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1.
Introduction

Representing the intersection of human labor, robotic When properly leveraged, technology optimizes resource
process automation (RPA), artificial intelligence (Al), and utilization, streamlines workflows, prevents denials, and
other workflow automation, intelligent automation can accelerates yield.

help evolve traditional revenue cycle management (RCM)
processes.
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2.

RCM Automation by
the Numbers

Consider that 79 percent of respondents to a Sage Growth
Partners survey identified RCM as the top area to benefit
from automation. Further, McKinsey believes that intelligent
automation has the potential to eliminate anywhere from
$200 billion to $360 billion in U.S. healthcare spending,
including from RCM and other administrative functions,
while also reducing clinician burnout and improving patient

experience.’

Another HFMA survey found that 74 percent of U.S.
hospitals and health systems are actively automating
some portion of their revenue cycle operations, including
46 percent that are using some form of Al and machine
learning (ML) and 43 percent using RPA. Forty-six percent
of users report a positive ROl from automation, and a lower
average cost-to-collect of 3.51 percent compared to 3.74
percent for those who don't, translating into millions of
dollars saved.i

Among those organizations that weren't yet using
automation in the revenue cycle, 80 percent said its
adoption by 2025 is a priority." However, that figure belies
the skepticism many healthcare finance leaders hold about
broadscale adoption of intelligent automation for RCM

because significant value has been elusive to date.

That skepticism is driven in part by technology limitations
and poor outcomes of smaller scale automation and Al
deployments, which McKinsey blames on operational
challenges, skill gaps, a failure to improve the foundational
infrastructure, and approaches to deployment and

measurement that weigh on projects from the start.’

Transforming Revenue Cycle Management with Intelligent Automation

of healthcare leaders
surveyed identified
RCM as the top

area to benefit from
automation.

of U.S. hospitals and
health systems are
actively automating
some portion of
their revenue cycle
operations.ii

of healthcare
organizations using
intelligent automation
report a positive ROI
and a lower average
cost-to-collect.i

of organizations
not yet utilizing
automation in RCM
have prioritized its
adoption by 2025."v




3.
Understanding the

Underlying Technology

Before determining where and how intelligent automation
can optimize an organization’s operation, it is important to
understand the differences between its core technologies,
specifically Al and automation. Because they serve similar
purposes the terms are often used interchangeably, but
they are distinct technologies with unique benefits.

Al enables a machine to act at the human level of
intelligence - a process that requires learning from past
experiences and self-correction to make decisions and
reach conclusions. Al systems learn from data, adapt to
new inputs, and potentially perform tasks without being
explicitly programmed for each step. They go beyond
automating routine tasks to include decision-making,
problem-solving, and learning from data. Al can analyze
complex data, identify patterns, and make informed

decisions.

An example is the ability to predict denials by identifying
and assessing attributes commonly found in at-risk claims
prior to submission. Other examples are ML algorithms that
predict behavior, natural language processing (NLP) used
in chatbots to understand and respond to human language,
and Al-driven analytics platforms that provide insights and

recommendations.

Automation involves using technology to perform tasks with
minimal human intervention. It is rule-based and operates
within a set framework designed by humans to execute
repetitive tasks efficiently and consistently. Automation

is primarily focused on replacing or augmenting manual
efforts in routine, predictable tasks to enhance speed and
accuracy.
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RPA, for example, mimics human actions to complete tasks
or automate workflows in software development. Other
examples include payment process automation within
electronic health record (EHR) systems to save time, avoid
human errors, and aid in document understanding by
classifying and extracting information from images and
PDFs. Other areas prime for automation include retrieving
and updating current claims status, inventory allocation,
and charge entry.

In short, automation is about pre-defined rules, while Al is
about setting up “machine-based cognition” to accelerate
decisions. When used in tandem, data can be collected,
transferred, and understood, and automated actions can be
performed based on that understanding.”

RPA (a system of rules) Al (a system that learns)

Rule-based decision
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Natural language processing
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Process execution Autonomous computing
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Data collection/extraction ..
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4.

