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Gwinnett Medical Center is a 553-bed, not-for-profit healthcare network with acute-care 
hospitals in Lawrenceville and Duluth, Georgia. Offering cardiovascular, orthopedic and 
neuroscience specialty care as well as a full continuum of wellness services, Gwinnett 
Medical Center’s 4,200 employees and 800 affiliated physicians serve more than 400,000 
patients annually. Recognized by HealthGrades™ as one of America’s 100 Best Hospitals, 
Gwinnett Medical Center ranks in the top 5 percent in the nation for clinical quality.

Background

In 2010, Gwinnett Medical Center initiated a program to transform its revenue cycle 
processes. At the time, the organization’s accounts receivable (A/R) were averaging 
nearly 60 days, and 37 percent of its accounts were more than 90 days old. Gwinnett 
Medical’s efforts to redesign its revenue cycle processes focused on creating a culture 
of accountability among its departments and individuals to improve productivity and 
performance. To accomplish its goals, the organization began searching for a solution 
that would allow managers to sort, prioritize and track the accounts requiring collection. 

Challenges

A combination of issues negatively impacted Gwinnett Medical’s revenue cycle 
performance:

• Legacy Systems — Gwinnett Medical’s legacy hospital information system (HIS) 
lacked several capabilities that the organization needed to improve its revenue 
cycle processes. Gwinnett Medical selected a replacement system, but the vendor 
delayed the implementation, and eventually sunset the solution. Instead of 
selecting another solution, Gwinnett Medical put its replacement plans on hold. 

• Underutilized Solutions — Gwinnett Medical was an early adopter of Optum’s 
eFR Platform, which is designed to optimize and automate revenue cycle 
workflows. The solution was installed in 2005, but was never fully utilized, so the 
organization didn’t realize many of the solution’s benefits.

Gwinnett Medical Center “Reenergizes”  
the Optum eFR® Platform

Highlights

Working in collaboration with the 
Optum team, Gwinnett Medical Center 
optimized its use of the eFR® Platform 
to improve financial performance as 
well as accountability, transparency, and 
processes. Along with improved employee 
satisfaction and teamwork, in the first 
seven months, Gwinnett Medical:

• Reduced A/R by 7 days

• Exceeded cash goals every month 

• Reduced aged A/R by 27 percent

Decreases A/R Days, Boosts Cash Collections
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• Paper-Based Processes — With the eFR Platform underutilized and the legacy HIS 
lacking workflow capabilities, account representatives relied on paper-based processes 
to resolve claims-related issues and collect payments from payers. The inefficient 
processes made it difficult to monitor productivity or know the status of accounts. 

“What we needed was a workflow system for our collection processes,” said Cynamin 
Kinard, patient financial services director at Gwinnett Medical. “We wanted to use 
technology to drive what our staff works on, rather than having them pick the accounts 
that they want to work on.” 

Solutions

After evaluating solutions from several vendors, Gwinnett Medical re-evaluated the 
functionality of Optum’s eFR Platform and how its full capabilities could benefit the 
organization. Gwinnett Medical had an established relationship with Optum and already 
used several of its solutions, including the Optum Computer-Assisted Coding Platform 
and the Optum Coding and Reimbursement Compliance Module. 

“Even though we had the eFR Platform for years, we brought in Optum to help us 
reenergize the product,” Kinard said. “We were not fully utilizing the solution. It was 
kind of like having a smartphone and only using it to make phone calls. We were hardly 
scratching the surface of the eFR’s capabilities.”

The Optum eFR Platform unites information from all applications in the revenue cycle to 
provide intelligent automated workflows, denial management, and targeted analytics, 
enabling process improvement by identifying bottlenecks and ineffective procedures. 
The eFR Platform provides access to a complete view of an account, from inception 
through resolution, in a single system that compiles electronic data and scanned images. 
At the same time, the application records all claim-related actions in an audit trail that 
provides valuable insight and supports account resolution. 

