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PATIENTS WANT “DIGITAL-FIRST” PAYMENT 
METHODS — CAN THE HEALTHCARE 
INDUSTRY DELIVER?
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“ There is no question that COVID-19 was a catalyst for the evolution in
healthcare payments. Patients today, more than ever, want simple and quick 
ways to pay through modern and accessible apps and interfaces, and front 
and back office teams want operational efficiencies and adaptability. Providers 
must redefine payment operations to keep pace with both the increase in self-
service digital healthcare offerings and the advances in consumer payment 
technology in general.

Jason Considine,  
SVP/GM, Innovation, Patient Collections & Corporate Development, 
Experian Health

Between March and December 2020, 
110 million American consumers 
switched to “digital-first” payment 
methods for everything from buying 
home appliances and groceries to 
purchasing a new car. Around 8 in 10 
say they’ll continue with this method 
of payment even after COVID-19 
settles and in-person interactions are 
safe again. Source: PYMNTS.com, 2020 

Today’s healthcare consumers want to pay 
their medical bills anywhere, anytime. They’re 
looking for estimates, payment plan options and 
payment mechanisms to be at their fingertips 
across multiple channels. They can pay for 
almost anything they desire from their laptops 
and mobile devices, so why should healthcare 
be any different?

To put it bluntly, healthcare providers are behind 
the curve. Those that can catch up to broader 

consumer trends and replicate an easy, flexible 
and convenient payment experience will earn 
the competitive edge. A better patient payment 
experience means increased loyalty, earlier 
collections and more efficient workflows for 
both front and back office systems. 

Despite growing availability of digital tools in 
patient access and payments, 90% of 
healthcare providers were still using manual, 
paper-based collections processes before the 
COVID-19 pandemic. And, while consumers say 
they want self-service options, patient portal 
uptake hovered at 30% at that time, suggesting  
existing tools didn't meet their needs. The 
pandemic forced some welcome change, but 
more is needed.

What do providers need to know to build a 
healthcare payment solution that’s fit for 
purpose today and into the future? Here, 
Experian Health’s patient payment experts 
make seven predictions for healthcare 
payments that will help providers boost 
consumer loyalty and revenue.

“
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THE PATIENT PERSPECTIVE

...the need for flexible, digital 
ways to pay is growing, 
driven partly by the need 
for contactless transactions 
during the pandemic. 

Prediction 2: 
There will be a decline in cash 
transactions and a rise in “invisible” 
and multichannel payments

The channels through which patients want 
to pay are evolving. A vast majority would 
choose to pay by credit card over cash. Two-
thirds want to pay online. Consumers are 
growing accustomed to contactless payment 
mechanisms such as Apple Pay and Google Pay 
for online shopping, and the absence of such 
options when it comes to paying for medical 
bills can be disappointing. 

Offering choice is key as four times as many 
consumers prefer PayPal over Apple Pay, but 
recognizing limitations of certain systems and 
the ability to adjust is just as important. For 
example, iPhone users require a specific app to 
use PayPal for contactless payment at the point 
of sale (POS). Providers must keep pace with 
new developments and make sure their digital 
and POS options are compatible and varied to 
accommodate different consumer preferences. 

Source: US Bank, Health Payments 
Insight Survey Report, 2020
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Prediction 1:
Patients will want fast, secure and 
smooth payments to match the user 
experience in other industries

When asked which industry 
makes payments hardest, 
70% of consumers say 
healthcare.

The need for flexible, digital ways to pay 
is growing, driven partly by the need for 
contactless transactions during the pandemic 
and partly by consumer demand for easy 
payment methods they already use elsewhere. 

Providers should be looking for ways to match 
other industries with more convenient payment 
options to create a better patient experience 
and minimize the risk of revenue lost to the 
“hassle factor.”
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THE PATIENT PERSPECTIVE

status and ability to pay. With that, they 
can engage in a more supportive financial 
conversation and route the patient to the most 
appropriate financial pathway and payment 
method. Automations based on consumer 
preferences can send payment prompts by text, 
email or voice message to minimize the risk of 
falling behind on payments. 

Patients want accurate estimates before they 
arrive. They want to choose how and when to 
pay. Having the flexibility to manage bills in a 
way that works for them will create a better 
patient experience and minimize the risk of 
missed payments. 

Diagram 1: Patient Experience

Prediction 3: 
Patient loyalty will be tied to a convenient and compassionate experience 
that includes reminders and prompts

More than a third of patients 
said a difficult and unorganized 
billing and payment process 
would prevent them from seeking 
further care from that provider. 

 
 
 
Consumers are more likely to choose a provider 
that minimizes the traditional pain points in 
the payment experience: inconvenience, poor 
transparency and lack of compassion. 

Wide-ranging consumer data can help 
providers understand a patient’s coverage 
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Source: “Payment Process Can Make 
or Break Patient Loyalty,” Payments 
Journal, 2019
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THE FRONT OFFICE PERSPECTIVE

Prediction 4: 
More payments will be made before 
and at the point of care

31% of patients say they 
prefer to pay at the time of 
service, rather than wait for 
bills to come through.

 

With faster ways to pay, more payments are 
likely to be made before the patient sets foot 
in the provider’s office. And if they’ve already 
received upfront estimates, those that haven’t 
paid beforehand will arrive knowing what 
they’re likely to owe. Not only are patients 
more prepared to pay at the point of care, but 
providing them those upfront estimates can 
also result in fewer unpaid medical bills.

Simplifying payments benefits everyone. By 
offering text-to-pay, quick payment links and 
the ability to save payment information on file 
for future payments, providers can speed up 
the front office workflow. Bringing in revenue 
sooner and reducing staff workload will boost 
their bottom line. 