Mindset Plus
Technology

The success or failure of intelligent RCM automation is as
much about a healthcare organization’s mindset as it is
about the technology itself. Much of its value comes from
its application to areas of opportunity, the identification of
which requires an open-ended assessment and, in some
cases, fully re-imagining processes. Identifying opportunity
also requires a willingness and commitment to change

and adapt operations, which in turn creates long-term
sustainable value and improves the patient and clinician
experience.

Successful adoption of intelligent automation also requires
looking past superficial perceptions that it is simply a quick
fix for individual pain points and instead focusing on its
potential to resolve the underlying systemic issues that are
the root cause of those pain points.

The challenge for many healthcare organizations is parsing
through the noise that over-hypes both automation and

Al so realistic expectations can be set for the role of

both in RCM in a manner that couples technology with
pragmatism. It also requires establishing executive buy-in
by educating leadership on the transformative role of
intelligent automation in the revenue cycle. This includes
those aspects of healthcare connected with access to care
and reimbursement for services rendered that are most
problematic for staff, patients, and providers, as well as
processes that are disproportionately driving up costs or
impeding revenue.

Transforming Revenue Cycle Management with Intelligent Automation

R



5.

Optimizing Labor
Resources

The impact of intelligent automation in RCM on one of the
most critical and intractable issues confronting healthcare
organizations today - the chronic and increasing shortage
of skilled professionals - is worth noting.

According to CWH Advisors, 63 percent of providers are
dealing with revenue cycle staffing shortages.” This makes
it difficult and expensive to recruit the RCM talent needed
to keep pace with growing demands for higher productivity,
improved accuracy, faster turnaround times, denial
prevention, and other key performance areas that directly
impact an organization’s bottom line.

An Experian Health survey of hospitals and health systems
further found that staff shortages have significantly affected
RCM and patient engagement efforts, with 69 percent
predicting ongoing challenges in the long term. Surprisingly,
just 25 percent of respondents are considering
consolidating workstreams across processes, and only 27
percent are exploring the use of integrated Al to improve
efficiency."

What makes those figures surprising is the demonstrated
impact intelligent automation can have on RCM workforce
by augmenting teams with automated suggestions for
next best actions, smart workflow coordination, and digital
workers to handle tedious, time-consuming tasks requiring
minimal skill. Intelligent automation has been shown to
streamline processes, reduce errors, increase accuracy,
and decrease manual work. It can scale and adapt to free
staff to focus on higher value tasks.
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6.

Use Cases and
Lessons Learned

The impacts of intelligent automation are borne out in
numerous real-world applications, including its use for
workflow management. By programming Al to evaluate
incoming work based on a set of specific parameters
(e.g.,urgency, complexity, value, etc.), the assignment and
distribution of work can be automated to ensure the right
work is delivered to the right resources at precisely the
right time.

Al can also assess whether a task can be completed by
digital workers or requires the complex problem-solving
capabilities of a human, and then prioritize it to ensure high-
value, urgent work is processed first.

The following are a few examples of how intelligent
automation is being applied for specific use cases
throughout the revenue cycle.
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Prior Authorization

One example of intelligent automation in the RCM workflow
can be found in financial clearance for diagnostic imaging,
where a tremendous number of resources are lost due to
compliance with payer requirements that are increasing

in both volume and complexity for prior authorization.
Administratively, the increase in services requiring prior
authorization has led to higher costs and workloads for RCM
staff, contributing to burnout and turnover. Further, if prior
authorization is not completed in a timely manner, it can delay
cash flow, impact patient satisfaction, and reduce earned
revenue altogether.

There are several key steps in the prior authorization process
where intelligent automation can have a transformative
impact. Automating demographic and benefit verification
allows for rapid confirmation that the patient is who they
claim to be, lives where they say they live, and has benefit
coverage for the scheduled service. Determination of
required prior authorization can be automated with a

rules engine that confirms - down to the payer and plan

level - that prior authorization is required for a specific visit
in the absence of manually calling payers or maintaining
credentials for payer portals. Moreover, automation can also
be used to submit and retrieve the correct prior authorization
number to substantiate the covered service. Finally, RPA
can be used to automatically route and save the prior
authorization in the system of record.

