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	PAM2000 By American Telephony, LLC

13 Cambridge Road

Downingtown, PA  19335

Tel. (888) 275-0703

www.pam2000.com


	
	Demonstration Line:  (888) 743-4304

Call today to hear PAM2000 in action!


	


How Can PAM2000® Help?
Let PAM2000® make these calls for you:

Appointment Reminders: PAM2000 can make all of your daily patient appointment reminder calls for you.

Patient recall: routine eye, physicals or OBGYN appointments; six month (or longer) follow-up visits.

Appointment cancellations: Won’t your staff like ducking delivering this message! Oh, and please call us to re-schedule.

Immunizations:  Hepatitis B, early childhood, tetanus.  Whatever you are willing to schedule, PAM can call.

Normal lab results.

Testing: fasting reminders, mammograms, dexa-scans, pacer checks, lipid checks, blood pressure checks.

Referrals:  please confirm that you followed our recommendation to see a surgeon, gastroenterologist, psychiatrist or whatever.

No Show re-schedules.

Please call our office: to provide insurance information, because you are a deadbeat and we would like to be paid, because the doctor needs to talk to you about your test results (none, of course, of which is said in the actual message).

Come pick up your…: eyeglasses, cosmetics, allergy serum, disability form, school form, camp form, etc.

New practice information: new doctor, office closing, street detours.
SHOULD PAM BE WORKING IN YOUR OFFICE?
The answer is “YES” -- absolutely -- if any of these statements are true:
You schedule at least 30 patients a day and too many of them don’t show up for their appointments.  You attempt to double book to avoid “no-shows.”

Your patients get angry when no one calls to remind them about their appointments.  If they miss an appointment, you can’t reschedule for weeks.  When you just can’t spare anyone to call patients, no one makes reminder calls.

You’re spending too much time and money on patient retention (staff to make reminder calls plus the cost of mailing out postcards for recalls). Calling isn’t efficient since patients raise new issues when called.  A staff person who is overqualified and whose time is wasted sometimes must call to remind patients about their appointments.

You’re managing the situation at the moment, making calls in between patients; but as the practice grows, it becomes more difficult.  You already have problems with rescheduling when one of the doctors has an emergency.  PAM2000 can make calls after hours and on weekends with no staff present.

Someone has to call patients for other reasons, too, e.g. to pick up glasses from the optical shop, or to remind them to bring in referral forms or x-rays.

You’d love to have PAM2000 making your calls, but you believe that your patients won’t adjust well to an automated appointment message system.  Those who have been using the system, even with older patients, tell us -- and will tell you when you ask  -- patients actually prefer it.  Studies confirm it.

Contact Alert Communications Int’l, Inc.

561.542.4978

info@alertcomm.com
www.AlertComm.com

PAM2000® Calling Features and Benefits
· Reduce your NO-SHOW rate significantly by automatically calling your patients to remind them of their appointments.

· Select during or after normal business hours to make calls.

· Saves precious staff time allowing them to accomplish other important tasks.

· Deliver your message in English, Spanish or French. Once the patient has selected his or her preference PAM2000 will remember it.

· Provides high quality voice recording and playback, either using your own staff or a voice provided by American Telephony, LLC.

· Receive information from most Practice Management Systems.

· Identifies busy signals, answering machines, no answer, discontinued and invalid numbers, so that you can be sure that your message will go through.

· Allows the patient to replay the message so that no information will be lost.

· Can automatically say the patient’s first or first and last name in the delivered message.

Automatically converts from text-to-speech any patient names not already recorded.

· References
We have installed patient-calling systems from coast to coast, here is a brief reference site list:

The Center for Bone & Joint Surgery

West Palm Beach, FL  -  Elizabeth York  -  561-798-6600 Ext 107

Orthopaedic Associates USA

Plantation, FL  -  Site Coordinator  -  954-476-8800

Boca Raton Orthopaedic Group

Boca Raton, FL  -  Brad Anton, Office Manager  -  561-391-5515

Osceola Physician Management

Kissimmee, FL  -  Phyllis Eickelman  -  Administrator  -  407-933-7119

Rheumatology Associates

Orlando, FL  -  Sandy Feltner  -  Office Manager  -  407-859-4540 X13

Rittenhouse Eye Associates

Philadelphia, PA  -  Dr. Walter Harris  -   215-545-5001

Valley Periodontics

Appleton, WI  -  Timothy Rose, DDS  -  920-731-3224 

MainLine Orthopaedics & Reconstructive Surgery

Bryn Mawr, PA  -  Elaine Teal, Office Manager  -  610-527-9500

Recommended by The HealthCare Group


Here is an excerpt from On Managing, published by The HealthCare Group, where Geoff Anders explains the benefits of using PAM2000. 
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One of a manager’s jobs is to keep abreast of cutting edge technology that can reduce costs and bolster practice performance.  One of our jobs in writing On Managing for you is to help you find and identify those technologies.

