple

Leaves Transparency, Systems,
Hospital Lots of Jargon Inconvenient

ajor Mismatch Between Expectations and the

Patient Experience

ANNY

1 1

Limited Patient
Payment Delays
Options Payment

Access

:E Z healthcare financial management association
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@ Simplee sider a Consumer’s Journey in Healthcare

selalla4 UekY :IpalD

P

SHOULD I go

‘ and to WHOM? '
What worked well? What information
TELL others? do! TRUST?

Will it be easy and '
AFFORDABLE-~?

E E healthcare financial management association © 2016 Simplee — All Rights Reserved ~J 8



@ Simplee is About Payments or Something More?

selalla4 UekY :IpalD

Find a Schedule Pre-Service
Doctor Call
BN 10 )JC I T —
Eligibility/ Point of Post-Service
Estimate Service bill

Patient Financial Journey
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@ Simplee Delivering vs. Experience

) Luo:nseé;a/vqs.u; upaln

zAx Kepbuinibsyueyifddey :3pai)d

QZ@ htma -
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® Simplee “wrap” complexity, focus on success
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’ Simplee Beyond Payment, Links to Loyalty Too!

15% 1

would recommend the hospital
to a friend

58% Il

would return for future service

33% L

paid their bills in full

82% I

/ would recommend the hospital
to a friend

5 X 95% I
would return for future service

74% I

Difference in paid their bills in full
loyalty

Difference in

payment
behavior

SOURCE: 2014 Conance, Consumer Impact Study
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Patient financial experience is... Strategic complement to

clinical experience

*/ Last impression

OPPORTUNITY!

‘/ First impression
\/ Common to ALL patients

¢Affects “significant” dollars

QZ& hfma



1. Healthcare Opportunity

2. Aligning Patient Expectations

3. From the Field
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What is your CURRENT approach to Patient Payments?
Central Billing Office + 3rd party collection (online “self-service” minimal)

Early Out collection is primary channel

Self-service is primary channel, complemented by CBO and 3rd party collection

Outsourced to Revenue Cycle specialist
Other

moow»

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 15



QP Simplee Opportunities to Optimize Experience

Healthcare

Guest Required
New Customers
payment e e account
P rayral ssc0uso.
Easy, flexible iisidel =
y B ol Complex checkout
payment :
,-.,:‘._ > T e . . .
Transparent, s Technical invoice
friendly details = language
Real-time —_— Clinical focus,
feedback — delayed delivery
=

RCE:Fr\ahF Barrel Checkout, UGG Checkout, Carter’'s Shopping Cart, Sephora Survey
© 2016 Simplee — All Rights Reserved v 16
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Empower healthcare consumers with a financial experience

that enables a successful patient journey (+ builds loyalty!)

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 17



QP Simplee

Patient
Experience

Revenue
Cycle

“Dunning cycles”

Integrated engagement

Staff driven

Self service optimized

Convenient “experience”,
satisfaction driver

Transactional

Painpoint
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QP Simplee

&

Shield patients from back end complexity?

Patient Financial Services

General Information
Pay a Bill

Pay a Bill FAQs

Get Health Insurance
Financial Assistance
Contact Us

Pay a Bill

Thank you for choosing to pay your bill online.
Your PeaceHealth bill includes charges for goods and services rendered by the medical
centers as well as any of the professional services rendered at the medical center during
your visit. Each visit to PeaceHealth is billed individually. An itemized bill is available upon

request.

To pay a hospital, lab, or clinic bill online, click the individual location or service provided

below:

Hospital Bills

PeaceHealth
Medical Centers

Alaska
= PeaceHealth Ketchikan
Medical Center

Washington
= PeaceHealth St. John
Medical Center:
o Discharged before
8/1/15
= Discharged after
8/1/15

= PeaceHealth St. Joseph
Medical Center
= PeaceHealth Peace
Island Medical Center
= PeaceHealth
Southwest Medical
Center:
= Discharged before
8/1/15
= Discharged after
8/1/15

Lab Bills

PeaceHealth
Laboratories

For all PeaceHealth lab
bills, pay online at:

= PeaceHealth
Laboratories

Clinic Bills

PeaceHealth
Medical Group

For any PeaceHealth
Medical Group services*
pay online at:

= My PeaceHealth

Or call:
= 877-202-3597

*PeaceHealth Medical
Group patients in the Sedro-
Woolley, WA and Burlington,
WA areas should call the
local billing office at 360-
855-1411.

