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At a Glance

® Uncover the common pitfalls and challenges that
hinder dental billing and collections processes.

® Discover proven strategies to optimize your revenue

cycle for maximum efficiency and profitability.

® Learn how Capline's tailored approach can help your
practice achieve financial success

Modern dentistry is a fast pace and this service tends to
provide exceptional patient care. However, the financial
well-being of the dental practice certainly depends on the poor
or dental practice's efficiency in adapting to a complicated
system of billing and collections that characterizes the indus-
try. In particular, the revenue cycle or the dental billing and
collection process of generating revenue, from when patients
book an appointment to the final payment made, includes vari-
ous complications that often might be a serious obstacle to
the profitability and further development of the practice.




The Dental Billing And Collection
Processes: A Critical Balancing Act

The dental Billing & Collection Process in dentistry is not
merely about collecting payments; it's a strategic process that
requires meticulous attention to detail, adherence to evolving
insurance regulations, and effective communication with
insurance providers. Inefficient billing and collection process-
es can lead to a cascade of problems, including:

©® Delayed or denied insurance claims: Errors in coding,
documenting, or failure of pre-authorization of claims
are normal with claim rejection, which results in a back-
log of services not paid for, and the work overload of
practitioners.

Increased Accounts Receivable (A/R): The outstand-
ing patient balance will quickly stack up, leaving a dent
in the already existing cash flow and other operational
costs.

Patient Dissatisfaction: Bills are invoiced in a confus-
ing way to deny patients a complete understanding of
the price of services they have been offered.

Staff Burnout: The most noticeable concern revolved
around excessive and time-consuming billing tasks to
staff. Time is of the character in any life-threatening or
lifestyle-threatening situation, a concern that has the
potential of taking the lives of the persons working
within the center and having declined productivity.




Billing And Collections: A Growing Concern

Collecting payments from insurance providers has always presented challenges, but the land-
scape is becoming increasingly complex. Due to rising deductibles, coinsurance amounts, and
copayments, patients are shouldering a larger portion of their healthcare costs. This shift and
declining payer reimbursements have made collecting patient-responsible balances more critical
than ever for dental practices' efficiency.

Patients adapt to higher out-of-pocket expenses at the time of service and the balance after insur-
ance adjudication. As highlighted by Kalorama, consumer out-of-pocket healthcare costs are
estimated to reach $491.6 billion (roughly $1,650 per person) by 2025. This trend underscores
the growing financial burden on patients and the need for dental practices to be proactive in their
collection efforts.

Increase in out-of-pocket expense (2020-2023)
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Historically, a significant portion of a practice's revenue came directly from payers. However, the
continuous rise in health insurance out-of-pocket maximums has shifted the balance, requiring
patients to contribute more substantially to their medical bills. A passive approach to Dental
billing and collections processes, coupled with inefficiencies in the process, can quickly lead to
unmanageable bad debt, increased receivables, and a significant decrease in cash flow.

Improving Dental billing and collection processes is not just an option; it's a necessity for dental
practices aiming to maximize and maintain a steady cash flow and ensure the overall financial
health of their business. By adopting effective strategies and utilizing modern tools, practices can
navigate this changing landscape and ensure a healthy revenue stream.



Common Challenges In Dental
Billing And Collection Processes
& How To Overcome Them

Challenge 1: Patient Confusion and
Dissatisfaction with Payment Processes

Modern patients expect clear, convenient payment experienc-
es. However, complex insurance coverage, out-of-pocket costs,
and opaque billing can create confusion and frustration.

Key Issues:

@ Lack of transparency regarding insurance benefits and
financial responsibility.

® Inconvenient payment options that don't cater to
diverse patient preferences.

® Miscommunication or lack of clear communication
about financial obligations.

Impact on Dental Practices:

® Delayed or reduced payments due to confusion and
dissatisfaction.



® Damaged reputation and potential loss of new
patients.

® Increased administrative burden in addressing billing
inquiries and disputes.

Solutions: Proactive Communication and
Transparency

Empower staff with knowledge of insurance benefits
to provide accurate financial counseling.

Communicate estimated out-of-pocket expenses
before treatment, including non-covered services.

Offer multiple payment options like online payments,
credit/debit cards, and payment plans.

Encourage open communication with patients regard-
ing financial concerns and work collaboratively to find
solutions.




Challenge 2: Absence of Robust

Financial Policy

A clear and consistently enforced financial policy is fundamen-
tal to a dental practice's efficiency. Without it, confusion can
lead to delayed payments, bad debt, and strained patient rela-
tionships.

Key Issues:

® Lack of Clarity: Vague or absent financial policies can
leave patients unsure of their obligations, leading to
misunderstandings and delayed payments.

@ Inconsistent Enforcement: Inconsistent policy enforce-
ment can undermine patient trust and create a percep-
tion of unfairness.

©® Outdated Policies: Policies that haven't been updated
may not reflect current insurance or fee schedules,
causing confusion and disputes.

Impact on Dental Practices:

® Increased Accounts Receivable: Unclear policies con-

tribute to outstanding balances, hindering cash flow.




