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Jackson Hospital & Clinics Overview
Acute Care Hospital Montgomery, Alabama

Not-for-Profit, Independently Governed

4150 B. Carmichael Road
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HOSPITAL

Organizational Commitment to Change @ JACKSON

Our Process

CFO/CEO

* Leadership onboard from the beginning “Change or Die.”
* Poor collection performance
* Reduce expense

Board

 Demonstration of changes to a “high tech” efficient collections process.

 Number of contacts points per month per patient (letters and calls compared to the text and
email)

* Explanation self pay collection after insurance and the lack of work being done for 15% of revenue
being left on the table.

Communication

* Notification in patient access, poster in the critical areas café, coffee shop and elevators and
website.
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Healthcare Cost Shift @ JACKSON

HOSPITAL

e Patients' out-of-pocket costs for inpatient services increased by 14%
between 2017 and 2018+

e Patients are now the 3rd largest payer behind Medicare and Medicaid**

 Deductibles rose eight times faster than wages between 2008 and 2018 for
the 156 million Americans who get their insurance at work***

* Financial experience is a key decision point when patients select healthcare
providers

e COVID-19 has accelerated digital transformation

*Source: TransUnion Healthcare & Sourced from 2018 survey by the West Health Institute
**Source: HFMA
***Source Axios Media /Kaiser Family Foundation
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Poll Question 1 @ JACKSON

Does your organization currently communicate with patients through digital
methods (text and email) regarding paying their account balance?

1.) Yes - Text
2.) Yes - Email
3.) Yes - Text and Email

4.) No
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Why Transform Patient Collections? @ JACKSON

HOSPITAL

The ability to self-serve through a seamless, intuitive and superior user
experience has become the expectation of today’s consumers*

Sixty percent of consumers expect their healthcare digital experience to
mirror that of retail**

* Traditional collection tactics are losing traction

= Regulatory constraints

= Caller ID and marketing robocalling

= Right party contacts are eroding

*Sourced: deloitte.com
**Sourced: us.nttdata.com
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HFMA Online Survey @ JACKSON

Which area will be your organization's biggest
focus over the next 12 months?

NONE OF THE ABOVE

REDEFINING STRATEGIES TO DRIVE CASH COLLECTIONS

AND MANAGE COST TO COLLECT 62%

BUILDING A WELL-DEFINED PATIENT ACCESS STRATEGY

ALIGNMENT OF WORKFORCE MANAGEMENT 23%

STRATEGIES TO YOUR BUSINESS NEEDS

0% 10% 20% 30% 40% 50% 60% 70%
*Sourced HFMA.org
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HOSPITAL

New Patient Communication Methods @ JACKSON

Patients are seeking to communicate and pay their bills through
secure modern communication channels
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Patient Self Serve Capabilities
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AMOUNT CUE Ty :

Iy light af the irmpezct COVID-19 5 hiving on our
comimunity, we are offering our patients o 30%
discount af their cutstanding Balance (£), providad
the payment is estobilched priar fo 08,/20,/2020

You're moking @ poument of $2.487.50 (20%
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MAKE A PAYMEMT
VIEW STATEMEMT

ADD INSURANCE
FINAMCIAL ASSISTANCE

SUBMIT BALANCE QUESTION

PAYMENT MOT REFLECTED

ADJUSTMENT NOT
REFLECTED

SERVICE CHARGED OR
BILLED INCORRECTLY

ADD ATTORMEY INFORMATION
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: : JACKSON
Polling Question 2 @ FAROUN
What percentage of people in the US own a smartphone:

1.) 56%
2.) 72%
3.)81%

4.) 94%
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Why It Works @ JACKSON

HOSPITAL

Responsive Web Design — smart phone — desktop - tablet
Omni-channel outreach - texts — email — mail — call center
24/7 self-serve option

Intelligent collection strategies driven by historical, financial, social and behavioral data
—test & learn

Real-time push responses based on patient portal behavior

Automated payment plans — based on financial policy, payment history, propensity of
payment score, behavioral actions on site and hospital guidelines

ICD-10 data scrub - identify undiscovered revenue sources (workers
comp/disability/auto/liability)
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Potential Funding Sources

Advanced Data Analytics Search for Undiscovered 3rd Party Coverage

] ° TPL
=

e Auto Accidents

*  Workers Comp Claims

* Disability

Disability

Liability

Auto

Workers Comp

Orthostatic hypotension

Hypertensive chronic kidney

disease with stage 5 chronic

kidney disease or end stage
renal disease

End stage renal disease

A

Pain in right shoulder

Contusion of right shoulder,
initial encounter

Fall on same level from
slipping, tripping and
stumbling without
subsequent striking against
object, initial encounter

Radiculopathy, cervical region

Contusion of right hand, initial
encounter

Car occupant (driver)
(passenger) injured in
unspecified traffic accident,
initial encounter

MR ot

Pain in left finger(s)

Overexertion from repetitive
movements, initial encounter

o

Civilian activity done for
income or pay
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Poll Question 3 @ JACKSON

How important do you feel it is to leverage digital engagement with patients
about their account balance due?

1.) Not important
2.) Somewhat important

3.) Very Important
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How The Patients Are Engaging?

28K 372K 68% 32% 19K

Total Accounts Communications Sent SMS Sent Ermail Sent Accounts Received Comm. Avg Comm,/Acc.