Source: “Pay a Bill” page via US Bank on Peace Health website as of 28 October 2015

hfma
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QP Simplee

Patient Information

Amount *

Account Number *

First Name *

Last Name *

Email Address

Source:
“Pay a Bill” page via US Bank on Peace Health website as of 28 October 2015
“Pay a Bill” page via QuickPay.net on Mercy Hospital website as of 22 December 2015

hfma

healthcare financial management association

and do better than this.

QuickPay

Make an Online Payment

Please use this form to make a one-time payment using a credit card.

* Denotes required fields
* Billing Account Number:
* Patient Last Name:

* Patient Date of Birth:
(mm/dd/yyyy)

* Cardholder Name:

* Cardholder Address 1:
Cardholder Address 2:

* Cardholder City:

* Cardholder State:

* Cardholder Zip Code:

* Cardholder Phone:

* Cardholder E-mail Address:

* Amount To Pay:

* Credit Card Type:

* Credit Card Number:

* Expiration Date:

* Security Code:

D I'm not a robot

% |wvisa|
C——

a 2
v v

[ wnatis Security Code?

feCAPTCHA
Privacy - Terma

© 2016 Simplee — All Rights Reserved v 20



QP Simplee Engagement is like exercising a new muscle

SYSTEM

e Bold and clear KPIs
e Enabling technology

PROCESS

e Challenge norms
e Lean, experiment culture
e KPI + patient success focus

PEOPLE

e Executive passion

e Motivations alignmed
e Insight: peers + beyond

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 21



QP Simplee Be Agile, Foster Continues Learning

Engage
Compelling info, easy access

(eg, what do | owe & why)

Convenient flow: guests +
registered users (portal)

Targeted communications
that adapt by stage

Empower R Align

Pay by any method, any
time, any device

Clean, modern designs

Consumer friendly billing

Self directed financing details integrated into payment

options
Unified experience across

Inline feedback, every hospital & physician services

payment

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 22



@& Simplee Set a high bar:

dimensions of success, aligned with patients

1 » Engage early and adapt

' Pre-Service Point
PATIENT

call of Service

Eligibility / Post-Service

Cost Estimate bill

STAFF

2 « Aim for empowered
patients (think self service!)

COLLECTION
S
ABANDON /
WRITE OEE

3 =« Measure & drive satisfaction

D B——

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 23



1. Healthcare Opportunity

2. Aligning Patient Expectations

3. From the Field
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QP Simplee Empowering patients at pre-service

CASE STUDY Lancaster General Health!~

Choose well. Be well.

% Penn Medicine Popular Care Bundles
Lancaster General Health -
Cesarean Section Total Hip Total Knee Vaginal Delivery
Replacement Replacement without
Complicating
Diagnoses
See Price See Price See Price See Price
[+] See all bundles
Medical Services @
Ultrasound (9) Mammogram (2) Cardiac (5) X-Ray (12) CT Scan (21)

. 3 ! J.=I
< v v #) 3
: Lancas_ti" General Health Estimation Tool

Please choose nn“grf our popular bundles or one of our medical services Laboratory (163)

GET STARTED

© Simplee. 2011:2014 All Rights Reserved.

Tie estimate, scheduling, and payment together

Source: Lancaster General's Apr 2016 launch of Simplee Estimate (patient experience)

hfma
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@ Simplee

C AS E STU DY Lancaster General HealtthJ:

Choose well. Be well.

Lancaster General Health |~

PO Box 524800 Impor Wess
Prisdeiphia. PA 181824800

i your
Howie, Ilmmuw-ilﬂumyhmb

pay

vomoes presiy
N,ﬂuﬂlllpm' any particn of 1he balance indicated on this
ement, plesse Lend all paymants and explanabion of ditpule lo
uum- General Hospitsl, Patient Financial Services, PO Box
2558, Lancaster, PA 17604-3555.
o Iloepe ration About Your Statement

There may have been several phys<ians who panicpated in
your medical care. for which you should receve separale
bilings. Some or all of the physicians wha treated you may

leconunt Summary

Guarantor Number - or may not be assocated with your insurance plan. Please
Tout T - wmﬁ:auumimmwm
Amour conceming
Date
Anesihesia Assocates of Lancaster (717)304-8821
Due Date Lancaster Radiology Asscciales  (717)394-5028
Please see back for a Summary of Accounts. Lancaster (886)968-6774
Pusse —~ TS Groach = 'umm-mm.muwrwoh
s stalement and contact us with any information. made Bvough our aulomated phone Sysiem Menty-lour hours &
day
* To speak wih 2 Customar Sirvice Spacialil, contsct v =
Monday through Trursday, 830 AM 10 8 00 PM or Friday 0 20 —
M you are concamed (hat you may nal be sble to pay for al or Mina0 —]
plivh mumumnwp "’W ® Yeu can mabs your pyrant co-ine by Visa. Masiercand or =
M a Financisl Assistance Program open 1o all patients Discover ol www LGHealh ol
jprogram is based on income, assels and financial need =
contact Customer Service at
7!15“4950‘%‘7!“9 ——
Thix sawtemcet Is for your bospial services only. The phy N pous saparately for
SL
Lancaster General Health /
Guarantor Guarantor No. Dus Date Amount Now Dus Amount Paid

