“Heartland Information Services has proven to be a
genuine partner in meeting our specific transcription
needs. Their team has worked diligently with ours to

create custom solutions that no one else offered.”

—Julie Dais, Manager, Patient Health Information Services

Teamwork delivers tailored
transcription services at

Children’s Hospital of Wisconsin

CLIENT PROFILE THE TRANSCRIPTION CHALLENGE. Practically any long-term relationship
Children’s Hospital requires a focused effort and ongoing commitment to prevent complacency from
of Wisconsin setting in. After six years of collaborating on medical transcription, Children’s Hospital
Milwaukee, Wisconsin of Wisconsin and Heartland Information Services continue to push for improvement
BEDS: 236 and raise the bar for best practices.

SPECIALTY OUTPATIENT

“Transcribing pediatric care reports can be a real challenge for transcriptionists,” said
CLINICS: 70

Julie Dais, Manager, Patient Health Information Services. “Pediatric care has a wide
TRANSCRIPTION LINES/YEAR: range of subspecialties, each with distinct terminology to learn. Here at Children’s
10 million Hospital, the challenge is compounded because we have a multidisciplinary approach

OUTSOURCE: 80% with patients, often seeing numerous specialists in a single visit.”

IN-HOUSE: 20% L .
Heartland has steadily increased the number of work types and overall volume it

handles for Children‘s Hospital as inpatient and outpatient services have expanded.
During a five-year period, Heartland’s volume increased from 2.5 million lines a year
to 10 million lines.

“Currently, Heartland provides transcription for all but a handful of our 80 different
work types,” Ms. Dais said. “As we've continued to outsource more transcription to
Heartland, strong teamwork has been crucial to maintain quality and efficiency.”

THE HEARTLAND DIFFERENCE. A good example of the custom solutions
Heartland and Children’s Hospital have created together is a merged document that
combines transcription from numerous members of a multidisciplinary team into

a single, integrated report.

"A patient visit here might encompass a speech therapist, a psychologist, a
nutritionist and others,” Ms. Dais said. “Each dictates his or her own clinic letter,
but we needed to integrate all components into a single report that will be
electronically authenticated.

“Heartland brainstormed with us to create a special work-type template that
accommodates multidisciplinary dictations. Each separate report goes into a holding
queue until all reports are received. Heartland assigns a person to combine all
reports into a single document. The integrated document is routed to all members
of the team, and each approves his or her portion before it goes to the physician
for final sign-off. It was a very collaborative process to provide a new approach in
health care documentation.”



“In collaboration with Heartland, we developed a
single report format into 38 distinct work types for
different specialties. This innovation improved our
communication with referring providers, routing and

reimbursement.”

—Julie Dais, Manager, Patient Health Information Services

MORE ACCURATE ROUTING AND BILLING. Heartland recognized
another opportunity to improve reporting procedures at Children’s Hospital. When
the two organizations began working together, Children’s Hospital was using a
single work type in a letter format for all of their specialists to communicate with
referring physicians — accounting for 60 to 70 percent of their total report volume.

With Heartland’s help, Children’s Hospital developed this single work type into
38 distinct work types for different specialties. “We designed a dedicated letter
template for each specialty clinic to distinguish one from another,” said Shailendra
Sharma, a client services manager at Heartland, who has worked with Children’s
Hospital since 2004. “This distinction of work types helps Children’s Hospital with
more accurate routing of reports and more accurate reimbursement by specialty.”

“The separate letter templates help us ensure appropriate reimbursement is achieved
for each specialty,” Ms. Dais said.

IMPROVING TRANSCRIPTION QUALITY. Children’s Hospital and Heartland
also collaborate on ways to continually improve transcription quality, efficiency and
value. “When Heartland transitioned all of their transcription work to India, we at
first saw a dip in report quality,” Ms. Dais said. “Not so much in medical terminology,
but in areas such as correct sentence structure and grammar. But Heartland has been
diligent and proactive in training transcriptionists to meet our expectations.”

Heartland addressed these grammatical issues by severely narrowing medical
transcriptionist work pools. Mr. Sharma said, “We assigned a very small group of
MTs to specific specialists at Children’s Hospital. Our transcriptionists became very
familiar with their assigned physician’s terminology, speech patterns and preferences.
We were able to greatly reduce the number of unacceptable quality incidents.”

“Turnaround is always well under our 48-hour standard,” Ms. Dais added. “And
Heartland’s responsiveness on STAT reports — four hours or less — allowed us to
eliminate our third shift of internal transcription.”
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