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hysician practices face

widespread challenges

from the ongoing pan-

demic, including financial
losses due in part to disruptions
in non-essential care. For many,
future strategies must focus on
recovering from the pandemic’s
worst impacts, particularly the
financial fallout.

More than half of workers nation-
wide participate in high-deductible
health plans, which increase the
likelihood a patient will owe a
balance and require practices to
increase patient collections.! How-
ever, a disconnect exists between
patient expectations of the pay-
ment experience and the reality of
provider collections. For instance,
85% prefer an electronic payment
method for medical bills, yet 93% of
providers rely on manual and paper-
based transactions to collect.

In 2020, 54% of providers changed
their contactless payment strate-
gies, with 36% adopting contactless
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Adopting digital platforms to meet consumer demand

payments for patient collections,
such as online payments, accord-
ing to the Trends in Healthcare
Payments Annual Report: 2020.?
Contactless payment addresses
patient expectations and will likely
continue for many years to come. In
fact, 78% of patients want contact-
less options to remain in the future.
Trends indicate that the clearest
path forward is paved with digital,
contactless payment and communi-
cation channels, which improve the
patient experience and, ultimately,
increase low-cost collections.

Pandemic Forces

New Models

The negative effects of the
COVID-19 pandemic have dev-
astated countless and varied
industries and segments. How-
ever, physician practices were
particularly hard hit by mandated
lockdowns and social distancing
guidelines at the beginning of the
pandemic. Due to decreased visits,

healthcare spending was down over
the previous year, the first decrease
in recent years.®

More than 40% of patients
skipped medical care in 2020.4
Reasons patients cited for missed
appointments included closed
medical practices (63%) and fear
of COVID-19 exposure (57%). In
addition, 29% missed a preventive
care visit, and 26% didn’t show
for a general outpatient medical
appointment. Between February
and August 2020, physician
practices reported that revenue
declined by one-third.

Telehealth presented an oppor-
tunity to connect in a contactless
way for both patients and providers.
From March 2019 to March 2020,
telehealth claims to private insurers
ballooned 4,347% year-over-year.®
The number of telehealth visits has
dropped since then but continues
at higher levels than those seen
pre-pandemic.t The Cleveland Clinic
projected that 20% of patient visits
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would be remote in 2020, with a

40% projection at Stanford Health- (

care. Physicians see the continued
utility of remote visits, including
73% who want to continue remote
chronic disease management;

64%, remote medical management;
60%, remote care coordination; and
53%, remote preventive care.

Even as the worst of the pan-
demic subsided, the momentum
behind contactless interactions
continues and includes both tele-
health and payments. In fact, 52%
of providers continued to promote
contactless options, including tele-
health and online payments, after
the initial pandemic impacts.

Disconnect

Outside of the pandemic, provider
organizations have not kept pace
with the digital growth experienced
in other industries. Throughout

the healthcare industry, paper

and manual processes still domi-
nate provider processes related to

patient check-in
and collections. Consider

that 81% of providers reported
leveraging paper and manual pro-
cesses for collections.

While most patients want
electronic healthcare statements,
that option is not widely available.
Overall, 75% of patients want
electronic statements from pro-
viders, while 89% under the age
of 40 want electronic statements
from providers. However, 28% of
consumers say they cannot sign up
for electronic statements with their
providers. This disconnect could be
why 80% of patients are surprised
by a medical bill.

Further, 66% of patients receive
medical bills in the mail, although
only 14% of patients prefer to
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Figure 1

Consumer Payment
Preferences for Health Care

® Online through my doctor’s or
hospital’s website

® Online through my health plan’s
website

® Online through my bank’s website
Online through a mobile payment app
Mail a paper check

© In person during the visit

® Over the phone with provider staff

® Over the phone with an automated
payment system

® Mail payment coupon with payment
information such as a credit card
number

Source: InstaMed. 2020. Trends in Healthcare Payments Annual Report: 2020

pay medical bills by mailed paper
checks. Considering household bills,
86% of patients pay recurring bills
online, while 58% of providers still
rely on mailed paper statements.

The benefits of electronic
payment for providers are clear.
Research from the Council for
Affordable Quality Healthcare
(CAQH) shows that manual trans-
actions across the healthcare
lifecycle carry $5.42 more in costs
than electronic ones and take nine
minutes more to handle.” Adopting
electronic payments saves provid-
ers money while adding minutes
to daily staff schedules, which can
increase throughput.

Current paper-based processes
for patient collections require valu-
able time and resources. However,
that investment does not guarantee
that a payment is received. Many
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providers report that a balance can
take more than a month to collect,
including large balances over $400.
Even after a balance is collected,
there is no guarantee that the
amount owed is the same as the
amount paid. Nearly all providers
report issuing patient refunds.

Electronic Transactions
Are Key
Year after year, data in the Trends in
Healthcare Payments Annual Report
consistently show a disconnect
between patient preferences and
their actual healthcare payment
experience. However, almost half
of providers still do not see how
that disconnect may impact their
organization.

