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Click to add text

All content in this presentation is taken from or adapted from 
Brian Sanderson's book: "The Patient First Revolution" unless noted.
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The Book
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What is the most challenging revenue cycle 
issue that needs to be solved?

POLLING QUESTION #1

Labor Automation & AI

To take better advantage of 
technology available Those x&$%^&! Payors

A B

C D
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HER US YOU
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HER
BLANCA
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MEDICATIONS & INSTRUCTION

REHABILITATION

PHYSICAL THERAPY

APPOINTMENTS SCHEDULED

BENEFITS AUTHORIZED
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Your car
breaks down.

Where do
I go?

Who do
I call?

What is covered 
by insurance?

I need someone
to help.
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What does she need?

What is the problem to be solved here?

What can we do for her, 
or those like her?
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We’ll
take care

of you
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Patient experience

Customer experience
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… how you 
made them 

feel.
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NOTIFICATIONS

WEARABLES

EDUCATION

SPECIAL ACCESS 
TO PROGRAMS
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• Infrastructure that makes the patient interactions efficient 
and transparent

• Connectedness that engages patients in the way that 
they want to be engaged

• Consistency within the hospital or health system to give 
the feeling of “one team working for one patient”
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“No, because …” “Yes, if …”
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HMO
(less expensive, lose her hospital)

PPO
(more expensive, keep her hospital) ?
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What is the biggest challenge that the US 
Healthcare System needs to solve?

POLLING QUESTION #2

Health equity We can’t seem to stop the 
“cost” train

Way too litigious Attrition from clinicians 
(e.g., nurses, doctors)

A B

C D
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HER US YOU
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“I’m managing the situation.”

“He’s my manager at my office.”

“We have updated our disease 
management protocols.”

MANAGEMENT
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Definition of

MANAGEMENT
The act of getting 
things done 
through others 
and having them 
do it willingly.
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There are so 
many participants 
involved in the 
care of human 
beings – including 
the cooperation of 
patients 
themselves …
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What is the best way to solve challenges that 
address all health systems?

POLLING QUESTION #3

More mergers and 
consolidation to create scale

More opportunities to 
collaborate, regardless of 

competition

Set up new business models 
to coordinate, deliver, and pay 

for patient care
Focus on and re-commit to 

patient experience

A B

C D
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Patient
Management

Models
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Tools for Patient Management
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$45.6
BILLION

Annual cost of 
defensive medicine in 

America
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3
KEY
ASPECTS OF 
PATIENT 
MANAGEMENT

• Interoperability of patient 
information

• Engagement with and by 
the patient

• Confluence of the 
provider network
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“Don’t find customers 
for your products … 
find products for your 
customers.”

SETH GODIN
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The 10
elements of a 
well- executed 

Patient 
Management 
Organization

10
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Recognition that there are multiple disciplines 
involved

Organizing around the “patient first” is a 
logical way to advance.

Patients desperately want care and communication 
to be organized (around them)



2022 Revenue Cycle Virtual Symposium 48

Financial
Proficiency

Complex decision making 
relative to contracts that 
take advantage of risk 

elements, revenue share 
agreements that are fair 

and accretive to the 
enterprise.

Clinical
Continuity

Improve and formalize 
relationships with medical 

staff and ancillary 
providers because this 

allows for the opportunity 
of shared financial 

accountability.

Technology
Interoperability

Availability of data (acute 
and remote) and data 

security (including 
devices) that is necessary 

in an environment that 
involves multiple entities, 

including vendors.

Data
Science

Many industries 
(hospitality, automotive, 
apparel, social media) 

have advanced the 
customer experience with 

some fairly basic data 
(e.g. clicks) architecture.
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Health system executive considerations and tasks 
include, but are not limited to:

Articulating the Patient Management Organization 
business model

Acknowledging the significant and nuanced investment 
in technology

Designing a clinical platform that will complement 
medical staff capabilities

Identifying the (planned) financial benefits of the 
enterprise
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Customer Lifetime Value
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How can we build the next generation of healthcare 
leaders to solve our industry challenges?

POLLING QUESTION #4

Better mentoring from our current 
leaders

Hire more leaders from outside 
the healthcare industry

Make networking and 
collaboration across organizations 

part of their development
We don’t need new leaders – we 

just need more leadership courage

A B

C D
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HER US YOU
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3 Attachment Points
Patient Experience 

becomes King

Organization, department 
or unit commitment to 

address, measure, 
improve, manage and 
achieve a better/best 
patient experience.