By leveraging prior authorization technology, workflows

can be targeted to ensure comprehensive, accurate, and
consistent outcomes. As a result, authorization times can be
shortened by as much as 85 percent and per authorization
productivity increased by as much as five times to ensure
maximum reimbursement.
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Intelligent Automation Doubles
Authorization Productivity

Challenge

US Radiology Specialists (Raleigh, NC), a large radiology
group, needed to handle growing authorization volumes
without adding staff. Additionally, the organization
struggled to anticipate pending authorizations and
develop best practices around the appropriate time to
schedule and turnaround expectations.

Solution

They implemented AGS Health's Intelligent
Authorization platform, which enables users to
streamline and expedite financial clearance processes
through configurable automation solutions.

Results

Doubled daily production volume
(from 60 to 120 cases)

Reduced exams needing work to 5-10%

Completed authorizations 9 days in advance
(up from 3 days)

Improved patient experience with faster access
to care
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Autonomous Coding

A second example of intelligent automation in the RCM
workflow is autonomous coding. By leveraging ML, NLP,
clinical language understanding (CLU), computational
linguistics, knowledge graphs, large language models
(LLMs), and advanced algorithms, autonomous coding
solutions analyze, interpret, and classify large volumes of
patient data, including patient records, physician notes, lab
reports, and diagnostic information. Al assumes the task of
assigning diagnosis and procedure codes, freeing coders to
focus on higher complexity charts and provide the feedback
that is critical to Al's ongoing education and adaptation.

There are multiple benefits to using autonomous coding, with

early adopters reporting a 50 percent decrease in coding
costs, three to five fewer A/R days or discharge not final
coded (DNFCQC), a 25-50 percent reduction in coding related

denials, and a 50 percent decrease or reallocation of full-time

employees (FTEs).”

With great potential for gains, autonomous coding solutions
have limitations. None currently on the market can automate
100 percent of coding workflows independent of people.
Often, only 40-50 percent autonomous production is initially
possible making it necessary for people to intervene.

As the technology analyzes factors that cause fallout charts,
it will begin to identify trends and create new logic to reach
autonomous ranges of 70-80 percent, at which point coders
can take on an auditing role, saving time and adding greater
value to the entire process.

Accurate?
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Payment Posting Automation

A third use case for intelligent automation is payment posting
automation using RPA. Historically, payment posting has
relied on tedious and time-consuming manual processing
methods that are costly and prone to human error. With many
healthcare organizations facing widespread labor shortages,
this approach has also led to extended payment delays

and financial discrepancies. Altogether, these issues make
payment posting an ideal use case for digital workers.

By working closely with an organization's RCM department,
including shadowing internal teams, RPA design engineers
can gain a detailed understanding of an organization's
operations and unique needs for a digital workforce. An
assessment of current revenue cycle processes, including
staffing, current practices, and technologies, is also
conducted to identify the most efficient and impactful
opportunities to enhance financial outcomes and operational
success through automation.

Some common uses of digital workers in payment posting
include:

« Data Entry: By extracting payment information from
various sources, such as EHR systems or clearinghouses,
digital workers can automatically enter patient data into
billing or accounting systems.

« Remittance Advice: Digital workers can process
electronic remittance advices (ERAs) and explanation of
benefits (EOBs), matching them to the corresponding
patient accounts and applying payments accordingly.

« Reconciliation: Automatic reconciliation of payments with
bank deposits and accounts receivable, ensuring that all
received payments are accurately recorded and matched.

o Error Detection and Correction: Digital workers identify
discrepancies or errors in payment postings, such as
underpayments, overpayments, or denials, and flag them
for further review or correction.

Transforming Revenue Cycle Management with Intelligent Automation

Eradicating Penny Write-Off Backlog
with RPA

Challenge

Tidewater Physician Multispecialty Group (Newport
News, VA) faced a substantial backlog of penny charges
on claims due to value-based care coding. Manually
writing off these charges was time-consuming and
caused billing delays.

Solution

Tidewater collaborated with AGS Health to plan,

develop, and implement digital workers that would

integrate with the organization’s NextGen practice

management system to automate transaction posting.

