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 Call to action
 Strategy
 Pre-visit
 Time-of-service
 Post-visit
 Q&A
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Your Patient
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Affordable Care Act’s 
Healthcare Exchange

Majority of Enrollees have 
Chosen the “Bronze” Plan 

(Highest Patient Responsibility) 

More and More Insurers have 
Narrowed their Networks – and 

Limited Out-of-Network 
Benefits

Employers are Choosing to 
Offer More Plans with High 

Deductible Options at a Lower 
Cost – Employees are Buying

Insurers are Limiting Coverage 
Where Possible – and 

Increasing  
Referral/Authorization 

Requirements

More Patient Financial 
Accountability
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Commercial

Government

Self 100%

<5%

50%

5%

35%

60%

32%

Source: Woodcock & Associates analysis of professional fee receivables, 2016.

Patient 
Financial 

Responsibility
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Aged Trial Balance
Payer 0-30 31-60 61-90 91-120 121-150 151-180 181+ TOTAL

Medicare $        56,486 $        35,986 $        25,875 $        15,248 $        20,566 $          5,234 $        24,896 $  184,291 

Medicaid $        35,625 $        24,589 $        12,544 $        10,036 $          8,699 $          5,499 $        27,530 $  124,522 

WC $          5,686 $          6,953 $          4,002 $          3,568 $          2,897 $          3,659 $          8,965 $    35,730 

BCBS $        45,683 $          6,529 $          4,589 $          1,586 $          2,658 $          1,255 $          4,963 $    67,263 

Aetna $        12,564 $        10,255 $          5,499 $          4,296 $          3,265 $          1,254 $          5,999 $    43,132 

United $        14,551 $        12,422 $          8,965 $          7,895 $          5,688 $          2,555 $        14,899 $    66,975 

Self $        16,569 $        13,547 $        17,652 $        13,568 $        20,004 $        19,563 $        48,966 $  149,869 

Tricare $          6,564 $          5,686 $          2,354 $          1,586 $          4,569 $          1,285 $          6,359 $    28,403 

Other $          1,258 $              568 $              459 $              659 $              986 $                58 $          2,568 $      6,556 

TOTAL $     194,986 $     116,535 $       81,939 $       58,442 $       69,332 $       40,362 $     145,145 $ 706,741 

Percent 27.59% 16.49% 11.59% 8.27% 9.81% 5.71% 20.54% 100.00%
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Collecting from patients costs 2 times what 
it costs to collect from a payer!!
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1$7,931, based on 25 patients per day, 47 weeks per 

year, 4.5 days per week, 2 statements per patient @ 

$.75 per statement in processing and mailing costs.

~$8,000 per provider

The market has changed – so you must align your 
processes accordingly
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“Nudgers”

“Refusers”

“Happies”
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•Define what you are allowed to collect
•Coinsurance
•Unmet deductible
•Non-covered services
•Pre-service payments
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• Copayments

• Full-pay deposits

• Balances
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Insurance coverage

Benefits eligibility

Financial responsibility

Financial Clearance 

http://www.google.com/imgres?imgurl=http://www.clubx-sandusky.com/events/04_24_09_stop_light/04_24_09_stop_light1.gif&imgrefurl=http://www.clubx-sandusky.com/events.html&h=443&w=372&sz=46&tbnid=fseDCn3hhicHCM:&tbnh=127&tbnw=107&prev=/images?q=picture+of+stoplight&usg=__WDFElzCXYL1pZ_IL8jgJUp8P2s8=&ei=LbSPS_dCydXwBsufrKgF&sa=X&oi=image_result&resnum=5&ct=image&ved=0CA4Q9QEwBA
http://www.google.com/imgres?imgurl=http://www.clubx-sandusky.com/events/04_24_09_stop_light/04_24_09_stop_light1.gif&imgrefurl=http://www.clubx-sandusky.com/events.html&h=443&w=372&sz=46&tbnid=fseDCn3hhicHCM:&tbnh=127&tbnw=107&prev=/images?q=picture+of+stoplight&usg=__WDFElzCXYL1pZ_IL8jgJUp8P2s8=&ei=LbSPS_dCydXwBsufrKgF&sa=X&oi=image_result&resnum=5&ct=image&ved=0CA4Q9QEwBA
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 When?

