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2. Whatis Robotic Process Automation (RPA)?
5. HowRPA canbeleveragedtoreduce cost
4. Results

-— . .
b Fl nThrlve © 2022, FinThrive, Inc. All Rights Reserved.




The Healthcare Revenue Cycle
Process Needs to Become Smarter

Lowerreimbursements and costs Hiringis becoming more difficult
are furtherimpactingalready due to the labormarket changes
thin margins

Humanresourceintense processes “Becausewe have alwaysdoneit thatway’
needtobere-evaluatedto isnolongercost effective
reduce cost-to-collect
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Point Solutions Can Help Optimize the Revenue Cycle
whenused properly

S@ Lol ®

Automationcandrive tremendous Maximize your patientaccounting Whento use integrated point solutions

costsavings system « Lackof PAS functionality

- Patientaccountingsystem

+ Lackofcontent
capabilitiesare under-utilized

« IT constraints prohibitingchange
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Enterpriselevelmindsetisimportant Ensure you have buy-infrom "1
to evaluate opportunitiesin all leadership andteams doing the work -a- '
departments...but don’ttry to boilthe

ocean
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Different Levels of Point Solution
Integration and PAS Enhancement
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LEVEL1 Widespread Adopted Integrated Solutions

LEVEL 2 ContentIntegrationto Enhancethe PAS

LEVEL 3 Robotic Process Automationto Reduce Manual
Effort
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Review existing solutions
andidentify gaps
Many solutions need

optimizationto maximize
ROI

Claim status mustbe used
properly to provide value
Work with PAS expert

team/vendorto ensure
maximized content adoption

RPA canbe usedtoaugment
human labor at a fraction of
the cost

Opportunitiesfor RPA
acrosstherevenuecycle



Robotic Process Automation
technically speaking RPA technology
is finally where we needitto be

80s - early 90s Mid 90s - 2000s 2010s and beyond
- Basicscriptingtools +  Windows functionality - More sophisticated solutions
- DOSbasedsystems +  More advancedtools + Interactiondirectly with
Notes posting like Boston Workstation objectsin the Ul
Simple cash posting - Early web-scraping - Advancedunattendedbot

orchestrationplatforms
Micro-bot management

* LeverageAltoenablerobust
automation
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Robotic Process Automation 101

v RPAis a software program that performs
automated, repetitive, pre-defined tasks.
Bots typically imitate orreplace human
user behavior. They operate much faster
than human users.

v" The bot performs the task using the same
interface a human worker would.
- Clicks, opens, and closes applications
Types, uses keyboard shortcuts

Uses full mouse functionality
Left/Right click
Multi-select, clickand drag

Logs into payer websites
Bots have their own credentials
And more .
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Robotic Process Automation 101

v RPAis a software program that performs
automated, repetitive, pre-defined tasks.
Bots typically imitate orreplace human
user behavior. They operate much faster
than human users.

v" The bot can make logical decisions like a
human worker would;

+ Uselogictodetermine properactionina
process
- Gatherdatafrom multiple systems

+ Use Optical Character Recognition (OCR)
to extract data fromimages

- Combine dataandlogic to complete
complex processes
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How do we leverage RPA technology?

v An RPAinitiative canlead to development
of new disruptive solutions that:

e Improve current processes

- Expandyour ability to ‘think outside the
box’

* Introduce completely new ways to solve
problems

-  Enable advancedresource models for
Revenue Management
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Bot Example: Sending Medical
Records

Health Information Management routinely respondsto
requests formedicalrecords frompayors whichis very
time-consuming and payor-specific

Manual process

» ROlteamreceivesrequest, determines whatinformationis
needed, accesses EHR, prints to PDF and sendsrecords

Automated process

o nThrive bot (withNLP) reads request, determines what
informationis needed, accesses EHR, prints to PDF and
sendsrecords
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RESULTS

Improved productivity
Improved A/R

15 minutes to
30 seconds

time savings

forbottoretrieve
requestedrecords:

900%
SAVINGS



A Botin
Action

Arrange Columns | Search

AccountN.., | Biling Sequ... | Claim ID ClaimType | EOB Attac.., |ExportDat... | ICN/DC LastNote -... | MRN Patient DOB | Patient Fir... | PatientLas... PatientSex |Payer ID

édit Claims - 7;JL7H_—”—
UARTZ - ...
Validate Claims... :

00000 WC SECURA

Combine
View Claims... 00562 BLUEPLUS ..,
Hold Claims... ‘ 00562 BLUE PLUS ...,
Bulk Update Claims... ‘ 39026 UMR -UT
Add Note... it VAPC3 TRIWEST H..
Add Follow-up Date... ; 39026 UMR -UT
View f 06201 MEDICARE ..

