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AtriumHealth AccessOne

Responsible for primary enterprise
customer service call center, self-pay
receivables, PFS legal operations, and
partner management

More than 21 years revenue cycle
experience, past 10+ with Atrium Health

Oversees Implementation, Client Success,
and Solution Strategy for AccessOne

Career focused on research to support
human behavior and cognitive best
practices to improve patient well-being

More than 16 years in human health
services, past 10+ years with AccessOne
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AtriumHealth AccessOne

Atrium Health

69,800+ Teammates ‘ 50 Hospitals™
44 Urgent Care Locations ‘ 45 EDs ‘ 25 Cancer Care Locations

3,705+ Physicians ‘ 17,000+ Nurses

HTF HTH Invested into renovations, new care
$1 1 . 1 B I I I on $2 -9 B i I I ion locations, equipment upgrades and other

Net Operating Revenue In last 5 years capital projects

*Note: Includes Joint Venture and Affiliated Enterprises
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AtriumHealth AccessOne

In One Day at Atrium Health

37,800 Patient Encounters (1 every 2 seconds)

25,000 Physician Visits ‘ 3,900 ED Visits ‘ 700 Home Health Visits

475 New Primary Care Patients ‘ 14,000 Virtual Care Encounters
91 Babies Delivered ‘ 635 Surgeries

$5'6 Each day in uncompensated care and other
*11;: benefits to our community.
Million g
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@’@ AtriumHealth  AccessOne

Population Coverage of Over 7 Million

@h‘é====l.l"" >

_a5 _i‘lll"'o.
S hb"«‘,‘:ﬁ!ﬁ‘  NORTH

-uﬁf‘gs&‘. ;%? =" CAROLINA

|
WERLASE ARV
OSSN
TS g

BT DR

GEORGIA o CAROLINA

) - (=7

$2) Atri
V.II‘ LN @ Atrium Health

]
'

Proprietary and Confidential. Do not distribute. 6



How to help patients find the best

pathway to engagement/payment




Patient-centric solutions drive good decisions &) AtriumHealth  AccessOne

Understand all the things that impact individual consumer decision

making and how it may impact revenue cycle

Review three proven theories about decision making and their
potential impact on patient engagement and collections

Y

Discuss data and survey results that suggest patient-first strategies are

the most effective because they are dynamic

Proprietary and Confidential. Do not distribute. 8



Many variables impact decisions &) AtriumHealth  AccessOne

Inclusive support and clear processes can help guide engagement — people
enter their healthcare situations with pre-existing internal and external factors.

FACTORS INFLUENCING CONSUMER DECISIONS

SITUATIONAL FACTORS PERSONAL FACTORS PSYCHOLOGICAL SOCIAL FACTORS

FACTORS

 Buying task » Demographics e Culture/subculture

« Market offerings * Life stage * Motivation * Social Class
* Lifestyle * Learning * Family
« Personality * Attitude and beliefs « Reference groups

d3IWNSNOD

NEED RECOGNITION INFORMATION SEARCHING IDENTIFICATION AND EVALUATION PURCHASE DECISION POST-PURCHASE
AND PROCESSING OF ALTERNATIVES BEHAVIOR

THE CONSUMER DECISION-MAKING PROCESS
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Consumer decision-making in healthcare @ AtriumHealth  AccessOne

What factors are most prominent in a healthcare situation to patients and
their families when determining physical/financial health?

Past Experiences

Cognitive biases

What
influences

patient Risk/reward
decision
making?

Individual differences

Market offerings
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Patient experience and decisions ) AtriumHealth  AccessOne

These theories focus on the domain where patients are presented
decisions and how their options can influence outcomes and perception.

Prospect Theory

° Loss aversion: losses loom larger than gains
° Phases: editing and evaluation

° Biases effect outcomes

Framing Effect

* Decisions are influenced by the way
information is presented

* Equal options can be viewed very differently

Paradox of Choice

* Multiple options can overwhelm and
decrease satisfaction

* Clear processes can help focus option set to
be delivered

11



The psychology of decision making

in a healthcare setting




Prospect theory and healthcare ) AtriumHealth  AccessOne

Everyone’s healthcare entry/outcome is unique, but often these encounters

are coupled with both physical and financial loss.