When considering their loyalty
to a provider organization, more
than half of patients think about

the healthcare payments expe-
rience, including understanding
costs upfront and paying how they
prefer. Additionally, two-thirds of
patients are either likely or very
likely to switch health systems if
their expectations are not met.®
The same study shows that reform-
ing the patient experience could
increase revenue from 5% to 10%
of pre-2020 levels within 12 months.
Data from the Trends in Health-
care Payments Annual Report show
that organizations with 15 or fewer
physicians saw growth in contact-
less payment channels in 2020.
These providers may have been well
positioned for the pandemic chal-
lenges by relying on streamlined
payment channels and processes
already in place. InstaMed Network
Data showed that small organiza-
tions increased online payments
by 55% and payment plan volume
by 64%. Contactless payments
that rely on electronic transactions
are key for providers of all sizes to
recover from the financial conse-
quences of the COVID-19 pandemic.

Embracing the

Paperless Office

For over a decade, patient sen-
timent has shown an increasing
preference for contactless and
digital healthcare payment options.
An important component of digital
channels in healthcare payments
is electronic payment methods.
Electronic methods enable con-
tactless channels for patients to
connect with health care, including
online payments. More than 80% of
patients prefer to manage all their
healthcare payments in one place,
such as an online portal.

Patients are moving to pay
online through mobile devices and
systems, including for health care.
More than one-half of patients
expressed interest in mobile pay-
ment systems for medical bills, and
58% would download a mobile app
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to pay their healthcare bills. Mobile
payments on the InstaMed Network
comprised more than one-third of
all online payments in 2020, a 48%
increase since 2017.2(See “Secure
Your Data.”)

Electronic payments also allow
providers to securely accept
consumer debit or credit card
payments. Patient pushback is not
to be feared: a Mastercard study
showed that 83% of consumers
have placed a card on file for
payments or are willing to do s0.°
Conversely, 65% of providers do not
allow for patient debit or credit card
automatic payments.

For providers that do, the number
of cards enrolled increased signifi-
cantly, according to data from the
InstaMed Network. Between 2017
and 2020, the total number of cards
on file within the InstaMed Network
increased 206%, for an annual
growth rate of 45%. Over the same
period, the total number of auto-
matic payments increased 121%,
or 30% year over year.?

issues per domain.

Data Insights

Over the years, the most startling
yet persistent trend in healthcare
payments is the disconnect
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Secure Your Data

When opening new payment options for
patients, prioritize data security. The recent
growth in contactless interactions has exposed
provider organizations to increased security
risks, including data breaches. This was made
clear by attacks on telehealth domains in 2020,
with a30% increase in cybersecurity alerts and

The cost of just one data breach is significant,
and increased in 2020. The average cost of a data
breach is $7.13 million, up 10% from the previous
year. Provider organizations, especially hospitals
and health systems that are hit hardest by the
COVID-19 pandemic, are unlikely to be able to
afford the high costs of a breach.

between consumer expectations
and payment realities. This year’s
data give insight into why providers
have not prioritized payments: They
do not consider payments as part
of the overall patient experience.

However, consumers increasingly
want to manage their healthcare
payments with digital and contact-
less channels. Payment trends for
small provider organizations offer
a glimpse into the possibilities for
contactless channels. Regardless
of your size, the focus on recovery
will likely dominate your budget dis-
cussions long after the pandemic is
declared over or manageable.

The financial consequences of the
COVID-19 pandemic will be difficult
to overcome without stream-
lined and effective approaches to
healthcare payments. Contactless
payments and communication chan-
nels must be the path forward.

For a deep dive into these trends,
the full Trends in Healthcare
Payments Annual Report: 2020 is
available to providers online.? 6l

Deirdre Ruttle is chief marketing offi-
cer, InstaMed, and head of Wholesale
Payments Healthcare Marketing, J.P.

Morgan.

Accessed September 22, 2021 at fairhealth.org/press-release/
telehealth-claim-lines-increase-4-347-percent-nationally-from-
march-2019-to-march-2020.

. H. Mitchell. 2021. What Data Reveals About the Future of

Telehealth After the Pandemic. Becker’s Hospital Review, March
29, 2021. Accessed September 22, 2021 at.beckershospitalreview.
com/telehealth/what-data-reveals-about-the-future-of-
telehealth-after-the-pandemic.html.

. A.Todd and K. Burnaska. 2021. 2020 CAQH Index Overview. CAGH

Explorations, February 10, 2021. Council for Affordable Quality
Healthcare. Accessed September 22, 2021 at cagh.org/sites/
default/files/explorations/index/2020_Index_Webinar_Slides.pdf.

. Accenture. 2020. Elevating the Patient Experience to Fuel Growth,

November 30, 2020. Accessed September 22, 2021 at accenture.
com/us-en/insights/health/elevating-patient-experience-growth.

. Mastercard International Inc. 2020. ‘Click, Please’: How

Acceleration of E-commerce Is Transforming Checkout. 2020.
Mastercard COVID-19 Consumer Polling Study. Accessed
September 22, 2021 at mastercard.com/news/perspectives/2020/
digital-momentum.

AMGA.0RG GPJ



