
HEALTHCARE

JOHN MUIR PHYSICIAN NETWORK INITIATIVE 
PROVIDES EFFICIENT A/R MANAGEMENT STRATEGY

CHALLENGE

Every physician practice strives to be paid for services rendered and billed in a timely manner. In June 2016, the John Muir Physician 

Network was looking for a long-term cash flow solution for independent group practices supported through their Community Connect 

program. The San Francisco, California-area physician group needed to improve its net collection ratio and decrease days in accounts 

receivable (A/R). Any payments due from patients, payers, or other guarantors are considered A/R.

SOLUTION

Navigant collaborated with John Muir in the backend business office, offering a billing solution that would improve revenue cycle 

performance1. By initially providing a 12-person full-time equivalent (FTE) model, with outsourced professionals making patient phone 

calls, taking billing calls, and following up on A/R, they began exceeding expectations and meeting the group practice key performance 

indicators (KPIs) within six months. In October of 2016, Navigant reduced the number of FTEs to seven, and eventually determined that 

a six-person team could meet the needs of 13 busy practices.

“Prior to June 2016, we did not have an optimal solution and needed open 

communication with our practices that included transparent reports and 

dashboards as part of our full revenue cycle collections. In Navigant, we have a 

partner that knows A/R and understands compliance issues...exactly what our 

successful physicians deserve!” 

TOM MACMILLAN,  
DIRECTOR, PHYSICIAN SERVICES, JOHN MUIR PHYSICIAN NETWORK

1.	 Business process management services described herein are provided by Navigant Consulting, Inc.’s wholly owned subsidiary, Navigant Cymetrix Corporation.
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About John Muir Physician Network

John Muir Physician Network is a medical 

group that has multiple practice medical 

offices and 345 healthcare providers, 

specializing in family practice, internal 

medicine, cardiovascular disease (cardiology), 

hospitalist, geriatric medicine, cardiac 

electrophysiology, obstetrics/gynecology, 

endocrinology, interventional cardiology, 

and more. Medical taxonomies that are 

covered by John Muir Physician Network 

include hospice and palliative medicine, nurse 

practitioner, emergency medicine, registered 

nurse, rheumatology, geriatric medicine, acute 

care, physical medicine and rehabilitation, 

gastroenterology, psychiatric/mental health, 

and many more.

About Navigant

Navigant Consulting, Inc. (NYSE: NCI) is a 

specialized, global professional services firm 

that helps clients take control of their future. 

Navigant’s professionals apply deep industry 

knowledge, substantive technical expertise, 

and an enterprising approach to help clients 

build, manage, and/or protect their business 

interests. With a focus on markets and clients 

facing transformational change and significant 

regulatory or legal pressures, the firm primarily 

serves clients in the healthcare, energy, and 

financial services industries. Across a range 

of advisory, consulting, outsourcing, and 

technology/analytics services, Navigant’s 

practitioners bring sharp insight that pinpoints 

opportunities and delivers powerful results. 

More information about Navigant can be found 

at navigant.com. 

navigant.com

Actions that are driving performance results:

•• Resolving denials in a timely manner driving down days in A/R

•• Direct communications with each practice (daily, weekly, etc.)

•• Identifying trends for practices in proper billing practices

−− Closing encounters timely to avoid filing denials and continue cash flow

−− Reporting on preventable denials that result in clean claim 
submissions

−− Working with practices on challenges with billing

•• Use of certified professional coders to drive accurate submissions

•• Assisting in setting up edits to capture charge review/claim edit 
review opportunities to see that appropriate codes are being billed

•• Educating on workflow clinical issues

•• Maximizing technology to call patients with outstanding balances 

•• Using advanced reporting to review top KPIs 

−− Days in A/R

−− Net payment per work relative value units

−− Charges

−− Payments

−− Adjustments

−− Collection ratio

RESULTS

Navigant took over with 25 percent of the revenue in the 120-day-plus 

bucket on May 31, 2016, which is very hard to collect on at that time and 

age of the claim. 

Today, Navigant has reduced the overall claim revenue at 120-plus days in 

age from 25 percent to one percent. This effectively doubled the amount of 

money aged zero to 30 days that is collected before aging to 31 to 60 days. 

Navigant Impact on Aging Buckets
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