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Revenue Cycle’s Role in Population Health

Only one professional association is 

focused on the revenue cycle

EOS Healthcare is pleased to have this opportunity to share with the 

Maryland chapter members and guests our story of population health 

within the revenue cycle.
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Revenue Cycle’s Role in Population Health

“the health outcome of a group of individuals, 
including the distribution of such outcomes 
within the group”

Many in the industry felt that the definition focuses strictly on the 
measurement of health outcomes without explaining or acknowledging 
the role that health care providers need to take to impact those 
outcomes.

What is Population Health?

The concept of Population Health came 

about in 2003 as was defined as:

*Healthcare IT News, May 29, 2015
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Revenue Cycle’s Role in Population Health

“Population health is keeping people healthy in a 

coordinated fashion for better clinical outcomes at a 

lower cost. It is a ‘proactive’ solution (with personalized 

care and a focus on wellness) in an industry that has 

thrived on being ‘reactive’

Population Health in Action

- Jay Higgins, Sr Dir of Network Strategy and Surgical Program Development, Brigham and Women’s Hospital
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Revenue Cycle’s Role in Population Health

The simultaneous pursuit of improving the patient experience of care, 

improving the health of populations and reducing the per capita cost of 

health care. 

The Triple Aim Initiative
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Revenue Cycle’s Role in Population Health

Patient Engagement: Strategy for Achieving Triple Aim

Evidence supports the idea that patients who are more actively involved in 

their healthcare experience better health outcomes and incur lower costs

*Source: Health Affairs | Robert Wood Johnson Foundation

A concept that combines a patient's knowledge, 

skills, ability and willingness to manage his or her 

own health and care with interventions designed 

to increase activation and promote positive 

patient behavior.

PATIENT ENGAGEMENT
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Revenue Cycle’s Role in Population Health

Patient Engagement Results in Improved Outcomes

Source: Becker’s Hospital Review August 2013
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Revenue Cycle’s Role in Population Health

Population Health Outreach Model

The consistency and scale that a clinical contact center creates in the clinical outreach process present 

the “now” opportunity for health systems to deliver consumer/patient-focused services. Organized 

appropriately, these services can significantly mitigate no-show rates, address medical noncompliance, 

and improve ordered not scheduled.

Healthcare providers are utilizing effective 

multichannel tools, including phone, text,

email, and patient portals.

• Identification 

of population 

with two or 

more chronic 

diseases

• Proactive 

contact with 

those patients 

to schedule 

for primary 

care visit and 

evaluation

• Prescription 

coordination

• Outstanding 

orders

• Care literacy

• Medicare

• Mammograms

• A1C/diabetes

• Colonoscopy

• Cervical

• Post-ED 
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stay 
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• Home care
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nursing 
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fill 
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timely
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Patient 
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Revenue Cycle’s Role in Population Health

• Scheduling

• Patient Registration & Eligibility Checks

• Upfront Patient Collections

Patient Engagement in Revenue Cycle

FRONT-END

REVENUE CYCLE

BACK-END

REVENUE CYCLE

Patient Facing Aspects Claims Management & 

Reimbursement

REVENUE CYCLE• Claims Management

• Medical Billing

• Patient Collections
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Revenue Cycle’s Role in Population Health

▪ Proactive outreach:

− Scheduling of medically non-compliant patients – Medicare, screenings, etc.

− Scheduling of  patients as an extension of care coordination so they are 

prepared for their clinical experience

Patient Engagement | How and Why?

▪ By proactively engaging with patients pre-arrival, we believe:

− they will become medically compliant and close care gaps

− have an improved experience by ensuring they are prepared for their 

upcoming reservation clinically, logistically and financially

− resulting in improved clinical outcomes, quality and patient satisfaction. 
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Revenue Cycle’s Role in Population Health

Patient Engagement | A Case Study: Large Midwest Health System



Revenue Cycle’s Role in Population Health

Challenge 

A large healthcare provider and medical group in the Midwest was seeking an innovative 
approach to improve their level of patient engagement and population health quality 
initiatives. 

Care Gaps

Effectively contact and schedule patients with gaps in care, i.e., annual wellness 
visits, diagnostic screenings and chronic care management.

Scheduling

▪ Re-engage patients to schedule outstanding orders

▪ Set up an in-network Primary Care Physician (PCP) with patients discharged 
from Emergency Department (ED)

▪ Re-schedule patient no-shows and cancellations

Quality Metrics

Achieve payer contracts incentives

Case study – Midwest health system
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Revenue Cycle’s Role in Population Health

▪ Lack of resources

▪ Lack of ownership

▪ Currently stops at patient discharge

▪ Not measured

▪ Lack of automation

▪ Lack of technology

▪ platform, telephony, mobile, text

Health system challenges with patient engagement

Typical patient engagement challenges:

The number of patients who 

are non-compliant has reached 

epidemic proportions, and 

doctors' inability to provide 

optimal care as a result has 

mushroomed into one of the 

most pressing problems in 

healthcare today.
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Revenue Cycle’s Role in Population Health

Non-compliance facts and figures

Medical non-compliance has reached epidemic proportions, making doctors' ability to provide optimal 

care one of the most pressing problems in healthcare today.

Less than 18% of Medicare beneficiaries received an 

annual wellness visit in 2015.

