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Letter from the CEO

Dear R1 Stakeholders,
R1 was founded more than 17 years ago
with the goal of delivering sustainable
financial improvements to healthcare
providers while improving the patient

Joe Flanagan
President & CEO

experience. Today, as a leading provider of
technology-driven solutions transforming the financial performance of hospitals, health systems,
and medical groups, our business decisions are guided by an unwavering commitment to excellence
in all that we do. Our customers, and the patients and communities they serve, entrust us to provide
innovative solutions that simplify the complex with compassion and integrity. Our business goals are
balanced with responsible business practices embodied in the R1 Way: transforming the customer
and patient experience through a world-class team of employees who operate with purpose and
deliver excellence.
Our commitment to corporate responsibility and sustainability, foundational to who we are and how
we work, is stronger than ever. In this inaugural report on R1’s approach to environmental, social, and
governance (“ESG”) factors, I am pleased to share a snapshot of key initiatives underway to build upon
the R1 Way in the years ahead. These initiatives, essential to our continued success, are part of our
broader ESG commitments that are centered on innovation, integrity, and inclusion:
Innovation: Improving the patient experience through automation and digitization that leads
to efficiencies and standard practices benefiting customers, patients, and communities.
We are mindful of, and focused on, the need to improve patient access to care and support
the financial sustainability of healthcare providers. Our goal is to focus on making health
care affordable, transparent, and accessible for patients by enhancing the provider-patient
experience. With innovative, technology-driven revenue management solutions that digitize
their revenue cycle, we enable our customers to allocate more resources to patient care.
Integrity: Making the right decisions, for the right reasons, every day in every part of our
business, with integrity and ethics as bellwethers of who we are and how we operate.
Our success is directly correlated to operating with the highest level of integrity and ethics.
Our global operations embed a comprehensive, proactive, and highly visible approach to
compliance, data privacy, cybersecurity, and risk management.
Inclusion: Fostering a diverse global workforce and a culture where all of our employees
feel valued, included, and have the opportunity to grow their career. To further promote
inclusivity in R1’s culture, I committed to and signed the CEO Action for Diversity & Inclusion™
Pledge this year, and we launched various initiatives, such as Inclusion & Diversity (“I&D”)
Day, with monthly discussions on I&D and bias awareness.
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Our Response to COVID-19
In 2020, the global pandemic presented unprecedented challenges. While none among us anticipated
the depth and breadth of these challenges, we found opportunities to demonstrate our commitment
to being a trusted partner to our customers and one another. Along the way, we have confidently
demonstrated the tenets of innovation, integrity, and inclusion by establishing clear priorities at the
outset of the pandemic – employee
health and safety, customer partnership to care for patients
and communities, and business and operational continuity.
In these challenging times, I am proud of our organization for
delivering through teamwork, stepping up for our customers
and communities, and demonstrating resiliency in taking on
unknowns and new ways to work together that pave the path
to a sustainable and successful future.

Our commitment to
corporate responsibility
and sustainability,
foundational to who we
are and how we work, is
stronger than ever.

In closing, I am excited and grateful to share our progress and achievements in our inaugural
2020 ESG Report. Looking forward, our ESG initiatives will expand and evolve as we position
R1 for long-term success.
Sincerely,

Joe Flanagan
President, Chief Executive Officer & Director
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Letter from the Board of Directors

We are pleased to share R1’s inaugural environmental, social, and governance (“ESG”) Report,
showcasing our company’s commitment to corporate responsibility. At R1, innovation, integrity, and
inclusion are foundational to who we are, how we succeed, and why we operate with purpose and
excellence. As Directors, we oversee how ESG factors may impact the long-term interests of our
shareholders and stakeholders, and we are committed to ensuring that R1’s business strategy aligns
with our values, culture, and corporate tenets. As fiduciaries to
our shareholders, our Board is focused on cultivating
exemplary corporate governance through our
commitment to innovation, integrity, and inclusion.
To support our ESG endeavors, R1 created an ESG
working group in 2020, consisting of dedicated internal
resources and external advisors to evaluate and address
ESG factors and the United Nations Sustainable
Development Goals that are material to our business.
In addition, the Board solicited direct shareholder feedback
and valued the input received through this outreach program.
Our working group evaluated potential ESG risks and
opportunities relevant to our company based on the views

At R1, we believe that
achieving and sustaining
business excellence is
intrinsically tied to leading
by example through
corporate responsibility
that reflects our company’s
commitment to stakeholder
engagement and
transparency.

held by our shareholders, leading ESG frameworks, and
ESG rating agencies.
At R1, we believe that achieving and sustaining business excellence is intrinsically tied to leading by
example through corporate responsibility that reflects our company’s commitment to stakeholder
engagement and transparency. We look forward to sharing more about our ESG commitment in the
coming years.

