
The difference between stumbling blocks and stepping 
stones lies in how you use them. That bit of folk wisdom is 
an excellent way to approach new regulations as avenues 
for building patient relationships. Some hospitals will only 
see stumbling blocks: huge tasks that require checking 
another box. Others will embrace the price transparency 
regulation and No Surprises Act as valuable stepping 
stones, moving them closer to engaging patients and 
building their trust and loyalty.

It all begins with understanding the perspective of 
your patients. Patients have changed as the healthcare 
financial landscape has been shuffled during the past 
five years. They’re now paying for a larger portion of their 
healthcare bills, making patients the new payers. 

Demographic shifts also are transforming patient 
expectations. The aging U.S. population means more 
digital natives are coming into the healthcare system. 
They expect quality information and engagement to 
be easily accessible anytime via their phones and 
other mobile devices. These patients are digital savvy 
consumers with high service expectations. Friction is 
simply not acceptable. 

Regulations Today
Before delving more deeply into how providers can 
leverage patient expectations—and what the government 
requires—to build stronger patient engagement, let’s take 
a quick look at where things stand with new regulations 
today. The federal price transparency regulation went into 
effect on January 1, 2021. Its purpose: create competition 
in healthcare by letting consumers shop for providers and 
services based on prices.

The No Surprises Act, which prohibits balance billing by 
out-of-network providers in emergency and other specific 
situations, was enacted by Congress last December as 
part of the Consolidated Appropriations Act. It says that 
a health plan that provides emergency coverage must 
do so without prior authorization and with no regard 
to if the facility is in-network or out-of-network, and 
providers cannot balance bill patients for out-of-network 
emergency care. Providers also cannot balance bill for 
ancillary charges by out-of-network physicians at in-
network facilities. For other charges by out-of-network 
physicians at in-network facilities, patients must explicitly 
agree to waive their protections against balance billing 
before being billed out-of-network rates (more on that in 
a minute). 

“Requirements Related to Surprise Billing; Part I,” an 
Interim Final Rule (IFR) addressing the No Surprises Act 
from HHS, the U.S. Departments of Labor and Treasury, 
and the Office of Personnel Management took effect on 
September 13 of this year, but most of its provisions don’t 
apply until January 1, 2022. The IFR addresses several 
provisions in the law, including:

 • The ban on balance billing for emergency services 
and the requirement that cost sharing for emergency 
services be on an in-network basis.
 • Method of calculation of patient cost sharing amounts 
(i.e., the Qualifying Payment Amount).
 • The process for providers to give patients notice of, 
and patients to provide consent for, being billed out-
of-network charges.

• The basics of the complaint process to report
violations.
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As businesses rely more on 
outside vendors for everything 

from strategy to technology, they 
have started to evolve from being a 
“supplier” into a “partner.” There’s 
nothing more important for your 
business than finding and working 
with a great partner. 

Finding the right business partner for 
your venture, whether it’s to solve a 
problem or enhance your capabilities, 
is critical to your company’s success. 
Together, you and your business 
partner can influence and establish 
the right work culture, engage 
employees and empower them to 
perform at their highest level, and 
continually drive innovation and 
productivity. 

A good partnership is one that is 
sustainable, innovative, and creates 
joint value. Typically, business 
partnerships are developed as a result 
of strategic networking. For most 
business leaders, they seek a partner 
who has been highly successful in a 
similar or related industry or even a 
similar type of company.

Like a marriage, however, if you don’t 
work on this partnership, odds are 
that it will fail sooner rather than later. 

How do partnerships become 
successful? Here are a few factors to 
consider:

Trust in Each Other
Before you form a partnership with 
any individual or business, you have 
to be able to establish a foundation 
of trust. Trust often takes time and 
work for any successful partnership 
to succeed. This means depending 
on that person or company to make 
good decisions in the best interest of 
each party.  It is more than defining 
transactions and reaching out when 
you need each other; it is about 
strategizing and deliberating before, 
during, and after, and defining a 
natural cadence of communication.  

When looking for a partner, take a 
step back and be very aware of what 
your gut is telling you – chemistry 
counts!  If you’re not 100% sure 
you can trust this partner with your 
business, you should probably look 
elsewhere. 

Complementary Traits
Not everyone will share your 
skill set. Your strength might be 
communication skills while your 
partner might have strong technical 
capabilities. That’s fine. Whether 
you choose to have one partner or 
multiple partners, a good partnership 
should be balanced. If you have the 
same skill sets, this means you will 
need to seek additional outside help, 
which can be costly in terms of time, 
money, and synergy. 

Embrace Regulations to Deliver  
the Best Patient Experience 
By Howard Bright, Vice President, Patient Engagement  



 • “Requirements Related to Surprise Billing; Part II was 
published on October 7, with a 60-day comment 
period that ends on December 6. This second IFR 
covers the following:
 • The independent dispute resolution (IDR) process, 
which can be invoked when payers and providers can’t  
negotiate the payment rate in the 30-day negotiation 
window. It includes template forms and criteria to 
become an IDR entity that can settle disputes.
 • Good faith estimate requirements. If a patient has 
no insurance and opts to pay out of pocket, then the 
provider must give a written, “good faith estimate” of 
the costs for the items and services.
 • Patient/provider dispute resolution process for good 
faith estimates issued for uninsured patients.
 • Expansion of scope of claims eligible for external 
review.

