
Founded as Dallas Methodist Hospital in 1927, 
Methodist Health System has grown to become 
a premier healthcare provider with 1,500+ 
licensed beds serving more than three million 
North Texas residents. Prime Financial Services, 
a d/b/a of Methodist, has served as the 
provider’s in-house accounts receivable (A/R) 
operation for more than three decades.

Methodist’s A/R team first partnered with Finvi 
in 2008, when Director of Collections Mitch 
Taylor felt it was time to upgrade to a more 
advanced collections platform. After demoing 
various solutions, Methodist chose an early 
iteration of Artiva HCx®, along with Finvi’s 
original dialing platform. 

In December 2018, in conjunction with 
Methodist’s switch to the Epic software system, 
Methodist’s Finvi client executive offered 
to perform a business review and provide 
recommendations. That process resulted in 

Methodist’s decision to implement Finvi’s SaaS 
contact management platform, Omni Voice™. 

The ongoing trend toward remote A/R is complicating providers’ efforts 
to monitor reps’ activity and improve their performance. When COVID-19 
restrictions forced Methodist Health System to suddenly transition its workforce 
from contact center to home, Omni Voice™ made performance management 
simpler and more effective than ever.

Cloud-Based Omni Voice™

Saves the Day: After a Sudden Move to 
Remote A/R, Methodist Health System 
Revolutionizes Performance Management

A Success Story:
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We’ve gone from chiseling on stone 
tablets right into the 21st century. 
We’re light years ahead of where we 
used to be. Moving to Omni Voice 
was a huge, huge win for us.”

Mitch Taylor
Director of Collections
Methodist Health System

Armed with Omni Voice, A/R Team 
Powers Through Disruptive Change
Just weeks after the Methodist A/R team went 
live with Omni Voice, the COVID-19 pandemic 
brought business as usual to a sudden halt. 
Dallas County issued a stay-at-home order 

http://www.finvi.com


that forced many businesses to close. Mitch 
and his team of 36 reps and four managers 
had no choice but to transition to remote work.

Thanks to the collaborative efforts of Methodist 
IT and Finvi staff, the A/R team was able to pivot 
their operation quickly. Within 14 days, all reps 
and managers were ready to make the switch 
from desk phones to “soft phones”—i.e., laptops 
and other electronic devices—and work from 
home. Since then, Mitch and his team have 
continually refined their dialing campaigns to 
streamline their operation.

“I shudder to think what would have happened 
had we not made the change to Omni Voice,” 
Mitch said. “It literally kept my department in 
business. We’ve been able to maintain our 
business operations as normal for months. 
Omni Voice was one of the best decisions 
we’ve made in a long time.”

Performance Management  
Gets an Overhaul
Real-Time Data, Meaningful Metrics,  
and a More Engaged Team

Before the Methodist A/R team’s sudden 
transition to remote work, Omni Voice 
introduced the first major change: real-time 
visibility into reps’ activity and performance. 
Team leaders could now measure performance 
in meaningful ways while managing reps more 
easily and with greater impact.
 
“We used to measure performance based on 
dollars our reps brought in individually, which 
didn’t always reflect productivity or quality,” 
Mitch said. “Now, we have a clear apples-to-
apples comparison.”

Ensuring a Consistent Patient Experience
In recent years, as the Methodist A/R team has 
increasingly focused on self-pay calls, quality 
of patient engagement has become a critical 
concern. Omni Voice allows team managers, 
through the use of Artiva HCx dashboards 
as well as speech analytics, to monitor calls, 
score calls automatically, and deliver timely, 
meaningful coaching. 

“We now have a good set of KPIs and can 
evaluate the quality of the work reps are doing,” 
Mitch said. “We’ve been able to ensure our reps 
are abiding by the same standard—how we 
want patients to be addressed and how calls 
should take place. The quality has definitely 
improved, and we’re getting a more consistent 
message out to patients.”
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Giving Reps the Means and Motivation  
to Improve
Methodist A/R reps now have visibility into their 
own performance, with real-time specifics such 
as QA scores and team rankings. This level 
of transparency and clarity has significantly 
improved the team culture—and its reps’ 
potential for individual and business gains. 

“For engaged employees, there’s a sense 
of pride in doing a job well,” Mitch said. “We 
produce KPI reports that show in real time 
how reps are performing, and we can display 
that performance data within Artiva so reps 
know exactly where they stand. We’re seeing 
the positive impact of that. Given the tough 
environment we’re now operating in, to be able 
to maintain as we have—I see it as a big win.”

To learn more about Omni Voice, our
SaaS contact management solution with
fully automated inbound/outbound, IVR,  
and messaging capabilities, contact
Finvi today.

Omni Voice has given us a much 
better management tool. We know 
for certain what our individual reps 
need to work on and who our star 
performers really are. That has 
helped us grow our staff into a better 
collection team.”

Mitch Taylor
Director of Collections
Methodist Health System
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