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Dennis Laraway is Executive Vice-President & Chief Financial Officer for Memorial Hermann Health System, 
Houston Texas. Memorial Hermann owns and operates sixteen (16) hospitals across the greater-Houston area. 
Memorial Hermann, one of the largest comprehensive health systems in the nation, operates an annual budget 
of over $5 Billion, and is widely acclaimed for operating one of the nation’s largest clinically-integrated physician 
networks (CIN) and industry-leading Accountable Care Organization (ACO). 

Previously, Dennis served as Chief Financial Officer for Scott & White Healthcare, that owned, operated, or 
partnered in a network of twelve (12) hospitals. Prior to Scott & White, he served as Chief Financial Officer for 
St. Joseph’s Hospital and Medical Center (of Catholic Healthcare West, now Dignity Health) in Phoenix, AZ, and 
as Chief Financial Officer for Seton Health, a multi-hospital health system located in Troy, New York (then part 
of Ascension Health based in St. Louis, Missouri). 

Dennis holds a MBA from the Lally School of Management & Technology at Rensselaer Polytechnic Institute 
(RPI) and a BS in Accounting from King’s College. He also served as adjunct faculty for RPI in its health 
administration program, and as an affiliate faculty lecturer with Arizona State University – W.P. Carey School of 
Business. Dennis presently holds an adjunct faculty appointment at Rice University – Jones Graduate School of 
Business, Houston Texas.
.
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Inpatient Market Share
1st:  Aggregate Market Share
1st:  Burns
1st:  Cardiology
1st:  ENT
1st:  General Medicine
1st:  General Surgery
1st:  Neurology
1st:  Neurosurgery
1st:  Ophthalmology
1st:  Orthopedics
1st:  Rehab
1st:  Spine
1st:  Thoracic Surgery
1st:  Urology
1st:  Vascular
2nd: Gynecology
2nd: Neonatology
2nd: Obstetrics 

Market Share Ranking227 Locations

$6.5B Total Assets
$5B Net Operating Revenue

25,000 Employees; 5,500 Physicians

Greater Houston MSA 6.5 million population (projected to 7.1 million 2020)

Memorial 
Hermann

HCA

Houston 
Methodist

CHI 
St. Luke’s

>35% share based 
on total medical 
spend

MHHS total 
revenue  more 
than double 
HCA-Houston

About Memorial Hermann
The Market Leader – Houston MSA
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Integrated Delivery System (IDS)

Health System

Estimated 35% of 
healthcare spend in 

Houston MSA
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Consumer Driven Approach

Consumers

• Hospitals: 16 + 1 under construction
• Convenient Care Centers: 5 + 4 under construction
• Urgent Care: 3 + 6 near-term openings
• Ambulatory Surgery Centers: 20
• Imaging Centers: 30
• Sports Medicine & Rehab: 41
• Diagnostic Laboratories: 33

• Adult Medical Home PCPs: 355
• Pediatric Medical Home PCPs: 61
• Employer Onsite Clinics: 7

• MyMemorialHermann digital health record
• Virtual education
• Online Scheduling 
• 222-CARE Call Center
• Email, text messaging and online chat
• Online bill pay
• Telemedicine
• Virtual Care Check

•Commercial 
•TPA
•Medicare Advantage

•Collaborative partnership
•22 Area Locations 

Access to 
Care

Enabling 
Solutions

Channel 
Partners

Health 
Plans
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11% 

Providers struggle to adapt

avg. collected on 
balances above $500 5

"Increase in bad debt and even in charity 
care for people with high-deductible health 
plans"

Caroline Steinberg (VP Trends Analysis)

40% 
American have medical debt, 
most owe $2,000 or more 4

Context

2 in 3 Americans have less than 
$1,000 in savings 2

36% Patients pursue less/no 
care due to price 1

1 in 2 Privately insured patients 
face $1k+ deductibles     
(and growing!) 3

Sources: 
1 The Commonwealth Fund Biennial Health Insurance Surveys (link, 2014)  and McKinsey Retail Healthcare Consumer Survey 2009
2 USA Today “Nearly 7 in 10 Americans have less than $1,000 in savings” (9 Oct 2016, article link) 
3 Modern Healthcare, May 2016
4 US Census 2011 County Business Patterns
5 Trends in Healthcare Payments Annual Report, 2012
NIH study on chronic and dedutibles where 48% in financial distress  https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4423400/
Kaiser study on patients with medical bill problems http://kff.org/health-costs/press-release/new-kaisernew-york-times-survey-finds-one-in-five-working-age-americans-with-health-insurance-report-problems-paying-medical-bills/

