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A quick story about me



Ski patrol referred me to the ER.

L ŘƛŘƴΩǘ Ǝƻ ōŜŎŀǳǎŜΥ

1. Far away (+1 hr drive) 

2. Too expensive for my HDHP (probably) 

3. !ƭǎƻΣ LΩƳ ǎǘǳōōƻǊƴΦ



Insight:

When consumers are faced with 

ƛƴŎƻƴǾŜƴƛŜƴŎŜΣ ǘƘŜȅ ŘƻƴΩǘ ōǳȅ όƻǊ ŘƻƴΩǘ 

seek care)

Self-Treatment



After recurring dislocations in the 
following days, I decided to see an 
orthopedic surgeon.



Making a Reservation at Canlis vs. Orthopedist 1st Encounter

Canlis, Seattle Orthopedist

# Phone Calls 0 10

# WebsiteVisits 1 4

NextAvailable 7 Days 14Days

Wait Time 0 Minutes 55 Minutes



X-Ray: $32, according to Castlight

MRI: $443 - $2,029 (3 day process of calling around, getting 
authorizations)

Surgery: No idea

PT:  No idea

Other Stuff: Probably

ά{ƻ Ƙƻǿ ƳǳŎƘ ƛǎ ǘƘƛǎ ƎƻƛƴƎ ǘƻ ŎƻǎǘΚέ



Insight:

LΩƳ ƴƻǘ ǇŀȅƛƴƎ ƳƻǊŜ ǘƘŀƴ ϷоΣллл hǳǘ ƻŦ tƻŎƪŜǘ ǘƘƛǎ ȅŜŀǊΣ ǎƻ LΩƭƭ ǎǘƻǇ 
shopping around and let my insurance cover my tab.



ŎƭƻǎŜ ȅƻǳǊ ŜȅŜǎ ŦƻǊ ŀ ǎŜŎƻƴŘ ƛŦ ȅƻǳ ŘƻƴΩǘ ƭƛƪŜ ƎƻǊŜ



Unbeknownst to me while I slept for 4 hours, my surgical team racked 
up a $25,000+ bill



Now Comes the Pain

No sooner after the pain meds wore off did I start receiving a flurry of 
bills, EOBs, all on different letter heads, asking for different amounts, 
ǎƻƳŜ ǘƻ ǇǊƻǾƛŘŜǊǎ L ƴŜǾŜǊ ƘŜŀǊŘ ƻŦΣ ŦƻǊ ƛǘŜƳǎ L ŘƛŘƴΩǘ ŀǎƪ ŦƻǊΦ

My HSA, insurance portal, and paper EOBs all had different amounts 
listed

Amounts charged had significant differences from amount paid by 
ƛƴǎǳǊŀƴŎŜ ŀƴŘ ƻǿŜŘ ōȅ ǇŀǘƛŜƴǘΧǿƘŜǊŜ ŘƻŜǎ ǘƘŀǘ ƳƻƴŜȅ ƎƻΚ



Insight:

When we make it difficult for our 

patients to understand healthcare 

finance, how can we expect them to 

pay us?

The administrative pain is worse 

than the injury or surgery.



Consumers want simplified interactions 
with healthcare.



Consumers want the same 

qualities in healthcare 

companies that they value 
in non-healthcare settings.



93% of consumers, including those over 55, said they wanted to pay 

healthcare bills ƻƴƭƛƴŜΧ

Χтр% of health providers mail more than one paper statement to 

collect payments.

-Modern Healthcare



²ŜΩǊŜ ǎǘŀǊǘƛƴƎ ǘƻ ƭƛǎǘŜƴΦ


