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The more you fight, push, and flail trying to get those 
millions of little grains of sand to let you go, the worse 
shape you’re in. And from what we’ve seen, a lot of 
hospitals are stuck in that same trap. 

They’re losing ground on patient financial experience excellence all 
because they’re fighting instead of letting the “sand”—in this case, 
the patients—be themselves and lead the way. 

Basically, most hospitals are over complicating the patient financial 
experience. And the end result?

They’re missing out on system efficiencies, healthier cash flows, 
and an overall superior patient financial experience, all because 
they’re pushing and flailing against the reality of how healthcare 
consumers want to engage with hospitals. They should let go  
and let their patients lead the way.

Just take a look at these statistics:

The path to a superior patient financial experience 
is a lot like quicksand. That’s right—quicksand.

Sources:
1 2018 Gallup Poll 
2 Mad*Pow 
3 Instamed

of patients worry a  
"great deal" about healthcare 
availability and affordability.¹

of patients would consider 
switching providers if their 

payment experience were easier.3

Almost 61% of patients find 
their bills "confusing" or "very 

confusing."2

as likely to pay in full 
when they're "very satisfied 

with billing."
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When patients 
win, health 
systems win.”

– Nio Queiro,
Hennepin Healthcare

Stop Throwing People at your  
Patient Engagement Problems. 

“

https://www2.simplee.com/how-to-think-of-consumer-based-health-care/
https://www2.simplee.com/how-to-think-of-consumer-based-health-care/
https://www.beckershospitalreview.com/finance/61-of-patients-confused-by-medical-bills-survey-finds.html
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Patient-centered healthcare is set to rule the future. 
As we transition into value-based payment models,  
this is only going to become truer. 

Many organizations’ first reflex is to invest more 
money into existing revenue cycle processes—doing 
things like hiring more staff to man the front lines of 
patient contact. 

In the era of healthcare consumerism, there’s a 
better way, and Hennepin found it.

Shifting Standards 
Staff contact was the norm for Hennepin patient 
interactions. That wasn’t inherently a bad thing—
sometimes, people need to sit face-to-face or talk 
to someone on the phone. But Hennepin leadership 
realized that we live in an age where 42 percent of 
even seniors own smartphones; patients are moving 
away from human-to-human interactions and 
Hennepin saw the opportunity. 

FLIPPING THE STATUS QUO: Making staff 
interaction the exception, not the rule.

Hennepin set out not just to reduce calls and 
print fewer patient statements—they also wanted 
to eliminate them completely by better meeting 
patients’ self-service needs around the  
financial experience.

The proportion of 
smartphone owners 
over 65 has jumped 24 
percentage points (from 
18% to 42%) since 2013.  

(Comscore Smartphone Penetration, 
Feb 2017)

STEPONE
Rethinking Resource Use

The Hennepin Approach to 
Patient Engagement

Patients are begging to lead the way, and all hospitals 
need to do is listen. But what’s the best way to start and 
how do you bring real benefits to life for both patients 
and hospitals? 

Minnesota’s Hennepin Healthcare asked these questions and 
decided to take steps toward tangible answers. They realized 
that if they wanted to see real benefit from their patient 
financial experience initiatives, they’d have to start by going 
against the status quo. They knew they needed to challenge the 
traditional industry thinking of staffing more people to solve  
the problem.

Hennepin leadership headed up by Nio Queiro, VP of Revenue Cycle, decided to double down 
on smarter decisions and leveraging the power of new technologies that aligned with their 
patient financial experience goals. Resist the urge to overcomplicate the patient
financial experience.

Let’s take a closer look at how this decision worked out for Hennepin and what it could look like 
for your organization. They went through a simple, 3-step approach that refreshed their patient 
engagement and put the 484-bed organization on the path to truly efficient revenue cycle 
workflows for years to come.

http://www.pewinternet.org/2017/05/17/technology-use-among-seniors/
http://www.pewinternet.org/2017/05/17/technology-use-among-seniors/
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With a shift to self-service, Hennepin saw a 67% growth in payment plan volume with an added bonus 
of a 10% reduction in paper statements. 

Examining Current Processes
Building a genuinely effective patient financial experience doesn’t necessarily mean starting from scratch. 

Like Hennepin, you probably have a mix of software, best practices, and workflows that align well with your 
new patient financial experience goals. You won’t know that though until you take a step back and reevaluate 
everything you’re using now to find out what does (or doesn’t) play well with your new initiatives.

FLIPPING THE STATUS QUO: Getting Rid of What Doesn't Work. 

Hospitals face multiple barriers to implementing consumerism in the patient financial experience. 
One of the most common hurdles is lack of resources. That includes IT AND people. (An informal webinar 
survey revealed that 82 percent of healthcare professionals think their organizations struggle here).