 

Patients struggle to pay
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http://www.commonwealthfund.org/~/media/files/publications/issue-brief/2015/jan/1800_collins_biennial_survey_brief.pdf
http://www.usatoday.com/story/money/personalfinance/2016/10/09/savings-study/91083712/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4423400/
http://kff.org/health-costs/press-release/new-kaisernew-york-times-survey-finds-one-in-five-working-age-americans-with-health-insurance-report-problems-paying-medical-bills/


Patients face many hurdles
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Hard to 
decide

(limited transparency 
plus technical jargon)

Confusing 

 (Multiple systems, 
disjointed flow)

Inconvenient 
and Slow 

(paper and people intensive,
not digital or mobile friendly)

Too Little, 
Too Late

(limited flexibility, 
reactive help)

Patient 
Delays 

or Avoids

Patient 
Needs 
Care



Financial care goes beyond payment… loyalty too!
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Source: 
Longitudinal study of patient satisfaction with billing and payment experience by Connance 
(Consumer Impact Study, 5th annual, results published Aug 2014, sample size n=500)

5X 
 
Difference in  
loyalty
 2X 

 
Difference in 

payment 
behavior 

 

Patient financial care can impact: 
acquisition, payments, reimbursement, and loyalty



INSIGHT: Billing pain now compares with physical pain!

Source: 
McKinsey, 2015
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Patient Satisfaction Drivers 
and Correlation to Inpatient Care

Outcome of procedure/care 0.58

Value for money 0.52

Ease of understanding bill 0.48

Pain management 0.45



EMPOWERED
PATIENT

STAFF 
ASSISTED

AGENCY 
ASSISTED

1. Engage early and adapt

2. Optimize for self service,

    and lower cost per payment!

ABANDON 
(BAD DEBT)

3. Build in feedback, collect net promoter score (NPS)

New KPIs: Better align success of patient and provider

12

Get Estimate 
and Eligibility

Pay 
Post-Service

Register Pay at
Point-of-Service

ScheduleFind a 
Doctor



Working together: motivated and multidisciplinary
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Marketing

Revenue 
Cycle

Patient 
Experience

& Innovation

“Dunning cycles”

Staff driven

Transactional

Painpoint

Engagement
that adapts

Flow optimized 
for self-service 

Transparency 
and realtime 

feedback

Patient
Financial 

Care
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Patient financial care is…

Strategic complement 
to clinical care

Last impression

First impression

Common to ALL patients

Affects “significant” dollars OPPORTUNITY!



Perspective: Airlines and the move to “exception handling”
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● Transformed boarding experience 
and the role of agents

● 20% → 80% self service 

in only 8 years1

Source: 
Drennen, Hannah. “Self Service Technology in Airports and the Customer Experience.”  (2011). UNLV 
Theses/Dissertations/ Professional Papers/Capstones. Paper 1053. Accessed October 8. 2014. 
digitalscholarship.unlv.edu/cgi/viewcontent.cgi?article=2054&context=thesesdissertations. 

C
redit: P

aul S
abelm

an (Flickr)

C
redit: Tom

er S
hoval

http://digitalscholarship.unlv.edu/cgi/viewcontent.cgi?article=2054&context=thesesdissertations
http://digitalscholarship.unlv.edu/cgi/viewcontent.cgi?article=2054&context=thesesdissertations
https://www.flickr.com/photos/pasa/5752370842
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Referrals

MyMemorialHermann today
Strip Mall of Apps

Medical Record

Physician 
Communication

CARE4
Appts

Health Trackers

Claims Data

• Too many logins
• Desktop only
• Up to 7 steps to 

access features

Bill Pay

Classes

Patient Registration

17

Appointments



MyMemorialHermann 2.0
Amazon-like Department Store

Physician 
Communication

Health
Trackers

Claims 
Data

Patient Billing 
and Payment

Appointments
& Referrals

ClassesVirtual 
Visits

Medical 
Records

Patient 
Registration

Identity Managed by MHHS

18



KPIs and Reporting

Interactive
Digital Bills

Billing satisfaction + 
Net Promoter Score

Integration to 
Marketing CRM

Complement the clinical with financial care

Coming soon…
1. Physicians
2. Hospital (statement based)
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BUSINESS INTELLIGENCE

Alternative 
methods

 (eg,                   )

Email 
alerts

Business 
Office

(pre to post Service)

3rd Party 
Agency

Patient 
Self-service

Device 
Agnostic

(IVR/Laptop/Tablet/Mobile)

Hospitals
(visit based)

Benchmarking
(eg, Engagement, Productivity)

Paper 
Statements

(and paperless)

Secure 
processing

(Card present, EMV)

Traditional 
methods

(Cash, Check, Card)

Payment 
plans 

(self-service or assisted)

ENGAGEMENT

EXPERIENCE

PAYMENT

CONSOLIDATION



    17%

               Total Collected
                       (pre+post service)

    27%

               Cost per Payment
                   (post service)

Source: 
Results reflect changes in technology and process (insourcing early out, outsourcing self-pay).  Savings compares post launch to year over year results, 
and includes vendor platform licensing, payment contingency fee, and paper statement costs.