Gwinnett Medical worked closely with Optum to expand its usage of the eFR Platform, 
and developed new revenue cycle management processes to take advantage of the 
enhanced functionality. “You can have all the technology you want in place, but if you 
don’t have the management and processes to go with it, you’re not going to achieve 
the results you want,” said Cathy Dougherty, assistant vice president of the revenue 
cycle at Gwinnett Medical. “Optum brought in technical advisors to help us prioritize 
our accounts and develop workflows in the eFR Platform to get them resolved.”

Gwinnett Medical re-launched the solution in March 2011. “We redesigned how 
accounts flowed through the eFR Platform, making sure they were directed to pre-
determined work lists, such as our government team for Medicare accounts, or our 
non-government team for commercial payers,” Kinard said. 

Another change in the way Gwinnett Medical used the eFR Platform was to focus on 
filtering accounts by type, and then devoting specific “themed days” for staff to work 
on those accounts. The themed days include:

• Money Mondays — High-dollar accounts

• Timely Tuesdays — Capturing any accounts that have fallen through the cracks and 
need to be billed before deadlines

• Wrinkled Wednesdays — Aged accounts to resolve before they age past 90 days

• Twixt and Tween Thursdays — Any account between a high and low dollar amount

• Freeform Filter Fridays — Staff can filter their eFR worklists any way they wish

“The eFR Platform allows us to use 
filters and workflow capabilities 
to prioritize the accounts on which 
collection activities need to focus. 
With collections, you have to work 
on the new stuff, the old stuff and all 
of the accounts in between. The eFR 
Platform lets us do that.”  
— Cathy Dougherty  
 Assistant Vice President, Revenue 
Cycle 
 Gwinnett Medical Center 
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“The eFR Platform allows us to use filters and workflow capabilities to prioritize the 
accounts on which collection activities need to focus. With collections, you have to work 
on the new stuff, the old stuff and all of the accounts in between. The eFR Platform lets 
us do that,” Dougherty said. 

Results

“We completed the eFR Platform implementation in March 2011, and we then had 
seven consecutive months of meeting or exceeding our cash goals.  We tied our internal 
record of consecutive months of achievement,” Kinard said. 

Between March and September of 2011, Gwinnett Medical’s A/R average dropped by 
seven days. “The eFR Platform helped us create a culture of accountability. We now 
know which department is responsible for any errors that impact our revenue cycle, 
and we know who is responsible for resolving the error to get payments collected,” 
Dougherty said. 

The increased accountability enabled Gwinnett Medical to identify where departments 
were lagging and where they were leading, and to set specific goals by department. 
For example, in March 2011, Gwinnett Medical set a goal for the government team to 
achieve a 25 percent reduction in their Medicaid accounts that were aged greater than 
90 days. The deadline for the goal was June 20, 2011. Achieving the goal enabled the 
government team to reduce the A/R balance for their Medicaid accounts by $175,000. 

Looking Ahead

To further take advantage of eFR Platform functionality, Gwinnett Medical created a new 
process analyst staff position. “Her role is to constantly keep the eFR Platform in the 
forefront of management and associates’ awareness by fully knowing the system and 
our processes to recommend workflow modifications and to identify trends,” Kinard 
said. “Optum suggested that we create this position to help us maintain our recent 
successes and to also expand how we use the eFR Platform to realize other benefits, 
such as working on denial management.”

Dougherty attributes much of the organization’s eFR Platform successes to how Optum 
approached Gwinnett Medical’s challenges. “Optum eagerly provides the consulting 
that organizations need to get the maximum benefit from the technology. They clearly 
understand the value of consulting assistance,” Dougherty said. 

Gwinnett Medical Center
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consulting that organizations need to 
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About Gwinnett Medical Center

Gwinnett Medical Center is a 553-bed, not-for-profit healthcare network with acute-care 
hospitals in Lawrenceville and Duluth, Georgia. Offering cardiovascular, orthopedic and 
neuroscience specialty care as well as a full continuum of wellness services, Gwinnett 
Medical Center’s 4,200 employees and 800 affiliated physicians serve more than 400,000 
patients annually. 

About Optum360

Optum360 is a leading provider of patient-centered and client-focused revenue cycle 
services. With a comprehensive suite of technology, content and services, Optum360 is 
helping modernize health care financial transactions to make navigating the health system 
and understanding medical costs simpler and more transparent and intuitive for everyone. 
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