
The Patient Financial Experience

Professional Choice Recovery, Inc.

We provide excellence in serving our clients in obtaining maximum recovery of their accounts receivables.  We 
handle our clients, employees, and consumers with dignity and respect.  We comply with all Federal and State 

laws, while excelling at the highest level of professionalism in our industry. 



About your speakers

Shiela Cain Jaime Pope

Shiela Cain, President – has been with PCRI 
since the inception of the company in 1999 
and along with other members of the  
management team has engrained herself into 
the community and associations of those 
involving our industry and those of our clients.

Jaime Pope, Director of Marketing – has a 
background of Financial Services and Medical 
billing.  She joined PCRI in 2008.



Today’s Agenda

• Understanding the impact of Patient Financial Services and how it 
intertwines with the overall Patient Experience and perception of 
your practice

• New Regulations
• No Surprises Act

• FDCPA Regulation F

• Credit Reporting for Medical Debt

• Collections 101



Transparency to the Patient and Consumer

• Medical Providers
• No Surprises Act

• Third Party Collection Agencies
• Regulation F 

• Safe Harbor Notice

• 7/7/7



No Surprises Act 2022
Effective 1/1/2022

• Focuses on how medical services are deliver, billed, disclosed and collected to 
ensure patients know:
• They actually received the service
• Were billed the correct amount
• Insurance covered (or not) some or all of the charges

• Prohibits medical providers from engaging in certain billing practice such as: 
• Charging out of network rates for certain types of service without prior authorization
• Out of network cost sharing for all emergency and some non-emergency services
• Charging out of network rates and balance billing for supplemental care by out of network 

providers who work at an in-network facility

• Patient Rights include: 
• Those without insurance can expect a good faith estimate (under certain circumstances) of 

how much their care will cost before they receive care
• Patients have new billing dispute rights when the cost exceed the good faith estimate by 

more than $400



Fair Debt Collection Practices Act (Regulation F)
Effective 11/30/2021

• Regulation F implements the Fair Debt Collection Practices Act 
(FDCPA), prescribing Federal rules governing the activities of debt 
collectors, as that term is defined in the FDCPA. 

• The regulation covers topics such as:
• Communications in connection with debt collection – 7/7/7

• Prohibitions on certain conduct in connection with debt collection

• Validation information

• Debt disputes



New Validation Notice

• Also known as the Safe Harbor 
Notice 
• Must Include the Following:

• Name of the Debt Collector and Mailing 
address

• Consumer’s name and mailing address
• Name of Original Creditor
• The Original Creditor’s Account Number
• Current Amount of the debt
• An Itemization Date

• Last Statement Date
• Charge off Date
• Date of Service



Credit Bureau Reporting

• Changes on what can be reported to the three major credit 
reporting agencies, Transunion, Experian and Equifax
• Paid Medical Collections removed as of July 1, 2022

• Age of Medical Debts reported increased from 180 days to 365 days as of July 
1, 2022

• Medical Debt under $500 will not be reported starting March 30, 2023



Optimizing the Patient Experience



Providing an Amazing Patient Experience

• Appointment Scheduling
• Demographic Info

• Understanding Insurance Plan Coverages

• Performing Insurance Verification 

• Setting Payment Expectations
• Advise to bring Co-Pay

• Provide GFE (if applicable)

• Appointment Reminders

• Starting Prior Auth processes

“Positive patient experiences lead to timely payments.”



Providing an Amazing Patient Experience

• Patient Check-In
• Appropriate documents and information 

• Patient Verification – Obtaining a Copy of ID or Patient Photo for chart

• Copy of Insurance Card for File 

• Signature on Admission forms
• Contract for Services

• Financial policy language that includes patient will be responsible despite insurance outcome

• Communication Authorization for alternative types of communication such as texting and e-
mail

• Collect Co-Pay



Providing an Amazing Patient Experience

• Contractual Capacity
• Most people have the ability to contract.

