
How to Build High-Trust, 
High-Value Vendor Relationships 

Building a Vendor Management Office to Create 
Transparency, Trust, and Mutual Benefit
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About Healthfuse
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Healthfuse creates transparency and trust between hospitals 
and their revenue cycle vendors 

The Only At-Risk and Sole Source Awarded Vendor Management Program in the Industry
Guaranteed Cost Savings and Collections Improvement

Reduce 
Vendor Cost

by 10-20%

Increase 
Collections
by 20-30%

100% 
Performance 

Visibility

Ensure Compliance 
with SLAs and 

Regulations

Save Time 
via Automation 

and Expert Support

We do so by providing technology & analytics, execution support, and deep research



Results > 230 Hospitals
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$900M+
in Bottom-line

Improvement To-Date

10-20%
Reduced 

Vendor Cost

20-30%
Increased 

Collections

100%
Success Rate 

via ROI



Tampa General is committed to providing area residents with excellent and compassionate health care 
ranging from the simplest to the most complex medical services.

We heal. We teach. We innovate. Care for everyone. Every day.

About Tampa General Hospital
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Pioneering Transformative Care. Innovation is in our DNA.

Licensed for 1,041 Beds
More than 8,000 Team 

Members

Serving 4 Million 
One of Florida’s Largest 

Hospitals

Ranked #1 in Tampa Bay
US News & World Report 

(2020-2021)

Top Organ Transplant Centers
Designated Comprehensive 

Stroke Center



Agenda
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Industry Situation & 
Trends in Outsourcing/
Vendor Management 

Rethinking Vendor 
Management – From 
Sourcing to Performance 
Management

Lessons Learned from 
Tampa General Hospital 
and The Road Ahead



Increased Reliance on Vendors
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Growth Prior to Pandemic; Accelerating Now

Outsourcing and Vendor Reliance is Not Going Away
Those Who Prioritize Vendor Management Will Be Best Positioned to Address    

Financial Requirements



RCM: An Underserved Area
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90%
of hospitals are paying 
more than market rates 
for products and services

60-70%
of accounts placed with 
collection outsourcers are not 
being worked in accordance 
with contract terms, service-
level agreements, or state & 
federal regulations

5-7%
of monthly vendor 
invoices are 
duplicative or 
inappropriate

• Healthcare finance has grown
increasingly complex and 
expensive 

• Great Resignation – war for 
talent; workforce staffing issues

• Increased regulations, such as 
Surprise Billing

BUT THERE ARE…

• Performance gaps – disconnect 
between expected vs. actual 
results

• Limited time and tools to 
manage and hold vendors 
accountable



Vendor Management Defined
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1

4 2

3

Reporting 
& Analytics

Create a Vendor
Strategy

• Business case development
• Define Process improvement 

and best practice strategies
• Where to utilize technology
• Insource vs. outsource
• Identify gaps and areas to 

leverage niche solution 
providers

• Multiple bids to determine 
best-in-market rates

• Establish clear, industry 
standard service-level 
agreements

• Provide freedom and 
flexibility/most favorable 
terms

Sourcing & 
Implementation

• Leverage research database 
of and vendor comparison 
grids

• Determine best fit vendors 
with best-in-class 
performance, service and 
rates 

• RFP facilitation 

Contract Negotiation 
& Management

• Audit – to ensure process 
compliance

• Invoice - to ensure contract 
compliance and avoid 
duplicative invoicing

• Inventory – prevent missed 
placements, duplication

Vendor Performance 
Management

1 2

43



Where to Look: Defining Value
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Improve performance 
of existing collection 
outsourcers to increase 
collections

Increase collections by 
implementing new 
vendor strategies 
previously not done 
internally or externally

Renegotiate vendor 
fees to best-in-class 
market rates to 
reduce vendor cost

Identify vendor 
invoice discrepancies 
and recover 
inappropriate and 
duplicate fees

Cost Savings/ContainmentCollections/Performance Improvement

Other Areas to Consider 
Cyber Security, Compliance (S2T2, HITRUST), Speed to Value, Complexity to 

Implement 

Determining Your Business Case



Building the Ideal Team
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Humble
• Know strengths and weaknesses (soft and strong spots) 

• Servant’s heart: Are they open to feedback and continuous improvement?

Hungry
• Is there a commitment to working hard? 

• Competitive drive + Innovation: Will they go the extra mile when necessary?

Smart
• Not really about EQ vs IQ, it’s about doing business with people we like

• Intelligence: Can’t make these relationships transactional, especially in finding solutions for very 
challenging issues



Measuring Individual Fit
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Measuring Team Health

Net Promoter Score (NPS)
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Measuring Org Alignment
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Measuring Performance

• Outcomes are key, but 
processes and behaviors 
are controllable

• Trust and verify – always 
areas of opportunity

• Pinpoints gaps and 
improvement areas

• Identify themes and 
trends - making coaching 
and corrective action 
planning tangible and 
specific

August 2021
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Measuring Contract Compliance

Flag inappropriate and 
duplicate fees, such as:

• Non-payment transactions

• Fees inconsistent with 
contract rates

• Duplicate fees

• Cross-vendor duplication

Model impact of grace periods 
and placement delays



Q&A with 
Anthony Escobio 
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How has your vendor strategy changed; 
what does it look like today?
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What have been the results and what has 
been the impact to your vendor 
relationships?
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How has the culture at Tampa General 
Hospital contributed to its success?
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How do you future proof your RCM and 
vendor management strategy?



Future Proofing RCM Vendor Management
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Take Away Tools
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Practical Tools to Get Started

1. Preliminary vendor assessment (benchmarking vendor strategy, spend and 
performance)

2. Predictive Index proof of concept (testing the behavioral make-up of their team)

3. Sourcing webinar/methodology to reduce sourcing from more than 6 months to 
less than 6 weeks



Questions?
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Thank You; Reach Out With Questions

Nick Fricano
Founder & Chief Executive Officer
nfricano@healthfuse.com
Mobile: (414) 731-0260

Jon Myhre
President & Chief Operating Officer
jmyhre@healthfuse.com
Mobile: (414) 813-0428

Cody Clayton
Executive Vice President
cclayton@healthfuse.com
Mobile: (615) 943-5116

Kelly Welch
Vice President Client Services
kwelch@healthfuse.com
Mobile: (920) 858-1499

Jessica Yard
Vice President Revenue Cycle
jyard@healthfuse.com
Mobile: (618) 741-7277

Nick Corrao
Senior Vice President 
Business Development
ncorrao@healthfuse.com
Mobile: (414) 719-0522

Kennon Askew
Senior Vice President 
Business Development
kaskew@healthfuse.com
Mobile: (615) 293-8790

Heather Oster
Senior Director Operations
hoster@healthfuse.com
Mobile: (262) 825-3295

Debra Dryden
Senior Director 
Compliance & Quality
ddryden@healthfuse.com
Mobile: (414) 840-1274

Brad Tieche
Vice President Finance
btieche@healthfuse.com
Mobile: (630) 779-6442