D Chica here if your address of insurance informasion has changed.
Plesse incicate Changes cn tha back of Iis page

® Ploase make chack payate 10 | arcasiar Goreral Hospiad

® Encioze this plymant sk wilh your pasmanl

Wie no longer accept credit card information by mail.
To pay by Visa, Mastercard, arDlmullN

number above of pay securely on-line
LANCASTER GENERAL HOSPITAL wivew LG Health.org/bill
PO BOX 824809
PHILADELPHIA, PA 191824809 \’

Source: Lancaster General Health’s patient statement and online payment portal

:E Z healthcare financial management association

Re-envision the traditional experience

Patients & Visitors

Pricing Guide
Getting Here
Before You Arrive
While You're Here
Afer You Leave

Scheduling & Registration

Billing & Insurance
Participating Insurances

Patent Biling

Financial Assistance Program
Summary

Resumen del programa de ayuda
financiera

B ors » Pay Onine

Pay Online

Online Bill Payments

Please complete the form below 10 pay using your Visa, Master Card or Discover
Card. Click on Pay Bill to contnue. We value your privacy. Personal information

will be used only for bill payment If you have Questons of would like 10 Speak 10 an
Account Services Representatve, please call (717) 544-4953 or 1-800-847-4419

Make secure online payments using Visa, Master Card or Discover for Lancaster
General Hospital and physician practices.

Note: We are unable 10 process more than fve (5) payments per card in any hree
(3) day period. In the event you would like to make payment on more than Sve (5)
accounts Customer Sefvice ¢an process addibonal payments. Customer Service
can be reached at 717-544-4053 or 800-547-4410 Monday trough Thursday
830 am 10600 p.m and Friday 830 am © 430 p.m

Please Note: Cookies Must Be Enabled. To learn how to enable cookies,
Click Here

PO Box Number.

fourd on your Accourt

chich haie for 30 enample

Account Number

Tound on your Accourt Stutement -
chich hmre for an exampie

Amount
Sormat 33 W W

Pay B4

© 2016 Simplee — All Rights Reserved
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Capture more people:

@ Simplee

Flexibility of portal (SSO) or guest

CAS E STU DY Lancaster General HeaIthJ'J:

Choose well. Be well.

Patients & Visitors

Patients & Visitors > Pay Online

Patients & Visitors Pay Online “Very 1] i ce an d q u i Ck an d

Pricing Guide Two options to pay your bill » .
otingr convenient. Kudos for using
s Yo e MyLGHealth this method!”

LGH Expansion s 3 Manage your health online

While You're Here Pay Bill through MyLGHealth Pay Bill with Birth Date _ L ancaster p atl ent

After You Leave Username: | ] or and Account Number

Scheduling & Registration Password: | m
Bllling & Insurance m

Patient Billing Sign Up for an Account
Forgot Password?
Other Billing

13
Forgot Username? T h k y ' P b b | y I d
Participating Insurances a n o u | ro a WO u
m&mmﬂm i Eongliir?teo?-ii:.gln-iye:lerln:didt Pay Bill to continue. We value your privacy. Personal information will be used only for bill payment. If h ave p a I d I t S o o n e r h a d I

you have questions or would like to speak to an Account Services Representative, please call (717) 544-4182 or 888-216-1197.

. .
oy Online - Affia Home Heath Make secure online payments using Visa, Master Card or Discover for Lancaster General Hospital and physician practices. k n OW n I t Wa S g O I n g to b e

Patients Only Note: We are unable to process more than five (5) payments per card in any three (3) day period. In the event you would like to
make payment on more than five (5) accounts Customer Service can process additional payments. Customer Service can be

- thi ”
s — So— reached at 717-544-4953 or B00-647-4419 Monday through Thursday 8:30 a.m. to 6:00 p.m. and Friday 8:30 a.m. to 4:30 p.m. | S e a s y .
Payments made today will be posted to your account(s) within 2 business days.

