Day 1-4

Day 5
Tuesday

Day 6
Wednesday

Day 7
Thursday

Day 8
Friday

Day 9
Saturday

Day 10
Saturday

Day 11
Sunday

Day 12
Monday

Day 13
Tuesday

Patient 17 year old, male

Symptoms Present
and Worsen

Call PCP to
Get Appointment

Symptoms
Continue to Worsen.
Decide to go to the ER.

Recuperation

Presents with
Additional Symptoms

Call PCP to
get appointment

Recuperation
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The experience of one patient through a health event, the medical system, and the billing process.

Guarantor Parent Diagnosis Lymes Meningitis Insurance BCBS PPO, via Employer

COPAY
$25
Initial Visit
with PCP “Don’t send to hospital for Xray. It's
too expensive. Please send to out-patient
imaging facility”
Referral for
Xray

Outpatient Imaging Hospital Hospital Hospital
Facility ER Room Radiology

“Will we be charged for
uncompleted exams?”

Xray Appointment
(Faints, only partial

“Will there be a charge exam completed)

for this call?”

Xray Results

izeaize Call to discuss
“Make sure the lab
Referral for is in network.”
STAT Bloodwork
Bloodwork

Results Received

Referral for
More Blocodwork

COPAY

525

Apppointment
with PCP

Referral for
More Bloodwork

Prescription for
Antibiotics

Received
Bloodwork Results
Confirmed Diagnosis

f “Why didn’t they collect a copay?”

Walk-in ABpt.
for Bloodwork

WaMppt.

for Bloodwork

Scheduled an
MRI
“I'm going to Children’s Hospital.
It’s the best. I wonder if it is
considered ‘in network”
Visit to
Hospital ER

Bloodwork

\

Medication \ﬂultiple Doctors
and Nurses

Admitted
for Observation
Changed
Rooms
S S N N <54 many doctors. 'm — A
confused who is in charge’ “Canft you get the Xrays that
were taken just 2 days ago?”
Cancelled -
MRI Visit from Sent for
Care Team Bloodwork Xrays
Medication
“More doctors. What are they
Visit from ~w#isit from Multiple Specialists: doing here?
Care Coordinator  Infectious Disease, Neurology
Surgery.
Informed not officially an
in-patient status, due to being
admitted from the ER. Could be
billed differently for services.
Check your insurance.
“What!?” Called HR Representative
for clarification.
Visit from
Care Team Sent for
MRI
Medication ! sit from other Specialists
“3rd Xray. Why do we need another
Xray, when we're waiting for another
MRI? Seems redundant.”
Sent for
2nd Xray
“We have to do another MRI
because radiology messed up the order.
Will T have to pay for the first one?”
Sent for
2nd MRI

Visit from
Care Team

“They never really told us
what was wrong!”

Discharged

“Should I use my FSA for
Walk-in Appt. this prescription?”
for Bloodwork T
510
Prescription for
Antibiotics

p————— )y ]

SLISIA dO1D00 =

AVLS TVLdSOH N

AdINODdd W

Medical Bills

Sample medical bills and the challenges they presented to a good patient journey.

Oh, nice! The bills consolidates both visits into

one statement.

YOUR MEDICAL SERVICES

a5 0f 06/02/16

PPPPPPPP

Some of the charges seem to be
: | duplicates—same date, same cryptic
i description, same fee. Is this a mistake?

05/11/16
05/11/16

05/28/16
06/02/16

111111

[Your
otal Amount Due by 07/02/16 $112.72]

Please pay $112.72 by 07/02/16 Page3of3

Hospital/Physician Statement

— Lists 2 doctors for 3 dates of service, but | don’t
know who they are or what part of the care
they provided.

05027139170000055503140601201600000259869

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn

| see “Out Patient” listed. Is that what the care
coordinator was talking about?

aaaaaa
aaaaaaa

-$365.00

This is the first of how many hospital bills? Can
| wait to pay until i receive all the other bills, so
| can understand all the charges?”

OF PITTSBURGH $178.00

QUICK PAY _

((D)) w

To make a fast & secure one-time p:

$250.86

otal 50.00
s 525086

AMOUNT DUE: $259.86

$40,000!"! How can that be? Something is
wrong with healthcare.

Hospital/Physician Statement
A o

(%) Pay Online: mysecurebill.com

e — There is no detail for what these charges are
e for. Does this include the visit to the ER?

Sevice Description saws | charges WU | peeene

'S HOSPITAL OF PITTSBURGH $41,121.25

The date of service is the last day in our
hospital stay. Does that mean this bill is for all
hospital charges? Will we receive more bills?

cccccc $600.00

Financial Assistance Polici

QUICK PAY

((D)) m}

To make a fast & secure one-time pa:

ssssss

nysician Tota,
Hospital Tota
S

AMOUNT DUE: $600.00

Patient thinks about health events
sequentially by date or days—“First |
did this, then | saw the doctor. After
that, | had a test.” Patient groups
smaller events and timeframes into
larger categories that is meaningful
to him.





