
WHEN THE PATIENT DOESN’T PAY
PRACTICAL STRATEGIES FOR PROTECTING EMS REVENUE



PRESENTATION OBJECTIVES:

• Identify primary factors contributing to unpaid 
ambulance accounts and increasing patient financial 
responsibility

• Evaluate revenue cycle strategies that improve 
insurance reimbursement before patient balances 
become collectible accounts.

• Implement patient-friendly communication and 
collection practices that maximize recoveries while 
protecting community relationships.

• Analyze collection performance metrics to determine 
the most cost-effective approach for managing patient 
balances and bad debt.



2026 3Confidential

EMS REVENUE CYCLE MANAGEMENT METRICS
HOW WELL ARE YOU PERFORMING?

• CLEAN CLAIM RATE
• FIRST PASS RESOLUTION
• DENIAL RATE
• BAD DEBT WRITE-OFF
• SELF-PAY COLLECTION RATE
• OVERPAYMENT RATE
• PAYOR SPECIFIC BENCHMARKS
• NET COLLECTION PERCENTAGE
• DAYS TO PRIMARY PAYMENT
• DOCUMENTATION COMPLIANCE RATE
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WHAT DOES THE DATA TELL US?

PWW RCM METRIC

BAD DEBT WRITE OFF RATE BILL PATIENT COLLECTION PERCENTAGE

8.78% 7.3%



ELIGIBILITY RESOURCES
MULTIPLE TRUSTED SOURCES TO ENSURE ACCURATE ELIGIBILITY DISCOVERY AND VERIFICATION

PATIENT CARE 
REPORT

ELIGIBILITY 
SUBSCRIPTION 

SERVICES – 
BOTH 

DISCOVERY AND 
VERIFICATIONS

HOSPITAL DATA 
EXCHANGE

VARIOUS PAYER 
WEBSITES

OUTBOUND 
PHONE CALLS



ELIGIBILITY RESOURCES
KEY CONSIDERATIONS THAT STRENGTHEN ELIGIBILITY STRATEGY AND OPTIMIZE OUTCOMES

DISCOVERY VS. 
VERIFICATION

TIMING OF 
UTILIZATION OF 

ELIGIBILITY 
RESOURCES – 

INITIAL VS. 90 DAYS

MEDICAID 
RETROACTIVE 

COVERAGE



TRANSPARENT – EASY-TO-READ
SPECIFIC

FLEXIBLE OPPORTUNITIES 
FOR PAYMENT

TIMING OF INVOICES

PROMPT PAY DISCOUNTS

BEYOND PAPER STATEMENTS

PATIENT INVOICING
A PATIENT-FRIENDLY INVOICING EXPERIENCE DESIGNED FOR CLARITY, FLEXIBILITY, AND ACTION.



PATIENT INVOICING
PAYMENTS RECEIVED AFTER EACH INVOICE
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CUSTOMER

Payment Options
Alternative Payment Options
• Patient Invoice Cycle
• Online Payments
• Text Option
• Venmo/Paypal/Apple Pay

EMS|MC averages 7-10% of Customer Service Call Volume is to make a 
payment with an additional 4-6% utilizing the IVR function to make 
payment.

EMS|MC collects 23% of patient payments via online payment portal 
including recurring payment plans.   

TEXT OPTIONPATIENT PORTAL PAYMENT OPTIONS

SERVICE



BAD DEBT RESOURCES
TARGETED APPROACHES TO IMPROVE RECOVERY OUTCOMES AND SUPPORT PATIENT BALANCE RESOLUTION

SOME STATES 
OFFER DEBT SETOFF 
PROGRAMS / WAGE 

GARNISHMENTS

UTILIZATION OF 
THIRD-PARTY 
COLLECTION 

AGENCY

PROPENSITY TO 
PAY MODEL





THANK YOU!
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