New KPIs like self-service, driving impact

20



Make it easy, capture more inbound

21

“I called and I was on hold, so I 
decided to log on and it was faster 
and convenient for me. Thanks”

Patient
Memorial Hermann

“I was surprised that it was as 
easy as it was”
Patient
Memorial Hermann



Design paper (and staff flow) for exception handling

Design principles

● Visual layout, focus on key messages

● Emphasize benefits of paying online

● Multiple paths to online (mobile too)
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“For a 68-year-old woman, this is convenient.”

Patient
Memorial Hermann



Offer a “carrot”... friendly details available online 

Design principles

● Self-service experience offers 

benefits like detailed statements

● Patient bill integrated into checkout

● Interactive and mobile responsive

“Love that I can see what amount is owed”
Patient
Memorial Hermann

23



Reduce barriers with online payment plans

Patient
Memorial Hermann

Patient
Memorial Hermann
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“Really fast and easy to set up payment 
plan . Best website ever for billing!”

““I like they have let me establish a 
payment plan option since it is difficult 
for me to have enough money to pay for 
everything. The payment plan has 
really helped me out.””

“I appreciate the option to set up a 
repayment plan so that I may utilize my 
health savings account for this bill.”
Patient
Memorial Hermann



Empower people, reduce common requests

“This was so easy and quick 
that I almost fell off my chair.”

Patient
Memorial Hermann

“Allows me to track everything and it is very 
accurate and easy to use!! KUDOS!!!!!!!!!!!!!!!!”
Patient
Memorial Hermann

Visibility Driving Productivity

● Consolidated reporting across channels                           
(eg, Point of Service, BAI, Online, Agency)

● Collection performance at individual staff level                 
(hospital and collections agency)

● History of patient’s payments and engagement                       
(eg, paper statements, emails, payment dates and methods)

25



Healthcare 
national average2

Beyond HCAHPS, add real time surveying 
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Source: 
1, Results of billing and payment satisfaction survey across Memorial Hermann patients (2015 survey, n=9,817)
2. Longitudinal study of patient satisfaction with billing and payment experience by Connance  
    (Consumer Impact Study, 5th annual, results published Aug 2014)

Patients Reporting “Very satisfied” 
with Billing and Payment Experience

1

80 35

http://www.connance.com/wp-content/uploads/6-Connance_Consumer_Impact_Study_on_12-1-14_FINAL.pdf
http://www.connance.com/wp-content/uploads/6-Connance_Consumer_Impact_Study_on_12-1-14_FINAL.pdf
http://www.connance.com/wp-content/uploads/6-Connance_Consumer_Impact_Study_on_12-1-14_FINAL.pdf


Revenue cycle can support marketing too

Driving 1 in 4 marketing opt-ins
 FY 2016 Contributions

Highest Contributor to Loyalty 
Benchmarking Net Promoter Scores (NPS)
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Source: 
Memorial Hermann marketing department and patient satisfaction surveys across key initiatives (eg, billing and payment, portal) asking on 
0-10 point scale “How likely are you to recommend Memorial Hermann to a friend/colleague due to your recent XX experience?”

41

-1

-45

NPS

Scores 0-6 Scores 7-8 Scores 9-10



Faster than you think, live system wide in FIVE months

Point-of-Service 
(POS) 

payments

+

Payment plans
(online, mobile)

+

Billing engagement
(eg, online, mobile, 

paper, IVR)

Patient 
self-service 
payments

+

Business 
office 

payments

+

Payment 
surveys

Dec ‘14 Q1 ‘15

Kickoff

Jul ‘14

Rollout to 12 hospitals 
and trained 1,200 staff

Payment 
plans

@ POS

Q2 ‘16

EMV 
“chip card”
payments

+

Integrated
marketing

opt-ins

+

Paperless
billing

Q4 ‘15

Targeted 
Financial 

Assistance

+

Physician 
billing 

(affiliated)

Coming 
next...
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Dennis L. Laraway
Chief Financial Officer

Dennis.Larraway@memorialhermann.org
 

Open Q&A
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