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The Patient Experience is Shifting Rapidly: How is it 
Impacting You?

Digitally Connect the Patient to Your Organization’s 
Revenue Cycle Team: 

• Standardized Digital Messaging 

• Mobile Engagement 

• Mobile Payments

Agenda
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$620 
billion 
in uncompensated 
care by providers

Source: https://www.meddata.com/blog/2017/10/26/medical-billing-statistics/

4x
more
time to collect 
from patient than 
from  insurance 
company

73%
of providers take 
one month or 
longer to collect 
payment 

Delayed / non-payments is costing providers

https://www.corebt.com/


68%
prefer e-payment 
options to pay 
medical bills

80%
prefer online 
payment 
channels to pay 
premiums 

20%
of healthcare 
payments are 
made on mobile 
device

Evolving patient expectations are impacting 
healthcare

Source: https://www.meddata.com/blog/2017/10/26/medical-billing-statistics/

https://www.corebt.com/


Your Revenue Cycle is Complex

PATIENT COLLECTIONS
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Digitally Integrate Payments into your Revenue Cycle
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How do deliver 
impactful patient-centric 

payment experiences 
to drive revenue capture? 



Standardized Digital 
Messaging

Point-of-Service 

Revenue Collection
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How does Revenue Cycle focus on:

• Optimizing every payment encounter when facing 
rising consumer balances?

• Standardizing CSR conversations, across the 
enterprise? 

• Improving satisfaction for both sides of the 
interaction – staff and patients? 

• Enhancing the overall payment and engagement 
experience?

Common Engagement Challenges: 
Front Counter / Back-Office / Call Center

https://www.corebt.com/
https://www.corebt.com/


Manage the MESSAGE

Manage the EXPECTATION

Manage the CONVERSATION

Conversational 
Payment Collection
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Let’s take a poll…
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Co-pay Request: 
No Scripted / Standardized Message
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Co-Pay Request:
Scripted / Standardized Message
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Balance Request: 
No Scripted / Standardized Message
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Customer Service Directed: Co-pay & Balance  
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Device-Based Messaging: Payment Request  
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Device-Based Messaging: Payment Selection  
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Device-Based Messaging: Balance Deference Selection  
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Device-Based Messaging: Payment Method Selection 
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Mobile 
Engagement

Beside Dispense-to-Payment 

Program
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• Discharges late in day – not ideal for extra 
pharmacy stop

• Patients don’t understand importance of 
medication

• Patients uncertain about side effects of medication

• Medication dosing post-discharge change, 
requiring new prescription

• Patient health plan may not cover brand –
substitution maybe possible via physician approval

Common challenges facing discharge-ready prescription fills   

$41.3 
billion 
associated hospital cost 
for 3.3 million adult re-
admissions 

Source: https://scholarlycommons.hcahealthcare.com/cgi/viewcontent.cgi?article=1174&context=hcahealthcarejournal

Previous studies have demonstrated that transitions 
of care bundles, which include bedside discharge 
medication delivery, may help decrease hospital 
readmissions.

https://www.corebt.com/
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Enterprise-wide visibility into 
dispense request & approvals

Pharmacy status update & 
dispense request  Dispense & payment acceptance: 

at bedside or discharge

Deliver exceptional care & capture point-of-service payment

https://www.corebt.com/


Mobile 
Payments

Digital Payments Offer More
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In the digital age, customers demand …

EFFORTLESS CONVENIENT IMMEDIATE
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ONLINE PORTAL CONTACTLESS E-WALLET

MOBILE APP PAY BY TEXT

PAY BY QR CODE

Your patients want modern payment methods

Source: https://www.usbank.com/dam/documents/pdf/corporate-and-commercial-banking/2021-Healthcare-Payments-Insight-Report.pdf

https://www.corebt.com/
https://www.corebt.com/


Let’s take a poll…
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1 ONLINE PORTAL 3 CONTACTLESS E-WALLET

2 MOBILE APP 4 PAY BY TEXT

5 PAY BY QR CODE

Your patients want modern payment methods

Source: https://www.usbank.com/dam/documents/pdf/corporate-and-commercial-banking/2021-Healthcare-Payments-Insight-Report.pdf
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Digital engagement directly benefits net revenue

Source: https://www.usbank.com/financialiq/improve-your-operations/manage-payments/digital-payments-transform-patient-experience.html

44%
pay medical bills faster 
when they receive 
digital/phone 
notification

49%
pay by text, if available

41%
use IVR to pay bills and 
find balance 
information

https://www.corebt.com/
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IVR: An overwhelmingly positive experience delivered

Source: https://www.usbank.com/financialiq/improve-your-operations/manage-payments/digital-payments-transform-patient-experience.html

41%
use IVR to pay bills and 
find balance information 
(compared to 22% last 
year)

90%
good way to be 
reminded of balances 

82%
extremely likely to pay 
bills using this channel

https://www.corebt.com/
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The Benefits of Text-2-Pay

https://www.corebt.com/


Initiate & accept payments  
- meet your patients where 

they already are  

Simplify contactless, 
e-wallet payment options 

Securely deliver payment 
receipts, directly in texts

https://www.corebt.com/


866.567.CORE (2673)  |  COREBT.COM

(assuming Text-2-Pay adoption rates as stated above, and opting out of paper statements)

The Cost Benefits of Text-2-Pay

$3.00 x 50,000 = $150,000
printing + 

processing + 
postage / 

paper 
statement

# of monthly 
paper 

statements

monthly cost to 
process paper 

statements

x 12 = $1,800,000
months annual cost to process 

paper statements

$180,000
in potential annual savings

10%
SAVINGS

$270,000
in potential annual savings

15%
SAVINGS

$360,000
in potential annual savings

20%
SAVINGS
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Q & A



950 WARREN AVE, 4TH FLOOR EAST PROVIDENCE, RI 02914   |  866.567.CORE (2673)  |  COREBT.COM

https://www.corebt.com/