Approximately 17% of patients never fill their original 

prescription

60% of patients cannot name all of their prescribed 

medications

Approximately 40% of patients fail to follow the instructions 

for taking a medication
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Revenue Cycle’s Role in Population Health

What your patients are saying

My doctor told me to 

get this test done, 

but I haven’t had 

time to schedule it.
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Revenue Cycle’s Role in Population Health

Pro-active outreach resolves everyday care gaps

▪ 45 year old female

▪ 3 years since last 

mammogram

▪ recently relocated 

to your community, 

no PCP

▪ 32 year old man

▪ Seen in ED over 

the weekend for 

arm fracture

▪ No PCP

▪ Needs to see Ortho

▪ 67 year old male

▪ 10 years since last 

colonoscopy

▪ Last wellness visit 

>2 years

▪ 48 year old male

▪ Diabetic

▪ Last A1C screen >2 

years

▪ Hypertension
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Revenue Cycle’s Role in Population Health

Pro-active outreach resolves “Ordered, Not Scheduled”

▪ 32 year old male

▪ PCP ordered 

nuclear stress test, 

not yet scheduled

▪ 36 year old female

▪ PCP ordered 

ultrasound, not yet 

scheduled

▪ 53 year old male

▪ PCP ordered 

diagnostic 

colonoscopy, not 

yet scheduled

▪ 74 year old female

▪ Orthopedic 

physician ordered 

DEXA scan, not yet 

scheduled
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Revenue Cycle’s Role in Population Health

Because you only have so much time and so many resources

Orders Not Scheduled
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Revenue Cycle’s Role in Population Health

Drivers of Patient Engagement

Quality Metrics/CAHPS

Brand Loyalty

Value Based Contracts

Increased Revenue

Overall Community Health

Regulations
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Revenue Cycle’s Role in Population Health

Targeting the Patient Outreach

Pro-active 

patient outreach

Targeting

care gaps

Scheduling on 

their Epic system

Tailored

call scripting

Collaboration with 

revenue cycle, 

marketing & 

departments

Extended hour

patient concierge

contact center

Targeting

Ordered, Not 

Scheduled
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Revenue Cycle’s Role in Population Health

Targeted outreach with live outreach specialist

Diagnostic Screenings
• Mammography • Colonoscopy

Annual Wellness Visits

Chronic Care Management
• A1C/Diabetic • Hypertension

Appointment Reminders

No Show/Cancellations

ED Follow Up/No PCP

Ordered, Not Scheduled

• Reschedule appointment

• Mitigate EOS scheduled “no shows”

• Non-engaged Medicare population • Coordinate scheduling with PCP

• Increase volume
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Revenue Cycle’s Role in Population Health

The value of the live agent vs. robotic messaging

• Less than 25% of patients answer a call or 

take action with automated robotic reminder 

messaging

• Automated messaging is often difficult for 

elderly patients who having hearing issues 

or need information repeated

• With a live agent, patients enjoyed “One 

Call” for multiple appointments and 

specialties
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Revenue Cycle’s Role in Population Health

Program compliance | FCC regulatory guidance

Leveraging state-of-the-art telephony and multi-channel patient contact centers to meet and 

exceed your patient engagement goals.

▪ Appointments and exams

▪ Confirmations and reminders

▪ Wellness checkups

▪ Hospital pre-registration instructions

▪ Pre-operative instructions

▪ Lab results

▪ Prescription notifications

▪ Home healthcare instructions

▪ Post-discharge follow-up intended to prevent readmission

HEALTHCARE TCPA EXEMPTIONS FOR HEALTHCARE CALLS
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Revenue Cycle’s Role in Population Health

The Outcomes
Case Study



Revenue Cycle’s Role in Population Health

Client achieved outreach goals while supporting their existing infrastructure and operations. 

Leveraged advanced technology and telephony to deliver substantial results.

Outcome | care gaps closed, net new revenue 

▪ Close loop reporting and program optimization

▪ Mitigation of at-risk contract exposure while exploiting payer reimbursement escalators 

within 6 months at the contribution level 

Net new scheduled patients within 6 months, now in medical compliance 

Conversion rate from contact to revenue generating scheduled appointment for 

inbound and outbound patient engagement

net new appointments scheduled per Patient Outreach Specialist per day
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Revenue Cycle’s Role in Population Health

Patient engagement outcomes with proactive outreach

▪ 36 year old female

▪ PCP ordered ultrasound 

Cholecystectomy performed at 

health system’s surgery center

▪ 53 year old male

▪ PCP ordered diagnostic 

colonoscopy

▪ Stage 1 Colon cancer found, 

removed and treatment 

completed within health system 

▪ 48 year old male

▪ Diabetic

▪ Last A1C screen >2 years

▪ Hypertension

▪ with PCP and meds adjusted

▪ 74 year old female

▪ Orthopedic physician ordered 

DEXA scan

▪ Rx written & filled to alleviate 

osteoporosis symptoms
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Revenue Cycle’s Role in Population Health

Overheard at HIMSS 2018…

Terri Steinberg

Chief Health Information Officer & Vice President, Population Health Informatics

Christiana Care Health System

"The riskiest patient is one that doesn't 

show up to the doctor's office." 
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Revenue Cycle’s Role in Population Health

Key Takeaways

Health systems have traditionally operated in a siloed and decentralized fashion relative to 

patient interactions.

Significant opportunity exists to integrate revenue cycle, patient access, and population health 

management operations in healthcare contact centers.

This can lead to:

− Improved front-end collections opportunities.

− Reduced back-end workload.

− More effective referral capture.

− More efficient use of clinical and administrative resources.

− Improved clinical outcomes.

− Enhanced patient satisfaction and loyalty.

Employing the right technology tools, putting in place an effective management infrastructure, 

and gaining leadership buy-in are key to the success of such an operation.
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Questions & Discussion

Lora Carr | Vice President, East

(856) 816-1407

lora.carr@eos-usa.com
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