
How a small MTSO almost doubled its business in less than 18 months…without all the headaches 

A Case Study for Going Digital
This is the story of a medical transcription company that successfully relied on phone-in dictation, cassette tapes, email and electronic fax’s to manage about 12 MT’s and 83 doctors.  The company had been very successful for several years, but administrative headaches and costs were beginning to overwhelm the owners, a husband wife team which started the business from their home almost ten years before.  They had the contacts to grow the business, but the thought of adding the additional administrative burdens was too much to think about.  They already spent an inordinate amount of time delivering hard copy files, printing copies, correctly emailing files, and searching for the inevitable “lost files” from the same doctors over and over again.  They had several physicians who required STAT transcriptions and were still using tapes, which meant an additional two hours each day just for pickup and delivery, or worse, an expensive courier bill.  They were managing to keep their heads above water until they added a clinic with eight new doctors.  It was a specialty clinic with huge volume and high margins.  They simply couldn’t refuse the opportunity.  They’d figure out how to make it work.
But that was the straw that broke the camel’s back.  With the added volume production quality and turn around times began to deteriorate as customer service calls, lost documents and clerical errors increased.  As demand for service increased, billable time began to decrease.  Clients begin complaining that they couldn’t get a phone line like they used to.  Then one of their major clients cancelled their account because of “too many delays and quality issues.”  And besides, “the new company is completely digital.”  It was a tremendous blow to the company.  This was their bread and butter account.  Something had to change.
They began searching for a digital solution that would help them automate their company, eliminate administrative hassles and thereby reduce costs.  They were hopeful, but skeptical.  Both husband and wife were fairly competent using a computer, but neither considered themselves technology gurus.  It was a very frustrating and difficult search with minimal  results.  Most companies wanted them to buy expensive software or hardware and then pay maintenance fees on top of all that.  Many were difficult to use and required more technical expertise or time managing the system than either could afford.   The more they dug, the more confused they became.
Then an acquaintance recommended a fully automated, web-based transcription platform she had been using for over a year.  At first glance it had everything they were looking for:

· web-based file management
· fully HIPAA compliant
· complete administrative automation
· easy to use digital handheld recorders and 
· it was completely scalable from one user to literally thousands 
But the real clincher was the business model.  The company didn’t want to sell them any expensive equipment or software.  In fact setup costs were so small that the risks to try the service was quite reasonable.  They spent $500 for a secure, personal website and log in page, which the company provided, and purchased a digital recorder for $150.  And the best part was the company charged only by the line transcribed.  With that model they could afford to migrate their entire client base and MT staff with minimal cost, and do it at their convenience.  It looked like a very manageable and cost effective solution.
After trying it with one particularly difficult doctor for a week they decided to migrate their entire client base to the new system.  Within six weeks all their doctors and MT’s were converted to the new platform.  The hardest part was training the doctors to use the digital, handheld recorder.  While simple and easy to use, it still required some handholding and training at each site.  The provider was especially helpful in teaching them how to train doctors and their assistants, as well as getting MT’s up and running.  
Results of that transition:
· MT administrative efficiency improved by 68%, decreasing non-billable administrative work from 90 minutes/day to less than 40 minutes/day, per MT.

· Tape delivery was eliminated altogether, saving on average $97/day ($1,940/mo) in travel expenses and courier fees and freeing up at least 6 additional hours each day for more productive QA or customer relations. 

· The company eliminated six phone lines at an average of $53 each, or $318/mo.
· 800 number expenses were reduced from an average of $824/month to less than $100/month.
· The high lease and maintenance fees for the phone in system were eliminated altogether.
· Technical calls from customers went from an average of 7/day to less than 3/day.
· The company increased its operating profitability by 28% within 12 months.
· The company increased its client base by 40% within 18 months.
Other efficiencies

· Line counts became exact and detailed, with less time devoted to invoicing.
· Invoicing accuracy improved and customer complaints decreased by 63%.
· The automatic line counts and invoicing feature reduced invoicing time from 4 hours/week to only one hour/week.
· Clients can track and monitor true transcription costs by doctor.
· All documents are stored off site on a secure server, freeing up valuable computer space and office space.

· The firm is now 100% HIPAA compliant.

· Templates are easily incorporated into the daily workflow with little or no additional costs.
· The mysterious “lost files” that clients called about daily were now completely visible to the clients instantly.  Digital voice files and word processing documents were archived automatically, with exact time and date they were originally downloaded, transcribed and released.
The real improvements didn’t just result in increased revenue and profits, but in gaining time to enjoy a lifestyle business owners deserve.  Because this platform requires less workflow management and allows monitoring and management from anywhere internet access is available, travel and extended vacations are now a reality.
For more information about how you can take advantage of a web based digital transcription platform contact:
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