Letting Patients Know Builds Trust
Patient notifications are required within the No 
Surprises ruling, and that’s good news. A strong 
patient engagement strategy lets providers turn these 
notifications into sturdy stepping stones for building trust 
and standing apart from grudgingly compliant providers. 
Making it easy for patients to see, read and understand 
the information is an obvious place to begin. 

The ruling allows for billing out-of-network rates in 
some cases but is quite explicit about advance public 
disclosures and patient consent. Disclosures must be 
easily accessible and readable on provider websites and 
in their facilities. Disclosures must be provided in-person, 
or via U.S. mail or email (according to each patient’s 
preference).

To make it easy, HHS has provided a model disclosure 
notice.1 Providers that not only follow these rules and 
the HHS model, but also go the extra mile to make 
information extra user friendly will gain an important 
advantage in competitive healthcare markets. The 
information even can become a patient satisfaction tool 
when handled well.

The price transparency regulation is another patient 
engagement opportunity in disguise. The price 
transparency regulation mandates providers publish pricing 
information in a consumer-friendly format—including 
payer-specific negotiated charges—on at least 300 
shoppable services. Hospitals that publish payer-specific 
charges in plain language and easy-to-access formats will 
distinguish themselves as patient-friendly facilities.

Most hospitals are not currently in compliance, which 
means they are missing a golden opportunity to set 
themselves apart in a positive way. Technology exists to  
facilitate getting the pricing information organized and 
online in a streamlined and easily accessible way for 
patients. This will be noticed and appreciated amidst a sea  
of confusing or non-existent information at other hospitals.

Your Bottom Line
Government regulations will continue to change and 
evolve, but one thing will remain constant: creativity 
around price transparency and billing opens up many new 
avenues for patient engagement excellence. Shoppable 
service lists and interactive websites that mimic the retail 
experience—including service listings, personalized price 
estimates and appointment scheduling—are just two of 
today’s stepping stones toward a more engaged patient 
base tomorrow.

Take advantage of your individual and business strengths 
while collaborating on mutual goals. When each partner 
focuses on her or his own skill set and responsibilities, 
it  can lead to less chance of conflict because you trust 
in each other’s unique abilities. Also, a diverse but 
complimentary skill set is critical for problem solving and 
creativity. The more skills you and your partner(s) bring 
to the business, the easier it will be to grow and run your 
business.

Mutual Respect
Any successful business partnership has leaders who 
respect each other. If there’s no respect, that partnership 
will absolutely fail. Even if you have differences from 
time to time, which is bound to happen, if you want your 
partnership to thrive, you need to be able to work through 
differences while retaining respect for each other and 
having a collaborative relationship. You have to keep in 
mind that nothing will get accomplished without the work 
and contribution of each other. 

Sharing the Same Vision & Passion
If both parties do not benefit by the relationship, there is 
no partnership. Nothing torpedoes a business partnership 
faster than having partners working against each other’s 
interests. You should be able to agree on the vision -- both 
in the short-term and long-term understanding of how the 
organization fits into the business world or its industry. Your 
shared passion will help you overcome any obstacles that 
you come across. Partners must also agree on a company’s 
strategic initiatives before executing any plan. 

Communication
Communication is at the heart of any relationship. It 
provides a means to quickly resolve challenges that 
may arise. Lack of communication is another reason 
partnerships falter. Try and communicate with each other 
as often as possible. 

Effective communication can strengthen relationships. 
Your issues, goals, or plans of the partnership need to be 
discussed. Even if you disagree with your partner from time 
to time, you need to be able to talk to each other about 
any problems. Here’s one final point to consider in terms of 
communication. Be sure to make time for your partner and 
get to know them. They may represent your business, but 
they are people just like you, with real interests.

Communication
The ups and downs of working together can always be 
addressed through laughter and having fun through good 
times and bad, and by putting mistakes behind you quickly 
and celebrating successes.  Partnerships can lead to some 
of the best friends and colleagues you have through life. 
Remember, laughter is the best medicine! 

Conclusion
As providers consider finding a partner for their various 
ongoing needs and projects, the initial research and 
vetting can be arduous. If you find yourself looking for a 
partner, consider sources outside the usual RFP process. 

At revcyclematch.com, successful partnerships are the 
cornerstones of everything we do. We re-imagined 
revenue cycle management partnerships with a 
sophisticated matching platform that makes tedious 
marketing and client acquisition practices obsolete. 

With the click of a button, our matching platform connects 
healthcare revenue cycle leaders to compatible software 
and service vendors. This innovative method is the first of 
its kind, offering a simple, stress-free approach to building 
partnerships. Our matching protocol means providers 
receive responses or “matches” from subscribed vendors 
who can meet their specific business requirements.

where great 
partnerships begin“ ”
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1 https://www.cms.gov/httpswwwcmsgovregulations-and-guidancelegislation
paperworkreductionactof1995pra-listing/cms-10780