Dispersed, but Tech-
Connected Delivery

Acknowledging that re-
organizing or re-aligning 

may be too much – so let’s 
use technology tools to 
achieve better patient 

experience(s).

Patient Management 
Organization

Full commitment to the 
patient experience journey, 
the technology necessary 

to support, and the 
organizational structure 

that creates “ownership.”
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Patient Experience becomes 
King … and YOU.
1. Determine the patient engagement “points” and how 

you affect them

2. Create measurement around your effectiveness, e.g.
• Patient Satisfaction scores
• Recapture of referrals

3. Take one track and develop it, e.g.
• Cardiology
• Patient Access
• Best payor

4. Commence a “Customer Lifetime Value” measure-
ment process
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Dispersed, but Tech-Connected 
delivery … and YOU.

3. Revisit all patient communications – i.e. what touches 
patients during their medical journey

2. Optimize the PAS connectivity to patients, e.g.
• Epic advancements (“Hello Patient”)
• Cerner advancements

1. Familiarize yourself with the two primary types of 
technologies for this purpose:
• Clinical (e.g. specialty-specific, wearables)
• Patient experience (e.g. ReferralPoint, others)

4. Map out all multi-disciplinary patient interactions 
during one pre- or post-visit pathway, e.g. 
• Scheduling (or inquiring)
• Discharge
• Billing
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Patient Management 
Organization … and YOU.

1. Start to organize the collaboration within your “core 
services” brethren
• What is the common goal?
• What is the common enemy?
• What incremental progress can we make?

2. Look for opportunities to personalize – or at least 
focus – communications and experiences, e.g.
• Utilize your CRM (Salesforce, Microsoft Dyn.)
• Focus on what generations (GenX) need

4. Become a Patient Management Organization disciple –
it’s the courageous employees that advance quickest

3. Create some practical patient experience improvements, e.g.
• Artificial serendipity
• The 3 “moments of truth”
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• Over-expansion of malls
• Rising costs 
• Bankruptcies of leveraged 

buyouts
• Low quarterly profits outside 

holiday binge spending
• Delayed effects of the Great 

Recession, and 
• Changes in spending habits.

RETAIL APOCALYPSE

• Over-expansion of hospitals
• Rising costs 
• Bankruptcies of leveraged 

buyouts
• Low quarterly profits outside 

COVID spending
• Delayed effects of the great 

Pandemic, and 
• Changes in reimbursement.

HOSPITAL APOCALYPSE
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The struggles of everyman 
(or everywoman) in 

navigating a complex 
healthcare system without 

a guide

All the tools and systems 
are currently available to 

make a Patient 
Management Organization 

a reality

Any changes to our 
healthcare business 
model, or a focus on 

patient experience, needs 
your leadership
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Thank
You.
Brian Sanderson
+1 630 574 1607
brian.sanderson@crowe.com

“Crowe” is the brand name under which the member firms of Crowe Global operate and provide professional services, and those firms together form the Crowe Global network of independent audit, tax, and consulting firms. Crowe may be used to refer to individual 
firms, to several such firms, or to all firms within the Crowe Global network. The Crowe Horwath Global Risk Consulting entities, Crowe Healthcare Risk Consulting LLC, and our affiliate in Grand Cayman are subsidiaries of Crowe LLP. Crowe LLP is an Indiana limited 
liability partnership and the U.S member firm of Crowe Global. Services to clients are provided by the individual member firms of Crowe Global, but Crowe Global itself is a Swiss entity that does not provide services to clients. Each member firm is a separate legal entity 
responsible only for its own acts and omissions and not those of any other Crowe Global network firm or other party. Visit www.crowe.com/disclosure for more information about Crowe LLP, its subsidiaries, and Crowe Global. The information in this document is not –
and is not intended to be – audit, tax, accounting, advisory, risk, performance, consulting, business, financial, investment, legal, or other professional advice. Some firm services may not be available to attest clients. The information is general in nature, based on 
existing authorities, and is subject to change. The information is not a substitute for professional advice or services, and you should consult a qualified professional adviser before taking any action based on the information. Crowe is not responsible for any loss incurred 
by any person who relies on the information discussed in this document. Visit www.crowe.com/disclosure for more information about Crowe LLP, its subsidiaries, and Crowe Global. © 2022 Crowe LLP.

http://www.crowe.com/disclosure
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