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SUMMARY
To understand true laboratory total cost of billing, it is crucial for 
laboratories to address both operational and opportunity costs.  
Only by factoring both well-understood costs, such as staff and 
software, and costs that are less visible, such as uncollected cash, 
can an organization achieve significant improvements in cost and 
performance. 

A case in point is a hospital outreach laboratory that switched 
from traditional billing software to XIFIN’s revenue performance 
management solution, XIFIN RPM, and saw significant improvements 
in cash and efficiency, and greater control over its business operations 
(See sidebar on page 4).

INTRODUCTION
Achieving a true evaluation of total cost of billing is critical to 
understanding how XIFIN RPM is able to outperform other billing 
solutions. In particular, there are five key aspects of the total cost of 
billing—all leveraging XIFIN’s cloud-based architecture—that enable 
XIFIN customers to improve their bottom lines and gain visibility and 
more control over their operations:

Costs associated with billing include both operational and  
opportunity costs.

Achieving a true 
evaluation and 
total cost of 
billing is critical to 
understanding how 
XIFIN RPM is able to 
outperform other 
billing solutions.

Financial integrity and visibility

Automated and scalable workflow

Built-in interoperability and extensible web services and portals

Integrated enterprise-class business intelligence

Unparalleled managed services
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A Midwest regional hospital system’s outreach 

laboratory had been running its billing on a  

billing software solution that, while it was 

designed for laboratory billing, was not 

achieving the results the laboratory hoped for. In 

particular, the laboratory was looking to improve 

cash collections while keeping costs in check, and 

was looking for better visibility into its business. 

Although the laboratory’s use of the billing 

software yielded better results than the older, 

outdated software the hospital had previously 

used, over time the laboratory felt it was not 

collecting all it should. The laboratory also 

believed it was not able to easily get information 

requested by hospital administrators, and 

had poor insight into information it needed to 

improve laboratory performance, including why 

collected revenue might be low, or what to do 

about it.

Operational costs include both widely recognized costs such 
as system costs and staffing costs, as well as hidden costs 
that are often not accounted for, such as those associated 
with reporting and keeping current with regulatory and payor 
requirements. 

Opportunity costs—money that could have been collected 
with a different system in place—are even less often identified, 
yet actually represent a significant portion of total costs. In 
fact, XIFIN analyses consistently expose opportunity costs that 
are half of a laboratory’s total cost of billing—they are in effect 
costing the laboratory as much as its operational costs, but 
the impact is worse, as it is a direct hit to the organization’s 
collected cash. 

The XIFIN solution, with its cloud-based technology platform 
as an underpinning, is designed to address both aspects of 
the total cost of billing equation. Five elements in particular 
contributed to the lower total cost of billing and cash 
improvement.

FINANCIAL INTEGRITY, VISIBILITY
 
Unlike traditional software, XIFIN RPM is written in a language 
that supports financial and referential integrity. This means 
that not only does XIFIN RPM provide accurate financial 
information that is ledger-ready, but more importantly, it is the 
foundation for the laboratory to understand its financials to a 
depth that other systems cannot provide. 

With XIFIN RPM, laboratories obtain, every month, a financially 
sound picture of performance—with the ability to summarize 
or drill down more deeply, as needed. XIFIN’s CFO dashboard 
aggregates key information of most interest to CFOs in a 

OBJECTIVES

CASE STUDY

 ■ More visibility—better financial data, with an 

ability to drill down and analyze as needed
 ■ Improved accuracy—better confidence in 

numbers
 ■ Greater cash collections, lower total cost of 

billing

A bustling hospital outreach laboratory for 

a large Midwest multi-hospital system that 

services over a million patients a year and is part 

of one of the largest Catholic healthcare delivery 

systems nationwide switched from a traditional 

software billing solution to XIFIN’s cloud-based 

Revenue Performance Management solution, 

XIFIN RPM.



5

The laboratory made a move to XIFIN RPM, 

and discovered with its financial integrity 

and automated workflow and cloud based 

architecture, XIFIN RPM is a solution very 

different from traditional billing software—

one that affords many improvements in both 

efficiency and results, throughout the billing and 

accounts receivable process.

