
CASE STUDY

The CFO at Lincoln Surgical Hospital (LSH) was 
not happy. Reports from the facility’s payment 
processing system made it very difficult and time 
consuming to reconcile payments against bank 
statements, because the reports had an inflexible 
format that was hard to print, hard to read and 
confusing. The system also made it difficult for 
the accounting staff to track and identify  
banking and merchant fees. But LSH solved  
these problems by adopting the suite of payment 
applications from ePAY Healthcare. Additionally, 
other valuable benefits were realized, such as 
accelerating payments from patients, giving 
patients self-service and installment payment 
options, and reducing the workload for LSH’s 
patient account representatives.

30% of Patients Adopt Online  
Payment Option 

The ePAY solution offers patients the option  
to go online and pay their bills, providing both 
convenience for patients and reducing the time 
the LSH staff spends on the phone with patients 
and entering information into the payment system. 
LSH alerts patients that the online option is  
available by advertising it on statements. “Before 
ePAY, a lot of our telephone calls were patients 
wanting to use a credit card for payment,” says 
Linda Benson, Director of Patient Accounts,  

Lincoln Surgical Hospital. “But now that 30 
percent or so of our patients pay bills themselves 
online, we get a lot fewer of those phone calls.”

Improving Reporting, Reducing Errors 

ePAY also solved the reporting problem for LSH 
with reports that simplify accounting for the 
CFO, reducing the time it takes to review data 
and reconcile accounts by more than 25 percent. 
“We struggled with the previous system to find a 
readable report format and to figure out what the 
‘hidden’ fees were for,” says Benson. “The ePAY 
reports are much clearer. They show what the fees 
are, and what the actual payment was. The system 
is easy to use and makes it simple to navigate the 
screens and find the report you’re looking for. We’re 
very satisfied with the ePAY reporting capability.”

LSH has also adopted ePAY Healthcare’s ePOS 
application for office payments of co-insurance 
and deductible amounts. “We use ePOS a lot,” 
says Benson. “Our representatives like the system 
because of the way it’s laid out, it just makes sense. 
There’s also less chance of error with ePOS because 
it pulls correct information on patients’ self-pay 
balances from our Meditech Hospital Information 
System and we do less data entry.”

ePAY Simplifies Reporting, Accelerates  
Payments for Lincoln Surgical Hospital
Online payment solution automates monthly payments, 
reduces follow-up with patients, decreases AR days
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Speeds payments and  
reduces AR balances

Simplifies reporting and  
reconciliation

Decreases calls from  
patients providing credit 
card information

Reduces staff workload by  
eliminating the need for
follow-up calls to patients
for payment information
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ePLAn Helps Ensure Regular,  
On-time Payments 

ePLAN from ePAY Healthcare enables LSH to 
offer patients a web-based system for automatic 
and customized installment payment plans. 
Many patients have taken advantage of ePLAN, 
which sends an email notification three days 
before the payment is processed and makes the 
payment automatically on the day of the month 
selected by the patient. Benson reports that 
patients say it’s convenient for them and they like 
not having to think about it every month. For the 
LSH staff, ePLAN transforms a time-consuming 
manual process into an automated one.

Another benefit of ePLAN, says Benson, is that 
LSH doesn’t need to keep credit card numbers on 
file in the office, which they were reluctant to do 
for security reasons. 

“Our previous credit card processing system didn’t 
have installment plan capabilities and didn’t link to 
Meditech, so the patient and credit card information 
had to be keyed in every time a payment was run,” 
she says. “But ePAY solves that problem because it 
does link to Meditech and securely saves credit card 
information.”

Benson says ePLAN is not only convenient for 
patients, it greatly reduces the time that patient 
account representatives at LSH need to spend 
following up with patients on missed payments. 
“Prior to ePAY,” she says, “we’d make notes in  
the Meditech system that patients had agreed  
to make payments monthly, but we weren’t  
specific about how they’d make them, and we’d 
need to follow up with patients if we didn’t receive a 
payment. We don’t need to do that with ePLAN, and 
that has reduced our workload and improved our 
cash flow.”

Although patients with ePLAN still receive 
printed statements in the mail, Benson says 
LSH is rethinking that. “Paper bills are not getting 
any cheaper—it currently costs us about $2 per 
statement,” she says. “With ePLAN, we could stop 
sending those, potentially reduce our billing costs, 
and save quite a bit of money.”

Reducing Accounts Receivable,  
Supporting Better Customer Service 

Benson says that accounts receivable balances 
for LSH have decreased since the facility imple-
mented the ePAY solution. “With the automated 
payments from ePLAN, we know the payment is 

going to be there,” she says. “We’re getting paid 
faster than we were before, so the average number 
of days for balances in AR is pretty low. Even the 
high-dollar balances are getting paid faster.”

In summing up how ePAY helps LSH achieve its 
business objectives, Benson says, “Our ultimate 
goal is to provide good service to our patients—with 
their surgery, the customer service my staff provides, 
and an easy way to pay their bills. By increasing con-
venience for patients, helping us receive payments in 
a timely way, and reducing balances on outstanding 
accounts to zero, ePAY helps us achieve that.”

About Lincoln Surgical Hospital 

Located in Lincoln, Nebraska, Lincoln Surgical 
Hospital provides state-of-the-art surgical suites 
and a skilled, professionally staffed alternative 
for many of the city’s best surgeons. The 21-bed 
hospital offers surgical service on an outpatient 
or inpatient basis. Each year, the hospital’s 
healthcare team strives to provide optimal surgical 
outcomes to as many as 9,000 patients. This 
team comprises approximately 200 employees 
who work in the clinical and non-clinical arena.

About ePAY Healthcare

ePAY Healthcare www.epayhealthcare.com is 
the only provider of a complete suite of payment 
applications entirely focused on simplifying  
payments to increase cash flow. ePAY Healthcare 
helps you get paid for the care you deliver—
faster. For patients, our real-time integration and 
patient-friendly web interface show patients how 
much they owe and give them multiple ways to 
pay. For healthcare facilities, workload is reduced 
through one solution that automates both office 
payments and patient payment plans.

for More Information

Please visit www.epayhealthcare.com
call 1-877-203-8105,
or email info@epayhealthcare.com.

“Our ultimate goal is to 
provide good service to  
our patients—with their  
surgery, the customer service 
my staff provides, and an 
easy way to pay their bill. By 
increasing convenience for 
patients, helping us receive 
payments in a timely way, 
and reducing balances  
on outstanding accounts  
to zero, ePAY helps us 
achieve that.”
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