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Revenue cycle management (RCM) 
is crucial to the success of healthcare 
organizations as it ensures timely and 
accurate reimbursement for the services 
provided and can have a significant 
impact on the patient experience —  
from appointment setting and  
pre-registration to collecting payment.

To optimize RCM, healthcare leaders must understand how 
factors like staffing shortages, cybersecurity and compliance 
can advance or hinder the various processes that comprise 
the revenue cycle.

To learn more about these challenges and opportunities 
in RCM, Becker’s Hospital Review recently spoke with 
John Zimmerer, Vice President of Healthcare Marketing 
at Smart Communications.

Optimizing the revenue cycle for 
measurable ROI: Cybersecurity, 
staffing and patient experience

https://www.smartcommunications.com/
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Effective RCM crucial to success
The role of RCM in healthcare has evolved significantly, 
becoming increasingly sophisticated and integral to the 
overall success of healthcare organizations.

RCM is no longer a disconnected paper-and-pen process 
but a sophisticated digital and automated workflow that 
impacts organizations’ overall efficiency. It’s now more 
tightly integrated with clinical systems — allowing for a  
seamless flow of data between patient care and billing 
processes — and can enable patient centricity through 
transparent billing, more payment options and improved 
communication.

Further, the focus on  patient experience and increased 
transparency can result in fewer errors and improve 
accuracy and claims. This is crucial as consumers have 
high expectations and will consider not doing business 
with an organization if the user experience isn’t up to par. 

For example, research shows that poor communication and 
frustrating experiences increase the likelihood of patients  
switching to another provider. Smart Communications’ 
latest Global Benchmark Report found that 66% of patients 
are likely to switch providers if their communication 
expectations are not met, up from 51% in 2023. 

“Digital experience benchmarks are now set through 
all of the interactions that consumers have each day — 
whether through eCommerce, financial apps or social 
media — and healthcare providers have to meet that bar,” 
Mr. Zimmerer said. “The good news is that providers 
increasingly recognize that patient expectations are 
rising. They realize that in order to attract patients, and 
keep them loyal, providers have to be seen as easy to do 
business with.”

RCM challenges and opportunities
While the importance of RCM in healthcare is increasingly 
clear, organizations face significant challenges in delivering 
a smooth, seamless and optimized revenue cycle. In 
addition to delivering consistently outstanding end-to-
end patient experiences, other RCM challenges include 
persistent staffing shortages and cybersecurity threats.

Research has shown that staffing challenges are top of 
mind for many healthcare leaders. One study found that 
63% of providers are dealing with RCM staffing shortages 
and another found that the top workforce challenges 
facing health system revenue cycle departments are: 
understaffed teams, difficulty attracting and retaining 
qualified staff, and underqualified staff.

With no end to RCM staffing shortages in sight, provider 
and RCM leaders are leveraging automation and AI to 
operate with fewer staff. 

Automation alleviates the burden on existing staff by 
handling routine, repetitive and time-consuming tasks, 
such as billing coding and processing. This reduces 
administrative costs while minimizing errors and 
accelerating reimbursement cycles. 

With the integration of more digital tools and technology 
comes increased risk for cyber attacks and security 
breaches. In some cases, these breaches occur because 
providers did not prioritize security and have not 
established a culture of accountability. In other instances, 
breaches are related to how providers are using and 
managing third-party software, which may have holes or 
vulnerabilities. 

https://www.smartcommunications.com/resources/benchmark-report/
https://www.beckershospitalreview.com/capital/63-of-providers-dealing-with-rcm-staffing-shortages-study-says.html
https://www.beckershospitalreview.com/finance/the-top-workforce-challenges-facing-revenue-cycle-departments.html
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“You really need to pay close attention to the 
certifications or attestations that a software vendor has,” 
Mr. Zimmerer said. “They are hard earned.”

