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Disruption….
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COVID-19 impacts to hospital visit volume – a “new normal”?

2/6/22:

▪ ER (-22.8%)

▪ IP (-12.7%)

▪ OP (1.6%)
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Kaufmann Hall on margins:  -3% and -4% with and without CARES funding

https://www.kaufmanhall.com/sites/default/files/2021-02/national-hospital-flash-report_feb.-2022_final.pdf
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https://www.fitchratings.com/research/us-public-finance/coronavirus-aftershock-to-widen-ratings-divide-for-us-nfp-hospitals-03-08-2021

“Health organizations 
continue to be 
hampered by 

traditional fee-for-
service reimbursement 

due to their 
experience during the 
coronavirus pandemic, 
which resulted in "no 
services and no fees”

Kevin Holloran

Senior Director 

Head of U.S. NFP H&HS

Fitch Ratings, Inc.



https://www.fitchratings.com/research/us-public-finance/fitch-ratings-2022-outlook-not-for-profit-hospitals-health-systems-07-12-2021



2022 TRENDS IN RCM 

Workforce
20-30% of the healthcare workforce has been lost since 20201. #1, #2, and #3 issue facing 

healthcare leaders is labor. Opportunities to innovate with enabling solutions are being 

closely evaluated.

Automation
50% of Providers will invest in AI by 20232. Organizations are well -positioned to harness 

automation capabilities to offset labor and workforce issues.  Revenue integrity efforts are 

empowered by automation though end-to-end holistic solutions.

Profitability
Hospitals lost an estimated $54B to $92B in 20213 – The last two years put most 

organizations on their heels with volatility in volumes, operational issues, relief fund 

documentation, and compressed margins.  

Payer Mix
Government payers represent will represent 52.0% of the hospital payer mix by 20284. An 

increased focus on revenue integrity, contracting, and operational expenses  given fallout 

from employment shifts, economic downturn, and demographic changes.

Health Equity
Black Americans are 2.6X more likely to have medical debt than their whites5.  Covid-19 

shined a bright light on different outcomes simply because of where and how people live, 

and revenue management needs to be there every step of the way.

Frictionless
93% of healthcare indicated a poor billing experience would prevent them from returning 

to a healthcare provider6. The patient is the new payer, and providers will need to rethink 

revenue cycle management and capture every dollar in this new healthcare economy.

1. https://www.healthleadersmedia.com/finance/staffing-crisis-will-dominate-2022-finance-trends-heres-what-do-about-it;2.https://www.gartner.com/en/newsroom/press-releases/2020-05-21-gartner-

says-50-percent-of-us-healthcare-providers-will-invest-in-rpa-in-the-next-three-years ;3. https://www.aha.org/system/files/media/file/2021/09/AHA-KH-Ebook-Financial-Effects-of-COVID-Outlook-9-21-

21.pdf ; 5. https://www.advisory.com/blog/2021/01/revenue-cycle-inequity ; 6. https://patientengagementhit.com/news/90-of-patients-say-loyalty-relies-on-patient-financial-experience

https://www.healthleadersmedia.com/finance/staffing-crisis-will-dominate-2022-finance-trends-heres-what-do-about-it
https://www.gartner.com/en/newsroom/press-releases/2020-05-21-gartner-says-50-percent-of-us-healthcare-providers-will-invest-in-rpa-in-the-next-three-years
https://www.aha.org/system/files/media/file/2021/09/AHA-KH-Ebook-Financial-Effects-of-COVID-Outlook-9-21-21.pdf
https://www.advisory.com/blog/2021/01/revenue-cycle-inequity
https://patientengagementhit.com/news/90-of-patients-say-loyalty-relies-on-patient-financial-experience


RISING DENIALS 
DECLINING 

REIMBURSEMENT

RISING 

BAD DEBT
COVID-19

58% $257
BILLION

$42.7
BILLION

$54 -$94
BILLION

of commercial 

claims deny 

initially

reductions in 

federal 

payments 

(est. 2010-2029) 

uncompensated 

care provided 

annually

losses to 

hospitals and 

health systems

Sources: HBI Revenue Cycle Academy, Dobson DaVanzo & Associates, American Hospital Association

https://www.aha.org/system/files/media/file/2020/06/aha-covid19-financial-impact-report.pdf

Over 9% of expected reimbursement is leaking



Where is my claim in the 

payment process?

Does coverage exist & do I 

have the right coverage?

What is the actual value of my 

denials & underpayments?

How do I get paid faster 

& at a lower cost?

Are there any additional payment 

opportunities I’m missing?

Am I coding things the right 

way?

Did I get paid accurately 

per the contract? 

Can my patients easily find 

me schedule, register and 

pay?