©® Increased Bad Debt: Patients may default on payments
when expectations aren't clear, leading to write-offs and
lost revenue.

©® Strained Relationships: Disputes over billing can
damage patient trust and negatively impact the prac-
tice's reputation.

Solutions:

Develop a Comprehensive Policy: Create a detailed
policy outlining payment expectations, due dates,
accepted methods, and consequences for non-pay-
ment.

Communicate Clearly: Make the policy readily available
to patients during registration, on the website, and in the
office.

Enforce Consistently: Apply the policy uniformly to all
patients, making exceptions only in documented
circumstances.

Regular Review: Update the policy annually to reflect
changes in insurance, fees, and economic conditions.




Challenge 3: Inaccurate or Incomplete

Patient Information

Errors in patient demographics, insurance details, or contact
information can lead to claim denials, delayed payments, and
difficulties collecting balances.

Key Issues:

©® Data Entry Mistakes: Manual data entry can result in
typos or incorrect information.

©® Outdated Information: Patients may not update their
insurance or contact details.

@ Insurance Verification Errors: Failure to verify coverage
can lead to unexpected costs.

Impact on Dental Practices:

® Claim Denials: Incorrect information can lead to claim
rejections, delaying reimbursement.

® Collection Difficulties: Incorrect contact information
makes it harder to reach patients.




@ Patient Dissatisfaction: Billing errors can lead to frus-

tration and distrust.

Solutions: Streamline and Verify

® Electronic Forms: Implement digital patient intake
forms to reduce manual errors.

® Regular Verification: Verify insurance eligibility and
benefits before each appointment.

® Communication: Encourage patients to update their
information proactively.

Challenge 4: Establishing a Robust
Financial Policy

A well-defined financial policy is essential for a dental prac-
tice's financial efficiency. It sets clear expectations for patients
and staff, ensuring a smooth billing and collection process.




Key Issues:

® Lack of Clarity: Vague or absent policies lead to confu-
sion about payment terms, due dates, and accepted
methods.

® Inconsistent Enforcement: Unevenly applying the
policy can breed resentment and erode patient trust.

® Outdated Policies: Policies that haven't been updated
to reflect current insurance or fee schedules can cause
billing disputes and delays.

Impact on Dental Practices:

©® Increased Accounts Receivable: Unclear policies con-
tribute to outstanding balances, hindering cash flow.

® Increased Bad Debt: Insurance companies can deny
payments citing any billing or coding mistakes which
can hamper the revenue inflow of your practice.

©® Strained Relationships: Disputes over billing can
damage patient-provider trust and negatively impact
the practice's reputation.



Solutions: Proactive Policy Development
and Enforcement

Create a Clear and Comprehensive Policy: Outline pay-
ment expectations, due dates, accepted methods, late
fees, and collection procedures in detail.

Communicate Effectively: Make the policy accessible
to patients during registration, online, and in the office.
Review it verbally for clarity.

Enforce Consistently: Apply the policy uniformly to all
patients, documenting any exceptions. Train staff to
ensure consistent enforcement.

Review Regularly: Update the policy annually or as

needed to reflect changes in insurance, fees, and regu-
lations. Seek feedback from staff and patients for
improvement.



Some best practices when sharing your financial policy with your patients are:

Keep it simple, concise,
and understandable.

2

Share your ptactice's financial policy
when scheduling appoinments.

3

Ask new patients to sign your financial policy
at the reception desk and give them a copy.

4

Remind returning patients of your policy and
inform them if you update or change the policy.

5
Ensure your staff is clear on your financial policy and
what their duties are in collecting patient balances

understand their duties and collect patient balances.

Challenge 5: Limited Payment

Options

The modern patient expects convenience and flexibility in all
aspects of their lives, including how they pay for healthcare
services. Offering a narrow range of payment options can
create unnecessary barriers for patients, leading to delayed or
missed payments.

Key Issues:

® Cash or Check Only: Some practices still primarily rely
on cash or check payments, which can be inconvenient

for patients who prefer digital or card-based transac-
tions.




® No Online Payments: In the digital age, not offering
online payment options can be a significant inconve-
nience for patients who are accustomed to managing
their finances online.

® Lack of Financing Options: For more expensive treat-
ments, the absence of financing options can deter
patients from proceeding with necessary care.

Impact on Dental Practices:

® Delayed Payments: Limited payment options can result
in patients postponing payment, leading to increased
accounts receivable and potential cash flow issues.

Reduced Patient Satisfaction: Patients may feel frus-
trated by the lack of convenient payment methods, neg-
atively impacting their overall experience with the prac-
tice.

Missed Treatment Opportunities: Patients may forego
necessary treatments if they need access to suitable
payment options, leading to potential revenue loss for
the practice.



Solutions: Embrace a Variety of Payment
Methods

Accept Credit and Debit Cards: Offer the most

common and widely used payment methods to cater to
a broad range of patients.

Enable Online Payments: Implement a secure online

payment portal that allows patients to easily view and
pay their bills from their homes.

Offer Payment Plans: For more expensive treatments,

provide flexible payment plans allowing patients to
spread their payments over time.

