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Mastering the 
Revenue Cycle

1



Our mission: Creating a better, more 
engaging healthcare experience

54M
patient visits 

annually

4.1M
staff hours 

saved annually

All 50 states
have Phreesia 

clients

235M
insurance checks 

annually
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We’re honored to have those efforts recognized with 
many of the industry’s most well-known certifications:

2019 KLAS Category Leader
Patient Intake Management

2019 Phreesia Confidential Information



CREATE A PHREESIA SOLUTION WITH APPLICATIONS THAT FIT YOUR ORGANIZATION

Appointments Revenue Cycle

Patient Intake Platform

Clinical Support Patient Activation

Online appointments

Referrals

Appointments queue 
to track requests

Insurance verification

POS payments

Card on file with 
Payment Assurance

Payment plans

Online payments

Clinical screeners 
for 25+ specialties

Behavioral health screeners 
for primary care

Patient surveys

Service-promotion 
messaging

Branded patient 
announcements

Preventive-screening 
outreach for Medicare

Commitment to 
privacy and security

Real-time integration
with leading PMs and EMRs

Robust 
analytic tools

Registration

Mobile and in-office 
registration

Specialty-specific 
workflows

Consent management

Registration Dashboard

Appointment Confirmations

Cost Estimation
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INTERACTING WITH PHREESIA

42019 Phreesia Confidential Information

Mobile PhreesiaPad Arrivals Dashboard



ELIZABETH W. WOODCOCK

MBA, FACMPE, CPC

Mastering the 
Revenue Cycle

RCM
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Elizabeth W. Woodcock, MBA, FACMPE, CPC
Speaker, Author, Trainer
www.elizabethwoodcock.com
oDrPH Student, Bloomberg School of Public Health, Johns Hopkins University 
oMBA, Wharton School of Business, University of Pennsylvania
oBA, Duke University
oFellow, American College of Medical Practice Executives
oCertified Professional Coder

Speaker

oAuthor, 17 textbooks and more than 500 articles
oFounder and Principal, Woodcock & Associates
oFounder and Executive Director, Patient Access Collaborative
oFormer Consultant, Medical Group Management Association; Group Practice Services 

Administrator; University of Virginia Health Services Foundation; Former Senior Associate, 
Health Care Advisory Board
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Agenda
• Call to Action

• Market & Regulatory Forces

• The Revenue Cycle

• Three Components

• Feedback Loop
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Patient 
Financial 
Responsibility 
is Rising
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Call to Action

• Patient healthcare costs – including both deductibles and out-of-
pocket maximum payments – have increased by almost 30% percent 
since 2015.

• 69% of providers saw an increase in patient responsibility compared 
to 2017.

• It costs four times more to collect from a patient than it 
does from an insurance company.

Sources (listed in order):
Black Book 2017 Revenue Cycle Management Survey.
Trends in Healthcare Payments Ninth Annual Report: 2018 by InstaMed.
The Rise of Self-Pay Accounts (2015 February 9.) INN Insider. 
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Call to Action

Source: Connance Consumer Impact Survey 2014

Patients who are 

with their providers’ bill
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Call to Action

Source: September 2018 Kaiser Health Tracking Poll

Four in ten insured adults ages 

18-64 say there has been a time 

in the past 12 months when 

they received an unexpected

medical bill
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Opportunity to Improve
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This isn’t just about 
short-term revenue 
gains; this is about 
the long-term 
sustainability of our 
organization.
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Call to Action

“…specifically require hospitals to make public 

a list of their standard charges via the Internet 

in a machine readable format, and to update 

this information…” 

Source: CMS. Fiscal Year (FY) 2019 Medicare Hospital Inpatient Prospective 

Payment System (IPPS) and Long-Term Acute Care Hospital (LTCH) 

Prospective Payment System Final Rule (CMS-1694-F)
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Call to Action
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How can I solve for this?
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Revenue Cycle

Front

Mid

Back

• Scheduling
• Pre-Arrival

• Arrival
• Estimation/ 

Collection

• Charge 
Preparation

• Rejections

• Collections
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Revenue Cycle

Front

Mid

Back

• Scheduling
• Pre-Arrival

• Arrival
• Estimation/ 

Collection

• Charge 
Preparation

• Rejections

• Collections
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The 
Power of 
the Loop

CARC CO15 (The 
Authorization number is 
missing…): 214 services 
on August 2019 Report 
of Denials

Value of 214 services = 
$23,417 in charges

@$8,224 in revenue 
written off in one 
month; potential 
$96,000 annual loss

Map those payers 
and those services 
to workqueue→ 72 
hours prior to 
confirm pre-
authorization 
received; maintain 
on worklist until 
achieved
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The 
Power of 
the Loop

CARC CO15 (The 
Authorization number is 
missing…): 214 services 
on August 2019 Report 
of Denials

Value of 214 services = 
$23,417 in charges

@$8,224 in revenue 
written off in one 
month; potential 
$96,000 annual loss

Map those payers 
and those services 
to workqueue→ 72 
hours prior to 
confirm pre-
authorization 
received; maintain 
on worklist until 
achieved

