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The revenue cycle should begin before 
the patient ever walks through the 

door. Today, consumers can request ap-
pointments online through the hospital or 
clinic’s website and many will visit social 
networking sites to see what others have 
to say about the quality of care and cost of 
services. This highlights the need for orga-
nizations to think more strategically about 
their goals and their relation to the rise of 
the e-patient. The industry shift in focus 
to the patient means their satisfaction with 
revenue cycle processes is growing in impor-
tance. Emerging technologies offer tremen-
dous online opportunities to answer patient 
questions and tools that can engage them 
in activities, such as, scheduling, financial 
counseling, collections and more. 

Social media offer more dynamic and 
engaging education and patient support op-
portunities; contributing to more appropri-
ate and timely utilization of resources.
•	 Mobile	 technologies	 help	providers	 con-

nect with patients in new ways, expand 
access to specialist services and support 
more timely charge capture  

•	 Enterprise	portals	facilitate	more	person-
alized communications and content shar-
ing, as well as, tie multiple patient facing 
systems together for more engaged pa-
tients and seamless user experiences

•	 Remote	monitoring	devices	help	patients,	
families and providers identify health sta-
tus changes early so that readmissions can 
be avoided. 

These virtual touch points are reshap-

ing workflows, saving costs, enhancing rev-
enue, improving patient and staff experi-
ences and increasing productivity. They can 
also positively contribute to the sum of all 
interactions and patient perceptions across 
the continuum of care. 

The drive to adopt innovative techno-
logical solutions is being accelerated by new 
impacts to revenue; including
•	 the	 Value	 Based	 Purchasing	 Program		

placing 30% of reimbursement at risk for 
patient experience

•	 meaningful	 use	 incentives	 being	 tied	 to	
empowering consumers with increased 
access to view and download information, 
self-management tools to engage patients, 
and patient specific  educational resources 

•	 cost	containment	measures,	such	as,	pen-
alties for readmission, hospital acquired 
infections, and others

•	 new	models,	including	Accountable	Care	
Organizations, moving care away from 
more intensive and expensive settings to 
less costly assisted living and home envi-
ronments

•	 the	 Affordable	 Care	 Act	 increasing	 the	
number of insured; resulting in signifi-
cant increases in transactions 

•	 High	 deductible	 and	 consumer-driven	
health plans and an expansion in self-pay 
means that consumers are responsible for 
even greater portions of their healthcare 
costs

In addition, consumers want the same 
convenient tools for healthcare as they use 
to manage other aspects of their life. This 
is especially true for those individuals with 
complex care needs, chronic conditions or 
facing long courses of treatment. They want 
online tools for:

•	 scheduling/changing/cancelling		appoint-
ments,  

•	 registration
•	 medical	 cost	 	 and	out-of-pocket	expense	

estimating
•	 financial	planning
•	 access	to	billing,	insurance	and	health	re-

cords
•	 bill	payment
•	 prescription	refills
•	 secure	communications	with	case	manag-

ers, patient account reps and other mem-
bers of the revenue cycle team

Consumers and patients are also tired 
of completing the same information each 
time they access a provider or different 
department or service within the system. 
They want to assign proxy access to family 
caregivers tasked with key functions, such 
as paying bills or requesting prescription 
refills. And, they want communications in 
their preferred medium, which increasingly 
includes text, email and video.

Healthcare organizations are respond-
ing and some have implemented apps for 
charge capture and personalized online pay-
ment processing to increase collections and 
reduce bad debt. Below is a list of additional 
opportunities for innovation that revenue 
cycle leaders may consider to improve their 
processes and results.
•	 Monitor	the	organization’s	reputation	by	

reviewing Yelp, Twitter and other social 
networking channels for feedback, com-
plaints or to identify unsatisfied consum-
ers,	patients	or	family/friends.

•	 Provide	 interactive	 forms	 and	 question-
naires to collect information from patients 
preparing for a physician visit, treatment 

Emerging
Technologies

and the Revenue Cycle Across the Care Continuum

Continued on page 9



or procedure. This could include patient 
information about their anesthesia his-
tory, delivery preferences, or to support 
their request for financial arrangements.

•	 Improve	 business	 processes	 and	 reduce	
admit times by collection of information 
in advance. An added benefit may be that 
patient information is also more accurate 
and complete.

•	 Use	 video,	 podcast,	 graphic	 representa-
tions or multimedia simulations to pro-
vide instructions or educate patients, 
especially those with language or health 
literacy limitations.

•	 Create	 secure	 social	 networks	 for	 emo-
tional and self-care support following dis-

charge. One social networking platform 
for individuals recovering from addictions 
has realized reductions in relapse rates.

•	 Send	reminders	and	alerts	via	text	for	ap-
pointment	 times/locations,	 to	 bring	 in-
surance cards or other documentation at 
the time of admission, when payments or 
deductibles are due, etc.

•	 Organize	and	share	patient	 facing	finan-
cial, insurance and utilization policies 
with a wiki

•	 Facilitate	patient	access	to	social	network-
ing and web-based video chats to reduce 
in person visitation for those at risk of 
acquiring or spreading infection or to ac-
commodate young visitors

•	 Identify	appropriate	participants	for	clini-

cal trials from individuals active on social 
media channels

Creating the strategy and planning 
for adoption of these and other emerging 
technologies does require a shared vision 
among	 marketing/communications,	 opera-
tions, information technology, financial and 
executive leaders. However, the benefits of 
leveraging technology within business pro-
cesses will contribute to better outcomes 
and enhanced patient satisfaction, espe-
cially among the growing population of e-
patients.  n 
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