Alex J. Mandl

Ian Sacks

Lead Director

Michael C. Feiner

Jill Smith

Joseph Flanagan

Anthony J. Speranzo

John B. Henneman, III

Dr. Anthony R. Tersigni

Neal Moszkowski

Albert Zimmerli
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R1’s Approach to ESG
Improving the patient experience. Delivering sustainable financial improvements. Serving as
a trusted partner. Supporting our communities. Fostering a culture of integrity and inclusion.
At R1, these statements are more than our mission, values, and vision; they are foundational
commitments and goals that represent who we are as a company and how we are committed
to achieving excellence in a sustainable and responsible manner.
In this inaugural report on R1’s approach to environmental, social, and governance (“ESG”)
factors, we are pleased to share with you both our successes and plans to build upon the
R1 Way that are centered on three I’s: innovation, integrity, and inclusion. Each “I” is
important and, collectively, grounds us in our leadership and commitment as we embark
on our ESG initiatives in the coming months and years.

R1’s ESG Framework
In building our ESG framework, we are guided by our longstanding commitment to serve as a trusted partner to
our customers, to ensure that healthcare is accessible for patients, to invest in and develop our global workforce,
and to protect and enhance the long-term interests of our stakeholders and shareholders. With transparency and
accountability as our guides, we launched our ESG working group, consisting of internal resources and external
advisors, to assess ESG factors and priorities for our business as captured in our inaugural report.
Step 1: ESG Diagnostic Analysis
We performed a robust ESG diagnostic analysis to understand our shareholders’ views as well as those of leading
ESG frameworks, incorporating aspects of the Sustainability Accounting Standard Board (“SASB”), the Task Force on
Climate-Related Financial Disclosures (“TCFD”), and the United Nations Sustainable Development Goals
(“UN SDGs”) to evaluate our practices. Based on this research, we identified the ESG topics most relevant to
our industry.
Step 2: ESG Materiality Assessment
We analyzed which ESG topics are most material to our business, shareholders, and other key stakeholders, including:
Internal Feedback – Considered and incorporated feedback from employees to help determine which topics
have the greatest impact on our business
ESG Framework Analysis – Identified, analyzed, and summarized the key factors by the ESG frameworks most
utilized by our shareholders and equally recognized by our customers, including SASB, TCFD, and UN SDGs
Best Disclosure Practices – Researched best practices used by peer companies to determine how R1 can best
disclose, share, and communicate its ESG policies, principles, and practices
Shareholder Analysis – Analyzed the current R1 shareholder base, as well as potential new investors, in order to
identify key ESG issues prioritized by our shareholders
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Step 3: Our ESG Focus Areas
Based on Steps 1 and 2 above, we focused on a series of relevant ESG topics that are material to R1’s business and
identified key ESG issues that impact our stakeholders, including:

Access to
Healthcare

Cybersecurity
& Data Privacy

Systemic Risk
from Technical
Disruption

Regulatory
Assessment &
Compliance

Professional
Integrity &
Culture

Inclusion &
Diversity

Environmental
Footprint

Corporate
Governance

Why R1’s Sustainability Framework is Designed to
Support UN SDGs
We believe that our business success is

SDG 3

intrinsically tied to how we sustainably

Good Health and Well-Being

impact our stakeholders – our customers,

Ensure healthy lives and promote well-being for
all at all ages

our employees, our communities, and our
shareholders. In evaluating how best to
initiate ESG reporting at R1, our Board and
management elected to align our internal
sustainability goals with the UN SDGs to make
the greatest impact on solving sustainable
development challenges in our society
and best reflect our strategy to serve our
customers and employees responsibly.
In September 2015, the UN adopted 17

SDG 5

Gender Equality
Achieve gender equality and empower all
women and girls
SDG 8

Decent Work and Economic Growth
Promote sustained, inclusive and sustainable economic
growth, full and productive employment and decent work
for all

SDGs to drive solutions to overcome global

SDG 9

challenges, such as climate change, lack of

Industry, Innovation and Infrastructure

diversity and equality, suboptimal working

Build resilient infrastructure, promote inclusive and
sustainable industrialization and foster innovation

conditions, and job opportunities. As an
industry leader in providing revenue cycle
management solutions to our customers,

SDG 10

we will continue to serve our stakeholders

Reduced Inequalities

responsibly while also making the greatest

Reduce inequality within and among countries

contribution to fighting global sustainability
challenges.
In our 2020 inaugural ESG Report, we have
linked the above-referenced R1 ESG focus
areas with the UN SDGs listed on the right:

SDG 11

Sustainable Cities and Communities
Make cities and human settlements inclusive, safe,
resilient and sustainable
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R1’s Mission and the R1 Way

R1 RCM is a leading provider of technology-driven solutions that transform the patient experience and
financial performance of healthcare providers. Our mission is to be the one trusted partner to manage
revenue so providers and patients can focus on what matters most: providing great clinical care to
their patients. Our services and commitment support hospitals, health systems, and physicians who tend
to the well-being of the patients they serve.
By leveraging our technology in automation and digitization, robust resources, training, and systems
management, we are committed to providing a best-in-class healthcare experience through a modern,
digital experience: from efficient scheduling and easy check-ins, to financial advocacy and compassionate
interactions, all while protecting patients’ sensitive information. We also have committed to and formalized
employee development programs that drive diversity, inclusion, fairness, and equality, and promote
creativity and innovation through various leadership and talent management programs.
The R1 Way
The R1 Way is the foundation of our company and our culture. It defines the essential, shared, everyday
behaviors that empower every employee to succeed and anchors everything we do as an organization.
We ask our employees to live our values every day by working the R1 Way.

Transform the
Experience.