Nio addressed this challenge at Hennepin by starting small and looking for insights to build on. 

Her examination process yielded a realistic plan around evaluating and addressing their current status. 
Nio and her team started with asking some critical questions,

“Is our EHR functioning the best way for us to be able to create a wonderful experience?” 
“Is what the EHR offers truly what the patient wants?” 
“Can we provide them with something better?”

• 
•
•

So, we started thinking of different 
models of doing little things, to 
be able to change the processes. 
And we asked ourselves, “Do we 
need more people or was it that we 
needed to basically use what we 
had in a different way, specialized 
software and so on?”

– Nio Queiro,
Hennepin Healthcare

Taking a Close Look at Patients
The only thing that’s changed over the last few  
years more than the patient financial experience 
is patients themselves. 

That’s something that’s easy to miss if you’ve 
been caught up with EHR upgrades, ICD-10 
implementations, and MIPS payment adjustment 
schedules. This little detail though is the key to the 
future of your patient financial experience success. 

FLIPPING THE STATUS QUO: Taking an honest 
inventory of how your patients are engaging 
with you today. 

Hennepin Healthcare made a big push here and 
found something startling—some of their older 
population were actually using technology even 
more than their middle-aged and millennial patients. 

Why? Well, they had a lot of young mothers who 
actually enjoyed making phone calls and getting 
the opportunity to talk to someone other than a 
young child. Without a fresh, honest look at patient 
preferences, this simple (and significant) fact would 
have been ridiculously easy to miss.
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Everything Hennepin discovered in Step 1 is an opportunity, and that’s true for most healthcare 
organizations—most are sitting on multiple opportunities to step back, invest fewer FTEs in problem-solving, 
and let patients guide their optimal experiences. After all, patients now sit as the third largest payer behind 
Medicare and Medicaid; it’s time they were treated like it. And the key to that?  Empowering them  
through self-service.

Here’s a glimpse at the results Hennepin saw after they 
empowered their patients and what that same empowerment 
can look like at your facility in the areas of:

Clear Insight into Financial Need
Hennepin sought to understand how financial need 
differed between their patients.

Rather than taking a one-size-fits-all approach to payment options based on bill size, they decided to 
leverage predictive analytics to distinguish between patients that could pay their bill in full versus those  
who required a payment plan. Hennepin uses a scoring methodology that considers a patient’s bill, their 
past payment behavior, insurance information, demographics, and a variety of other healthcare  
payment-specific attributes. 

The resulting score guides what payment options a patient is offered: pay in full for those with high financial 
capacity and payment plans to match a monthly budget for those with low capacity.

STEPTWO
Identifying Opportunities for Patient Participation

Insight into Needs
Bill Comprehension
Self-Service Payments

• 
•
•

LOW HIGH

Capacity to Pay

Score driven personalization

Sofia’s Journey Lisa’s Journey

Lisa's Outpatient Visit to 
Hennepin Healthcare

Sofia's Outpatient Visit to 
Hennepin Healthcare

http://www.arkansashfma.org/sites/www.arkansashfma.org/files/assets/9_Bilbrey.pdf
http://www.arkansashfma.org/sites/www.arkansashfma.org/files/assets/9_Bilbrey.pdf
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You probably have insight into the needs of your patients right 
now…and that insight depends heavily on the personal interactions 
and input of your staff. This might have been fine a few years ago 
and might even serve you today, but things are changing fast. 

Take a proactive step with predictive analytics that observe your 
patients’ behavior and delivers in-depth, actionable insight to you.

Easy-To-Understand Bills
Patients aren’t just frustrated over confusing bills…they’re also 
smply not paying them. 

A McKinsey & Co. study referenced in Modern Healthcare found 
that 17% of people who owed money for care cited confusion over 
the bill as part of the reason. With more insured patients falling 
under HDHPs, you can expect those numbers to rise. 

Patients are looking for a billing experience that looks like any other 
consumer experience in retail, dining, or travel—something they can 
understand and navigate without assistance.

Hennepin Healthcare took this concept to heart after finding out 
their patients hated their statements—largely because of the 
20-digit alphanumeric “easy code” required to reference statements
and make payments.

In response, they decided to transition to a more patient-friendly 
version modeled after credit card statements. This included simple 
big buttons that were easy to read and gave a complete view of the 
patient’s responsibility. 

The statement colors and layout flowed seamlessly into their 
website design and functionality, making payment and payment 
plan creation easier. 

Today, patients are no longer required to create an account and 
password to pay a bill and only need to provide the guarantor 
number and patient date of birth to make payments.  
(No more codes!) 