Results

Eliminated backlog of 100,000+ penny write-offs
(4 months)

Automated 98% of penny adjustments
(with 99% accuracy)

Saved an estimated $200,000 over 5 years

Improved cash flow and financial insights



https://www.agshealth.com/case-studies/tpmg-realizes-immediate-roi-from-ags-health-developed-rpa-tool/

« Reporting: Organizations can rely on RPA solutions to
generate and distribute payment posting reports,
providing insights into payment trends, outstanding
balances, and other financial metrics.

Leveraging digital workers in payment posting not only
enhances efficiency, accuracy, and costs but also maximizes
the value of an organization’s highly skilled RCM staff. By
automating tedious, time-intensive workflows, internal

teams can focus on more critical tasks that require their
unique expertise and improve revenue flow while decreasing
expenses. Additionally, digital workers can be deployed to
support immediate scalability requirements without the need
for human capital and extensive onboarding timelines.

Other common applications of digital workers in RCM include:

« Patient access: eligibility verification, pre-certification
and adjudication, demographic and address validation,

and insurance verification

« HIM and clinical: validation, classification, and indexing of
faxed medical records, release of information, chart
requests, and mail processing

« Patient financial services: claim status check/updates,
remittance processing, transition to collect, and cash

reconciliation

Because RPA development requires experienced developers
and access to development tools that require recurring
licensing or subscription fees, developing and implementing
digital workers in-house can be a costly endeavor. However,
a small but growing number of outsourcing vendors are

now offering competitively priced revenue cycle automation
development services that can deliver high-impact digital
workers with a demonstrable return on investment. It is
important to look for a vendor with deep expertise in RCM as
well as experience with developing and managing intelligent

automation solutions.

As all three examples demonstrate, there is a clear ROI

for intelligent automation. However, setting reasonable
expectations is critical to its long-term success. This
includes having plans in place that ensure humans remain in
the loop as the technology adapts to feedback.

Transforming Revenue Cycle Management with Intelligent Automation
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7.

Start with a Trusted
Partner

Intelligent automation is evolving to optimize RCM
processes - which can be overwhelming to organizations
early on. But taking small steps now, including incremental
adoption of foundational elements, ensures healthcare
organizations aren't left behind as complexity grows.

Diligence is required to identify where, when, and how
best to approach intelligent automation, so it is essential
to identify and work with a partner with deep experience in
technology and the healthcare revenue cycle operations
that technology impacts. To that end, look for a vendor
that understands the targeted problem and has real world
experience solving it in their own operation.

Honest perspectives and healthy skepticism are imperative
to long-term success, as is transparency about the viability
of intelligent automation across all tasks. This is essential
as there are several complex processes within RCM

where these technologies have not yet reached the level of
maturity needed to operate with autonomy.

The reality is that, despite significant progress, there are
aspects of intelligent automation that still fall short. As such,
it's important to partner with a vendor who will address
these gaps and offer solutions by way of highly trained
people with specific expertise.

Itis also beneficial to look for a vendor that uses industry-
standard Al tools and provides configurability, rather than
taking a one-size-fits-all approach. A cloud-based platform
that enables a single source of insights is also preferable to
cobbled together solutions from multiple vendors.

A centralized approach allows for easier upgrades, greater
cost efficiencies and less time spent on deployment.

Transforming Revenue Cycle Management with Intelligent Automation
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8.

A Transformational
Approach

Intelligent automation is a novel and rapidly evolving Successful adoption will come from understanding the
concept for optimizing RCM and eliminating many of the differences between the technologies that comprise

pain points that are negatively impacting the revenue cycle. intelligent automation and the need for human engagement,
Its benefits are being realized by early adopters, including proper planning, the right partner, and approach.

optimal productivity, efficiency, and quality, while reducing
expenses and improving revenue.
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WHAT WE DO

At AGS Health, we use technology
and expertise to yield the revenue to
realize your vision. Our combination of
Al-enhanced technology, innovative
data-driven services, and specialized
support helps to maximize the
performance of your revenue cycle,
enabling you to focus on the most
important part of your business:
caring for patients.

AGSHEALTH.COM
(202) 629-4100
INFO@AGSHEALTH.COM

Revenue
to Realize
Your Vision