We improve the patient experience by being a trusted partner and
developing innovative solutions for our internal and external customers

Think Forward

Innovate with Courage

Commit to Excellence

Identify future opportunities by
anticipating change and planning
accordingly

Be empowered to share new ideas
and recommend ways to better serve
customers and patients

Be accountable for customer service of
the highest quality

Unleash
Talent.

We collaborate across the organization and actively support each other to
accomplish great things

Build Capability

Break Down Silos

Inspire Greatness

Own your development by
implementing and sharing your
learnings

Create connections across teams by
valuing differences and including others

Motivate each other to perform at our
highest level

Operate
with Purpose.

We execute as one company to deliver superior results so our customers
can focus on what matters most: patients

Do What’s Right

Learn Continuously

Find a Solution

Work the right way by acting with
integrity and living our values every day

Help people improve by learning from
successes and failures

Succeed by proactively identifying
solutions to problems that you and your
colleagues face in daily work
7

Environmental / Social / Governance

Social

At R1, sustainable success starts with our people and extends to our customers and the
patients and communities they serve. Our people, service offerings, and investments in
technology enable providers and patients to access services more fluidly across the healthcare
ecosystem. Innovation, integrity, and inclusion enable R1 to provide efficient, optimized
solutions for our providers and patients. Our tools enable providers to reduce administrative
work and associated costs, while allowing patients improved access to appointments and
financial resources. Our PX (“Patient Experience”) platform is the most comprehensive digital
patient experience solution on the market. Our people, processes, and technology together
advance our commitment to run our business responsibly and live out the R1 Way.

Improving Access to Healthcare

R1’s Innovation & Technology
R1’s revenue cycle management solutions allow our providers to focus on what matters most – providing
affordable, high-quality care to their patients. We accomplish this commitment by reducing the cost of
revenue cycle operations, improving the yield on services provided, accelerating cash collections, and
enabling a better patient-provider experience. Our solutions enable providers to allocate more resources
to patient care, thus making health care more accessible.
R1’s end-to-end technology platform and processes, such as R1 PX (digitizes the intake process) and R1
Insight (provides complete digital contract modeling to optimize a provider’s price estimation process),
enable providers and patients to efficiently access
services across the health system. Through our
innovative, technology-driven solutions, we have
improved healthcare providers’ productivity by
achieving up to 50% reduction in denial write-offs,
20% reduction in gross accounts receivable days,
15% reduction in collection costs, and 5% increases in
net revenues. PX enhances individuals’ engagements
with the healthcare system by offering services that
efficiently navigate scheduling, check-ins, and referrals,
thereby adding financial transparency – from pricing to
payment – throughout the patient experience.
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Our dedication to developing comprehensive digital patient experience solutions has earned us Net
Promoter Scores greater than 75, well ahead of most healthcare providers, demonstrating patient
satisfaction with our solution.
We’ve invested more than $340 million over the past four years to expand our workflow technologies
and analytics, digital transformation office, and compliance integration. R1’s automation effort is on track
to automate more than 30 million tasks annually, and our digitized patient intake solution is deployed at
over 200 locations. R1 products have received the Peer Review and MAP Keys designation from the
Healthcare Financial Management Association (“HFMA”), recognizing our industry-leading technologies
in patient access and experience, yield and denial mitigation, analytics, and automation.
We opened our Technology & Innovation Center in Salt Lake City in May 2019, focused on delivering new
technologies to address the major challenges impacting health systems, hospitals, and physician groups.

R1’s Financial Advocacy
Our commitment to run our business responsibly and live our values by working the R1 Way means we are
also passionately dedicated to finding healthcare solutions for millions of uninsured patients through our
advocacy programs. Our financial advocates offer one-on-one
attention to help patients secure funding for health care or other
critical necessities, allowing patients to focus on their care,
resulting in a better overall healthcare experience. Since
our founding, R1’s Patient Financial Advocacy programs have
helped more than 500,000 patients convert from uninsured to
fully covered, preventing over $1 billion in medical debt.
The Compassionate Patient Interaction Principles of the
HFMA are the bedrock of our patient interactions, with an
emphasis on advocacy, education, and one-on-one conversations
to deliver a personal connection. With millions of Americans’
financial futures uncertain, our advocacy efforts can lay the

Through the R1 Way, we
strive to Transform the
Experience for our customers
and the patients they serve.
To do this, we innovate with
courage to help improve
the patient experience and
find healthcare solutions
for millions of uninsured
patients through our advocacy
programs.

foundation for patients to continue receiving benefits in the
future – fostering peace of mind and a better quality of life.
R1’s best practices for financial advocacy help ensure patients obtain the maximum amount of funding
for which they qualify, as quickly as possible and with minimal effort. It begins with our team of financial
counselors who work alongside clinicians to identify patients who are self-pay or uninsured. Our care
coverage team then works to obtain the best financial options available to patients. Led by HFMA’s
principles of Compassionate Patient Interaction focused on an attitude of empathy and helpfulness, we
educate and guide patients on the complexities and expectations of care coverage. We also maintain
relationships with local, state, and federal agencies, as well as charities and other organizations to ensure
that deadlines are met and applications are approved.
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Our advocacy efforts extend beyond healthcare. For patients who require additional assistance, our
care coverage team identifies other sources of funding, such as the Supplemental Nutrition Assistance
Program (“SNAP”), the Social Security disability program, and the Supplemental Security Income (“SSI”)
program. Our team then facilitates application processing. By helping patients obtain this type of funding,
their overall wellness is promoted by ensuring their basic needs, such as housing and food, are met
alongside their healthcare.