Challenges

Providers:

• Fixed resources

• Inventory mixed

• Wasteful claim touches

• Lack of analytics/insight

• Need revenue ASAP

Payers:

• Automated claims clearinghouse

• Changing rules

• Sophisticated actuarial analytics

• No urgency to pay claim



Kaufmann Hall:  75% of hospitals had adverse RCM impacts in 2021

https://www.kaufmanhall.com/sites/default/files/2021-10/kh-report-2021-state-of-healthcare-pi.pdf
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$255.3B $1,369.1B $3,337.2B $4,502.0B

Source: American Hospital Association: https://www.aha.org/system/files/2018-07/2018-aha-chartbook.pdf

Impacts from unemployment will dilute reimbursement significantly



Uncompensated care increased by $1.1B in 2020 to $42.7B – forth increase in five years

Source: AHA Jan 2022 Uncompensated Care Report
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Patients are the new payer, and the yield of patient revenue is at significant risk…

Sources:  HFMA: https://www.hfma.org/Content.aspx?id=45784 ; Advisory Board:  https://www.hfma.org/Content.aspx?id=45784;  

DarkDaily:https://www.darkdaily.com/because-of-expanded-numbers-of-patients-with-high-deductible-health-plans-patients-are-now-

responsible-for-30-of-hospital-revenues-920/ ; VisitPay:  http://www.visitpay.com/wp-content/uploads/2017/11/visitpay-

patient_pay_crisis_whitepaper.pdf

https://www.hfma.org/Content.aspx?id=45784
https://www.hfma.org/Content.aspx?id=45784
https://www.darkdaily.com/because-of-expanded-numbers-of-patients-with-high-deductible-health-plans-patients-are-now-responsible-for-30-of-hospital-revenues-920/
http://www.visitpay.com/wp-content/uploads/2017/11/visitpay-patient_pay_crisis_whitepaper.pdf


For households with medical bills and negatively impacted finances, 
their medical bills are at the highest risk of nonpayment

Q: Which bills and loans will you not be able to pay?
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Asked of households with 

medical bills that have had their 

income negatively impacted by 

COVID-19 that are concerned 

with being able to pay current 

bills and loans

Source:  TransUnion Hardship Pulse Survey





CMS Enforcement for Price Transparency

• Centers for Medicare & Medicaid Services (CMS) had 

issued roughly 335 warning notices to hospitals it 

determined to be out of compliance

• Agency has issued to noncompliant hospitals 98 

requests for a corrective action plan

• 23 have addressed their citations and received a case 

closure notice from CMS

https://www.fiercehealthcare.com/hospitals/cms-has-issued-over-300-warnings-but-no-fines-to-hospitals-falling-short-price



What does “Revenue Management Excellence” look like?
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RCM is focused on performing 

tasks more efficiently – more 

importantly, levering technology 

to ensure the right insight is 

provided to the right person at 

the right time – specifically in 

the areas of Patient and Payer 

PAYMENTS.



RCM KPIs 
(as of Q3 2021)
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RCM 
Excellence

Improve 
patient 

experience

Maximize 
revenue at 
lowest cost

Payer 
Accountability

RCM excellence requires diligent focus in three areas



Improve 
patient 

experience



▪ Benefits

▪ Authorization/Referral/Notification

▪ Medical necessity/Level of Care

VERIFICATION

▪ Estimation and payments – Transparency

▪ Likelihood of payment (P2P)

▪ Likelihood of charity (FPL)

ESTIMATION

▪ Insurance Discovery

▪ Revenue Integrity

▪ Insurance and patient payment optimization

COLLECTION

Checklists and Gates▪ Insured/Self Pay

▪ 270/271 EMR

▪ 3rd Party

ELIGIBILITY

Improve 
patient 

experience
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Organizations are struggling because they have so 

many denials that require devoted efforts. Beyond 

just the financial impact of denials, the rework 

prevents organizations from being able to be more 

successful in their revenue cycle and even in their 

work with patients because they must keep 

addressing this issue.

— Jim Lazarus, Advisory Board

Payer 
Accountability



Payer 
Accountability



Payer 
Accountability



RCM vendor-fest Disparate results Vendor cost / maintenance

Revenue cycle management (RCM) market has had rapid growth 
with mixed results

Maximize 
revenue at 
lowest cost



Less complexity by 

consolidating vendors

Reduced level of IT 

work

Improved data 

security

Improved 

cost-efficiencies

Higher ROI from 

solution synergy

Best-in-breed 

solutions

End-to-End RCM 
– a holistic approach to rethink revenue management in the healthcare ecosystem

Maximize 
revenue at 
lowest cost



Vendor Estimation
E&B / Fin. 

Clearance
CDI CDM

Charge 

Capture
Claims

Contract 

Management
RPA

Enterprise 

Analytics
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Enterprise RCM Capability Map

Maximize 
revenue at 
lowest cost



Healthcare providers should examine the entire 

lifecycle and not overlook the simple steps at the 

beginning…

Focusing on the patient experience and helping 

patients understand how to access the healthcare 

services they need positively impacts the 

revenue cycle….

Each of these pieces is great individually, but the 

trick is getting them all to work together. 

That's when you get outstanding performance in 

your revenue cycle management.

Laura Holt

Director of RCM

St. Luke's Hospital https://www.beckershospitalreview.com/finance/6-

great-quotes-from-revenue-cycle-leaders-in-2016.html
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We rethink revenue cycle management

Jonathan G. Wiik, MHA, MBA, CHFP
Healthcare Industry Insights
Jonathan.wiik@nthrive.com

720.503.1186

mailto:Jonathan.wiik@nthrive.com
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