 In concert with scheduling the appointment

 2 to 3 days in advance of appointment

 At the visit
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Impact on time 

to schedule?

Impact on 

patient flow?

 Appointment scheduling and confirmation

 Reveal expectations regarding time-of-service 
payment

 Collect balances

 Request pre-payment for scheduled services*
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*Check with your payer contracts regarding ability to collect on a pre-service 
basis. If concerns, state: “This is a voluntary pre-payment. It will be refunded 
to you in the event that your insurance pays more than is estimated or in full.” 

Consult with an attorney. 
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Every Employee 

of Your Practice 

is a Member of 

the “Business 

Office”
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•Don’t limit yourself to “past”-due balances
•Train staff to collect bad debt

•How to identify it
•Reverse the bad debt and apply the payment
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Balance transferred to agency.
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‘If not, why not’ report
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Patient Amt Due Status of  Collection

7:45 a.m. Janet Jones $10 ____________________

8:15 a.m. Ellie Scot $123.45 ____________________

8:30 a.m. Cade Williams $0 ____________________

8:45 a.m. Virginia Jacobs $45.21 ____________________

When you bring up 
money, you don’t care 

about me

When you can’t tell me 
what I owe, you don’t 

care about me

Transparency
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How much will this 
cost?
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We appreciate your choosing Dr. Smith for your health 

care. The cost of your visit may vary, as Dr. Smith may 

decide that she needs to order some tests or other services may be necessary to help 

her provide you with the best care. As an estimate, an appointment with Dr. Smith 

typically costs $100 to $250. Because I see that we contract with your insurance 

company, you will receive a discount. I strongly recommend that you contact your 

insurance company to determine the status of your out-of-pocket responsibility. Their 

phone number is on the back of your insurance card. 
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Medical Associates of Anytown

Practice Allowable

CPT Description Charge/Fee Medicare Blue Shield MCO One MCO Two

99201 Office/outpatient visit, new

99202 Office/outpatient visit, new

99203 Office/outpatient visit, new

99204 Office/outpatient visit, new

99205 Office/outpatient visit, new

99211 Office/outpatient visit, est

99212 Office/outpatient visit, est

99213 Office/outpatient visit, est

99214 Office/outpatient visit, est

99215 Office/outpatient visit, est

Better?  Automate the Process
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1. Mr. Walker owes $83.25 for his child’s care. His 
health plan requires a 20% coinsurance. How much 
does he owe? 

1. Answer:  $16.65
2. Answer:  $149.10

2. Mr. Wood does not have insurance for his family, but he would like to 
take advantage of your discount for uninsured patients who pay in full at 
the time of service. His bill is $213, and your practice offers a 30% discount 
for payment in full. How much does he owe if he pays in full today?

Requires staff who can collect:
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“Ms. Jones, our practice’s policy is to request payment at the time 
of service. Your insurance plan requires a copayment of 
$__________. Will you be paying with cash, check, or credit card?  

22

Source:  E. Woodcock, Front Office Success, MGMA, 2010 (www.mgma.com)
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How would you like to take care of 
your copayment today, Ms. Jones?

[Wait for card.]  I also note that you have a 
small balance of $_______.  Can we go 
ahead and run your card to take care of 
that balance?”

www.mediabistro.com
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• Precede the question with a compliment
• Use the patient’s name
• Look the patient in the eye
• Demonstrate that you expect payment 

• Write out the receipt
• Accept all forms of payment
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What is a “contractual 
adjustment”??
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Establish and collect a “minimum” deposit* for self-
pay patients

Examples:

A. $100 for new patients; $50 for established

B. $10 for all patients

C. $50 (or average copayment)
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*A reasonable manner of collecting some, if not all, of the payment for the services 
provided to an uninsured patient at the time of service

 Offer lending options

 External vendor

 Internal payment plan

▪ Parameters (time and amount):  e.g., 6 months; $25

▪ Create plans using twice-monthly payments (lower)

“How much 
more time do 
you need?”

