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Optimizing patient collections 
using analytics & IVR

A BOSTON CHILDREN’S HOSPITAL REVENUE CYCLE SUCCESS STORY
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Vice President 
Strategic Accounts 
at RevSpring
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Shared Service Center within the 
Physician organization at Boston 
Children’s Hospital, was created 
in June 2016 to align and 
centralize the Physician Billing 
and Collections effort on behalf 
of the 17 foundations and 1200 
providers that render services 
within the Boston Children’s 
Hospital organization

About Boston Children’s Hospital
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Business Challenges
•Improve patient/family experience by 
reducing multiple points of contact

•Reduce Cost

•Leverage Technology

•Future State - Enterprise Customer 
Service &  Self Pay Management
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Patient
Experience

Propensity to Pay

Personalized 
Messaging

Self-Service 
Payment Portal

Inbound and 
Outbound IVR

Dashboards

OUR SOLUTION
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Cost 
Savings

Bring operations and technology 
in-house

Saved $750K annually 

Collection rates remained 
constant With better 
patient experience

OUR SOLUTION
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Leverage Epic 
Environment

Integrating IVR to Epic Payments

OUR SOLUTION
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Specialty Physicians

Surgeon 

Emergency Room

Anesthesiologist

Hospital Stay

Labs and EKG
Pharmacy
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Enterprise Billing 
Experience

OUR SOLUTION
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What do you like the best?

Epic Payment 
Integration

Improving Patient Behavior 
with the Right Campaigns

Strategic IVR 
Campaigns
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Results
Saved $750K annually

Reduction in bad debt

Maintained the 
same collection rate 
even with an increase 
in patient responsibility 
balances

Positive staff response 
and engagement
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Change 
Management

Various Early 
Out Strategies

Top Lessons 
Learned
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Enterprise Customer Service & Self Pay
using Epic Payments

Adding Propensity Scoring 
for the hospital

Consolidated Statements

Epic Integration 
with RevSpring IVR

Digital Engagement

Next Steps
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QUESTIONS?
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For inspiration 
follow us on 
LinkedIn

Final thoughts and...
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