Prediction 5: 
The use of new payment  
technologies will reduce costs and 
increase efficiency

One way to reduce complexity and provide a 
consistent user experience is through vendor 
consolidation. Many providers are shifting from 
selecting a separate vendor for each point in the 
payment cycle to a single, integrated solution 
under one roof. An all-in-one payment stack 
can save front office staff time and stress as 
compatibility issues, such as data formatting 
or multiple logins, are no longer a concern. It’s 
easier to manage payment devices, and staff 
will have access to a real-time view of payment 
information from a single dashboard. This is also 
more cost-effective for providers and creates a 
more consistent experience for patients. 

Payment tools that integrate with wider revenue 
cycle systems and EHRs also give front office 
teams access to better reporting and a stronger 
bridge to the back office, so gaps in the revenue 
cycle can be quickly filled.

Cincinnati Children’s Hospital 
saw online payments increase 
from $200,000 to $1 million 
thanks to the introduction of a 
simple digital payment tool. On 
top of that, 8,000 new self-service 
requests meant it was no longer 
necessary to hire a full-time staff 
member to deal with customer 
care, saving $60,000 per year.

Source: US Bank, Health Payments 
Insight Survey Report, 2020
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THE BACK OFFICE PERSPECTIVE

Prediction 7: 
Data security regulations will evolve, so 
providers need to be able to adapt quickly

2020 saw 642 large data 
breaches reported by healthcare 
providers, health plans, healthcare 
clearinghouses and business 
associates of those entities — 25% 
more than 2019.

 

Automation may be the key to a better patient 
experience, smoother payment flows and cost 
savings, but it brings with it evolving security 
expectations and requirements. Consumers are 
tuning in to stories about data hacks and privacy 
breaches and want reassurance that their 
personal information is stored and processed 
safely and securely. A data security breach is 
costly to providers financially but will also cost 
providers their reputation.

Additionally, new regulatory frameworks are 
coming into play. From the Payment Card 
Industry Data Security Standard (PCI DSS), 
which covers credit card payments, to federal 
requirements around data control, data 
managers must stay on top of changes.

The good news is that tools exist to support 
safe and secure payments and data 
processing. A multilayered approach to 
security, combining device recognition, secure 
login monitoring, out-of-wallet identity proofing 
and end-to-end encryption can give providers 
confidence in offering the highest security 
standards without creating an undue burden 
on patients or back office staff.

Prediction 6: 
AI and automation will become 
even more effective at increasing 
efficiencies in reporting, reconciliation 
and fraud prevention
 
Healthcare data volumes grow exponentially each 
year. Globally, the healthcare analytics market 
is predicted to experience a compound annual 
growth rate of 22% in the years leading up to 
2023. Considering the amount of information now 
held on each individual patient, there’s just no 
way providers can manage reporting and fraud 
prevention using manual, outdated processes. 
Automating data-driven tasks, such as healthcare 
payments and reconciliation is nonnegotiable.

 What does this look like?

Faster patient collections, through 
automated self-pay options

Operational efficiencies, with less 
time spent on chasing payments and 
fewer AR days

Robust performance reporting and 
reconciliation of payments

According to the 2020 CAQH Index, automation 
has saved the healthcare industry $122 billion 
(and could save even more) by streamlining 
financial processes, including earlier 
authorizations, better claims management and 
electronic payments.

 
There’s no need for providers to continue 
struggling with the cumbersome, disjointed 
collections and claims management processes of 
the past — e.g., an end-to-end integrated solution 
that incorporates data gathered throughout the 
revenue cycle with simple reporting tools, so back 
office staff can reconcile patient payments quickly. 

Contact us at 888.661.5657 or visit us at experian.com/healthcare
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In summary
Prediction 1: Patients will want fast, secure and  
smooth payments to match the user experience  
in other industries

Prediction 2: There will be a decline in cash usage 
and a rise in “invisible” and multichannel payments

Prediction 3: Patient loyalty will be tied to a 
convenient and compassionate experience that 
includes reminders and prompts

Prediction 4: More payments will be made before 
and at the point of care

Prediction 5: The use of new payment technologies 
will reduce costs and increase efficiency

Prediction 6: AI and automation will become 
even more effective at increasing efficiencies in 
reporting, reconciliation and fraud prevention

Prediction 7: Data security regulations will evolve, 
so providers need to be able to adapt quickly

experian.com/patient-payments
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HEALTHCARE PAYMENTS ARE CHANGING 
— ARE YOU READY?

As patients bear responsibility for a greater slice of medical bills, and as household 
finances come under growing pressure, patients are demanding more from the 
healthcare payment experience. COVID-19 has accelerated digital consumer trends. 

Technological advances are opening exciting new 
opportunities for faster, easier digital payments 
built on leading-edge automation. An integrated 
anytime-anywhere payment solution will soon be 
nonnegotiable in the healthcare industry.

A single payment solution can act as a “financial 
concierge” for patients, guiding them through their 
payment journey with easy, convenient and secure 
ways to pay, and estimates and prompts that are 
compassionate and accurate. It can connect multiple 
payment mechanisms with reliable reporting and 

reconciliation for front and back office staff. And the 
result? A better user experience for patients and 
staff, a more robust revenue cycle and an end-to-end 
payment strategy fit for the 21st century.
 
 
Schedule a consultation to find out 
how Experian Health can help improve 
the payment experience for your 
organization, to boost patient loyalty and 
increase revenue.

Contact us at 888.661.5657 or visit us at experian.com/healthcare
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