
Status Quo No Longer Acceptable

In 2013, Concord Medical Group was at a crossroads. They were seeking to 
grow, but financial performance was stagnant. Leadership felt results from 
their billing company could be improved in order to fuel growth. They decided  
it was time to seek a different revenue cycle management (RCM) partner.

“The RCM partner is the most significant vendor relationship for a practice,” 
says Steve Kearney, executive vice president and chief financial officer for 
Concord Medical Group. “They provide important resources for all things 
necessary to bill and collect, far more than we could amass at any reasonable 
cost. They are charged with best practices for revenue collection at every  
step of the process.”

To make their decision, Concord conducted industry research and spoke  
with peers in the industry. After evaluating several candidates, they selected  
R1 RCM (R1) for this critical role.

R1 Expertise Improves Results

Upon analyzing performance improvement opportunities for Concord,  
one area stood out. “Clinical documentation improvement has been a  
key focus for us since the inception,” say Carol Card, Vice President of 
Client Services for R1. “Complete and accurate documentation supports  
correct coding and submission, which leads to optimized reimbursements. 
This focus has been instrumental to improve bottom-line results. We have 
seen continuous improvements in four key areas—critical care, E&M, 
EKG and sedation.” 

Carol points to revenue value unit (RVU) improvements as another positive 
financial result from the relationship. “Average RVU per patient and Average 
RVU per encounter have grown consistently in the past seven years and are 
holding strong,” says Carol.  

THE CHALLENGE

Revenue cycle results were languishing 
with a previous partner. A new RCM  
partner was sought in order to improve 
performance and fuel growth.

THE SOLUTION

R1 provided comprehensive revenue cycle 
capabilities to improve performance.

 ▪ RCM best practices

 ▪ Clinical documentation

 ▪ Balanced billing analysis  
and strategy

 ▪ Telehealth guidance

THE RESULTS

Clinical documentation improvements 
for critical care, E&M, EKG and 
sedation

RVU improvements for average RVU 
per patient and average RVU per 
encounter

13.4% reduction in the number of 
providers pending payor enrollment

53.1% reduction in charges pending

All eligible Advanced Payment  
Program and CARES funding secured

Reimbursements optimized via virtual 
health and telehealth best practices

Concord Medical Group is a physician-owned and operated organization with 
corporate offices in Lubbock, Abilene, and Flower Mound, Texas. Concord was 
founded in 2001 to meet the needs of rural emergency departments in the west 
Texas area. In almost 20 years, their enterprise has experienced significant 
growth. Today Concord has 41 emergency room locations, 27 hospitalist 
locations and one urgent care location across seven states.

RCM Expertise Helps Practice 
Grow and Navigate Changes
Scale and Bench Strength Add Value in Both Normal and Extraordinary Times 

Case Study



If we had a central billing 
office rather than an RCM 

partnership with R1, we wouldn’t 
have had adequate resources 

to navigate all the changes and 
deadlines. With R1, you have lots 
of resources and capabilities to 
draw upon when you need them.
Concord values this partnership.

Steve Kearney

EVP & CFO, Concord Medical Group

“When I think about an RCM partner, I want one that is reliable to a fault,  
says Steve. “That has certainly been the case with R1. Our industry is ever-
changing, and I need a partner who can provide expertise in many areas 
and delivers solid performance even in times of change. If asked to describe 
R1, I would say they have been very consistent, steady and reliable – the 
characteristics you want in an RCM partner.” 

“I’m told from time to time that I ask more questions than most clients,” 
comments Steve. “We are always looking for ways to improve; I think 
we should always look for better. When I ask the R1 team for data or ask 
questions, they are unflappable. And with R1, I have an RCM partner with 
an absolute interest in continuous improvements.” One area for process  
improvements involves pended charges reduction for major payors. For 
Q1 2020 compared to Q2 2020, Concord recognized a 13.4% reduction 
in the number of providers pending payor enrollment, which equated to 
a 53.1% reduction in charges pending. 

One area of inquiry has been balanced billing. In Texas, balanced billing  
legislation became effective January 1, 2020, which had the potential to  
significantly impact reimbursements for emergency medicine. “I asked the  
R1 team to develop multiple scenarios for potential reductions in revenue,” 
says Steve. “That work allowed us to strategically assess the potential 
impact on our business and manage accordingly. In addition, R1 is monitoring 
this impact carefully, with an eye on out-of-network payments. This work  
is still in progress, but it’s a great help to have a partner like R1 to navigate  
these industry changes.”

“Since 2018, Concord has increased our locations by nearly 50% with pre- 
COVID-19 revenue increase projected at 29%. R1’s performance has helped  
to support our growth and scale seamlessly to provide RCM services for those  
new locations as we have added them,” says Steve.  

The Value of Bench Strength in a Time of Crisis

“When the COVID-19 crisis struck, R1 immediately sent customers summarized information needed for billing, compliance 
and other issues,” says Carol. “We proactively provided information on telehealth and found a number of misconceptions. 
For example, there are differences in billing for telehealth visits versus virtual visits. Providers who aren’t aware of those  
differences may submit claims incorrectly and may not be reimbursed correctly.”

“We also did a lot of internal research on Medicare and other large payers for the states where Concord provides 
services—Texas, Arkansas, Louisiana, Tennessee, Indiana, Kentucky and New York. It was very important to know the 
requirements for the correct submission of claims to ensure timely reimbursements. There were specific COVID-19  
diagnosis codes to be used and certain modifiers required for telehealth. We had to stay on top of all of this information 
for correct billing,” continues Carol. 

The R1 team also provided critical support to obtain funding through the Centers for Medicare and Medicaid Services 
(CMS) Advanced Payment Program and the CARES Act. “We were getting bombarded with information during this time,” 
says Steve. “R1 helped to make sense of it all. They were very helpful and responsive in supplying the information needed 
to meet requirements, thus expediting our submission process. The funding helped with cash flow, and we didn’t have 
the impact to physician compensation that others did.” Working in tandem with R1, Concord received all funds they were 
eligible to receive under the Advanced Payments Program and the CARES Act. 

“R1 was a big help during this period,” says Steve. If we had a central billing office rather than an RCM partnership with 
R1, we wouldn’t have had adequate resources to navigate all the changes and deadlines. It takes time to do the research. 
You may not have the right expertise (with a CBO). You’re relying on just a few people for everything and you’ll likely see 
a loss of revenue as a result. With R1, you have lots of resources and capabilities to draw upon when you need them.  
Concord values this partnership.”

R1 Is a registered trademark of R1 RCM Inc. All rights reserved.KLAS Research provides honest and impartial healthcare IT research needed to help healthcare leaders make the best decisions. 
For more information, visit klasresearch.com.  