As a best practice, Mr. Zimmerer suggests that when 
providers are considering technology purchases, they 
adopt and use security checklists that include multiple 
rigorous questions. For example:

•	 Does the solution support multifactor  
authentication (MFA)?

•	 Does the solution support single sign-on (SSO)?

•	 Does the solution provide data backup and 
restoration?

•	 Does the vendor have a third-party HIPAA attestation?

•	 Does the vendor regularly conduct security audits 
and renew those certifications? 

Additionally, for the first time in a decade, HHS has 
proposed major revisions to HIPAA that will include 
measures to protect the digital patient experience and 
help organizations safeguard information. Mr. Zimmerer 
believes this will result in providers paying more attention 
to cybersecurity and preferring vendors that have the 
required credentials to ensure safety and the operational 
ability to perform more rigorous security reviews of 
hardware and software.

Given these upcoming changes, providers must choose 
solutions that are HIPAA-certified, with vendors that 
regularly renew their attestations, Mr. Zimmerer advised. 

Why safety matters: the role of  
HIPAA-certified SaaS CX platforms
Mr. Zimmerer explained that choosing a HIPAA-certified 
SaaS platform like SmartIQ™ helps ensure the highest 
levels of data security while fully complying with 
applicable regulations. The Global Benchark Report from 
Smart Communications found that data security was 
one of the top factors in establishing patient trust, and a 
platform that delivers data security and HIPAA compliance 
actively supports providers in building that trust.

Upgrading RCM through SmartIQ is helping provider 
organizations address their most pressing concerns. 
For example, a large provider organization in Australia 
utilized a manual intake process, which required 
hundreds of patients each day to manually complete 
lengthy, complex forms while sitting in the waiting room. 
After patients filled out the forms, administrative staff 
then had to manually key in or scan these forms.

The provider transformed their process using SmartIQ. 
Now, patients fill out the form at home or in a clinic on 
an iPad. This process takes patients about 90% less time, 
improves the patient experience and is much faster, 
easier and less expensive for the staff. 

After initially using SmartIQ for one process, this provider 
has now expanded SmartIQ to 450 services across their 
organization. This provider and other organizations that 
implemented SmartIQ have reported a positive impact 
on patient satisfaction, less stress for providers and more 
efficiency across the board, Mr. Zimmerer said.

https://www.hhs.gov/hipaa/for-professionals/security/hipaa-security-rule-nprm/index.html
https://www.smartcommunications.com/resources/benchmark-report/
https://www.smartcommunications.com/resources/benchmark-report/
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Achieving measurable ROI
While patient experience, data security and regulatory 
compliance are all important aspects of RCM, to 
justify a strategic investment in a solution or platform, 
organizations must demonstrate return on investment.

With SmartIQ, provider organizations have observed 
ROI in both operational cost savings and improved 
business outcomes.

The operational cost savings come from areas such 
as reducing manual processing costs, decreasing 
paperwork and postage costs, and lowering IT 
maintenance costs. Improved business outcomes 
include increasing patient retention, enhancing staff 
productivity and reducing bad debt.

In each of these areas, it is possible to estimate cost 
savings, as well as calculate the net financial gains and 
determine the ROI. Smart Communications can help you 
estimate the ROI of using SmartIQ.

“RCM has evolved to become a critical component 
of healthcare operations, directly impacting financial 
stability, operational efficiency and patient satisfaction,” 
Mr. Zimmerer said. “If providers could make one RCM 
investment to improve in these areas, it should be an 
interaction experience management (IXM) solution, such 
as SmartIQ.”

Next steps
If you’re looking to improve patient experience while 
reducing the burden on your RCM staff, all while staying 
compliant with evolving security regulations, consider 
SmartIQ from Smart Communications. You can learn more 
about their solutions for healthcare providers by visiting 
their website:

smartcommunications.com/industry-solutions/
healthcare-providers

https://www.smartcommunications.com/industry-solutions/healthcare-providers/
https://www.smartcommunications.com/industry-solutions/healthcare-providers/

