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Solving 
Challenges in 
Patient 
Collections
Creating a Patient Finance 
Success Story
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Speaker Introductions

Taylor St. Eve
VP, Patient Finance

CommerceHealthcare

Jeff Stueland
System Director

SSM Health



Patient Consumerism Trivia
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Patient Financing Trivia

a 11.5%

b 30.1%

c 23.7%

d 48.3 %

Combined premium contributions and deductibles have 
grown to reach ___% of median household income?
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Patient Financing Trivia

Answer:

Combined premium contributions and deductibles have grown 
to reach ___% of median household income?

11.5%
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Patient Financing Trivia

a 8%

b 14%

c 28%

d 37%

What percentage of workers are subjected to a $2,000 or 
higher deductible?
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Patient Financing Trivia

Answer:

What percentage of workers are subjected to a $2,000 or 
higher deductible?

c 28%
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Patient Financing Trivia

a 3%

b 12%

c 23%

d 30%

Prior to the pandemic, what percentage of Americans were just 
covering basic living expenses?
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Patient Financing Trivia

Answer:

Prior to the pandemic, what percentage of Americans were just 
covering basic living expenses?

d 30%
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AGENDA

ü Consumerism in Healthcare

ü SSM: Enhanced Patient Experience

ü Measuring Costs & Value

ü Patient Financing: The Best Approach



Patient Consumerism



Patient 
Healthcare 
Trends

ÅShift in who pays
ÅPrice transparency and simplification of 

statements
ÅNew patient payment models
ÅConnection between patient 

satisfaction and payments 
ÅEmployer defined benefit plans
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What Patients are Seeking

Dignity

Convenience

Equal Access to Credit

Affordability
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Increasing Focus on Consumerism
Å COVID- 19
Å Rise in patient out - of - pocket responsibility
Å New patient payment models
Å Price transparency and simplification of 

statements
Å Connection between patient satisfaction 

and payments 

Å Patients requesting more options

Å Staff seeking more options for patients
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Eqpuwogtǋu"Jkgtctej{"qh"Rc{ogpv"Rtkqtkv{
1 Mortgage / Rent
2 Auto Loan / Lease
3 Utility Bills
4 Bank Loans

5 Credit Cards
6 Department Store Cards
7 Physician Bills
8 Hospital Bills

Source:  DeKaye, Allan P. The Patient Accounts Management Handbook: Aspen Publication. 
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Provider collection workflow 

ǒ""Guvcdnkujgf"cpf"ugtxkegfby Provider or Patient
ǒ""Offer a quick installments to pay in full

Provider establishes 
short payment plan

ǒCheck, Visa, MasterCard, Discover, PayPal, Apple Pay etc.
ǒPrompt pay discount as incentive for payment in full

Provider collects
payment in full

ǒ""If patient cannot make/ keep payment arrangementsProvider writes off 
account to bad debt

ǒ""Guidelines established by Provider
ǒ""0% interest - spr ead over 24 - 60 months

Provider offers 
Patient Financing

Pre - Service ǒ""Provider estimates charges and offer Patient Financing 
based off estimate
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What are the options?
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Comparing Recourse and Non - Recourse



Consumerism 
in Healthcare

ÅImmediate Access to Care
ÅDigital Healthcare
ÅCost of Care
ÅHealth Data Ownership
ÅPrecision Medicine


