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Background and methodology of the research

Background of the research
A majority of healthcare providers in the United States suffered financial decline in 2017. Shift towards value-based care system 
is one of the key factors affecting health of hospitals; however, health networks' pain points vary widely, from a broad shift toward 
consumerism to talent shortage. Majority of these challenges can be segmented into four broad categories – regulations, capex 
on technology, incorrect/non-payments, and risks such as narrow networks.  

Healthcare providers need to tackle problems on multiple fronts to move toward a solution, which must include elements of 
process improvement, people management, technology enhancement, and ecosystem development

In this research study, we highlight the challenges faced by healthcare providers in the market today and give solutions 
to some of their key problems
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Overview and abbreviated summary of key messages (page 1 of 2)

This report examines the challenges faced by healthcare providers in the market today and give solutions to some of these 
problems. Additionally, sourcing implications arising out of these challenges are also discussed in the report.

Some of the findings in this report, among others, are:

 Obama-era regulations, such as MACRA, and GOP-proposed/passed bills are pressuring 
hospital margins with MACRA alone likely to cause a decline in hospital Medicare 
reimbursement of at least US$250 billion by 2030

 Massive investments into extremely expensive EHR systems with little or no preparedness 
and vision leading to poor financial performance

 Continuing fraud, lack of education, and CMS’ inability to address these issues has resulted 
in doubling of improper payments in past five years, with 2016 reaching ~US$102 billion

 Claims denials totaled more than US$250 billion in 2016 highlighting the payment risk 
significance  for hospitals

Healthcare provider 
challenges

 A large part of healthcare providers’ financial challenges stem from inefficient processes 
(especially front-end) and ineffective care management initiatives; hence, focus on these 
two segments

 Hospitals should hire visiting physicians/nurses, link incentives with performance, and 
collaborate with specialists for training purposes to enhance people management

 Technology investment is a must; however, hospitals also need to sort out issues regarding 
technology illiteracy and improper implementation before achieving ROI

Healthcare providers’ 
solution approach
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Overview and abbreviated summary of key messages (page 2 of 2)

 Increased demand for care initiatives, population health, telehealth, and patient 
engagement-focused activities

 Learning and development initiatives will increase

Sourcing 
implications

The healthcare provider outsourcing market is highly competitive, with specialists, IT/BPO 
service providers, and technology vendors

Service provider 
landscape
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This study offers four distinct chapters providing a deep dive 
into key aspects of healthcare provider market; below are 
four charts to illustrate the depth of the report

Healthcare provider challenges Healthcare providers’ solution approach

Sourcing implications Service provider landscape

Regulations

Incorrect/non-
payments

Capex on 
technology

Risks

X

Healthcare 
providers’ solution 

approach

Process 
improvement

People 
management

Technology 
enhancement

Ecosystem 
development

Challenge Business implications Sourcing implications

Regulations 
such as 
MACRA

Lower reimbursement rates for 
government plans

Increased demand for care 
initiatives, population health, 
telehealth, and patient engagement-
focused activities

Capex on 
technology

Increased expenditure on hiring 
IT staff and training existing staff

Learning and development initiatives 
will increase

Non-/ 
improper-
payments

Rising bad debts and negative 
margin impact

Front-end process, such as eligibility 
verification and registration, will 
experience greater scrutiny

Risks such as 
narrow 
networks

Increased mergers & acquisitions 
activity to enhance negotiating 
leverage vis-à-vis payers

Provider-to-provider collaboration will 
gain momentum

EHR vendors

Provider BPS services providersWrapper tools/technology vendors

Provider IT services providers
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Research Calendar – Healthcare and Life Sciences BPS 

Note: For a list of all of our HLS BPO reports, please visit the HLS BPO on our reports portal
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What Healthcare Providers Need to do to Address Myriad of Challenges March 2018
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Healthcare Provider BPO Deal Trends Q2 2018
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Flagship HLSBPO reports Release date

Thematic HLS BPO reports

PlannedPublished Current release

http://www2.everestgrp.com/reports?Cat0=990#PagerStart=0&cat0=1056


Copyright © 2018, Everest Global, Inc.
EGR-2018-20-CA-2583 9

R

Additional Healthcare and Life Sciences BPS Research 
References

The following documents are recommended for additional insight on the topic covered in this report. The recommended documents either 
provide additional details on the topic or complementary content that may be of interest

1. Healthcare Payer BPO – Service Provider Landscape with PEAK Matrix™ Assessment 2018 (EGR-2017-12-R-2455); 2017. Inability of new 
administration to either replace or decide upon keeping the ACA is leading to high degree of uncertainty. This report uses Everest Group’s proprietary 
Services PEAK Matrix to assess and rate service providers on various dimensions of their capabilities. It also includes market share analysis of service 
providers and Everest Group’s remarks on service providers highlighting their key strengths and development areas

2. Healthcare Provider BPO – Service Provider Landscape with Services PEAK Matrix™ Assessment 2017 (EGR-2017-12-R-2427); 2017. Rising 
administrative cost is putting significant pressure on the profitability of healthcare providers. Additionally, the entire healthcare provider industry is also 
facing headwinds from market shift towards value-based payment models. Both these megatrends have multifold impact on the healthcare provider 
market and are giving rise to emergence of outsourcing as a solution

3. Innovation in Pharmacovigilance – How to Spend Smarter Not Higher (EGR-2017-12-V-2195); 2017. Despite spending billions of dollars, lack of 
drug-related Adverse Event (AE) reporting and subsequent drug safety breaches continue to impact millions of lives and cause financial losses. Pouring 
more money at their Pharmacovigilance (PV) arms is no longer an efficient solution, so what can the pharmaceutical companies do to get out of this 
quagmire?
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