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Atrium Health Organizational 
Overview



69,800+ Teammates 50 Hospitals*

44 Urgent Care Locations 45 EDs 25 Cancer CareLocations

3,705+ Physicians 17,000+ Nurses

$11.1 Billion
Net Operating Revenue

$2.9 Billion
In last 5 years

Invested into renovations, new care  
locations, equipment upgrades and other  
capital projects

*Note: Includes Joint Venture and Affiliated Enterprises
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475 New Primary Care Patients 14,000 Virtual Care Encounters

$5.6 
Million

Each day in uncompensated care and other 
benefits to our community.

In One Day at Atrium Health

37,800 Patient Encounters (1 every 2 seconds)

25,000 Physician Visits 3,900 ED Visits 700 Home Health Visits

91 Babies Delivered 635 Surgeries
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How to help patients find the best 
pathway to engagement/payment
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Patient-centric solutions drive good decisions

Understand all the things that impact individual consumer decision 
making and how it may impact revenue cycle
Understand all the things that impact individual consumer decision 
making and how it may impact revenue cycle

Review three proven theories about decision making and their 
potential impact on patient engagement and collections
Review three proven theories about decision making and their 
potential impact on patient engagement and collections

Discuss data and survey results that suggest patient-first strategies are 
the most effective because they are dynamic
Discuss data and survey results that suggest patient-first strategies are 
the most effective because they are dynamic



Many variables impact decisions
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Inclusive support and clear processes can help guide engagement – people 
enter their healthcare situations with pre-existing internal and external factors.
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Consumer decision-making in healthcare

Past Experiences

Cognitive biases

Risk/reward

Individual differences

Market offerings

What 
influences 

patient 
decision 
making?

What factors are most prominent in a healthcare situation to patients and 
their families when determining physical/financial health?
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Patient experience and decisions

These theories focus on the domain where patients are presented 
decisions and how their options can influence outcomes and perception.

Prospect Theory
• Loss aversion: losses loom larger than gains
• Phases: editing and evaluation
• Biases effect outcomes

Framing Effect
• Decisions are influenced by the way 

information is presented
• Equal options can be viewed very differently

Paradox of Choice
• Multiple options can overwhelm and 

decrease satisfaction
• Clear processes can help focus option set to 

be delivered 



The psychology of decision making 
in a healthcare setting



Prospect theory and healthcare
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Everyone’s healthcare entry/outcome is unique, but often these encounters 
are coupled with both physical and financial loss.

Kahnamen and Tversky
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What percent of patients making over $100k are very 
concerned about paying medical bills?

a. 0% to 25%

b. 25% to 50%

c. 50% to 75%

d. 75% to 100%

Survey
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Medical expense concerns

Percent of respondents who are very concerned about paying general 
medical expenses cuts across all income brackets.  

Source: AccessOne/Engine Insights Survey, Fall 2021



Framing in the revenue cycle
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1. What areas in the Revenue Cycle or Point of Service could be impacted by 
how information is framed?

2. Have you used framing when developing front-end/back-end scripting 
and/or statement/portal messaging?

3. How could you do more to highlight patient benefits with current processes 
from Pre-registration through Day 120?



Paradox of Choice
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People want the freedom to choose but can become both overwhelmed and 
or dissatisfied when presented too many options – this impacts (1) their 
ability to choose and (2) their perceived satisfaction later.
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What percent of patients delayed medical care in 
the past year?

a. 0% to 25%

b. 25% to 50%

c. 50% to 75%

d. 75% to 100%

Survey
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How are patients feeling about medical costs?

58%

of respondents have 
delayed medical care 

in the past year

Patients are very likely to delay medical care to avoid a healthcare bill.  
Payment of medical bills is not considered a priority. 

Source: AccessOne Survey, Fall 2021



Finding the sweet spot for your patients
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1. Are too many insurance and/or payment options confusing patients to the 
point of deferring care?

2. What options do you offer your patent’s now to help entry – is it too many?

3. How do you triage patients’ financial needs and still give them simple 
options with clear solutions?



Atrium Health’s focus on patient 
experience and engagement



Current Challenge

How do we do this better than we are doing now, while improving 
patient experience?
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Increase satisfaction while 
more obligation falls on 
patient families

Inclusive and clear 
communication across all 
patient engagement settings

Centralize customer service 
support and optimize self-
service access



Record increases in patients’       
out-of-pocket costs for care 
demand that revenue cycle teams:

• Help patients understand costs of 
care before services are delivered

• Engage patients in finding the         
right approach to payment

Yet, even when 
patients have 

significantly more out-
of-pocket expenses, 
hospitals struggle to 

get the patient 
financial experience 

right.
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More effective communication with patients
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Single Patient Billing Statement
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Billing statement clarity
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Every patient 
is informed of 
their options 

on every 
statement
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All statements include financial assistance 
information
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• More patient friendly

o One number to call

• Reduced call volume

• Greater teammate 
satisfaction

• 50% reduction in 
statement costs

• Gained FTE efficiencies

Unified customer service center
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Revenue Cycle 101 Teammate Training

Patient Financial 
Services 

Orientation Track 
for all new hires 

and current  
teammates
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Optimizes 
current 

resources 
during a time 
when health 
systems are 
facing hiring 
challenges

Streamlining 
patient payment 

choices 
improved 

patient 
experience –
ease of use 

Patients are 
more likely to 

pay when given 
options that are 
easy to engage 
with flexibility 
for all health 
care needs

28

Benefits of outsourcing payment plans
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Atrium Health has more than 50 hospitals, 37,000+ patient encounters 
daily, and $11B+ net operating revenue.

With patient financing, Atrium Health experienced:
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Atrium Health Case Study

$135M
Balances under 

AccessOne 
management

8%
Reduction in 

bad debt

67%
Decrease in 

call center wait 
times

52%
Growth in 

payment plan 
participation

85%
Net collection 
rate after all 

fees and 
recourse



Multiple options help patients engage

Adding catastrophic balances and hardship and/or balance remaining 
after Financial Assistance programs widens reach and allows for equity 
in payment options, while avoiding negative patient satisfaction 
outcomes from harder tactics.

17%
22%

26%
39% 33%

22%
29%

37%
43% 50%

0%
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60%

2015 2016 2017 2018 2019

Net Collection Rates

Balances $10k+ Outreach
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Self-service portal
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9/6/2019
Sally A. Sample  

123456789
Sally A.Sample  

September 21, 2019

StatementDate  
Patient Name
Responsible PersonNumber  
Responsible Person  
Payment Due Date

What you owe

$1,358.24
Payment Due  

September 21, 2019

BILL STATEMENT

“The best customer 
service is if the 
customer doesn’t need 
to call you, doesn’t 
need to talk to you.  It 
just works.” 

– Jeff Bezos, Amazon
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Meeting patients where they are
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Partnership creates satisfaction

Patient Financing Net Promoter Score
NPS +74 (n=230)

#1 Ranked Vendor 
in KLAS

91.9 (n=32)
Overall Score

Relationship – 93.7
Loyalty – 93
Value – 92.5

Product – 90.3

“After a few of life’s accidents we had a 
number of medical bills that we could not 
possibly pay off.  Through AccessOne, 
we were able to managed our medical 

bills over an extended period of time and 
add to the balance as needed with no 

interest.  We were very thankful.”

- Stephanie Heifuss



Discussion/Questions

Stephen Scott
sscott@myaccessone.com

Jason Nelms, MHA
jason.nelms@AtriumHealth.org

Thank You!
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