


Overview

• Wheaton Franciscan Healthcare 

• Our Journey in Simplifying the Patient 





A Call to Action

• Several years of practice acquisition
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Scheduling and Registration





Simplicity In Action 





• Improve the Patient Experience by 
Simplifying the Process

• Practice  Improvement by Returning 
Administrative Services 
Back to the Physician Office 
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Results to Date

�¾30% Reduction in bad debt

�¾Increased upfront cash collections by 50%







Patient Centered Process Improvement













Simple Steps to Improve 
Patient Satisfaction

• Greet patients with a smile and eye contact 
• Wheaton Wear Dress Code implemented 9/1/11
• Work areas maintained in clean, orderly manner 
• Magazines and toys in Waiting areas picked up 

throughout the day
• Round in waiting areas, checking in on patients and 

updating them on waiting time
• Greet patients in our facilities and ask if they need any 

assistance
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PEPI Timeline

Development

Pilots 

Process Hard-wiring

Implementation

July 
2010

Sept.
2011
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PEPI Process Rollout Highlights

• Focus to return to a “cottage-style” industry, by 
empowering associates to best support patients 
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Direct Margin – By Medica
7(B)oup



Practice Development/Process 
Improvement

• Majority of physicians offer extended hours
�¾12% increase in new patients since the addition of extended 

hours for certain physicians 

• Some offices offer guaranteed same day 
appointments

• Recalls hypertension, diabetes, physicals
• Substantial increases in  Medicare Wellness Visits 

performed
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Physician Practice Growth
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Physician Practice Growth



Clinical Excellence – Diabetes Index

54



C
linical E

xcellence –
D

iabetes Index







Denial Management - Northeast

Goal:  <2%  
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Denial Management - Northwest
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Denial Management - Central Market





Billing and Point of Service 
Improvement s



Patient Satisfaction









”The pessimist complains about the wind. 

The optimist expects it to change.

The leader adjusts the sails .”

By John Maxwell
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