How experience varies across the financial journey (% of patients reporting a positive
experience)

High-capacity patients (patients who typically pay bills within six months. The majority earn
above $75,000 and tend to live in urban areas)

e Understand bills: 80%

e Find payment options affordable: 67%

e Receive timely reminders: 70%

e Reach out for help: 54%

At-risk patients (patients who typically delay paying bills for six months or more. The
majority earn less than $75,000, living in both urban and rural areas)

e Understand bills: 61%

e Find payment options affordable: 44%

e Receive timely reminders: 33%

e Reach out for help: 30%
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