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Standardizing Excellence

1000 Sites with a Single Voice
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w30 years of Health Care
experience

wlncludes Patient Registration,
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recruitment practices to support
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Newport University with a
degree in
industrial/organizational
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wMBA from Seattle University
and SPHR and SHR3CTP
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UPMC Health Systems

UPMC is a worldenowned health care provider
and insurer based in Pittsburgh, PA, inventing new
models of accountable, costffective, patient
centered care.

I The largest noigovernmental employer in PA
(62,000+ employees)

I Operates over 20 academic, community, and
specialty hospitals and 400 outpatient sites,

employs approximately 3,500 physicians, ar=
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UPMC Health Systems: Annual Patient
Activity

Admits more than
287,000 inpatients
and observation

Sees more than 3.
million outpatient
office visits

Caredor more than
690,000emergency|
VisSits

Performs nearly
189,000 surgeries

Makes more than
690,000 home car
Visits
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UPMC Core Values: Patient Experience

Every patient believes that every individual involved in his or her care has demonstratec
dignity, respect and kindness while listening to his or her unique needs. This vision is
only achieved by showing every patient in every interaction that we truly care.

The UPMC patient experience vision is built upon our values as an organization.

OUR VALUES

EXCELLENCE & INNOVATION
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UPMC Revenue Cycle Services
Before T Operational Fragmentation

Access,
Scheduling
and Support

Operations

Hospital PSD Corp Integrated
Access Provider Call
Access \

Hospital Patient
Scheduling

\

PSD Patient \

Coding /Charge

Coding Mgmt
Coding /Charge
et
; Charity Care and MA
Hospital Back App.
PSD Back Office
Office
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PSD Insurance

Verification

PSD Patient
Collections

—

Hospital Patient
Collections
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UPMC Revenue Cycle Services
After ¢ Centers of Excellence Approach

Patient-Focused Process

Integrated Centers of Excellence **

Provider Business
Services

Patient Concierge
Services

Provider Coding
Services

Service Level Accountability

Corporate Services Health Services Division
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The UPMC Patient Experience
Translating Core Values into Action

KP& MEASURBATIENT |
SATISFACTIGMNDBUSINESS

METRICS /\

WELCOMBIEWPATIENTS \
RECOGNIZEETURRATIENTS

[ OPENSCHEDULING I

WHENWOULDYOULIKETOBE

Patient ‘ "

\ LEADPATIENTSOBESPOSSIBL
GAGHEPATIENTEN THEIRNEXT - ‘ CARE T
\ A Experience l

PERFECTOLLABORATI®ETWEEN
‘ EASIERPAYMENMANAGEMEN

FINANCIALCLINICAANDHEALTHPLAN
ADMINISTRATION
~ COACHING COUNSELING I
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Revenue Cycle Recruitment Overview

Recruit, Place, Onboard & Train Access Staff to Support a Patient
Centric Revenue Cycle
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Staff are placed
directly into a
permanent role
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Floater

Pool

Staff are placed i
a pool of access

staff to cover

L

temporary needg