Loss aversion
We feel losses ..
more keenly than:

__________

WIS, -« eonmmmmommmmm""" =
- Losses & ——
A $100 loss hurts

more than the

pleasure of
receiving a
$100 gain.

Kahnamen and Tversky
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Survey @ AtriumHealth  AccessOne

? What percent of patients making over $100k are very

- concerned about paying medical bills?

a. 0% to 25%

0. 25% to 50%

c. 50% to 75%

d. 75% to 100%

Proprietary and Confidential. Do not distribute. 14



Medical expense concerns §) AtriumHealth  AccessOne

Percent of respondents who are very concerned about paying general
medical expenses cuts across all income brackets.

60%

50%

40% 52% 469 547
6% of those that

s of those that of those that e ;00,(

. make less make $50K to or(:nore

than $50K less than $100K
10%
0% -

Source: AccessOne/Engine Insights Survey, Fall 2021
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Framing in the revenue cycle @ AtriumHealth - AccessOne

1. What areas in the Revenue Cycle or Point of Service could be impacted by
how information is framed?

2. Have you used framing when developing front-end/back-end scripting
and/or statement/portal messaging?

3. How could you do more to highlight patient benefits with current processes
from Pre-registration through Day 1207?

FeAanMT UG
ErFrecT

YeozZEN
Yo -V RT

20_7: FEat

YeoZEN
Yo -V RT
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Paradox of Choice §%) AtriumHealth AccessOne

People want the freedom to choose but can become both overwhelmed and
or dissatisfied when presented too many options — this impacts (1) their
ability to choose and (2) their perceived satisfaction later.

I

oo many choices?
Sisec: WEE® @
TEBEEE

TEEEEs % % % PARADOX OF CHOICE

LESS IS MORE - TOO MUCH CHOICE IS STRESSFUL

e fe

24 choices of jam 6 choices of jam
attracted 60%6 of the shoppers attracted 40% of the shoppers
3% of shoppers bought jam @ofshoppers bought jam

happiness
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Survey @ AtriumHealth  AccessOne

? What percent of patients delayed medical care in

: the past year?

a. 0% to 25%

0. 25% to 50%

c. 50% to 75%

d. 75% to 100%
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How are patients feeling about medical costs? @ AtriumHealth AccessOne

Patients are very likely to delay medical care to avoid a healthcare bill.
Payment of medical bills is not considered a priority.

58%

of respondents have
delayed medical care
in the past year

Mortgage
or rent

Utility bills

(woter/heating/gas)
Credit card bills
Phone bills
Internet bills
Medical bills
Cable bills

Student loan
paymenits

Proprietary and Confidential. Do not distribute.
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Finding the sweet spot for your patients @ AtriumHealth AccessOne

1. Are too many insurance and/or payment options confusing patients to the
point of deferring care?

2. What options do you offer your patent’s now to help entry — is it too many?

3. How do you triage patients’ financial needs and still give them simple
options with clear solutions?

POSITIVE

SWEET SPOT

NO. OF CHOICES

SUBIJECTIVE STATE

MECATIVE
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Atrium Health’s focus on patient

experience and engagement




Current Challenge $) AtriumHealth  AccessOne

How do we do this better than we are doing now, while improving
patient experience?

Inclusive and clear
communhnication across all
patient engagement settings

Centralize customer service
support and optimize self-
service access

Increase satisfaction while
more obligation falls on
patient families

22



More effective communication with patients (§) AtriumHealth AccessOne

Record increases in patients’
out-of-pocket costs for care
demand that revenue cycle teams:

+ Help patients understand costs of
care before services are delivered

* Engage patients in finding the
right approach to payment

Yet, even when
patients have
significantly more out-

of-pocket expenses,
hospitals struggle to
get the patient
financial experience
right.