Hennepin patients can now easily make monthly payments they 
understand—just like they do for cable and phone bills. 

Don’t overlook the opportunity in your billing to make simple, 
powerful changes that propel you into the age of consumer-
centered care.

Predictive analytics is 
everything to us. If you 
do nothing else, spend 
the time understanding 
the population and 
understanding your 
patient data.”

– Nio Queiro,
Hennepin Healthcare

“

This was one of the 
better medical sites I 
have visited. I like that 
it included balances and 
details.” 

– Patient,
Hennepin Healthcare

“

https://www2.simplee.com/top-providers-are-fighting-back-against-patient-bad-debt/
https://www.modernhealthcare.com/article/20170513/TRANSFORMATION02/170509877
https://www2.simplee.com/high-deductible-health-plans-changing-face-patients/
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As a pillar in their community, Hennepin saw a major lift in 
engagement when they shifted from paper to self-service digital 
options. Their patients started paying faster—37% paid within 
seven days and <60-day payment buckets jumped from 59% 
to 68% in just a year. Hennepin also charted 2x growth in 
total patient payments from Q2 2017 to Q2 of 2018 because 
of their patient-focused efforts. 

Self-service is where patients want to be and it’s not hard to see 
why. From self-checkout to Amazon buying experiences, patients are 
conditioned to handle their bills themselves. 

Hennepin, for example, has been able to beat out industry standards 
for e-commerce—after taking a more patient-centered approach 
29% of their online payments came from mobile which is 5 
points higher than percentages in retail e-commerce mobile. 
This happened in a community that’s mostly Medicaid or essentially 
uninsured, just by enabling mobile payments.

“...It's actually 
interesting because 
being a safety net 
hospital, bad debt and 
charity are like bread 
and butter in our world. 
We actually did have 
a 20% decrease in our 
bad debt from 2016 to 
2017. It has held steady 
in 2018.” 

– Nio Querio,
Hennepin Healthcare

Self-Service Payments
Patient pay volumes are increasing and they’re increasing fast—3 out of 4 patient payments at Hennepin 
Healthcare now happen via self-service. 

2X GROWTH  
in total payments 
from 2Q17 to 2Q18

Patient Payment Volumes Increasing

2Q18

$3.0M

4Q17

$2.2M

1Q18

$2.4M

3Q17

$2.4M

2Q17

$1.6M

https://www2.simplee.com/hospital-will-start-act-like-amazon/


7

Creating a superb, patient-
obsessed revenue cycle 
experience can be complicated, 
but not if you work with a 
vendor who’s proven they 
believe in patient empowerment 
and are willing to make 
that happen through deep 
investment in self-service. 

Hennepin took this step 
seriously, and if you want to reap 
the rich benefits of trusting your 
patients with more autonomy, 
you need to look for specific 
traits in whatever vendor partner 
you choose.

Remember that all vendors are not created equal. We’d love the 
chance to talk to you about what makes us different, and what that 
difference can do for your health system.

STEPTHREE
Finding a Partner Who Understands Self-Service

Competence: Self-service isn’t something you should casually stroll 
into. Look for a vendor who understands the nuances of self-service 
and patient empowerment. Your patients deserve it.

Experience: You can’t predict all the twists, turns and surprises that 
can pop up in navigating the  
details of this evolution in patient engagement. Look for a vendor 
partner who has experience on a practical level. 

Proven Results: Initiatives like these are a big investment of your time 
and resources. Make sure your vendor can demonstrate clear ROI and 
proven successes. 

A Patient Focus: Ultimately, this journey isn’t about your staff, 
leadership, or facility. It’s about your patients. Make sure you find a 
vendor that “gets it.” 

• 

•

•

•

To discover how you can solve for affordability by  
improving your patients’ experience, increasing collectibility, 
and building brand loyalty for your hospital, visit 
flywire.com/health. 

Happy patients make for a happy healthcare system. As a best-in-class software platform that places 
Patient Financial Care (PFC) at its heart, Flywire is engaging patients and modernizing billing.

Patient 
Satisfaction

Higher Net
Collection

Lower Cost 
to Collect

Flywire matches patients’ needs, starting at pre-service. As a strategic partner, we work with healthcare 
providers to extend care excellence through the revenue cycle.

To transform your patients’ financial experience, contact Flywire today at flywire.com/health.

https://www2.simplee.com/case-studies/forrester-patient-experience-thought-leadership-paper/
https://www2.simplee.com/case-studies/forrester-patient-experience-thought-leadership-paper/
https://www2.simplee.com/case-studies/forrester-patient-experience-thought-leadership-paper/
mailto:sales@simplee.com
https://www2.simplee.com/