Within the first year alone, the hospital 

laboratory saw its cash collection versus amount 

billed increase 17%, while at the same time it 

registered a doubling in productivity.

graphical format, to give an overview of fiscal health at a 
glance. XIFIN’s waterfall report enables management to 
understand how cash flows in over time for a given month’s 
sales—yielding  more insights than just straight cash collected 
each month. This information is invaluable and not easy 
to come by in traditional billing solutions, which lack strong 
financial underpinnings. With XIFIN RPM, accounts receivable 
(AR) is balanced to the penny at month end, with general 
ledger-ready transactions in place. GAAP- and Sarbanes-Oxley 
(SOX)-compliant, XIFIN RPM has built-in accounting controls to 
manage bad debt and contractual allowance. 

In contrast, traditional software solutions claim to have 
adequate accounting reports and controls, but in fact without 
the financial substructure, the reports lack the integrity 
required for full SOX compliance. Typically these systems 
require external accounting controls to manage bad debt and 
contractual allowance, among other things. These introduce 
more work, including effort to keep the billing and accounting 
systems aligned. 

Every month, XIFIN financial analysts put together a 
scorecard for every customer, which tracks a number of 
metrics over the preceding 12-month period. Indicators 
such as collection percentage, bad debt, aging, accession 
mix, and staffing efficiency are all tracked and trended. 
A centerpiece to the scorecard is the comparison of the 
laboratory’s performance over the last 12 months to pre-
XIFIN performance, in terms of cash and accession volume. 

WORKING WITH CONSOLIDATED BILLS
 
A key instance where detailed accurate information is 
critical can be seen with consolidated bills. Unlike traditional 
billing software, XIFIN RPM tracks billed amount, expected 

RESULTS
 ■ Lower Total Cost of Billing

 – 17% increase in cash

 – More efficient staff with over 2X 

productivity improvement
 ■ Greater Control Over Business Operations

 – The laboratory was able to confidently 

report to hospital executives with sound 

data and comprehensive, actionable 

analytics

 – Visibility into business operations and 

laboratory performance, with an accurate 

understanding of the relationship 

between the laboratory’s test costs and 

reimbursement

Because XIFIN RPM is not traditional billing 

software, the laboratory achieved better 

financial results at lower total cost than it saw 

with its previous billing solution.
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reimbursement, and paid amount, at the accession and line item 
levels. This is important when there is a discrepancy between paid 
and expected amount, because the detail is needed to know what is 
left to collect. Conversely, most billing software fails to track at this 
level of detail, so that the laboratory often doesn’t even know there 
is a partial payment. The combination of lack of visibility and poor 
tools for segregating and chasing balance owed leads to clerical staff 
accepting partial payments as payments in full, and artificially-inflated 
contractual allowance adjustments. This has a direct impact to cash 
collected, and erroneously gives the laboratory the sense it collected 
all it could, when in fact there were more dollars to pursue.

In contrast, XIFIN provides the ability to see every accession that has 
some sort of issue that is keeping it from being paid for the full amount 
that the laboratory is owed, along with the associated dollar amount. 
The system drops the bill at the gross level (as the payor dictates), 
but books at the expected reimbursement amount. This gives the 
laboratory insight into what is coming back from the payor and where 
the laboratory needs to put its efforts to get paid for the accessions 
that are underpaid.

AUTOMATED, SCALABLE WORKFLOW
A major contributor to improved financial performance and  
productivity on the XIFIN solution is due to the introduction of XIFIN’s 
automated workflow, which both reduces errors and improves 
efficiency and timeliness. The XIFIN RPM workflow is designed to deliver 
maximum operational efficiency. Rather than simply replicating the 
manual queues of traditional billing systems, XIFIN RPM focuses on 
speedy clean claim submission—automated workflows are designed 
to flag problem areas and perform up front edits, so that missing or 
incorrect data can be rectified as soon as possible. This exception-
based workflow is particularly useful when physician offices need 
to provide additional information, as experience demonstrates the 

XIFIN RPM focuses on 
speedy clean claim 

submission with 
automated workflows 

that are designed to 
flag problem areas 

and perform up front 
edits, so that missing 
or incorrect data can 

be rectified as soon 
as possible.
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shorter the time between physician order and laboratory billing follow 
up, the higher the compliance and the faster the response—both key 
in ensuring claims are accurate and meet timely filing deadlines. 