Cybersecurity, Data Privacy, & Systemic Risk

Protecting Vital Information
Living out the R1 Way means we operate with purpose: we do what’s right by acting with integrity every
day. R1’s customers, and the patients they serve, entrust us to protect their most sensitive information
– their health, financial, payment, and other personal information. As such, we are committed to
continuously monitoring, enhancing, and strengthening our security and privacy protocols.
To safeguard information, we employ a proactive, solutions-oriented framework to identify, mitigate, and
prevent potential risks and threats with vigilance as our guide, which include:
Employing a National Institute of Standards
Technology- (“NIST”) based cybersecurity
strategy and framework with real-time
monitoring, active testing protocols, and
continual workforce training.
Collecting only the information that is
necessary to provide services for each patient.
Encrypting customer databases and
sensitive data, with users granted the
minimum necessary permissions for access.

To safeguard information,
we employ a proactive,
solutions-oriented
framework to identify,
mitigate, and prevent
potential risks and
threats with vigilance
as our guide.

Conducting routine and continual audits
and risk assessments of our systems and
processes, leveraging external parties to identify
vulnerabilities in our technical and administrative controls. Vulnerabilities are then prioritized,
and remediation plans are created to manage risks according to each risk profile.
Managing vendor and supply chain requirements and attendant risks through routine
monitoring, review, and partnership across our information technology, procurement, and
enterprise audit efforts.
Applying a continuous improvement approach in areas including, but not limited to:
•

Identity and Access Management

•

Multi-factor authentication

•

Privacy/HIPAA training and awareness

•

Security training and awareness
10

Engaging in a rigorous investigation process, harm mitigation, and customer notification when
we detect that sensitive information and/or protected health information (“PHI”) may have been
impermissibly acquired, accessed, used, or disclosed. Our customers have the discretion to
determine if any incident should be characterized as a breach of unsecured PHI.
Identifying opportunities and working with senior leadership in multiple operational areas where
access to PHI is routine and necessary in order to provide additional privacy support and guidance
and increase the ease with which these teams can comply with data privacy requirements.
Providing data privacy expertise to business, operational, and corporate infrastructure teams on the
use and disclosure of PHI in connection with existing and new service offerings, client and vendor
engagements, and HR-related issues.
Monitoring disruptions in our technical operations to ensure the continuous delivery of our services.
Events that degrade or sever the use of R1’s platforms are subject to incident management
processes. Each event is ranked according to the severity and duration of the incident. Once an
incident is identified, we are then able to remediate, identify root causes, and improve systems to
prevent any reoccurrence. Our business continuity plans are supported by ISO 22301 certified
audit remediations.
Providing proactive training through annual and focused educational programming that promotes
compliance with applicable laws, regulations, and guidelines. Our training schedules require
each new hire to conduct the R1 Data & Information Privacy module and to annually recertify their
completion of the training.

We are committed to continuously
monitoring and enhancing our
security and privacy protocols.
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R1’s Commitment to Our Employees

At R1, we have built a global workforce focused on inclusion and collaboration,
fostering a culture where employees work together as a team in serving our
customers and supporting each other with trust and transparency. We do
this by living our values through the R1 Way, and by conducting ourselves
according to our Code of Integrity. It is here that we emphasize our four
guiding compliance principles of integrity, accountability, collaboration, and

Our employee commitments extend to
R1’s more than 20,000 employees
working across our U.S. and India offices.

vigilance. We are proud of how every employee at R1 is committed to these
principles, which drives R1 to succeed in meeting the needs of providers,
patients, and our communities.

43%

This commitment to our employees extends throughout our organization to

57%

our Board of Directors (“Board”) and Board committees, including the Human
Capital Committee and the Compliance & Risk Management Committee.
With regular updates from our Chief Human Resources Officer, our Human

U.S.
India

Capital Committee members directly engage with R1’s talent development
process, contribute to our I&D initiatives, and review engagement survey
results that drive our efforts to continuously improve employees’ engagement
and experience at R1. Further, our Chief Compliance Officer provides routine
updates to our Compliance & Risk Management Committee on R1’s global
Integrity Program, including training, engagement, and remediation efforts.

Integrity & Ethics
Organizational commitment to integrity and ethics is essential to an
effective and compliant company. We are committed to operating
with integrity in all our interactions – with customers, patients, and
one another – and we have built a visible, proactive R1 Integrity
Program that is guided by our global Code of Integrity and
companion Pledge of Integrity. This requires dedication from not only
management, but from every employee, each and every day. At R1,
we believe that how we deliver excellence is as important as what we
do to deliver excellence, and integrity is at the core of the how.
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The R1 Integrity Framework
In building an environment that fosters this dedication
to acting with integrity, R1 has developed its Integrity

Code of
Integrity: Living
Our Values

Framework to create new ethical initiatives
and programs. These programs deliver thought-

Working
Together the
R1ght Way
Program
Metrics & Data

provoking and invigorating content for employees
that promotes ethical decision-making, in keeping
with the R1 Way and our Code of Integrity: Living Our
Values. An integral component of this Framework is
R1’s annual Integrity Week, which provides

Communications:
Ethical Practices
& Corporate
Citizenship

Scorecards

Integrity
Framework

employees with daily lessons and activities to keep
R1’s compliance principles top of mind and reaffirms
our employees’ commitment to operating with

Training

purpose and acting with integrity. This, along with our
Working Together the R1ght Way Program, Ethics &
Integrity focus groups, conflict of interest surveying,

Surveys
Ethics &
Integrity
Focus Groups

and ongoing trainings, provide the groundwork by
which we foster our culture of integrity.

