
5 Surprising Ways 
Work Queues Can 
Drive Meaningful 
Results



Intelligence has transformed how we 
communicate with patients and modify 
patient financial behavior. But how do 
you inspire employee activity for the 
best outcomes? Data analytics that drive 
effective financial communication—and 
bottom-line results—empowers call 
center, revenue cycle management, and 
front office employees to bring about 
noteworthy results through precise 
email, text, and phone contact. Now 
data intelligence is providing another 
advancement for your team: work 
queues that ensure the most important 
tasks are prioritized and easy to 
accomplish.

Harnessing the focused simplicity 
of work queues or flows—combined 
with precise data linked to targeted 
objectives—is nothing short of 
transformative. When the actions are 
tied together with your existing payment 
portal, empowered employees save 
time and become more effective  
(and accountable) to managers.

Read on to quickly learn five ways work 
queues can drive surprisingly meaningful 
results for your healthcare organization.
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Eliminate Unnecessary Spending on 
Communications that Go Nowhere1
A recent report on the staggering cost of returned mail estimates that “returned mail can cost 
businesses up to $25 per returned item. . . Overall, according to the United States Postal Service, 
returned mail costs the mailing industry—a cost passed down to the originator, i.e., the business 
sending the mail—an estimated $20 billion annually.” 1

How much is your hospital or health system losing on missed payments because the statement 
didn’t even reach the patient?  

Now imagine recovering even a fraction of that cost.

It’s a realistic goal with the help of work queues designed to guide employees in a precise and 
targeted way when statements are returned due to bad addresses. Call Center Representatives 
are alerted so they can leverage alternative collection means, such as reaching out by phone, 
emails or text to proactively collect balances before the dunning cycle advances.

1 — https://mailingsystemstechnology.com/article-4640-Report-The-Cost-of-Returned-Mail.html

Work Queues:
Guide employees when statements 
are returned due to bad addresses

Alert Call Center Representatives 
to contact patient before the cycle 
advances



Increase Collection Yield2
“A new analysis prepared by Kaufman, Hall & Associates, LLC 
and released by the American Hospital Association (AHA) 
highlights the ongoing consequences of the COVID-19 pandemic 
on the financial stability of hospitals and health systems, 
threatening their ability to continue to provide essential services 
to their patients and communities. . . this analysis builds on 
another Kaufman Hall report . . . that forecasts total hospital 
revenue in 2021 could be down between $53 billion and $122 
billion from pre-pandemic baselines.” 2

Revenue and collections are two different matters, of course, 
but today’s tremendous revenue stress makes collecting every 
possible dollar more crucial than ever before. 

An intelligent work queue structured to focus on collecting high 
balances from high propensity to pay patients could generate 
thousands, or even millions, in previously uncollected 
balances. Assigning several employees to this type of work 
queue increases the amount you can recover. 

Another benefit? 

Eliminate the cost of preparing and distributing multiple monthly 
(and mostly ignored!) billing statements. 

2 — https://www.aha.org/press-releases/2021-03-23-new-analysis-shows-continued-negative-impact-covid-19-hospital-health

Some Work Queue Benefits:
Collect high balances from  
high propensity to pay patients

Eliminate cost of preparing  
and distributing multiple  
monthly billing statements
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Improve Staff 
Productivity
Staff productivity is a critical asset within any organization. 

Work queues provide streamlined workflows to keep 
patient facing employees focused on the most relevant 
tasks: improving patient payments, proactively addressing 
payment barriers, and reducing waste.

When consolidated and organized in an automated 
queue, patient outreach becomes efficient and 
productive. Inconsistent manual processes are eliminated 
(and time is saved) when CSRs remain in the payment 
portal instead of bouncing back and forth among multiple 
platforms to facilitate action. 

Work queues can boost productivity for front office staff 
too. During the inevitable downtime between patient 
interactions, work queues can guide these employees to 
work on important tasks such as:

• Updating insurance information
• Replacing expiring credit/debit cards
• Distributing “Contact Us” forms 
• Handling address updates

Work Queues Can:
Provide 
streamlined 
workflows

Help employees 
become efficient 
and productive

Keep CSRs 
in the portal

Boost  
productivity for 
front office staff



Manage Financial  
Assistance Programs4
Save time and money on debt collection by providing financial assistance to those who qualify. 
Early identification of financial assistance recipients eliminates unnecessary paper and postage 
costs, or even paying a collections agency to try to collect a debt balance that should go to 
community benefit.

The work queue connection?

Reaching out to those who qualify for financial assistance can be a touchy process. Well-defined 
work queues give your team scripts for ensuring delicate matters are handled, well, delicately! 

As staff contact patients qualified for financial assistance, next steps are automatically presented 
so guess work is eliminated and all necessary documentation and paperwork is obtained. This 
is true for any type of work queue.

Early identification of financial 
assistance recipients eliminates:

Unnecessary paper  
and postage costs

Paying a collections  
agency



Increase Staff 
Accountability5
Seeing what’s really going on—and holding 
staff members accountable—is one of the most 
challenging aspects of any busy manager’s job. 
Work queues improve CSR accountability while 
removing payment barriers for patients.

Automated work queues create total transparency 
with easy-to-navigate dashboards displaying:

• Work queues: to be assigned, recently opened, 
recently closed (and more)

• Basic information about particular work queues, 
including status indicators

• Places to add notes and review previous activity

Next steps, such as an easy way to escalate a call 
center manager. The bottom line, though, is your 
bottom line. 

With well-defined work queues guiding patient 
outreach, the likelihood of patients fulfilling their 
financial obligation increases and bad debt that 
must be written off decreases.

Work Queues Can:
Create total transparency 
with easy-to-navigate 
dashboards

Improve staff accountability 
while removing patient 
payment barriers

Improve workplace 
satisfaction for employees 
and managers



Uncover  
more opportunities 
with work queues!
While automated work queues are new to 
healthcare revenue cycle management, they 
are sure to be a game changer. Say goodbye 
to payments “slipping through the cracks” 
due to undetected barriers in collections. 

Work queues shine a light where typical 
collection systems go dark by using smart 
data to identify who to reach out to and  
what to work on when. 

Staff productivity and accountability will 
soar, along with employee satisfaction,  
with automated work queues providing 
everything that’s necessary for success.
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