XIFIN’s workflow is highly automated—moving claims efficiently 
through the system so that they flow through to submission with no 
human intervention. XIFIN’s automation is able to address many types 
of errors—taking actions such as auto matching, skip tracing, sending 
to the client portal, all automatically. Only claims with exceptions that 
cannot be corrected with automation are routed for a human to work, 
and even then the items are organized, flagged, and routed with an 
eye to efficiency. Bulk actions allow large sets of claims to be handled 
at once, and system configuration drives exceptions through multiple 
prioritized actions to address issues automatically. A workflow 
dashboard provides managers with real-time visibility to all exceptions 
within the system so that claims can’t get lost.

In contrast, most traditional billing systems essentially replicate 
manual paper processes in a digital format. Work queues are static and 
claims with errors can sit in them in perpetuity. With all claims sitting 
in mostly manual queues, every claim has to be touched by a human 
whether or not there are errors, two or three—or more—times per 
claim. This is a key reason most billing solutions require large billing 
staffs to work, and why these systems scale poorly. At low volumes, it 
is not such an issue if every claim requires multiple human touches, 
but as volume increases, the burden on staff goes up exponentially. 
Furthermore, manual queues make it very easy to lose claims in static 
queues, which result in writing off claims off that could have been paid 
if handled correctly.

XIFIN’s automation is a key element of the solution’s ability to scale. 
Scalability, after all, is not just about being able to process a high 
volume of claims, which can be accomplished by throwing more labor 
at it. It’s about having the automation, visibility, and tools to be able to 
manage high volumes with highly efficient use of labor.

XIFIN’s workflow is 
highly automated—
moving claims 
efficiently through 
the system so that 
they flow through to 
submission with no 
human intervention. 
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Another aspect of XIFIN’s workflow automation is consistent and 
automated actioning. With XIFIN’s ability to track at the line item level, 
partial payments, which are particularly problematic when there 
are consolidated payments, can be accurately attributed to their 
corresponding line items, and follow up actions for the unpaid portions 
can be automated. In traditional systems, it is up to billing personnel 
to decide whether and how to go after unpaid portions. All too often, 
the shortfall gets tagged as a contractual allowance and not pursued. 
In fact, it’s been shown that 40% of requisitions require some sort of 
intervention to ensure payment for the entire claim, and CMS reports 
that upwards of 50% of claims that were initially rejected are never 
resubmitted. Only a solution like XIFIN RPM, which tracks at the detail 
level and automates the process leading up to and after intervention, 
scalably addresses this issue.

With traditional software solutions, secondary claims are often not 
pursued at all due to lack of visibility into which claims should be billed 
and when to do it, as well as lack of automation to make the effort 
cost-effective.

Like secondary claims, denials and underpayments are also often not 
appealed because without proper automation it is cost-prohibitive. 
XIFIN’s workflow enables efficient, cost-effective handling of appeals, 
including bulk resubmissions and the ability to use one claim as a 
model for finding other candidate claims that are similarly appealable.

BUILT-IN INTEROPERABILITY,
EXTENSIBLE WEB SERVICES AND 
PORTALS
XIFIN RPM employs web services to communicate with other systems. 
As a result, laboratories see:

Unlike traditional 
software solutions, 

interoperability 
and connectivity 
are foundational 

elements of XIFIN’s 
technology platform. 
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A major hidden 
cost for most billing 
solutions derives 
from the fact that 
few solutions include 
an enterprise-class 
data warehouse with 
advanced reporting 
and analytic 
capabilities.