23



Billing statement clarity

>

&

AtriumHealth AccessOne

four PIN s Q1111

Leam about ways to pay your bill, see what
other Lills you may get, or how to get help
paying your bill, sse page 2 or visit

My AtriumHealth.org J

,

Satement Date TR2ms
EﬁE A . H | h Patient Name Jane A Sample
Responsible Person Mumber 123454789
trlum ea t Responsible Person John A Sample
Fayment Due Date February 4, 2017
[ Important Message A
Pay Securely Online
E::’h: Iru!?.-rh“ﬂ.ntg What you owe now
Select Pay Bill.

$388.53

Payment Due February 4, 2019

[ wisit My AtriumHealth.org to:
1. View and pay all of your accounts in

SFEe 2 Emm

3. View statements
4. Create AccessOine payment plars
5. View lab results
&. B = i H

Meed a payment plan?

Atrium Health has partnered with
AccessOne to offer payment

plans for cur patients. To learn more visit
WAL T SCORSS0N 2. comy atrium.

Your insurance company has processed your
claimis). The "amount you owe® includes
balances for hnq:ﬂﬂ and doctor visits with
Atrium Health, This is what the patient owes

after insurance.

Plaase note that $177.73 k& now more than
20 days past due and partial payments will
not prevent further collection activity.

If you are paying by check, please wite your
Responsible Perscn Number on your check. To
see a summary of each account, go to page 3
of this bill. Make your checkls) payable to
Atrium Health.

Atrium Health

Return Mai Processing Only
PO Box 2090

Morrisville, NC 27540

DOD0XE:1E1E1LO0D0D32A53

HeESSse s AUTOS-DIGIT 21111

-
:
:

[T TR T TRE T TR TR (T R T A

§%) Atrium Health

Statement Date 12ne
Patient Mame Jane A Sample
Resporsibls Parson Number 123454789
Resporsibls Parson Johin A Sample
Paymint Due Date February 4, 201%

Mgzt Ciate of Sarvice Tetal Chav e Irei Pt Al
anm 1/200E LhAm 513455 hoali ] ol 14
Profeaslcnal Serdca Stephanis A Smith, MD Office Viait

Yot his dlairs). Plaase aration
mnmﬁu’nr;mq“ hp:mclnd yeut r-lun?mr-lq:l

g P e e
Tha currant balincs kaied above b the imau dus ifier imunince his pad
keluded i the minimum amount dus by February 4, 2019 limed balow.

A Dute of Sarvice Tetal Ty

N0z 10717208 §l3am W 0m Zim
Profuasnal Serdim Mandy Jarm, NP Officn Viait

003333333 10757208 $l3am - 0w 247
Profuasinal Serdim Hary K Jora, MD Officn Viait

X034l W152E §13am s Hm o4
Profuasinal Secdin Hary K Jora, MD Officn Viait

0013555555 157208 $E3am S 0w 21m
Profwasinal Sardcm Michals M Smith, NP Officn Viait

L] 1172002 §1,14030 10339 Hm mn

Rasponsible Person Jobn & Sample
Responsible Person Number 123454789
Amount Dus
Fabpruary 4, 2019 $388.53
Amount Included %
and correspondence

oan oadvens ool

Atrium Health

g Box 71108

NC 28272-1108

Cuifrai Balascs

WA

[mTA—

Emergancy

Loy

Ek]
CHE NedhEan Emengansy

L{InE S

Tha patirt balanesbl) Be bt
ickied In the minieteh ashsunt cue By |

colectien b ..dm.:Ez-;
ot pad whtin 20 deya frim 8 ety

daya fram the dete of tha

A e ——
L et bl P

Minimum Amount Due: $388.53

Subtotal 1773

balancs for tihi sccounti) [
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All statements include financial assistance ) atriumHealth  AccessOne

information

Every patien
IS informed o

their options
on every
statement

Summary of Hospital Finandal Assistance Programs

provide fimandcal tance based on a patient
timaes the Atrium Health core value of "Carng®. The Atrium Health finan:

SNSUrE 355 provided to patients demonstrating a financial need an
required Federal or te regulations refabed to financal as
more than the amounts generally billed (&
ulation for AGE, contact Patert Customer Saere

to pay while mod
ANCE Programs ane o

There are two financial assistance programs available at Atrium He:

The CAFA progmam is for Morth Carcling and Sowth Carolina residents who are uninsured patients and have
recesved hospital inpatient services or chsenation services. |t also includes hospital cutpatient services that result
ina balance greater than or equal to 510,000, Uninsured patients with these types of services will be reviewed for
CAFA by the Atrium Health Fnancial Counseling Department. A financial counselor will interview the patient and
if they are sligible for other coverasge opportunities.  a patient fully cooperates with this process and no
coverage is available, their account will be evaluated for finandal assistance based on their income as compared
to federal poverty guidelines (FPG)L Patients with income less than or equal to 200% of FPG will receive a 1005
discount. Patiertts betwsen 201% and 4005 of the FPG will qualify for partial discounts. Interest free payment
options ane available o assist patients in paying thesr remaining balance.

Patierts found efigible for the CAFA program for m lly nescessary inpatient or obsereation services are eligible
for a 1006 discount provided by the Atium Medical Group.

I
The Fnancial Assstance Sconng program is for North Cardina and South Carclina residents. who ane uninsured
patierts and hawe received hospital cutpatient se lted in a balance bess than $10,000. Each account
will be automatically reviewed for a financial assistan zrior to billing. Eligibility & based on a financia
stance score from a third party wendor that indicates the Feelihood a patient lives in poverty. Patients with
salitying accounts will be extended a 100% adustment and will notre » a bill. Patierts with a qualitying score
e ke any action. Patients found ineligible willl receive a letter ing ing the: account was found
. Fatients with outpatient serdoes who ane not eligible may choose to apply for a full review. Uininsured
iving Emergency Department services will be responsible for a §75.0(

Patiarts can appdy by downlocading an app
Counsaling Department
ce at B 293 o rec
hospital facity's admitting office.

g it b the Atrivm
contacting Patient
on in person in the

rg/F
3 Box 32841, Chardoste, MC ZE233
an application by mail or obm@in an appli

A copy of the &
wpon request alectroni

ith Coverage Assistance and
b ancfor By maid.

anciad Assistance policy and documents are availabie

This information is available in Arabic, Buwmese, French, Hindi, Konean, Russian, Simplified Chinese, Spanish,

Traditional Chinese, and Wietnamese.
Atritm alth complies with applicable Federal civil nghts bws and does not disciminate on the
basis of race, color, national origin, age, disability or sex

OM: si habla espaficl, tiene a su disposicitn servicios grtuitos de as

tencia lingdistica. Llame a

1.800-821 .
R - T

LLG: T i N mRBnSI . BTEvm 1 B00821-1535,
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Unified customer service center ©) AtriumHealth  AccessOne
* More patient friendly Statement & Call Volume
1400
38 1.2M
o One number to call 2 o
=
* Reduced call volume F 1000
903K
800
* Greater teammate =1k
satisfaction o0
400 541K
* 50% reduction in o
statement costs
0
* Gained FTE efficiencies 2ES ey =028 2lis
mmm Statement Volume — ===(Calls Rec'd ==|VR
Proprietary and Confidential. Do not distribute. 26

10.0
9.0
8.0
7.0
6.0
5.0
4.0
3.0
2.0
1.0
0.0

Millions



Revenue Cycle 101 Teammate Training
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M\

AtriumHealth ACCESS@HE‘

Patient Financial
Services
Orientation Track
for all new hires

and current

HEALTHCARE BUSINESS INSIGHTS | SEE THE OPPORTUNITIES

Tools to Test and Track Staff’'s Knowledge

Revenue Cycle IQ Assessment

* Pre-assessment tool designed to test staff'scurrent | | 777 I _ tea mm ateS
revenue cycle competency and recommend courses to E— 1,052 :
specifically cover their gaps .
DRE . R
15,014
Walcome to
Revenue Cycle [[¢] Acthtty Tmaiia
ca
DRG Lecring [PPSR .
Welcome to o
Revenue Cycle [[¢] “'&
— W
J e 3
13745
Learner Analytics
* Track a learner’s progress through their assigned
curriculum, dig into what % of staff of consistently getting

questions wrong, compare against other peers nationwide,
and more.
www.DeclslonResourcesGroup.com |~ © 2018 DR/Decision Resouros: s, LLC. All rights reserved.
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Benefits of outsourcing payment plans AtriumHealth  AccessOne