Pay Online

Programa de ayuda financier
If you believe you made a payment in error, please contact our Customer Service team at 717-544-4182 or 888-216-1197

Quaity - Lancaster patient

Please Note: Cookies Must Be Enabled. To learn how to enable cookies, Click Here
Supplier's Guide

Contact Other Physicians Involved with Your Care
Innovative Care Models

Source: Lancaster General Health’s patient billing homepage (images Sep 2015)
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QP Simplee

CASE STUDY Lancaster General Health!~

Choose well. Be well.

Pay Online

145.6TED Pay your bill online - easily and securely, 24 hours
tact = aday, 7 days a week through Simplee:

“'!'l"!ll www.LGHealth.org/bill

Account Summary ‘Contact Us

Shatement Oute 0264

Customer Service:
717-544-4953 or 800-647-4419

e > n Fours of coeraton.
"Ralance Dum Not on a Paymant Plan: 358763 Mrvciey through Thar ey 8 S0 1o toe

Amount Due Now $697.63 wd Prckey. 8.3 o 4 30pem

Patiene Baance $124763

Paymare Pan Amount Due $N000

Payment Due Date 9/17/14

MyLGHealth.org

AL
Lancaster General Health I
Choose well. Be well.

Adam'’s Visit to Lancaster General

~®

on paar
P5aa-93 or View gowr test revaalts, aocvas pour health recond,
make appointments, and more through owr secure
andine portal.

Frarcid Onarity Cave, ot Cumtoemes Serdcs
MTITS0095 ) o | BO064) 44190 1O ewchl wai] NP/ wwvem LEHEAIN () SAP

Please see important information on reverse side
I0tach Awe ant ntam.

ariet

u's
Lancaster General Health i [

Payrece fa oo
ot o b Byprat Pan sar6s

Pay Online

worm bF e cegtal

Total Charge $1,740%
© Diagnostic Services $614.00
© Emergency Room $931.00
© Clinical Laboratory $166.00

© Medical/Surgical Supplies $29.00

Insurance & Adjustments -1,431%

Insurance and Provider Adjustiments $261.00
Amount Insurance Paid $1,170.90

Your Portion 308"

Lonmater (mend i ¥e

oy by ot ol o v s s NY
s O e Ao 80 3% d e AR s

Balance You Owe $308'0

Source: Lancaster General Health’s patient statement and electronic version with friendly details via Simplee platform (images Nov 2015)

:E Z healthcare financial management association

Build trust:

ake it easy to be confident along the journey

Payment Due Now

$308.10

View payment history >

Need financial assistance?

Lancaster Genoral Health provides financial
assistance 10 eligble patients who are unable
to pay for their medical senvices.

Leam more

Plan Questions
Contact your insurance comgarny

Anthem
1-800-333.0012
http//Awww anthem.com

Billing Questions

call 888-216-1197 or 717-544-4182
Current balances on this site may not refiect
recent payments or payment plans that have
boeen set up since your last statement

Powered by Ggp SimpleePAY

© 2016 Simplee — All Rights Reserved v 28



& . Capture attention:
QP Simplee

Create campaigns for the financial journey

CASE STUDY Lancaster General Health ™

Choose well. Be well.

JL _ View or pay now
Lancaster General Health /™

Choose well. Be well.

Your Payment is Due By

Carrie,
We just wanted to remind you about your Family Health Center bill o G O beyo n d “ pay u S n OW”
Carrie’s visit on 12/03/2013

“room Gt oo e Messaging adapts to stage

To view or pay your bill, go here

e Mobile friendly design

Please allow 48-72 hours for the payment to appear in your credit card or bank
account

If you have questions, please contact Customer Senice at (855) 876-2412

All the best,
Family Health Center

If you have already sent or scheduled your payment, please disregard this notice.

Welcome New Bill Bill Pre-collection Thank you

> Alerts
Reminders

Source: Sample engagement emails sent by physician providers at Lancaster General Health to patients via Simplee platform (images Nov 2015)

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 29



@ Simplee er patients: Help patients to pay on their own

CASE STUDY Lancaster General HealtthL

Choose well. Be well.

L
Lancaster General Health
Choose well. Be well,

Select amount Choo: Confi g
sa payment type irm
- $52.00

O Payfulamount () Payancneramount (@) Set up a payment plan

Choose payment terms and date to start/repeat

Start and repeat

S e OR Payment o
§ payments of: $52.00
AT he s

“Love that it allows you a payment plan option,
if necessary!”

