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Pursuing financial transparency to drive patient understanding and payments
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Today’s speaker

Richard Madison
Network Vice President, Revenue Cycle

Rich Madison, Network Vice President, Revenue Cycle has been with St. Luke’s 
University Health Network since April, 2014 and has been working in the area of 
Revenue Cycle management for the past 35 years. Prior to St. Luke’s Rich served in 
executive level roles for several Hospital organizations, including Academic Medical 
Centers and multi-hospital systems. In addition Rich worked in Revenue Cycle 
consulting at Ernst & Young, Cap Gemini Ernst & Young, Accenture and KPMG. He 
left consulting as Partner and Managing Director for Accenture and KPMG 
respectively. 

Rich has a B.A. in English from the University of Missouri and an MHA from St. 
Joseph’s University in Philadelphia.  He has been married to his wife Mary for 36 
years and has three sons and a grandson. He lives in Doylestown, Pa.
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Motivation for 
investing in patient 

financial care
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Healthcare affordability is a critical challenge for patients

% that worry “a great deal” about each topic 
1

Healthcare is a now a top concern 

Patients face 
$1,000+ in 

responsibility 2

2 in 3
Households have 

< $1,000 in available 
cash flow 3

1 in 2

Patients face an affordability gap

Sources:
1 Gallup poll of 1,041 adults nationwide conducted Mar 1-8, 2018
2 USA Today “Nearly 7 in 10 Americans have less than $1,000 in savings” (9 Oct 2016)
3 The Commonwealth Fund: Issue Brief (Jan 2015)  and McKinsey Retail Healthcare Consumer Survey 2009

#1 Healthcare availability & 

affordability
55%
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Concerns over affordability can impact care

% Extremely/very afraid of each topic 

Sources: West Health Institute/NORC poll of 1,302 adults nationwide conducted Feb 15-19, 2018

Greater concern about financial 
impact of care than illness

Clinical care can be impacted by 
financial care 

2 in 5  patients skip 
recommended tests or treatment 

due to affordability

40%
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When patients win, health systems win

2X
Likely to PAY IN FULL when “very 

satisfied” with billing1

Likely to RECOMMEND PROVIDER 

when “very satisfied” with billing15X

Sources
1  Longitudinal study of patient satisfaction with billing and payment experience by Connance (Consumer Impact Study, 5th annual, results published Aug 2014,
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St Luke’s: Building a 
better financial 
experience for 

patients



©2017 Simplee — All RIghts Reserved 8

St Luke’s University Health Network overview

We are a non-profit, regional, fully integrated, nationally recognized network providing 
services at 10 hospitals and more than 250 outpatient sites

13,000+ employees 1,300+ physicians

86,000 annual admissions 270,000 annual ED visits

The oldest nursing school in the nation and a school of medicine



©2017 Simplee — All RIghts Reserved 9

St Luke’s mission / vision

Our Mission
The mission of St. Luke's University Health Network is an unwavering commitment to 
excellence as we care for the sick and injured, educate physicians, nurses and other 
health care providers; and improve access to care in the communities we serve, 
regardless of a patient's ability to pay for health care.

Our Vision
In comparison to national benchmarks, St. Luke's will:
• Achieve top decile performance in quality and safety measures,
• Provide exceptional service, and
• Be perceived as EASY to use by all who access or provide our services.
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How to tackle the patient financial experience challenge?

Better 
process?

EHR 
functionality?

More people?
Specialized 
software?
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▪ Drive Self-service Adoption 

▪ Increase Patient Satisfaction

▪ Improve Collections Overall

▪ Provide Price Transparency

▪ Reduce Paper Statements

Transforming the patient financial experience

Leverage patient financial care technology platform to create 
a best in class patient self-service financial experience
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Previous experience not optimized for transparency and convenience

Multiple steps to get to billing
Several pieces of data required to login

Invoice-like statement
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New consumer-friendly patient experience

Pay my bill call to action - no additional 
account required

Clear statement, paths to self-service
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Bills consolidated for guarantor
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Email engagement driving early payment and less paper

