At-a-glance

Founded in 1996, Crystal Run
Healthcare focuses on the
healthcare needs of the
Hudson Valley and lower
Catskill region of New York
with 400+ providers across 50
medical and surgical specialties

in multiple practice locations.

Fully reliant on paper
statements, manual processes
and collection agencies in 2017,
Crystal Run wanted to modernize
and innovate their patient
financial experience to drive

better patient engagement.

Cedar's convenient digital
platform with robust backend
analytics offered Crystal Run
the ability to personalize billing
outreach and engagement via
the channels most relevant

to patients.

Crystal Run’s patient

collection rate doubled,
while achieving 96%
satisfaction rate. Digital
self-service payment grew
to 50%, reducing reliance on

paper and collection agencies.

Read the case study for details.



Background

In early 2018, Crystal Run Healthcare’s Managing Partner & CEO,
Dr. Hal Teitelbaum was in an accident while traveling. After his ER
visit, he received his bill via text message and was impressed with
the convenience of the process. He wanted to bring this same
level of modern, consumer-centric engagement to the Crystal Run

patient population. Meanwhile, Crystal Run was already acting on

Cedar has dramatically

improved the patient
experience and, frankly, has
improved our ability to collect.

an initiative to change the way they handled patient payment and
the billing experience. At the time, all billing was processed manually
using paper statements. They had a team of 10 people calling
patients to remind them about overdue balances, but it was rarely
effective. "When Cedar showed us their platform, we knew it was a

match,” said Sue Gillies, VP of Revenue Cycle Management.

Hal Teitelbaum, MD, JD, MBA
Managing Partner & CEO,



Approach

Crystal Run Healthcare now
provides a billing experience
built for consumers

Convenient and multi-channel
@ outreach options, including text

message to maximize engagement

%0, Self-service payment options

0>

allow for full or partial payment
as well as payment plans

Modern payment methods

% include credit card, Apple Pay
° and Google Pay, among others

Live chat provides real-time

@ support and reduces call
center burden

Monday, March 9

3) 456-7890

H tin, this is Crystal Run. The bill for your
most recent visit is ready.

Click here: pay.crystalrunhealthcare.com

swipe up to open

— W | Run :
= //‘cryﬁgglthcare &) Live chat
Good afternoon,
Justin

Your bill is ready. You have one bill
due from Crystal Run.

View bill details

Total due $ 55.00

Pay total: $55.00

Start a payment plan

< Back
Pay balance

Total balance

Payment total

Edit

Select payment method

Credit/ Debit Card

1 Check

®Pay  Apple Pay

Get help t_ (123) 456-78

Chat created Wed 11:42 AM

a Tiffany from Crystal Run

Hi there. How can we help?

/™ Pm confused! Help me
~~ understand my bill.

My bill seems wrong.

Help me with something

else.

$55.00

$55.00

90 X




Chat -//‘ Q'yl;sltal'!hRun. Happy to help! What is exactly wrong with your last bill? Justin Taylor
ealincare 05/27/1983 (age 36)
R I'm not understanding part of the charges. Some of the dates aren't Account: 290000
Q O\ Search patients lining up with my visits as far as | can see. View Personal Info -
Case owner: Unassigned (Closed)
Front desk A few of the dates are different than my visits.
Recently viewed
PrOVider tOOIS give Justin Taylor NEW Thanke forthe help! 0 Patient Notes +Add Note
visibility into individual
) o Outbound Calls AHAGO Total Due: $55.00 4 =
patient activity and New calls (223) Next Call . |
o payment plan
chat hiStOI’y as we|| Need callback (76) Next Call Sure thing. | see that your visit was listed as May, but | think Sta:P: _— :an .
) . Flagged (54) Next Call the date was updated once your insurance cleared. Y
as detailed reporting S
Waiting on Patient Ok, | guess | thought the other total included that. Good to know
Travisictevens and lucky for me it's way cheaper now!
Dana Johnson Last payment
Jessica Trobak That makes way more sense. Thanks! $150.00 on 01/06/2020

Martin Bjorn +12 more PA-2169-3144-4368

Encounter History

Recently Closed

NOT READY

Mar 2nd, 2020 -

Alina Buckley

Viewing: me
Cases assigned to:

Message patient Send
All Users ( oer -

*Illustrative, not actual patient data

Cedar’s user interface is tremendous. Whatever we need to
find is really just a click away and we can quickly relay the right

information to our patients. Additionally, the dashboards and
reporting functionality offer insights in near-real time.

Chris Gilbert

Assistant Director of Patient Accounts, Crystal Run Healthcare



Results

65% 96*

Collection rate Patient satisfaction
Digital self-service Reduced reliance on
payment rate collections agencies

In the months ahead, Cedar and Crystal Run will continue to partner
in introducing new functionality to improve the patient experience
such as easy insurance and contact capture, among others.

Cedar is a patient payment and engagement platform for hospitals,
health systems and medical groups that elevates the end-to-end
patient experience. The platform leverages advanced data science to
customize and simplify the payment experience, resulting in a modern,
consumer-friendly way for patients to plan for and pay their bills.

Cedar is PCl and HIPAA compliant, and HITRUST certified.

To learn more, visit cedar.com

We consistently see

the words ‘excellent,
‘easy’ and ‘efficient’ in
Cedar’s patient feedback
forms. When you see
that so often, you know

you're on the right track
to transforming the
patient experience.

Sue Gillies

VP of Revenue Cycle Management

Crystal Run Healthcare
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