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About the Research

CareCredit is the sponsor of the HFMA
Consumerism Content Pillar. &

Research into consumerism (healthcare y  —
consumerism) will be carried out in 3 phases. : ‘ ;

This survey represents Phase 3 of the process.

296 HFMA members, primarily Directors and
CFO'’s in Finance and Patient Financial Services
completed the survey.

The purpose of this survey is to learn how the —
pandemic has influenced the application of

consumerism related to the patient financial

experience and how those implications are

expected to persist.
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Metrics for Monitoring Cash Management

What are the key metrics you are currently focused on to monitor cash management?

=293
(Please select all that may apply.) 4

Aged A/R 28.4%

MNet Collections 25.1%

Days cash on hand 25.0%

POS cash collection 17.3%

Other Metric(s) 4.2%
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Changes to Address Patient Needs

The ongoing coronavirus pandemic has resulted in many changes in how some healthcare organizations relate to their patients.

Which of the following changes describe how your organization is addressing patient needs? n=265

Yes, we are 83.7%

We use more telemedicine We are, somewhat 12.5%

Mo, we are not
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Yes, we are 71.6%

20.7%

We are improving on-line access for patients \We are, somewhat

No, we are not _ 7.7%
We are more proactive toward patient needs We are, somewhat _ 34.4%
No, we are not - 5.0%

We are communicating more with patients  We are, somewhat 35.5%

No, we are not - 4.6%
We are more reactive to patient needs We are, somewhat _ 39.4%

No, we are not _ 14.2%

Yes, we are _ 16.2%
We are relaxing our collections efforts We are, somewhat _ 43.5%
Other We are, somewhat _ 14.3%

No, we are not
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Changes to the Workforce

How would you describe your billing, collections, and patient financial communications/counseling workforce? n=253

Billing

Fully Outsourced 9.16%

Mostly Outsourced

Half Outsourced and Half In-House

Mostly In-House

Fully In-House 56.18%

Collections

Fully Outsourced

Mostly Outsourced

Half Outsourced and Half In-House

17.39%

Mostly In-House 28.85%

Fully Outsourced - 6.35%
Mostly Outsourced - 5.95%
Patient financial
communications /| Half Outsourced and Half In-House 7.14%
counseling

Fully In-House 59.92%
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Changes to the Workforce

How have work-at-home decisions been made for in-house employees who support or provide these services?

n=229

All moved to work-at-home

19.8%

Most moved to work-at-home

39.6%

Half moved to work-at-home and
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half remained in the office

Billing half remained in the office
Most remained in the office _ 14.3%
All remained in the office _ 8.3%

Most remained in the office

12.2%

All remained in the office

9.6%

Patient financial
communications
counseling

All moved to work-at-home

8.5%

Most moved to work-at-home

27.4%

Half moved to work-at-home and
half remained in the office

22.4%

Most remained in the office

22.0%

All remained in the office

19.7%
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COVID-19 Impacts on Collections

The pandemic has impacted collections for many healthcare organizations. n=224
To what degree have you experienced any of the following?

Very much so

We're finding it more difficult to

(out-of-pocket portion).

Not at all
}Ne re prioritizing colle.ctmg from Somewhat 37.61%
insurers (covered portion).

Very much so . 2.26%

We're requiring patients to payin
advance (in whole or part) for Somewhat
more services.

14.93%

Not at all 82.81%
Very much so 4.04%

We're requiring Patlents to pay Somewhat 33.63%

larger amounts in advance.
Mot at all 62.33%

Very much so

We're seeing longer time frames

. 58.45%
to collect payment in full.

Somewhat

Not at all

Very much so

We're seeing more billing goto

62.44%
collections and/or be written off.

Somewhat

Not at all
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COVID-19 Impacts on Technology

The pandemic has also impacted the role of technology for many healthcare organizations.

n=219

To what degree have you experienced any of the following?

Very much so
We're doi fi ial

€'re doing more financia Somewhat 48.60%

consults via phone or video.

Not at all

Very much so
We're reducing or eliminating
acceptance of physical tender | Somewhat
types (cash, check).

We're reducing or eliminating
payment collection from
patients at time of service.

Very much so

Somewhat

Not at all

69.30%

We've begun accepting new
forms of digital payment.

Very much so

Somewhat

Not at all

48.15%

We've taken steps to make more
of the patient financial
experience contactless.

Very much so

Somewhat

50.69%

Not at all
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Perceptions on How the Pandemic Has Affected Patient Satisfaction

n=207
The pandemic has also impacted the role of technology for many healthcare The pandemic has also impacted the role of technology for many healthcare
organizations. organizations.
To what degree have you experienced any of the following? To what degree have you experienced any of the following?
Better 71306 We have cl.ear metrics which 16.0%
support this
Patient satisfaction Certainty about o
. - Same 89.3% - y. . Anecdotal data suggests this is true 30.5%
with billing billing satisfaction
Worse 3.4% This is my perception _ 53.5%
Better 10.7% We have cl.ear metrics which 17.1%
support this
. . . Certainty about
Patient satisfaction . .
. : Same 82.4% collections Anecdotal data suggests this is true 30.2%
with collections ) .
satisfaction
Better 17 1% We have cl.ear metrics which 16.0%
support this
Patient satisfaction C_ertalrwtyabout
with financial finandial
- Same 77.6% communications / Anecdotal data suggests this is true 31.0%
communications / .
counseling counseling
satisfaction
Worse 5.4% This is my perception _ 53.0%
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Perceptions on Changes Made as a Result of the Pandemic

n=176

n=167

To what degree do you feel that the changes which have been made in each of these
areas will persist after the pandemic?

Electronic payment
methods

Changes will not persist at all. It will
go back to the way it was.

7.7%

Overall, how do you feel about any of the changes that will persist after the
pandemic. Do you feel these long term changes will be better for your organization or

Some changes will persist, but most
will not.

11.3%

Most changes will persist, but not
all.

24.4%

All changes will persist. 56.5%

Managing patient
payment plans

Changes will not persist at all. 1t wil
go back to the way it was.

o
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Some changes will persist, but most
will not.
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Most changes will persist, but not
all.

37.5%

All changes will persist.

Patient financing

Changes will not persist at all. 1t wil
go back to the way it was.

-
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Some changes will persist, but most
will not.

25.0%

solutions i i
Most changes will persist, but not 28.8%
all.
All changes will persist. _ 28.8%
Changes will not persist at all. It will .20
go back to the way it was. '

. S(?me changes will persist, but most 37.1%
Patient payment will not.
flexibilit i i
Y g.flllostchanges will persist, but not _31.8%

All changes will persist. 22.9%

worse?
Worse 0.6%
i Mo Change 16.1%
Electronic payment
methods
Better 58.1%
Much Better _ 25.2%
Worse 6.5%
. . No Change 25.3%
Managing patient
ayment plans
pay P Better 55.2%
Much Better 13.0%
Worse I2.0%
i i : No Change 30.4%
Patient financing
solutions
Better 54.1%
Much Better - 13.5%
Worse 4.5%
. No Change 25.0%
Patient payment
flexibility
Better 57.7%
Much Better 12.8%
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