Inclusion & Diversity
R1’s I&D strategy was established to ensure all employees have opportunities to grow, develop, and
bring their whole selves to work each day. We recognize that inclusion and diversity are critical to driving
innovation, retaining top talent, and helping serve our customers. As such, we made 2020 a year of
action and accountability to demonstrate how we’re making strides to promote a more inclusive
workplace and society.
R1 is committed to having a diverse workforce that reflects the communities we serve. Our I&D strategy
is focused on developing more diversity in our executive leadership roles and supporting an inclusive
culture where everyone has an opportunity to develop and grow. In 2020, we implemented a number of
initiatives to build a stronger foundation in these areas:
We drove a process to support diverse candidate slates
for all hires and promotions for Vice President level positions
and above.

Women represent more than
60% of our workforce.

We held our inaugural I&D Awareness Day in 2020,
with programming and communications dedicated to
companywide I&D initiatives.
We partnered with the University of Southern California’s Race
& Equity Center to provide three interactive sessions with people

38%
62%
Women

Men

leaders focused on building their knowledge on racial inequality,
bias, and how to engage their teams on the topic of I&D.
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We launched a global R1 I&D Council in 2019 and an India I&D Council in 2020 to ensure our strategy
is being executed considering cultural differences across countries.
We developed an I&D scorecard to communicate our I&D
goals around representation, leadership commitment, and

Of our 11 executives,
approximately 1/3 are women.

employee engagement and tracked our progress on a
quarterly basis.
We launched an R1 I&D Calendar to help build awareness of

Women

27%

global cultural celebrations and traditions.

73%
We launched an Inclusive Teams eLearning focused on
building awareness of unconscious biases and how to

Men

mitigate their impact in the workplace; we supported ongoing
learning on this topic by driving a bi-monthly unconscious bias
campaign which included additional educational resources and
discussion guides that people leaders could use to engage their teams.
100% of our executive leadership teams held I&D action planning sessions
to develop business or functional area specific I&D goals.
We have zero-tolerance policies for any form of verbal and/or physical harassment in the workplace.
Our CEO signed the Action for Diversity & Inclusion™ Pledge.
We’re focused on advancing racial and social justice efforts throughout America, and have
donated $50,000 to the National Urban League and the NAACP Legal Defense and
Educational Fund, respectively.

R1’s I&D strategy is focused
on giving our employees
opportunities to grow,
develop, and bring their whole
selves to work each day.
14

Our Response to COVID-19
The global pandemic has and continues to present
the business community with unprecedented challenges
while affirming its focus on ESG. We prioritized employee
health and safety, fostered customer partnerships to care
for patients and communities, and focused on business
continuity. We are proud to share a few of these examples
which reaffirmed our conviction that the R1 Way helps us
run our business more sustainably, and with enhanced:
1. Health, Safety, and Well-Being of Our Workforce:
We mobilized more than 15,000 global employees
on an expedited basis to a sustainable, secure
work-from-home operating environment. We maintained that commitment throughout 2020
through accessible resources, communications, and programs that supported our teams globally.
R1 covered all COVID-19 testing for our employees as well as all tele-medicine and virtual doctor
visits at zero out-of-pocket cost.
2. Customer Partnership: We configured our PX mobile registration technology to serve emergency
department registrations during the pandemic, reducing risk of patient and R1 staff exposure, and
preserving the use of personal protective equipment (“PPE”) for clinical staff. Further, we developed
easy-to-use COVID-19 patient screening questionnaires that eased patient intake processing
and expedited the path to delivery of care. Additionally, we built and delivered regulatory resource
guidance and content to aid our customers in navigating a rapidly developing and changing series
of healthcare regulations during the public health emergency.
3. Business and Operational Continuity: We developed global operational processes and reporting
to aid customer follow-up, scheduling, and key data analysis, and we maintained our commitment
to preserving continuous pay for our hourly workforce during periods of reduced patient volumes
for our customers. We balanced our long-term business opportunity against near-term challenges
presented by COVID-19 (such as reduced patient volumes) by efficiently allocating resources and
preserving liquidity without constraining our ability to grow.