• Persons who do not have this capacity are:
• Minors

• Mentally Incompetent Persons

• Intoxicated Persons

• A person who has not reached the age of majority
• Does not have the maturity, experience, or sophistication needed to enter 

into contracts

• The age of majority in Nebraska is nineteen (19) years of age

• Any age below the statutory age of majority is called the period of minority 



Key Issues Relating to Minors and Contracts

• Both Parents are liable for their children’s contracts for necessaries of life

• Parental responsibility terminates if a minor becomes emancipated

• Emancipation: Act or process of a minor voluntarily leaving home and 
living apart from their parents
• Minor is both physically and financially separated from their parents, when they 

marry or join the military.

• Example: Once patient reaches 19 in Nebraska (most states are 18) the 
responsible party is now the patient and not the parent(s).
• You need their signature on agreements to pay, release of information, etc.

• Patient is only responsible for services after they reach age of majority and cannot be 
held responsible for balances that occurred prior to reaching age of majority. 



Providing an Amazing Patient Experience

• Timely Billing

• Payment Posting
• Ensure accurate payment postings

• Confirm correct reimbursement is received based on contract

• Denials and Appeals getting worked timely to completion

“The shifting healthcare landscape is turning more patients into payers.”



Provider Collections
Is it time for Collections Already????



Provider Collections

• What are your biggest challenges?
• Bad Addresses and phone numbers

• In-Correct Guarantors

• Who signed the statement of financial responsibility 
• Identify Responsible Party based on Age of Majority 

• Insurance Coverage doesn’t always mean responsible party



8 Steps to a Collection Call

1. Identify the consumer

2. Identify yourself and the creditor
- Verify the consumer’s address, employment 
information and appropriate data

3. Request the balance in full today

4. Psychological pause. Be courteous but 
firm

5. Determine the problem.  You must 
listen and wait for the consumer to 
respond. Put the responsibility on 
them.

6. Find the solution. Make the consumer 
feel better by paying. If not paying in 
full, what arrangement does your 
facility allow.

7. Close the talk. Repeat the agreement. 
Ask the consumer to write down your 
address and exactly what amount and 
due date.

8. Update your files and document your 
conversation. 



Provider Collections

• When to turn your accounts to a 3rd Party Collection Agency? 

• Internal Policy for statements and calls

• Prior to agency placement – what happens and why? 

• Software Capabilities
• Allow for export bad debt file
• Creation of payment/adjustment file
• Accept remit file from collection agency
• ACH Payment

• Approval for collection agency placement-necessary?

• Routine, timely file placement



Provider Collections

• Selecting a Solid Vendor Partner for Third Party Collections
• Finding a vendor partner that has similar morals and values as your practice 

as they are an extension of your office
• Licensed Collection agency in your state
• Collection Agency that complies with all state and federal laws
• Collection Agency that is active in your state and community
• Flexible agency that will work the accounts to your desired level and financial 

policy expectations
• Uphold your desired collection approach 

• Soft Collections vs. Assertive

• Long term payments plans
• Litigation



Debt in America



Understanding Debt in America

• Unemployment is at an all time low

• While wages are increasing, they are not keeping up with the cost of 
living

• Deductibles and coinsurance continues to increase

• Student Loans will soon be coming out of deferment

• Americans now have increased mortgage payments than ever 
before with increasing interest rates

• Patients have less in savings and are unable to afford unplanned 
Medical Bills



Five Causes of Delinquency

Circumstantial

• Lay offs and loss of employment

• Illness

• Loss of Spouse

• Acts of Nature

• Unexpected Bills

Emotional

• Just doesn’t care

• Moves with no forwarding 
address

• Unconcerned with credit profile

• May use emotions to interfere 
with collection process

Intellectual
• Inability to budget
• Lives paycheck to paycheck
• Doesn’t understand

Dispute

Intent to Deceive (Fraud)



Collections 101



FDCPA – Fair Debt Collections Practices Act

• Law enacted in 1978 that ensures consumers the right to receive fair 
treatment by debt collectors and collection agencies

• Regulated by the FTC (Federal Trade Commission)

• Applies only to 3rd party collectors (for now)

• CFPB (Consumer Financial Protection Bureau)

• Regulation F



DAY TO DAY FDCPA RULES

• Mini – Miranda
• Initial Communication 

• “This is an attempt to collect a debt and any information obtained will be used for that 
purpose.”

• Every subsequent contact with a consumer verbal or in writing
• “This communication is from a debt collector.”