42% of payments within 7 

days of email sent

Early digital engagement 
reduces paper statementing
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Patients engaging across devices

Page Views Payment Confirmation

Source: 1 ComScore State of the US Online Retail Economy, 1Q18

30% mobile online payments coming - higher than ecommerce

(24% of retail ecommerce occurs via mobile device1)
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Dramatic increase in self service payments

$0.9M
annualized savings

84%
71%

increase in self 
service
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Self-service payments saving staff time and cost

50% customer service 

payments converted to IVR

120 fewer calls per day

$0.3M cost savings
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Patients loving the change

Patient Satisfaction
(billing and payment experience)

7,508

5 Star

4 Star

3 Star

2 Star

1 Star

4.4 out of 5 stars

5,080

1,364

523

203

338

“I'm very happy with St. Luke's. I love the ease in setting up 
a payment plan and viewing my bill.”

“Easy, convenient, patient-centered. Thank you for 

offering installment plans, they help a lot!”

“Clearly a better and easy process for the elderly!”

“In the past I had issues trying to pay online. This is the first I 

have since you changed it and it was so much better!”

“Fantastic, quick and EASY! Thank you!”

Source: St Luke’s patient surveys, 4,574 patients
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Net Promoter Score on par with top consumer brands

Healthcare avg

44

Net Promoter Score 1

1Source: St Luke’s NPS based on 6,599 patient responses.   Comcast, Nordstrom, Mercedes Benz NPS from npsbenchmarks.com.  Healthcare average from Longitudinal study 
of patient satisfaction with billing and payment experience by Connance (Consumer Impact Study, 5th annual, results published Aug 2014)

Net Promoter Score: 
Strict metric of loyalty, 
>0 is considered good



©2017 Simplee — All RIghts Reserved 21

What’s next

Pre-service price transparency 

Next generation 
personalization to further 

increase affordability
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Motivation to improve price transparency

● ~100k visits/month without proactive 
financial transparency

● $42mm yearly bad debt

● ~15% no-show/cancellation rate

● Lehigh Valley is a competitive market →
Patient loyalty and satisfaction are key

9 in 10 consumers 

want to understand payment 
responsibility upfront 1

Sources: 1 InstaMed 2016 Trends in HealthCare Payments, May 2017
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PriceChecker provides patients cost information in pre-service 



©2017 Simplee — All RIghts Reserved 24

Pre-service price transparency and payment options
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Motivation to take a different approach to payment plans

<$1,000 $1,000-2,500 $5,000-10,000 >$10,000$2,500-5,000

“The payment plan won’t allow me to 
set up a payment plan that is 
reasonable for me.” 
- Patient

9in10 patients say healthcare is 

an expense that requires financing 
more than 12 months

● $120 average patient monthly affordability

● Short term plans don’t address high balances 
that make up 50%+ of bills

6 x 
$120/mo

12 x 
$120/mo

Bill size
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Using predictive analytics to determine patient financial need

LOWHIGH

Relevant, predictive 
patient data

Healthcare tuned 
scoring algorithm

Patient capacity to 
pay healthcare bill
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Engagement via paper and digital

LOWHIGH

SofiaLisa
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Payment plan experience carries seamlessly through all channels

LOWHIGH

SofiaLisa
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Closing thoughts

● More than ever, patients are 

demanding financial transparency

● Technology can be a powerful 

enabler of the patient experience

● Meeting patient needs drives 

satisfaction and financial results



©2017 Simplee — All RIghts Reserved 30

Rich Madison

Network Vice President, Revenue Cycle

richard.madison@sluhn.org

Q&A

www.simplee.com

Further reading:

St Luke’s: Patient experience obsession drives win-win

Memorial Hermann: Engaging patients, driving success

Forrester: Total Economic Impact of Simplee

http://www.simplee.com
https://www2.simplee.com/case-studies/st-lukes-university-health-network/
https://www2.simplee.com/case-studies/memorial-hermann/
https://www2.simplee.com/case-studies/forrester-total-economic-impact-study/

