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Compassion 

Empathy

Consistency  



• Founded in 1928
• 7 hospitals across northern TX
• 75+ primary care & specialty clinics
• Focuses on transparency, sharing 

data and holding accountability



Methodist named to Glassdoor’s 
list of Best-Led Companies

Methodist named to Newsweek’s 
list of Greatest Workplaces

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



Challenges faced 
in collections...





• Minimal information 
• No visibility into empathy
• Difficult to track 

consistency 

Collections Department 
Manual QA Challenges:







FROM THIS...

TO THIS!



Kept Percentage: 25% increase 

Average Handle Time: 
2 Minute decrease

Self Pay: $150,000 per 
month increase 

Scorecard Scores up 20% 

Success Metrics



Mitch Taylor,
 Director of Collections



Results That 
Break Through 

Silos



• Mutual contact highlighted the 
success that the Collections team 
had with the tool 

Methodist Health System: Scheduling 



6% 
Increase







Questions for 
Maureen?



Thank 
You
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