Throughout the COVID-19 pandemic, we have proactively and
strategically worked to avoid layoffs and furloughs. Along the
way, we have:
Funded over $10 million toward appreciation bonuses for our
front-line employees, zero out-of-pocket for COVID-19-related
testing, and other mobilization efforts
Hired 4,000 new employees
15

Employee Engagement
To foster a thriving and engaged team of employees, we gauge employee engagement and satisfaction
through conducting engagement surveys. With the assistance of a third party, we conduct an annual
survey and smaller pulse surveys and assess engagement based on five key questions related to:
1. If an employee would recommend R1 as a great place to work
2. If an employee finds their job is fulfilling and challenging
3. If an employee would choose to remain with R1, even if a job with similar pay and benefits were
available elsewhere
We also solicit feedback from employees about their people leader’s effectiveness and ability to foster
Inclusion & Diversity, career and development opportunities, benefits, well-being, and comfort in
reporting behavior that does not align to our Code of Integrity.
In 2020, 87% of our more than 20,000 employees participated in our annual engagement survey.
We saw positive progress on our overall engagement with increased employee favorability in
some key areas:
•

84% feel comfortable in R1’s culture

•

85% are confident R1 has a successful future

•

84% feel R1 demonstrates commitment to a diverse workforce

We were encouraged by the results of our efforts to engage and motivate our talent. Based on employee
feedback from our 2020 survey, we have meaningful plans in place to ensure we continue to improve in
areas like recognition and career development.

Employee Development & Experience
We strive to unleash our talent by supporting ongoing and rewarding career development opportunities
and maintaining an environment where everyone has the opportunity to operate at their best. In 2020, we
continued to provide more robust learning resources for employees at every level aligned to the R1 Way.

R1’s New Employee Experience: A Consistent Onboarding Approach
Pre-Transition
From New Customers

Awareness &
Skill-Building
• Town Hall Meetings
• Leading Through Change
Program
• Change Champion
Network
• Transition Website &
Mailbox
• Employee & Leader
Transition Guides
• Newswires
• “Know-Share-Do” Leader Support
• Values Crosswalk
• Change Readiness Survey

Days 1-30

Days 30-60

Days 60-90

Days 90+

Welcome to R1!

Local Engagement
Connections

Ongoing
Communication &
Development

Visible Leadership
& Development

• Introduction to Team
• Who We Are Course –
Values & Culture
• Revenue Cycle
Management 101 Course
• R1 Technology
Introduction
• People Leader Curriculum
(for Managers)
• Compliance Training
• Associate Handbook
• Introduction to The Forum
(Intranet)
• Onboarding Buddy/
Mentor Assignment
• Pulse Survey #1:
Onboarding Survey
(Transitioned Employees)

• Transition Newswire
(Transitioned Employees)
• Local Activities & Events
• Anniversary Milestones
through R1 Stars
• Culture Champion
Kick-Off (Transitioned
Employees)
• Pulse Survey #2:
Integration Survey
(Transitioned Employees)
• Professional Skills
Curriculum & Certification

• Transition Newswire
(Transitioned Employees)
• Roundtables
• Peer Connection
• Culture Champion
Connection (Transitioned
Employees)
• Town Halls
• Skip Level Meetings
• Quarterly Values Awards &
Recognition
• Pulse Survey #3:
Sustainment Survey
(Transitioned Employees)

• Transition Newswire
(Transitioned Employees)
• Local Engagement Events
• Helping Hands—
Community Service
• R1 Career Toolkit
• I&D and Career Focus
Groups
• Townhalls
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We provide differentiated learning and development resources aligned to the R1 Way for all employees
at each career stage. Our programs range from experiences for high potential talent delivered in
partnership with top universities to proprietary certifications designed to build employee capability and
support career progression.

Associate

The R1 Way

Contributing
Individually

Professional
Applying
Expertise

Manager

Contributing
Through Others

Director
Driving
Results

Executive
Setting
Direction

R1 Leadership Experiences – nomination-based programs for high-performing employees who
aspire to be senior leaders of the company
Professional Skills Curriculum – learning content available to all employees by job level to support
onboarding and skill building
Development Experiences & Feedback – tools and resources to support all employees in
continuous learning, application, and career advancement
Technical Skills – training and R1 certification available to employees based on role to develop
technical expertise and support regulatory requirements
In 2020, we introduced a number of learning and development resources:
Began rolling out a proprietary role-based R1 Certification Program for our hourly staff to support
market leading capabilities and further support career and pay progression.
Launched a Career Development Spotlight Campaign featuring new eLearning, toolkits, and videos
from leaders to support employee career navigation and professional development.
Launched an R1 Executive Leadership Experience program in partnership with the
Northwestern University Kellogg School of Management to build the leadership capability of our
VP and SVP employees.
Announced a partnership with Rush University to support thirty R1 employees through the Rush
Health Systems Management Executive Track Master’s program beginning in Fall 2021.
Facilitated virtual group coaching sessions for our people leaders to better enable their
effectiveness in a changing environment due to COVID-19 and working from home.
We’ve also expanded our recognition programs to encourage each of our employees to work the
R1 Way, including the:
R1 Stars program, which provides leaders and fellow employees
the opportunity to recognize one another for their contributions.
In our inaugural review, there were more than 14,300 moments of
recognition comprised of 10,457 “thank you” awards and 3,892 Star
awards, along with nearly 20,000 virtual congratulation offerings.
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Innovation Challenge, where individuals or teams can submit ideas
that solve high-value customer business problems. After running
through progressive phases of innovation-related criteria, one
team will prevail earning an award of restricted stock units
worth $50,000.
Not only do we seek to motivate and inspire our workforce, we strive to cultivate our employees’
well-being. That’s why we have some of the best-in-class options for employee benefits for eligible
employees, which include:
• Paid time off
• Maternity, parental, and adoption leave
• Medical, dental, and vision coverage
• 401(k) program with matching contributions