Accounts Clicked SMS Accounts Converted by SMS Accounts Clicked Email Accounts Converted by

. 9% ' 2% ' 2%

0% 100%

16%

0%

BAI Lig Rate BAM Liq Rate SP Lig Rate

28%
24% 23%
23% °
21%
15%
12% 11%
0.2%
e
Both Email None Both Email None Both Email SMS None
BAI BAM Sp
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Increased Engagement = Increased Cash @ JACKSON

Digital Traditional

Monthly Placements Monthly Placements
$10,000,000 $10,000,000
Click Through Right Party Contact
Rate Rate
75% 20%
$7,500,000 $2,000,000
Conversion Rate 20% 20%
Cash Recovery $1,500,000 $400,000
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Collection History v. Current (JR)) JACKSON

HOSPITAL

Historical Onboarding Start
Traditional v. Digital

$300,000 80.00%

70.73% 70.00%

$250,000
60.00%

56.64%
$200,000 50.95%

$150,000

$100,000

$50,000 I I
., B I

Month 1 Month 2 Month 3 Month 4 Month 5 Month 6

50.00%
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30.00%
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0.00%

I Traditional Model Agency 2017-2018 mmmm MedAssist Digital Collections 2019-2020 —@— % Increase
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Behavioral Engagement Analytics
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Who Are Engaging & Paying The Most By Generation?

JACKSON

HOSPITAL

* Older generations paid rates were higher across both email and text

12%

28%

30%

Millenials

30%

Which Generation has Received, Clicked and Most Likely Paid?
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* Baby Boomers & Millennials comprise 60% of the population

* Millennials have received the maximum number of communications
due to the population size followed by Baby Boomers

8 to 25 = Generation Z
26 to 40 = Millennials
41 to 55 = Generation X
56 to 74 = Baby Boomer

60%
........... . 40%
oooooooo -
20%
8%

e
0K 0%

Millenials

Received = #Accts received communication; Clicked = #Accts clicked website from SMS/Email; Paid = #Accts clicked & paid; Paid % = (Paid/Clicked)%

Generation X

Generation

Baby Boomer

Generation Z

Paid %

While Millennials clicked the most
their payment rate is less with a
paid rate of only 11%

Baby Boomers on the other hand
have clicked less compared to the
number of communications
received, but have the highest paid
rate in the group
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Account Scores by Generation & Patient Type | JACKSON

Propensity To Pay by Generation & Patient Ty
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Collection Rate by Patient Type @ JACKSON

« ED has the largest patient population (57%), but one
of the lowest collection rates (7%).

45% 60%

40%
50%
35%

30% 40%
25%
30%
20%
15% 20%

10%
10%
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0% — | . — . 0%
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I Patient Count === Patient Type Collection Rate

 Inpatient (IP) accounts for approximately 50% of total
collections.
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Summary of High Level Benefits @ A%CS|§|S%|\E

Improved Patient Liability Recoveries — 25%
Reduction of Bad Expense

Full Call Center Support

Superior Seamless Patient Experience
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Digital First — Digital Now @ ON

KLAS

CATEGORY
LEADER

ELIGIBILITY
ENROLLMENT
SERVICES

™

)“\ elp[S)advantage

urce Company

Accounts Collection

Eligibility &

Enrollment Receivable Services
Better Experience, Less Confusion, Reduce Bad Debt,
More Revenue Stronger Financial Improve Cash Flow

Foundation
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MMedAssist

 David Ralston

o Assistant Vice President Revenue Cycle
o David.Ralston@Jackson.org
o 334-293-8824

* Noel Felipe

o SVP & Revenue Cycle Practice Leader

Questions?

o Noel.felipe@gomedassist.com
o 305-608-4620
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What is the Florida Sunshine Chapter AAHAM?

Florida Sunshine Chapter AAHAM is a networking group of Healthcare Revenue Cycle Management
professionals throughout Florida. Florida Sunshine Chapter’s mission is to provide education,

certification, networking, career guidance and opportunities and advocacy for all healthcare revenue
cycle professionals.

AAHAM is dedicated to giving you the inside intelligence you need to thrive professionally. As a member, you
have access to information on critical topics like education and advocacy in the areas of reimbursement,
admitting and registration, data management, medical records, patient relations and so much more.

For more information on benefits and to join online, visit www.floridaaaham.com

Interested in joining FL AAHAM? Email us at membership@floridaaaham.com

Follow us on LinkedIn https://www.linkedin.com/company/florida-sunshine-chapter-aaham

Join us on Facebook https://www.facebook.com/florida.sunshine.aaham
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AAHAM Florida Sunshine Chapter
2020 Corporate Partners

We would like to thank all of our Corporate Sponsors for making a financial commitment to our Chapter and we
ask that all members make a special effort to thank them for their continued support and include them in
evaluation of needs and/or RFP process when applicable.

OSGDiamond Healthcare Solutions Bacen & Jordan, P.A.

Gold Partners DECO, LLC
Change Healthcare EnableComp
Gulf Coast Collection Bureau, Inc Firm Revenue Cycle
: Health Pay 24
Silver Partners MSCB., Inc.
C3 Revenue Cycle Solutions MyCare Finance
Penn Credit Corporation NobleBiz
SNS Recovery, Inc. OVAG International

Sage Law Offices
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Thank You

Hospital leaders rely on us to simplify the financial experience for both
their patients and the people of their organization. Hospitals achieve a
stronger financial foundation, while patients experience clarity and a
path to peace of mind about how to pay for their care. Happy patients
are loyal customers. And loyal customers tell their friends and family
about their good experiences. That leads to new market share for the
hospital...the kind of market share no financial software can create nor
any marketing budget can buy.

www.gomedassist.com



