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Passing the Baton of Patient Experience

As healthcare becomes more consumer-driven, 
understanding how we can make a positive 
impact on the patient experience becomes vital.

• More competition

• Quality-focused

• A poor financial experience can be 
detrimental
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Revenue Cycle Work- Historically
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Manual processes and antiquated 
technology make it difficult to 
focus on the patient experience.



The Industry Has Come a Long Way

Many “standard” business processes have seen technological advances:

• Automated eligibility
• Shared medical records 
• Computer-assisted coding
• Electronic claim submission
• Electronic Funds Transfer (EFT)
• Self scheduling
• Patient Portals
• Online Bill-pay
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As we continue to evaluate new technologies and vendors, the patient 
experience should be at the forefront of the decision-making process



General Premise

If we can make the work more engaging and 
enjoyable, our patients will benefit as a result.  
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The Road to a Great Patient Experience in Your Revenue Cycle 

Empower 
your team to 
be leaders

Provide a 
forum for 
compassion

Show that their 
feedback is 
valued

Deploy 
technology 
to make 
them shine

Train them 
correctly

Hardwire 
the wins

Improve the 
patient 
experience 
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Video- Sept 2011 TEDx Toronto- Drew Dudley 
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Create a Culture Centered on Experience

Challenge your team to walk a mile in each other’s 
shoes.

o Revenue Cycle orientation

o Provide opportunities to shadow each other

o Challenge your team with experience-driven goals
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Create a Culture Centered on Experience

Solicit their input
o Round on your employees

o Challenge them to identify solutions cross-functionally

Provide “stretch” opportunities
o Six-Sigma training

o Project Champion challenges

o Exposure to senior leaders

11



The Road to a Great Patient Experience in Your Revenue Cycle 

Empower 
your team to 
be leaders

Provide a 
forum for 
compassion

Show that their 
feedback is 
valued

Deploy 
technology 
that makes 
them shine

Train them 
correctly

Hardwire 
the wins

Improve the 
patient 
experience 

12



Layering in Technology

When employees can add more value to the 

process,  make a more significant impact to the 

organization, and spend time on the exceptions

that often cause patients stress, the patient 

will benefit as a result.  
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Examples 

Healthcare Access
Streamlined eligibility and automated estimate-creation allows our team the time to devote to contacting patients 
before their services to explain their financial responsibility.

Transitional Care (Social Work & Case Mgmt)
By implementing real-time avoidable day tracking within the EHR, our team can more adequately strategize for efficient 
throughput.  This means a more seamless discharge process and reduced delays in discharge.

Health Information Management
Through the implementation of A.I. technology, our Clinical Documentation Improvement and Coding teams can ensure 
that the patient’s care is appropriately captured and avoid unexpected denials and billing headaches for our staff and 
our patients. 

Business Offices
Our systems are working to identify incorrect patient balances, incorrect denials, and other exceptions.  When 
processing over one-million claims each year, being able to identify and address the exceptions can help to avoid what 
would have been a dissatisfying situation for our patients. 
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Training and Education

In order to deliver a consistent patient experience, the 

training and education must be consistent as well.
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Need for Continuous Education & Training
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Revenue Cycle 
Training

Denial Opportunities

New Technologies

Compliance Priorities

Payer Policy Changes

Training & Education content is consistently refreshed and renewed with current 
opportunities identified through process or external/regulatory changes.

Revenue Cycle Strategies
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staff to be 
leaders
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Deploy 
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to make 
them shine

Train them 
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Hardwire 
the wins

Improve the 
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experience 
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In Summary 

Pursue operational excellence

Leverage technology smartly to let people shine

Hardwire with Training and Education

Your patients will see a difference
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