Print i 66705 QUARTZ

Export to Excel Grid 06201 MEDICARE ..

Selected Rows 39026 UMR -UT
Assign...

Unlock...

Move

Copy to Incomplete...

Send Alert...
Refresh View
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RPA Can Automate Across the
Revenue Cycle

v Eligibility research and validation
v" Medicare MBIl lookup

v" Medicaid # lookup

v" Coveragediscovery

v Auth submission/tracking

v Notice of admission

v" Pre-billcharge write-offs

v" Work patient accounting pre-bill
work queues*

v Loadingfee schedules

v" Chargereconciliationto
dept systems

v" Pre-billdocument submission/fax

v" Working patientaccountingor
billing claim edit work queues

v Missing ICN/DCNclaim
edit resolution

v Secondary claim COB billing edit
resolution

v Late charge validation pre-bill

v Work claimrejectionwork queuesin
billing system or patient accounting
system*

v Workers Comp medicalrecords
submissionto Jopari

v Clearinghouseremit file retrieval

v" Work patientaccountsystem
denial queues*

v" Work denialsrequestingmedical
records

v Medicaidremit data extraction

v" False Variance correctiondue to
incorrectplancode

v" Creditbacklog cleanup

v' Cash/Adjustment postingissue
resolution

v NotesPosting

* Patient accounting systemwork queues could be for any system: Epic, Cerner, Meditech, CPSI, NextGen, Athena, etc.
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How do we leverage RPA technology?

v" Working a Claim Follow-up Queue

- Loginto patientaccountingsystem
+  Openfollow-upwork queue

- Selectfirstaccountand capture patientand
claimdata

- Loginto payerwebsite and search for status of

E I claim
Xa I I e « Ifclaimis paid: capture paymentdataandlog

check dataonaccountandreassignaccountto
appropriate person

- Ifclaimis pending: post comment onaccount
andset follow-up date for14 days (up to 3 times)
before sending to collector

- Ifclaimis denied: post comment with denial info
and assignaccount to denial analyst

+ Ifclaimisnotonfile: post comment and assign
accounttobiller
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Bot Example: Claims Management -
missing ICN/DCN

Most Claims Management clients adjust claims due to late

chargesordoing changes RESULTS
Improved productivity
Manual process Improved A/R
 Needtosendanew XX7 forrebills '
« Rebills hold and wait forICN/DCN - <-

Billers periodically assessto see ifICN/DCN is available
Typically weekly, bi-weekly or monthly

3 minutes and 14 seconds

Average time for billers to work
each XXY claimlooking for an

ICN/DCN
Automated process 16.7 seconds
) ) Average time for bot towork each
o FinThrive botchecks forthe ICN/DCN XX7 claim looking foranICN/DCN

o Findsit, putsitonthe claimand sendsclaim
o Daily
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How do we leverage RPA technology?

v" Resolve and post unposted remit batches
in the patient accounting system
- Openremitbatchin PAS, openremitreports

U C - |dentify and post PLB adjustments
S e a S e * Review secondary EOBsthat might cause
credits

- Compare adjustments, payments, patient liability
Xa I I e to balance

Remove adjustments that would create credit

* Resolveremainingaccount balanceswhen
Medicaidis paying as secondary

- Ensure account planmatchesplanbeing posted
- Generate claimsthat do not exist
- Postbatch

-— L .
= FinThrive 2022, Finthrive, inc. il Rights Reserved. 17



How do we leverage RPA technology?

v Resolve Secondary COB Billing Edits

- Searchforsecondaryclaiminthe billing system
* Review edits to determine edits are COBrelated

+  LookforEOBIinbillingsystem orin document
management system

- Extractprimary payment datafrom EOB,
E I populate claim, and resolve edits
Xa I I I p e « Crossover claims - determine if they should be
billed

Check balance in patient accounting system
Check secondary payer website for claim on file