 ■  Enhanced productivity so data is entered once and used wherever 
needed; tedious tasks are automated, such as eligibility checking 
or price lookups

 ■ Reduced errors that were previously a natural consequence of 
manual processes

 ■ Improved customer service and retention
 ■ Increased collection rates
 ■ Error reduction with no more data synchronization or double-

keying issues
 
Unlike traditional software solutions, interoperability and connectivity 
are foundational elements of XIFIN’s technology platform. With a  
cloud-based infrastructure, XIFIN leverages web services for bi-
directional integration with other systems. XIFIN web services operate 
seamlessly, flexibly, and with all the HIPAA and Internet security 
protocols already built in. They allow immediate data capture and 
access in the system of record. Conversely, other billing systems 
require custom interfaces, which have to be developed at additional 
cost and time. Where there is no connectivity, information has to be 
manually transposed from one system to another.

Without the high degree of interoperability and integration the XIFIN 
platform affords, traditional software ends up falling short and 
requiring manual intervention by billing staff. 

BUSINESS INTELLIGENCE
 
Most billing systems do not include a proper data warehouse, which 
leaves laboratories frustrated and in the dark as to actual financial 
performance. Traditional billing systems typically have built-in 
reporting that can provide transaction data—how many accessions 
were billed through the system, how many claims were filed, etc., 
but are inadequate in terms of detailed financials and operational 
reporting on trending and metrics. Information such as detailed 
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accounting for volume and billing trends, write-offs, which ordering 
providers generated frequently-denied claims, which were sending 
more requisitions and which were tapering off, what is the percentage 
of unbilled claims, what is price per accession versus cash per 
accession, and average test reimbursement by payor is not readily 
available to laboratories with traditional billing software.

A major hidden cost for most billing solutions derives from the fact 
that few solutions include an enterprise-class data warehouse with 
advanced reporting and analytic capabilities. This cost takes two forms: 
1) cost to acquire a viable data warehouse, and 2) cost associated with 
making decisions based on incomplete or inaccurate information.
 

DATA WAREHOUSE ACQUISITION COSTS
 
Laboratories can sink many hundreds of thousands of dollars into 
acquiring this functionality to compensate for the billing software’s 
reporting limitations. XIFIN’s enterprise-class data warehouse is 
delivered as part of the XIFIN RPM solution and retains data including 
PAMA reporting information out of the gate. Because XIFIN is 
cloud based, its included warehouse and business intelligence (BI)  
capabilities require no outlays for hardware or software, and no 
maintenance headaches for the IT department. Further, while 
traditional solutions’ reporting is part of the billing software’s operating 
system and negatively impacts system performance while running 
reports, XIFIN’s data warehouse has been carefully architected to 
ensure optimal data availability with no drain on billing system 
performance.

LACK OF VISIBILITY COSTS
 
Business intelligence is critical to delivering the visibility laboratory 
executives need to run their businesses. Laboratories that rely 
on billing software-based reporting often discover their decision-
making and strategic management is either compromised due to 

XIFIN RPM includes 
dedicated BI support 

staff who understand 
the intricacies of 

billing data and are 
available to help 
customers at no 
additional cost.
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lack of detailed information, or requires custom reporting (with  
accompanying additional time and materials cost) and additional 
staff and many hours of work to obtain relevant information from the 
data. XIFIN includes dedicated BI support staff who understand the 
intricacies of billing data and are available to help customers at no 
additional cost.

MANAGED SERVICES
 
With XIFIN managed services handling many of the tasks that 
laboratory billing and IT staff handle under traditional billing solutions, 
laboratories are able to improve efficiency and reallocate work to 
areas of greatest need. In fact, in the case of the hospital laboratory 
that switched to XIFIN RPM, there was a doubling of productivity, while 
still collecting a higher percent than it had with the previous billing 
solution. 

XIFIN’s cloud-based platform enables many tasks that would otherwise 
fall to laboratory billing staff to instead be taken care of by XIFIN as 
part of its set of managed services. XIFIN leverages the efficiencies of 
scale achievable with the cloud to perform edits and submissions that 
individual labs frequently struggle to maintain.