• Prior 
Authorizations

• Pre-Certifications
• MCD Eligibility
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Revenue Cycle

Front

Mid

Back

• Scheduling
• Pre-Arrival

• Arrival
• Estimation/ 

Collection

• Charge 
Preparation

• Rejections

• Collections
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Front-End  

17

Verification of 
Coverage

Eligibility for 
Benefits

Financial 
Responsibility

Financial Clearance

Scheduler

http://www.google.com/imgres?imgurl=http://www.clubx-sandusky.com/events/04_24_09_stop_light/04_24_09_stop_light1.gif&imgrefurl=http://www.clubx-sandusky.com/events.html&h=443&w=372&sz=46&tbnid=fseDCn3hhicHCM:&tbnh=127&tbnw=107&prev=/images?q=picture+of+stoplight&usg=__WDFElzCXYL1pZ_IL8jgJUp8P2s8=&ei=LbSPS_dCydXwBsufrKgF&sa=X&oi=image_result&resnum=5&ct=image&ved=0CA4Q9QEwBA
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…the average person changes jobs ten to 

fifteen times…during his or her career. 
- Bureau of Labor Statistics January 2018

Minimum of… Of the patients you 
schedule will have 

changed insurance – and 
all of your new patients 
will obviously have new 

insurance too!

18

Front-End



© Woodcock & Associates 2019 19

Front-End  

Pre-Arrival
• What is an “exception?”
• When it is queued? When is it 

worked?
• Who is accountable for working it?
• What happens if it can’t be 

“worked?”

Registration
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Front-End  

Pre-Arrival
• What is an “exception?”
• When it is queued? When is it 

worked?
• Who is accountable for working it?
• What happens if it can’t be 

“worked?”

Registration

Market Driven
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Front-End

21
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Front-End
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✓ Directors of First Impressions

✓ Directors of Denial Prevention

✓ Directors of Price Transparency

✓ Directors of Point-of-Service Collections
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Mid-Cycle

Reception
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Revenue Cycle

Front

Mid

Back

• Scheduling
• Pre-Arrival

• Arrival
• Estimation/ 

Collection

• Charge 
Preparation

• Rejections

• Collections
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Mid-Cycle  

“Ms. Jones, our practice’s policy is to request payment at the time of 
service. Your insurance plan requires a copayment of $__________. 

Will you be paying with cash, check, or credit card?  

Source:  E. Woodcock, Front Office Success, MGMA, 2010 (www.mgma.com)

How would you like to take care of your 
copayment today, Ms. Jones?

[Wait for card.]  Oh my! My computer tells me that you 
have a small balance of $_______.  Can we go ahead 
and run your card to take care of that balance?”
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Mid-Cycle

Accuracy 
and 

Timeliness
Charges
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Mid-Cycle
If there is a vaccine charge, is there an administration fee (and vice-versa)?
If there is an admission, is there a discharge?
If there are two E/Ms, is there a modifier -25?
If there is a WC case, are there notes to be printed and submitted? 
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Mid-Cycle

Rejections DenialsFirst-Pass Rate
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Revenue Cycle

Front

Mid

Back

• Scheduling
• Pre-Arrival

• Arrival
• Estimation/ 

Collection

• Charge 
Preparation

• Rejections

• Collections



© Woodcock & Associates 2019 30

Back-End  
Statement 
at Check-
out – or 

Due

30 days 
Statement 

Two

60 days 
Statement 

Three

75 days 
Final 

Notice

90 days 
Collections

Send twice-monthly statements
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Don’t want to go paperless? Not a problem. If you would like to continue to receive paper statements in 

the mail, you’ll be required to pay an annual fee of $20 which is due today. 

Please let us know!

❑ Yes, I want the environmentally-friendly option; instead of paper, please send my statements to: 

___________________________________ .

❑ No, I would like to continue receiving paper statements, and will pay the annual fee of $20. 

Guarantor Signature/Name/Date

Dear Patient:

In an effort to be more environmentally friendly, Practice Associates 

now offers eStatements. Choosing this option allows you to receive your

statements electronically, sent to you via email. You no longer have to

hassle with paper statements. In addition to being environmentally friendly, 

eStatements are convenient and secure. As soon as your statement is ready, you 

will be notified via email. The email will provide a link to a secure website where you 

can not only view your statement, but also choose one of several payment options.
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Mid-Cycle
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Contact if Questions 

Elizabeth W. Woodcock, MBA, FACMPE, CPC
Woodcock & Associates
Speaker, Trainer, Author

Atlanta, Georgia
404.373.6195

elizabeth@elizabethwoodcock.com
www.elizabethwoodcock.com
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THANK YOU

KLAS CATEGORY LEADER  PATIENT INTAKE MANAGEMENT 2019

To learn more about Phreesia’s revenue cycle management 
products and features, visit phreesia.com/beckers