Use Case
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Bot Example: Patient Access -
Medicare/Medicaid eligibility

Patient Accesscanbeladenwithkeying errorsthat cause
downstream denials

Manual process

» Registrarselectsincorrect Medicare/Medicaid managed
care plan

» Notdetecteduntilthe claimis denied

Automated process

o FinThrive bot checks every Medicare/Medicaidregistrationto
determine if MCOis present based on eligibility (271)

o If present, botidentifiesthe MO planand gathers the needed
registrationinformationto update the account prior to billing
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RESULTS

Frontenduse casefixes
backendproblem

Reduceddenials

Medicareand Medicaid
Eligibility Scrub Bot

AVG.
LABOR
SAVINGS

ROI
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Experience
Story
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Organizational Profile

e Top 100 Ruraland Community Hospital in the U.S.
o Established 1894
e 49acutebeds

e 110 bedlongterm care facility, 60 apartment assisted
living facility

« Urgentcareclinic

«  Numberof multi-specialty clinics including therapy and
rehab

e 1,000+ employees, 350+ volunteers

« 25peopleinthe business office
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Organizational Objectives

o« Automate lengthy manual processes
o Eliminate inconsistencies across team members

e Addressissues with staffing limitations and inability to
backfill positions

o Reduce mundane tasks forteam members toincrease
team happiness

e Reduce new hire orientation and training costs

e  Ensure there would not be any unintended
consequences
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Discoveries Along the Way

« Itreally CAN dothejobinfarmore scenarios thanwe
thought

« Mapping out manual processes identified
inconsistencies and created standardizations

o Staff skeptical at first but ‘all-in’ once they were
confident in the automation

» Botrecording helped get staff onboard

« We canhave control over the process, no worries about
a Robot Apocalypse

o Processes automations are fluid and will evolve over
time as business changes
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Deployed Bots

Cash Posting Bot

Works open remit queue in Cerner to post remits for ~30
payers

PostPLBinterest payments

Review secondary payments/adjustments and remaining
balanced to ensure secondary adjustments are properly
handled

Validate and correct health plans for payment/adjustment
posting

Rebill ICN Bot

Works in FinThrive Claims Management

Searches fororiginal claim EOBs to capture original claim
ICNs needed forrebilled claim

Populates the original ICN onto the rebill claim to resolve
claim edits and completes claim for billing

Allowed forreview of late charge process to reduce effort
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Past Due Account Bots

. Work initial claim follow-up work queue in Cerner for 7 payers
. Goto payerwebsite and check claim status
. Paid: notate check info on account and reassignaccount to

cash posterforreview of missed/last payments

. Pending: post comment onaccount and set follow-up date
for14 days (up to 3 times) before sending toinsurance
specialist

. Denied: post comment with denial info and assignaccount to

denial analyst

. Not onfile: post comment and assignaccount to biller

Remit Pickup Bot

. Picks up 835s and paper remits from payer websites and
FinThrive Claims Management and places themin network
folders

o High staff satisfaction due to elimination of mundane tasks
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Results

« RemitPickup and Cash Posting Bots
4 cash postersreduced to 2 cash posters - 7.4% Staff Reduction

o Past Due Accounts Bots

.25 FTE currently with expectationto getto 1 FTE as team fully adopts - 4%
Staff Reduction

o ICN Bot
25 FTE - 19% Staff Reduction

o 12.4% reductionin FTEs - Bots do not need to be paid benefits
« Significantreductionin paper printing cost for cash posting
o Staff ableto move toremote and office space reduced by 2

« Automated process standardization has reduced human errors
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IDENTIFY AFEW HIGH VALUE AND LOW COST/RISKAUTOMATION
OPPORTUNITIESTO BEGIN

Internal teams may have ideas
A consultantorvendor can assist withidentification
Process designis key. You do not want to make abad process
faster
DETERMINETHE BESTAPPROACH

PAS optimizationorintegrated point solution

WORKWITHVENDORS TO DESIGN AND DEPLOY AN INTEGRATED
SOLUTION

Think outside the box

ADOPTIONIS KEY

New content might disrupt workflow or provide no value
if not utilized properly

Automationbenefit willnot occurwithouta changeinbusiness
process

Importantto have a system and process expertinvolvedto ensure
fulladoptionand ROl realization
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Thank you




