
Rural critical access hospital reduces charity care by 60% and improves patient outcomes
Case Study

Accelerating patient eligibility and enrolment to deliver best-in-class Medicaid outcomes

A rural critical access 

hospital (CAH) sought to 

establish a Medicaid 

funded patient eligibility 

and enrollment program to 

help its patients take 

advantage of Montana’s 

Medicaid expansion waiver. 
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IntelliGuide, Digital Patient 

Engagement Center, Patient 

Advocacy, Eligibility and 

Enrollment

Solution Overview Results

Reduction in Charity Care

>60%
Recovered in Revenues

million$4
Accounts Certified

>1000



Rising to the occasion: Expanding Medicaid

Marcus Day Memorial Hospital (MDMH) is an award-winning rural critical access hospital with 24 acute care beds and 60 

providers.

In November of 2015, when CMS approved Montana’s Medicaid Expansion waiver under the Affordable Care Act (ACA) with 

enrollment effective January 1, 2016, MDMH embraced the program. Consistent with its mission to provide quality, 

accessible, personalized healthcare, the hospital wanted to enable patients with incomes below 138% below the Federal 

Poverty Level to enroll in Medicaid. 

It was looking to establish its Medicaid funded patient eligibility and enrollment program. The hospital’s main goal was to 

help its patients take advantage of Montana’s Medicaid expansion waiver. 

Mutli-faceted challenges

MDMH recognized that establishing a robust Medicaid Eligibility and Enrollment program posed several patient 

engagement challenges such as managing enrollment, providing financial advocacy, and enabling adequate access to 

services for beneficiaries. The hospital partnered with Firstsource to successfully manage the complexity and rapidly 

deploy a patient-centric solution.
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Firstsource helped reduce the 
hospital’s charity care by over 
60%

Establish a patient-centric digital 

engagement center

Improve access to quality, 

personalized healthcare

•

•

Challenges Summary



Accelerating patient eligibility and enrollment

Firstsource acted fast, deploying its proprietary patient advocacy solution IntelliGuide, a blend of financial guidance, 

technology-enabled services, and program intelligence. The solution included:
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For more insights follow us on social media: 

What’s your challenge?
Let’s work together to solve it
To speak to our experts, 
click here

Implemented proprietary 

patient advocacy solution 

IntelliGuide.

Set up a digital patient 

engagement center to 

screen patients and offer 

extended hours support.

Deployed tech-based 

workflows to optimize 

Medicaid eligibility and 

enrollment.

•

•

•

Solution Synopsis

Two-pronged patient communication approach

Firstsource Advocates screen all patients with no medical coverage – those who are inpatient or those with higher dollar 

outpatient charges. Firstsource’s Patient Engagement Center screens and provides assistance for all other patients, with 

extended hours and multiple language support and E-signature capabilities. 

Customized tech-enabled workflows

In close coordination with the MDMH’s Patient Accounting Department and Social Workers, Firstsource combined tailored 

workflows with sophisticated technology to optimize Medicaid eligibility identification and enrollment. The tech-infused 

intelligent workflows, automatically notify Advocates when a patient date of service is covered based on the daily eligibility 

check of all referred accounts against the state’s Medicaid system. 

Going above and beyond

Firstsource teams responded with patient-centricity, respect and kindness, easing the financial burden and stress of 

patients. With no implementation fees and start-up costs, the solution has consistently delivered best-in-class Medicaid 

outcomes for patients and revenue recovery for MDMH.

https://twitter.com/firstsource
https://www.linkedin.com/company/firstsource-solutions-limited/
https://www.facebook.com/firstsource/
https://www.instagram.com/firstsourceglobal/
https://www.youtube.com/channel/UCPvpNRyjs3b1XBj60V-gCcQ
https://www.firstsource.com/contact/


Firstsource Healthcare Providers is a division of Firstsource Solutions Limited, a global leader in 

digital-first Business Process Management (BPM) solutions. Firstsource Healthcare Providers brings 

together two industry-leading brands – MedAssist and PatientMatters – helping hospitals and 

health systems unlock their revenue cycle potential while elevating the patient financial experience. 

Our Digital First, Digital Now approach coupled with the human touch heightens engagement across 

the patient journey, rapidly maximizing reimbursement, increasing cash flow, and reducing bad debt. 

We currently help over a thousand hospitals, health systems, and physician group practices across 

the US personalize patient engagement and drive revenue excellence. 

Visit https://www.firstsource.com/healthcare/healthcare-providers for more information. 
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Helping customers stay ahead of the 
curve through transformational 
technologies and capabilities