• Employee Assistance Program and wellness
programs (e.g., online mental wellness resources)
• Tuition reimbursement for ongoing educational
opportunities

Contributing to Our Communities
At R1, we’re committed to making a meaningful impact in
our communities by focusing on community service and
volunteerism related to health, education, and human
services. Our Helping Hands program is a key part of R1’s
commitment to continue serving as a good corporate citizen
everywhere we operate, serve, and live.
In 2020, we donated more than $375,000 to numerous
charities and organizations, including several organizations
with which we have ongoing relationships – the Ronald
McDonald Foundation, Junior Achievement of Utah, Sarah’s Circle, the Smile Foundation in
India, and our customers’ foundations. Further, we provided financial support to additional organizations
in need of expanding during the COVID-19 pandemic, including Meals on Wheels and Feeding America,
and those addressing social justice like the National Urban League and the NAACP Legal Defense
and Educational Fund.
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To support our communities during the COVID-19 pandemic, R1 raised $200,000 in donations to
support local organizations, including $50,000 to Meals on Wheels and Feeding America, and
promoted mask-making campaigns for Intermountain Healthcare.
To support our employees, including front-line workforce during the COVID-19 pandemic,
R1 transitioned more than 15,000 employees to a work-from-home environment, and ensured
PPE and other precautionary measures were in place for our front-line employees.
R1 has partnered with America’s Charities and launched the Employee Assistance Fund &
Workplace Giving program, providing more than $200,000 in grants to employees in need.
We empower our employees to look beyond themselves and reach out to identify and address social
issues in their communities. As a part of that commitment, we provide U.S. employees with 16 hours of
paid time off to participate in volunteer activities. In 2020, more than 1,030 employees volunteered 8,750+
hours in their communities, supporting more than 315 organizations. Socially distanced volunteer efforts
included the promotion of a mask-making campaign for Intermountain Healthcare and a letter writing
campaign that resulted in over 1,000 letters going to 47 Ascension Living facilities.
Our Helping Hands Heroes program provides us the opportunity to recognize our outstanding employees
who exemplify unyielding dedication to the betterment of the charitable organization they serve and who
embody a true volunteer spirit. Recognized R1 members who went above and beyond in their service to
the community are each awarded $1,000 to be provided to the charity or organization of their choice.

We empower our employees to look beyond
themselves and reach out to identify and
address social issues in their communities.
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Environmental / Social / Governance

Environmental

Sustaining our global and local environments are paramount concerns.
At R1, we are committed to innovation that reduces waste and protects our
communities. We act with integrity in our corporate responsibilities by
supporting global initiatives that make a difference for future generations.

R1 has developed industry-leading, end-to-end and modular revenue cycle management services
for the healthcare industry. Our technology-agnostic SaaS products enable full integration into our
customers’ existing patient care delivery and financial systems relying on their IT networks.

Environmental Footprint

Partners for the Environment
For our core revenue cycle management (“RCM”) and physician advisory services, we use
industry-leading, third-party data centers located in the continental United States. Two of our
third-party cloud service providers are AWS and IBM Cloud. Both have committed to renewable
energy targets, with AWS dedicated to use 100% renewable energy by 2030, and potentially as
early as 2025, and IBM has pledged a similar commitment to use 55% renewable energy by 2025.
By leveraging platforms like AWS and IBM Cloud, we are reducing our carbon footprint related to
consumed electricity by upwards of 88%, according to AWS’s research.
It’s also important to us that our daily operations activities reduce environmental impacts. To this
end, we ensure that we comply with all environmental laws and regulations and look for ways to
address sustainability in our offices. We promote energy-efficient practices by:

turning off lights through
sensor and timing automation

applying the power efficiency
settings on our devices

reducing waste by
recycling and encouraging
double-sided printing
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As part of our commitment to solving healthcare RCM
challenges through digital transformation, we launched
the R1 Technology & Innovation Center in Salt Lake City.
This 30,000 square foot facility is where we evaluate,
test, and design new RCM technologies to tackle
tomorrow’s challenges while reducing today’s paper
records and process complexity.
R1 is committed to leadership in energy and
environmental design, commonly recognized as
LEED, a green building rating program. R1’s Chicago-based
corporate office (leased space) at 401 N. Michigan Avenue
is located in a LEED-certified building (certified at the
highest level – platinum). The building is also designated
as an ENERGY STAR® building.
Climate Resiliency & TCFD
As a healthcare service provider, we do not have high exposure to the direct impacts of climate-related
risks, nor do we contribute significantly to greenhouse gas emissions. Our global enterprise risk
management program includes business continuity plans for our operations, and that of our third parties,
to ensure preparedness for any climate or power grid anomalies that could disrupt our operations.
Aside from our aforementioned business continuity planning, R1 has not prioritized conducting
scenario-based climate impact analysis to date given our limited exposure to climate risk. However,
R1’s Board and management evaluate R1’s risks and opportunities through the pillars that the Task Force
on Climate-Related Financial Disclosures (“TCFD”) recommends: Governance, Strategy, and
Risk Management.
As for the metrics and targets that TCFD recommends, we will disclose the quantifiable financial impact
under various warming scenarios if this information becomes more relevant to our business given our
commitment to our ESG program.