Patients are
more likely to
pay when given
options that are

Optimizes

Streamlining
current

patient payment
choices

resources

during a time improved

patient
experience —
ease of use

when health
systems are
facing hiring
challenges

easy to engage
with flexibility
for all health
care needs

Proprietary and Confidential. Do not distribute.
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Atrium Health Case Study

§%) AtriumHealth  AccessOne

Atrium Health has more than 50 hospitals, 37,000+ patient encounters
daily, and $11B+ net operating revenue.

With patient financing, Atrium Health experienced:

4 m\
1Y,

$135M

Balances under
AccessOne
management

-

N\ J

N\

C

0

8%

Reduction in
bad debt

4 )

@

67%

Decrease in
call center wait
times

N\ J

52%

Growth in
payment plan
participation

N\

85%

Net collection
rate after all
fees and
recourse

J

Proprietary and Confidential. Do not distribute.
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Multiple options help patients engage §@ AtriumHealth  AccessOne

Adding catastrophic balances and hardship and/or balance remaining
after Financial Assistance programs widens reach and allows for equity
in payment options, while avoiding negative patient satisfaction
outcomes from harder tactics.

Net Collection Rates

60%
50% 270, 43% 50%
40% 0
0 297 0 33%
30% 39% ()
22% 6%
20% / 2
22%
10% 17%
0%
2015 2016 2017 2018 2019

——Balances $10k+ Qutreach

30
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Self-service portal &) AtriumHealth  AccessOne

417+ wl = |

§%) AtriumHealth = MyAtriumHealth @ AviumHeaith 8

YOUR APPOINTMENTS

MyAtriumHealth Username

You have no upcoming appointments

Password
See All Appointments >
SIGN IN Get Care Now >
Forgot Username? Forgot Password? YOUR HEALTH

f Schedule an Appointment

Health Record

View your doctor’s notes, lab results,
medications, and more

Total as of
10-02-2019

Schedule an appointment online with a doctor

0 Health Messages near you.
View messages with your Atrium Health

$482.91 e

YOUR ACCOUNT Existing patient

Make a Payment

Bill Pay
Quickly and securely pay your bill

Customer Service Messages

Ask About a Bill View messages with the MyAtriumHealth
—_— Support team

Set Up a Payment Plan

@ © v

Home Locations Find a Doctor More

Financial Assistance

Proprietary and Confidential. Do not distribute.
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Meeting patients where they are

///

AtriumHealth

BILL STATEMENT

Statement Date 9/6/2019
Patient Name Sally A.Sample
Responsible Person Number 123456789
Responsible Person Sally A.Sample
Payment Due Date September 21,2018

What you owe

$1,358.24

Payment Due

September 21,2019

{4
A\

AtriumHealth AccessOne

“The best customer
service is if the
customer doesn’t need
to call you, doesn’t
need to talk to you. It
just works.”

— Jeff Bezos, Amazon

Proprietary and Confidential. Do not distribute.
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Partnership creates satisfaction

Patient Financing Net Promoter Score

NPS +74 (n=230)

“After a few of life’s accidents we had a
number of medical bills that we could not
possibly pay off. Through AccessOne,
we were able to managed our medical
bills over an extended period of time and
add to the balance as needed with no
interest. We were very thankful.”

- Stephanie Heifuss

@ AtriumHealth  AccessOne

HKLAS

RESEARCH

#1 Ranked Vendor
in KLAS
91.9 (n=32)

Overall Score

Relationship — 93.7
Loyalty — 93
Value — 92.5

Product — 90.3

Proprietary and Confidential. Do not distribute.
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@ AtriumHealth ACCESS@DE‘

Discussion/Questions

Jason Nelms, MHA

Stephen Scott

Thank You!