XIFIN RPM bypasses clearinghouses and submits a large percentage 
of claims directly to payors. Laboratories can see reduced clearing-
house costs by 90% or more, upon switching to XIFIN RPM.

XIFIN submits all electronic claims and manages, reconciles, and 
loads all electronic remittance information. XIFIN ensures both file-
level acknowledgment and claim-level acknowledgments are received 
from payors. Additionally, XIFIN corrects and resubmits for any front-
end rejections, and processes payor by payor denial reason codes so 
that laboratory billing staff can understand the denial and follow up 
accordingly. As a result XIFIN is able to achieve 100% reconciliation of 

XIFIN’s cloud-based 
architecture enables 
transfer of tasks to 
XIFIN personnel that 
labs often struggle to 
perform.
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tests being performed, to claims submitted, and ultimately to claims 
paid, and enable labs to understand exactly the status of their claims.

Data maintenance is a potentially time-consuming and costly 
endeavor that is typically left out of laboratories’ cost of billing 
assessment. XIFIN’s cloud-based architecture enables transfer 
of the responsibility of these activities to XIFIN, which results in 
cost savings both by a) offloading the work from the laboratory’s 
staff, and b) ensuring the system is always up to date with the 
many payor changes, LCD/NCD edits, CPT code updates, ZIP Code 
maintenance, Medicare and Medicaid fee schedule updates, etc. 
 
Failure to keep current leads to claim errors and delayed or reduced 
reimbursement, which in turn drives up the cost of billing. With 
software billing solutions, the update efforts fall to the laboratories, 
who frankly, often do not have the resources to keep the system up to 
date. As a result, their staff is forced into a “Post-it® culture,” with sticky 
notes posted to monitors listing special requirements or workaround 
instructions. The result is an increased number of clerical errors and 
inconsistent actions that further degrade financial performance. 

XIFIN provides designated client success and strategic account 
managers who work with laboratory billing departments and 
management to help ensure workflow practices are optimized for 
maximum efficiency and revenue performance. XIFIN financial analysts 
perform ongoing reviews to ensure laboratory executives have 
visibility and tools they need to understand their laboratory’s financial 
and billing performance. They employ scorecards and benchmarks 
to assess a laboratory’s performance, and perform periodic in-depth 
reviews designed to uncover potential opportunities for improvement. 
With traditional software solutions, these concerns are considered 
entirely up to the laboratory.

With XIFIN RPM, 
laboratories see 

a lower total cost 
of billing—which 

includes both 
improvements in 
hidden costs that 

reduce operational 
efficiency, and in 

reduced opportunity 
costs, which 

contribute greater 
cash collected.
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CONCLUSION
 
In understanding its true total cost of billing and switching from 
a traditional billing solution to XIFIN RPM, a laboratory can see 
a significant improvement within the first 12 months in financial 
performance, as well as greater operational efficiency and revenue 
cycle visibility. Five aspects of XIFIN’s cloud-based delivery platform are 
important contributors to these improvements.

Traditional software solutions are billing transaction tools that handle 
only a single component of revenue cycle management, and that piece 
is done with a high degree of manual intervention. Larger staff are 
required; inefficiencies and errors contribute to lower and slower 
collection rates.

In contrast, with XIFIN RPM, laboratories see a lower total cost of 
billing—which includes both improvements in hidden costs that 
reduce operational efficiency, and in reduced opportunity costs, which 
contribute greater cash collected.
 
In the case of the regional hospital laboratory, it saw a 17% improve-
ment in cash collection upon switching to XIFIN RPM, and at the 
same time saw a doubling in staff efficiency, as well as significant 
improvement in other billing costs.

Upon switching 
to XIFIN RPM, a 
regional hospital 
laboratory saw a 
17% improvement in 
cash collection.



ABOUT XIFIN
 
XIFIN is a healthcare information technology company dedicated to 
delivering connected health applications that improve the quality and 
economics of healthcare. The company’s expertise is grounded in 
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