Consider Third-Party Financing: Partner with reputable
third-party financing companies to offer patients addi-
tional financing options for larger treatment plans.

Promote Available Options: Communicate all available

payment methods to patients through your website,
patient portal, and in-office materials.
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According to the 2023 InstaMed Trends in Healthcare Payments Annual Report,
38% of patient want to pay online through their doctor's or hospital's website for
a better healthcare payment experience. This report explains that:

In-person during
the visit

Online through my

bank's website Online through my doctor's

or hospital's website

Online through my health
plan's website

Advanced Software Solutions: Transforming
Modern Healthcare

Healthcare practices are leveraging a range of advanced soft-
ware solutions to enhance dental billing and collection
processes, and patient care, streamline operations, and remain
competitive. These solutions, powered by cutting-edge tech-
nologies like Al and ML, are revolutionizing various aspects of
healthcare delivery.

Key Solutions:

©® Telemedicine Platforms: Enable virtual consultations,
remote monitoring, and secure communication. Popu-
lar platforms include Doxy.me, Teladoc Health, and
Amwell.

® Electronic Health Records (EHR) Systems: Centralize
patient data, streamline clinical workflows, and facili-
tate data exchange. Leading vendors include Epic,
Cerner, and Allscripts.



® Practice Management Systems (PMS): Integrate
administrative functions like scheduling, billing, and
reporting.

Revenue Cycle Management (RCM) Software: Auto-
mate and optimize billing and collection processes.

Leading vendors include Waystar, Change Healthcare,
and RT RCM.

® Al and ML Applications: Used for image analysis, diag-
nosis support, risk prediction, and personalized treat-
ment. Notable companies include IBM Watson Health,
Google DeepMind Health, and Zebra Medical Vision.

According to Instamed’s Trends in Healthcare Payments report
2023, More than 50% of people are okay with introducing Al in
their healthcare experience

Are you comfortable with Al in your healthcare experience?

No

Yes
59.0%

41.0%




In what ways would you be comfortable with Al in your healthcare experience?

| am comfortable with
Al supporting in
administrative tasks

| am comfortable with
Al making the payment
process easier

I am comfortable with
Al'in helping to make
decisions in my care

| am comfortable with
clinical and payment)
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@ Patient Engagement Solutions: Include patient portals,
mobile apps, telehealth platforms, and e-patient state-

40 60 80

ment tools that empower patients to actively partici-
pate in their healthcare.

According to Instamed’s Trends in Healthcare Payments report
2023, 69% of people are okay with signing up for eStatements
instead of paper statements

Can you sign up for eStatements instead of paper statements from one
or more provicders?

| Don't Know

25.0%

No Yes
7.0% 68.0%




Benefits:

Improved patient care through enhanced access,
streamlined workflows, and data-driven insights.

Increased efficiency and productivity through automa-
tion and optimized processes. Enhanced patient satis-
faction through convenient access and personalized
communication.

Reduced costs through automation and improved reve-
nue cycle management.

Data-driven decision-making through advanced analyt-
ics and reporting.

The Benefits of Outsourcing Dental
Billing and Collections Processes to
Capline

In the intricate landscape of healthcare billing, achieving opti-
mal collections while maintaining strong patient relationships
can be a daunting task. Capline's specialized billing and collec-
tion services offer a comprehensive solution that not only
alleviates this burden but also significantly enhances your
financial performance.




Partnering with Capline provides a multitude of advantages,
starting with improved cash flow. Our billing and collection
service, implemented at the time of service, ensures accu-
rate insurance verification, copay/coinsurance/deductible

collection, and out-of-pocket estimates, establishing a foun-
dation for timely payments. Additionally, our patient interac-
tion specialist proactively engages patients with balance
reminders and payment options before accounts escalate
to collections, expediting payment cycles.

Outsourcing to Capline also significantly reduces adminis-
trative burden. Our dedicated team of experts handles the
complexities of billing and collections, allowing your staff to
focus on core patient care activities. By leveraging
advanced technology, we streamline billing processes, auto-
mate claims submissions, and track payment progress,
minimizing errors and maximizing efficiency.

Furthermore, Capline prioritizes patient satisfaction. Our
patient interaction specialist provide clear explanations of
bills, payment options, and insurance coverage, ensuring a
positive patient experience. We offer flexible payment meth-

ods and plans to accommodate various financial situations,
promoting timely payment and reducing unpaid balances.




By entrusting your Dental billing and collec-
tions to Capline, you unlock a comprehensive
range of benefits that not only improve your
financial performance but also free up valuable
resources, enhance patient satisfaction, and
streamline your operations. Experience the
transformative impact that Capline can have
on your healthcare practice. Contact us today
to explore our customized solutions tailored to
your specific needs.

Learn more about our solutions and how we
can help you maximize your collections and

increase cash flow. Visit our website to read
more:
www.caplinehealthcaremanagement.com

@ 888-444-6041 B thinkgrowth@caplineservices.com

@ 3838 N Sam Houston Pkwy E, Ste 290, Houston, TX 77032
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