27©2016

Create a separate financial class for 

payment plans
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It’s not even a payment plan unless 
the patient pays something down
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$371.94

$171.94 $100.00 $100.00

Payment + 

Residual
Installment 1 Installment 2
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Total 
Payment 

Due Months Month 1 Month 2 Month 3 Month 4 Month 5 Month 6

<$200 3 Due at time of service

$        200 3 $        100 $          50 $          50 

6 Not available 

$        300 3 $        150 $          75 $          75 

6 Not available 

$        400 3 $        200 $        100 $        100 

6 Not available 

$        500 3 $        200 $        150 $        150 

6 Not available 

$        600 3 $        300 $        150 $        150 

6 $        250 $          70 $          70 $          70 $          70 $          70 

$        700 3 $        350 $        175 $        175 

6 $        300 $          80 $          80 $          80 $          80 $          80 

…

>$1,000 Please see Business Office Manager

• Create a grid for employees to reference

Sample only. © Walker Keegan and Woodcock, as published in The 

Physician Billing Process, 3rd Edition, 2015.

Note: 
Practice 
should 
expand the 
grid to 
include $800, 
$900 and 
$1,000!

Collect the 
residual in 
Month 1
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Can switch to bi-

monthly by 

dividing 

everything by 2!
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Secure collection of credit card information

 “Credit Card On File”

▪ Pre-authorized credit card transactions

▪ Mechanics? Credit card is swiped and held 
securely; payment plan or one-time charge after 
insurer has paid

31©2016

32©2016

PR-1

Automate!

CARC

Collections

•Tighten your cycle

90 days 
Collections

75 days 
Final 

Notice

60 days 
Statement 

Three

30 days 
Statement 

Two

Statement 
at Check-
out – or 

Due
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Send twice-monthly statements
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•Review language and structure

$100

Current 31 to 60 61 to 90 91 to 120 Over 120

$100
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Maintain an open balance for your business office 

manager; send to his/her address

Offer online payment; send statements electronically

Place an actual due date on statements (and letters)

Don’t want to go paperless? Not a problem. If you would like to continue to receive paper 
statements in the mail, you’ll be required to pay an annual fee of $20 which is due today. 
Please let us know!
 Yes, I want the environmentally friendly option; instead of paper, please send my 

statements to: ___________________________________ .
 No, I would like to continue receiving paper statements, and will pay the annual fee of 

$20. 

Patient Signature/Name/Date

Dear Patient:
In an effort to be more environmentally friendly, XYZ Medical Practice is 
now offering eStatements. Choosing this option allows you to receive your 
statements electronically, sent to you via email. You no longer have to 
hassle with paper statements. In addition to being environmentally 
friendly, eStatements are convenient and secure. As soon as your 
statement is ready, you will be notified via email. The email will provide a 
link to a secure website where you can not only view your statement, but 
also choose one of several payment options.
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Ensure that your phone 
system is programmed 

to display your 
practice’s name not 

“Billing Office”

Collection Calls
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BILLING OFFICE
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Jane Jones

123 Anywhere Street

Baton Rouge, LA 70817

MA

P.O. Box 123

Baton Rouge, LA 70891

Dear Jane:
Our records indicate that the payment due from you is 
$143.26.  Our accountant will not allow us to carry the account 
on our books.  Please call me at 225-456-7890 to discuss your 
balance.
If we don’t hear from you by Friday, June 4, your account will 
be sent to collections.
Sincerely, 

Judy
Medical Associates  

1

4

6 5

7
8

2

9 George

3
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You Are Invited…

37
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“Thank 
you!”

.

“Thank you for choosing Louisiana Medical 

Associates for your care.”
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Question & 

Answer

Period
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