R1’s Board and management evaluate R1’s risks
and opportunities through the pillars that the
Task Force on Climate-Related Financial
Disclosures (“TCFD”) recommends:
Governance, Strategy, and Risk Management.
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Environmental / Social / Governance

Governance

At R1, our commitment to strong governance begins with
leadership and culture, where innovation, integrity, and inclusion
are at the heart of how we foster and sustain success.

R1’s Board of Directors and management team are committed to maintaining a comprehensive
focus on ESG, with senior executive leadership of our ESG efforts and accountability at
the Board and Board committee level. Each of R1’s four Board committees, detailed below,
provides oversight and input into R1’s ESG efforts, including R1’s dedicated Compliance & Risk
Management Committee (in addition to Audit, Human Capital, and Nominating & Corporate
Governance Committees).
Audit*

Human
Capital

Nominating &
Corp. Gov.

Compliance &
Risk Mgmt.

X

Access to Healthcare
Cybersecurity & Data Privacy

X

X

Systemic Risk & Technical Disruption

X

X

Regulatory Assessment & Compliance

X

X

Professional Integrity & Culture

X

Inclusion & Diversity

X

X
X
X

Environmental Footprint
Corporate Governance

X

* Financial systems, regulation, and compliance focus

Our Board of Directors
Our Board is currently comprised of 10 members, with seven of the directors nominated pursuant to investor
rights and securities purchase agreements. Six of our directors are deemed to be independent directors
unaffiliated with the company. The Board has determined that the six independent directors are deemed
“independent” under the NASDAQ listing standards, and none of the independent directors has a direct or
indirect material relationship with R1.
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Board Committees
Four standing committees serve the Board: Audit, Human Capital, Nominating & Corporate
Governance, and Compliance & Risk Management. Each committee’s charter is available on R1’s
Corporate Governance website, along with our R1 Code of Integrity: Living Our Values and Corporate
Governance Guidelines.
As R1 operates in a highly regulated industry, the Audit Committee assists the Board’s oversight of the
integrity of the company’s financial statements, the company’s compliance with legal and regulatory
requirements, the qualifications and independence of the company’s registered public accounting firm,
and the performance of the company’s internal audit function and independent auditors. R1’s Compliance
& Risk Management Committee oversees the company’s compliance with legal and regulatory
requirements and ethical standards, the operations of the company’s Compliance & Ethics program
and the Company’s Risk Management program, and the company’s interactions and relationships with
regulatory and enforcement agencies in the U.S. and other countries. Further, the Compliance & Risk
Management Committee oversees R1’s non-financial compliance, enterprise-wide risk management,
and privacy and cybersecurity efforts in alignment and coordination with the Audit Committee.
Enterprise Risk Management at R1: Conducting Business Responsibly
At R1, we have a strong focus on and commitment to compliance and integrity. It is critical for us to
maintain awareness of current laws and regulations, review policies, and monitor risks. With senior
executive leadership, strong subject matter expertise, and a partnership-based approach, we build
and sustain a global best-in-class culture that operates with integrity and demonstrates compliance
as a competitive advantage.
We rely on our Regulatory Assessment & Response Execution team to navigate
the complexities of healthcare regulations and policies, which in turn provides
guidance to our operations, support to our customers, and strength to our
commercial partnerships. By focusing on our compliance commitments, we’ve
enhanced our operations business rules and developed a variety of education
communication tools. We also actively engage with the regulatory process by
submitting formal comments to proposed legislation and providing thought
leadership content.

We build and sustain
a global best-inclass culture that
operates with integrity
and demonstrates
compliance as a
competitive advantage.

Our Enterprise Risk Management program builds resiliency in our operations.
We employ significant measures to protect vital sensitive customer and patient information. Additionally,
with forward-thinking modeling and oversight of corporate insurance coverages, we take a hands-on
approach to identifying R1’s risk profile by asking questions about our work-related injury and illness
reporting, automobile accident reporting, safety and ergonomics, business continuity, or other identified
risks relating to the workplace. We extend our risk management programs to our vendors through our
Third-Party Code of Conduct and communication of business continuity plans. Our Board oversees R1’s
enterprise-wide risks and works closely with the relevant management teams to instill a culture where
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every employee takes responsibility for risk management and understands their role in driving R1’s
success. To this end, R1 has established robust compliance and risk management policies that cover the
following areas:
• Anti-Corruption & Anti-Bribery

• Insider Trading

• Social Media

• Conflicts of Interest

• Intellectual Property

• Data & Information Privacy

• Prevention of Workplace
Harassment

• Whistleblower &
Anti-Retaliation

• Gifts & Entertainment

• Workplace Health & Safety

R1’s Board of Directors and management team
are committed to maintaining a comprehensive
focus on ESG, with senior executive leadership
of our ESG efforts and accountability at the
Board and Board committee level.
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Commitment to ESG

At R1, our commitment to excellence is
foundational to who we are, what we do, and
where we’re going. We are passionate about
and committed to innovation, integrity, and
inclusion, and these three “I” principles are the
bedrock of our journey to excellence in ESG.

Innovation

Integrity

Inclusion
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