- Lancaster patient

Source: Sample engagement emails sent by physician providers at Lancaster General Health to patients via Simplee platform (images Nov 2015)
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QP Simplee

What percentage of Millennials want to pay their hospital bill

via mobile?
A. 7%
22%
51%
62%
None of the above

moow

Source: Becker’s Hospital Review, 5 Statistics on Hospitals Incorporating Patient Engagement EHR Capabilities. Becker’s Hospital
Review
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QP Simplee

CASE STUDY Lancaster General HealtthL

Choose well. Be well.

Metrics matter:

Self-service focus drives satisfaction + more

Single Checkout for Hospital + Physician

Convenient guest flow, integrated into patient portal too

300%

# of payments

— Self Service/
Online

—— Staff Assisted
Payment
Phone Calls

~ Front Office
Prior
Payment
Collections

—— |Lock Box

= QOther

Al A

41

Net Promoter Score

K (Billing and payment experience)

122%

Self service

(YoY 2014 vs. 2015)

J
)

14%

Net Collections
(pre + post service?)

\ﬂ

N

/

Source: 2014 baseline analysis from Lancaster General Health (LGH) Rev Cycle team + 2015 payments summary report from SimpleePAY backoffice for LGH

:E Z healthcare financial management association
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@ Simplee Payment can be a source for faster insights

“That was quick and easy!!l Love it!” 8 2 /O

Recommend
“| appreciated not having to use a username/password” (Billing and payment experience)

"First tried calling to make payment and was on hold at 10 minutes
both times | called. Very frustrating. Paying on online was easy.”

‘LOVE thatitlet me setup a poyvment plan without having o call in??

“This was so easy and quick that | almost fell off my chair.”
‘LOVE GETTING THE EMAIL”

“Weryouick and far less complicated than most bill pay sites”

“And you don't have to be a rocket scientist to go through the whole process.”

“simple and fast-love it!”

Source: Patient survey after self-service payment on SimpleePAY
Comments for question: “How likely is it you would recommend [Leading regional hospital] to a friend or colleague due to your recent payment experience?”
(n=12,749, Response rate = 30.3%, Answers range 0 to 10, average 8.38)

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 33



@ Simplee Self service focus proving many benefits

CASE sTUDY MEMQRIAL 4 84% N

“Model implementation” _ Recommend
Live system wide in 5 months (Billing and payment experience)
12 hospitals, 135K patients, 1,200 staff

N 2014 f \

B 27"

Cost per Payment
(post service)

Point of Service

Lock Box

Digital Self Service
(Online + IVR)

Staff Assisted
(Inbound)

\-

2 )
$100,000  $200,000  $300,000  $400,000 1 7 %

II Total Collected

(pre+post service)

3rd Party Collections
(Early Out)

3rd Party Collections
(Bad Debt)

o

¥

Source:

1. Patient survey after self-service payment on SimpleePAY
Comments for question: “How likely is it you would recommend [Leading regional hospital] to a friend or colleague due to your recent payment experience?” (n=12,749, Response rate = 30.3%, Answers range 0 to 10)
2. Cost per payment on post service basis, excludes point-of-service transactions.

3. Net collections includes all patient self pay, from pre service to point-of-service to post-service.

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 34




QP Simplee

CASE STUDY GUNERSEN

Greater Collections, Faster Gains

Self service

150.00%

100.00%

Empower staff to shift to higher value activity

-

78%

“Very Satisfied”

©
i
=
50.00% | =
D
)
S
o
0.00% ,
-60.00%

(Billing and payment experience)

-

\

1| 21%

Cost per Payment

(post service')

\

AN

/111 50%

Incoming Calls
(24 FTEs re-allocated)

-

J
)

Source: Compares pre launch (Epic MyChart with paper statements and online) to post launch with Simplee (paper and online).
For savings, compares Simplee licensing, contingency fee, and paper statement costs to average of previous months.

&

hfma
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@ Simplee Poll #4

N

JoTE

O
e

SRS

votE

"

¢

What are your reasons for attending today’s webinar?

(select all that apply)

A. Strategic initiative at my organization
B. Continuing education credit

C. Frustrated patient myself

D. Other

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved v 36



Closing thoughts:

Success in clinical care increasingly requires financial care
New competencies: engagement, alignment, and empowerment

Proven strategy that delights patients and drives immediate ROI

:E Z healthcare financial management association © 2016 Simplee — All Rights Reserved V 37



Questions?

Amy Carpenter
Vice President
Amy@simplee.com

www.simplee.com

E Z healthcare financial management association ©2016 Simplee — All Rights Reserved v 38



