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MethOdiSt Take Care of Each Other:

Take Care of Patients:

HEALTH SYSTEM We cultivate an
We treat our patients and environment of inclusion,
their families as partners diversity, and collaboration
by communicating with through respecting each
them respectfully and other, communicating
meeting their needs in a professionally, celebrating
: timely manner. successes, and
Founded in 1928 providing feedback.

/ hospitals across northern TX

/5+ primary care & specialty clinics
Focuses on transparency, sharing Take Care of Ourselves: Toka Cathiof Methodist:

We invest in our
personal well-being
and our professional
development in order

to better contribute to
Methodist’s mission,
vision, and values.

We contribute to the
continuous improvement
of Methodist, striving
to improve others’
experiences and their
impressions of Methodist.

data and holding accountability
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HEALTH SYSTEM Methodist named to Newsweek’s znwﬁﬁ%ﬁsgﬁszs

list of Greatest Workplaces —) Newsweek

N

Methodist named to Glassdoor’'s
Methodist Health System é list of Best-Led Com panies

Leadership: Vision-driven - Empowering - Reliable

Seereviews | View jobs

PLy
OQ TO c\(‘\

~ workin W
HEALTHCARE

Methodist named to Becker's Healthcare
list of Top Places To Work In Healthcare ==

BECKER’S
HEALTHCARE
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Challenges face
in collections...







Call Scorecard

igent:

Date:

Time:

Reason for Call:

1|Procedures

Yes

No

N/A

Proper Greeting
Proper Closing
Proper Transfer
Proper Hold

2| Verification

Date of Birth
Address
Date of Service

3 Recording Disclaimer

This Call is Being Recorded
This Call is to Collect a Payment

4|Account Explanation and Payment Request

Balance Past Due

Can You Pay Today
Can you Setup a Payment Plan

5|Ownership / Accountability

Built Rapport
Listening Skills

Total:

Comments:

Methodist

HEALTH SYSTEM

Collections Department
Manual QA Challenges:

« Minimal information

 No visibility into empathy

 Difficult to track
consistency




1164 calls from September 22, 2025 to September 29, 2025

Calls By Category

Category

Subcategory

Score: 96%

Score

1164

1164

Caller Name

Proper Greeting

Caller Verification

Recording Disclosure

Calling Regarding

Payment Ask

Subcategory Results
1090 ]
L1112
2k )
e |
L 121
L7
| 975 ]
[ 798 |
@
| 872 ]
1R
B
1104 |

May | Please Speak with

Proper Greeting OB

What is your Date of Birth

What is your Address

What is your Account Mumber

What is the last four of your Social Security

This call is Being Recorded

I'm calling Regarding your Account - Service Date

I'm calling Regarding your Account - Balance

I'm calling Regarding your Account - Account

Ask for Payment - General

Ask for Payment - Today

Payment Plan

Customer Already Paid or Payment Authorization Heard

Closing Statements

94%

99%

97%




CallFtnder

Agent Summary

Selected Date Range: 9/30/2025 - 9/30/2025

Scorecards = z_Both Direction Scorecard

VIEW ALL AGENTS

All Teams

Calls/
Day

Caller
Verification

Caller
Verification

Recording
Disclosure

Recording
Disclosure

Calling
Regarding

Calling
Regarding

Owerall
Silence

Owverall
Overtalk

Owerall
Overtalk

Positive
Agent

Sentiment..

Positive
Agent

Sentiment...

csi [/ MHD Shareduser

00

Positive Positive Positive
Agent Apent Agent

Sentiment... Emotion... Emaotion...

Positive Positive Positive
Agent Agent Agent

Sentiment... Emotion... Emaotion...

=
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Success Metrics

Self Pay: $150,000 per

Kept Percentage: 25% increase :
month increase

Average Handle Time:

Scorecard Scores up 20%
2 Minute decrease P °
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Mitch Taylor,
Director of Collections
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Results That
Break Through
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Methodist

H EALTH SYSTEM Call Scorecard

Agent: Date Called:
Location: Time:
Patient Name: Pt DOB

Reason for call;

Procedures

Followed Greeting Procedure
Followed Hold Procedure
Followed Transfer Procedure

Methodist Health System: Scheduling

Took Ownership/Accountability Of Issue
Created A Positive Experience for Patient

* Mutual contact highlighted the T

success that the Collections team e
Exhibited Responsiveness Toward The Patient
Clarified Patient's Request/issue

had with the tool -

Used Proper Grammar, Appropriate Terms & Expressions
Spoke Clearly & Audibly

Voice Tone Was Expressive, Enthusiastic & Alert
Spoke With A Proper Rate
PROBLEM RESOLUTION, PROBLEM SOLVING

Used Effective & Tactful Questioning
Resolved Issuels) &/or Provided Alternative Solutions

Made Decisive Judgments
De-escalation of angry patient

Did the patient schedule an appt? Yes No
Was the appt scheduled properly in NextGen? Yes No | N/A
Observed overall patient experience (Score 1-5) 5 is excellent Circle One 1 2 3 4 5

Comments:
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Increase

40 calls from September 7, 2025 to September 14, 2025

Calls By Category

— Agent Scorecard

Category

Greating and Verification - 1B

Greeting and Verification - 0B

Procedure - Hold

Procedure - New Patients

Procedure - Transfer (no weight)

Procedure - Physicals (no weight)

Did Patient Schedule an Appointment (no weight)

Above and Boyond

Closing

Overall Silence

Silenca < 55%

A
z

i

1EE 6

o |
B

20

2

Subcategory
Gresting Procedure
Phone Humber
Address
Greeng Procedure
Can | Please Flace you on Hold
Thank you for Hobding
Drivers License 1D
Please Arrive 15 Minunes Early
Transfer Procedure
Do not Eat or Drink After Midnight
Did Patient Schedule an Appointment
Poshiive Custiomer Phrase Mentioned
Anmything Ebse we Can AssisT you With

Pleasant Closing Phrase

Sikence < 55%

-

47

G

100%

N/A

100/%

M/A

T8%




CallFtnder

Selected Date Range: 9/7/2025 - 9/8/2025

4 Ts]

"

L1

&

Agent Summary

i gt

Agent Insights

Agent

Talk Timea

3:99

513

manager OH supervisor

[ s
SeTVLImveEnt

Gl | Cg
Ermats

E Py L0

. 349

Owartalk

Crvortalk

cs1 [ MHD Shareduser [3

00

a\ {-B ADD CHANNEL SEARCH

Speaking Time

%

Speakng Tomse

6o°

130/0698/

Calls ..
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| = on et 10, 2025 9:04 AM o
Call ID: 136943231

Task Details ~

EWN @ EDIT

Customer Satisfaction -

Call Review Fri, Oct 17th 2025 /
ca ll F‘I‘nder Coaching Summary - All Users
e
o Filters: = - Mon, Sep 151 2025 Fri, Oct 10th 2025
o P—— Tota A\ wProgress 2 Clsed | Disputed - . -

Total L Hev Progress Disputed Jwerdue Unre Adgusted Juidance Sess
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Questions for
Maureen?
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