• Validation/Disputes
• Dispute Validation

• If a consumer disputes, in writing, the validity of a debt within the 30 day time period, an 
agency must respond with proof that the debt is owed.

• Our agency takes this a step further.  If a consumer disputes the debt verbally, even outside of 
the 30 day validation time period, we validate the debt.  

• Allowed Calling Hours
• 8 am to 9 pm in the consumers time zone



DAY TO DAY FDCPA RULES cont…

• Right Party Contact
• Must identify that you are speaking to the correct party or their spouse (State 

specific)

• 3rd Party Contact
• Information about a debt can not be released to a 3rd party (parents, friends, 

emergency contacts, etc.) unless given permission directly from the consumer.  
Without permission, you may call 3rd party contacts for location information but you 
may not release that you are a debt collector or discuss the debt. 

• Cease and Desist
• If a consumer requests in writing that you can no longer call or send notices then the 

agency must stop.  This in essence shuts off the line of communication, but not the 
collection of the debt.

• Our agency takes it a step further. If a consumer tells us verbally to stop calling or 
sending notices, then we stop

• However, this generally only leaves us one option – to litigate.



Disputes



Disputes - Challenges to Overcome

• Insurance deductibles and questions regarding patient responsibility 

• Billing

• Services issues and concerns

• Validating debt in a timely manner



Validating Disputes

• Correct Guarantor

• Divorce Impact on Responsibility

• Signature Impact 



Divorce, Bankruptcy and Death



Divorce

• Divorce
• Do not get “caught in the middle.” Keep it simple. The Decree states who 

should pay. A divorce decree is only between spouses. It does not release the 
spouse from liability on necessities of life or contracts with both signatures. It 
is up to the “wronged” spouse to pursue their ex using the decree as 
ammunition.



Bankruptcy

• Chapter 7 – Personal
• Can be filed every eight years
• Wipes the slate clean

• Chapter 13 - Personal
• No limitations on filing frequency
• 3-5 Year repayment plan 
• Example: consumer could file a Chapter 13 bankruptcy and upon discharge of 

a 5 year payment plan the could immediately re-file anther Chapter 13 
bankruptcy

• Chapter 11 – For Corporations

• Chapter 12 – For Farmers



Deceased Patients

• Depending on the state spouses may be responsible for medical 
debt upon death. 

• Probate Filing



Collection Agency Partners



Great Signs of a Quality Collection Agency

• Treat Everybody with Dignity and Respect

• Great Customer Service

• Compliance and Quality assurance teams

• Technology 
• 24/7 access for clients

• Call recording available

• Online payment system available to consumers to make single and re-
occurring payment plans



Great Signs of a Quality Collection Agency

• Account representatives having ownership of each account they work 
• Consumers enjoy working with a consistent representative
• Production Base Incentives enhances Performance

• Education for Consumers
• Health and money – can be a volatile combo

• Extensive and Continuous Training
• Hands on Management and Compliance Staff
• Adaptable Work Style

• Clients can decide which collection work style meets their patient’s needs.  We can 
conform to follow in house procedures to compliment individual client’s financial 
policies.  

• Collection Style
• Litigation



How Does Your Agency Ensure High 
Recovery

• Do they look past the theory of grabbing the low hanging fruit.  All
accounts should be worked thoroughly.

• Each and every practice and community are unique.  Rates and 
collection style should be flexible and negotiable based on your
specific need and structure.

• Credit Bureau Reporting



Skip Tracing

• Skip tracing is a “lost art” as it is time consuming and very expensive
• This is utilized to obtain missing or incorrect location information

• Contacting Next of Kin/Emergency Contacts
• While being careful not to divulge 

• Using Public Sources 
• Google, County Assessor, Government and Corporate Directories

• Social Media
• LinkedIn, Facebook, etc.

• Collections agencies subscribe to paid websites



Net Back

Placed per 
month

Recovery % Collected Commission 
Rate

Agency Fee Net Back

$35,000 50.0% $17,500 40.0% $7,000 $10,500

$35,000 15.0% $5,250 18.0% $945 $4,305

$35,000 35.0% $12,250 25.0% $3,062.50 $9,187.50

You truly do get what you pay for



Q & A
402.476.3535

Jaime@pcrpays.com
Shiela@pcrpays.com
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