We recently came across one such advance called PAM2000, a form of automated patient messaging.  This is an amazingly versatile piece of software that lets you substantially improve communications with patients while dramatically reducing staff time.  Even better it takes tasks that employees prefer to avoid and turns them over to a machine.  On top of that, creative use of PAM can provide risk management benefits.  We are particularly excited about this software. We have been lecturing since the early 1990s that this capacity was available and would offer real benefits to medical practices.


How does it work?


For its most basic function, appointment reminder messages, PAM2000 interfaces with your computer scheduling program.  It uploads the patient information: in addition to the patients name and phone number, information such as the location of the visit, provider, and appointment type are also available to PAM.  This operation requires attention by your staff.  It takes about four (yes, four!) minutes.  Staff involvement is finished.  Then PAM merrily dials away calling your patients with a pre-programmed message reminding patients of their appointments. What would often take a staff person two hours is reduced to minutes.


Better yet, the messages are customizable.  If you prefer, the system can instruct the patient as to which provider they are scheduled with, the location of the office they will be visiting, and any specific instructions they need based upon their specicfic type of appointment .  For example, you can set the system messages to remind HMO patients to bring a referral and Medicare patients to bring all of their medications and dietary supplements.  Equally impressive is the message is delivered in your receptionist’s (or other staffer’s) voice, calling the patient by name. Don’t worry, your receptionist doesn’t have to record all the patient names since PAM’s library contains most common names.  And PAM will flag names that it does not recognize.  The patients hear someone with whom they are accustomed to speaking.


Messages can be delivered in multiple languages.  Once the patient selects, say Spanish, PAM remembers that preference for future calls.


We have run across other messaging systems, but the results at best were mixed.  None had PAM’s ability to recognize answering machines and get around tele-zapping devices.  PAM’s performance is easy to evaluate since the software produces reports of successfully completed calls as well as other outcomes: busy signal, disconnected number, and so on. Actually PAM can produce six different reports: call status, call status by provider, detail call log (a detailed listing of each call attempt); incomplete calls, non-callable numbers, and a session report of statistics for calls during a specific calling session. 

You set the parameters for calls including day and time. PAM can call after office hours and stop calling at a specified time; there is no need for you to be there. You can have PAM call on weekends if you choose.  You also select how many repeat tries, busy signals and how many rings and repeat tries for calls not answered.

Maximizing your investment

The biggest downfall of almost all productivity-related software is that users do not maximize the software’s capability.  Industry experts suggest that only twenty percent of the capacity of any particular software is actually used.  What is unclear is whether that shortfall comes from a lack of training, effort or creativity. A lack of time is no excuse: productivity gains come from time investment up front in developing the system.  Don’t let that happen to your automated messaging system.  Think about the possibilities for PAM and bring them to fruition.

Here are a few possibilities:

Patient recall: routine eye, physicals or OBGYN appointments; six month (or longer) follow-up visits.

Appointment cancellations: Won’t your staff like ducking delivering this message! Oh, and please call us to re-schedule.

Immunizations:  Hepatitis B, early childhood, tetanus.  Whatever you are willing to schedule, PAM can call.

Normal lab results.

Testing: fasting reminders, mammograms, dexa-scans, pacer checks, lipid checks, blood pressure checks.

Referrals:  please confirm that you followed our recommendation to see a surgeon, gastroenterologist, psychiatrist or whatever.

No Show re-schedules.

Please call our office: to provide insurance information, because you are a deadbeat and we would like to be paid, because the doctor needs to talk to you about your test results (none, of course, of which is said in the actual message).

Come pick up your…: eyeglasses, cosmetics, allergy serum, disability form, school form, camp form, etc.

New practice information: new doctor, office closing, street detours.

We can think of at least six additional applications that would benefit different specialties.  But why don’t you tell us what other applications you see!  E-mail editor Joseph Gallagher at 


@healthcaregroup.com.


Documentation, documentation, documentation


In addition to the substantial day to day benefits, your physicians will appreciate the risk management benefits of PAM2000.  Now you will have documentation that patients were called and reminded of the steps needed to guard their health.  Patient claims of misunderstanding referral directions or the need for testing or return visits can be nipped in the bud.  While, thankfully, these don’t come up very often, such claims are troublesome when they do.  PAM2000 provides the perfect response.*
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FREQUENTLY ASKED QUESTIONS
How does PAM2000 work with my current hardware and software?

PAM2000 requires the use of a PC (included in the price of PAM2000) that runs the Windows operating system.  If your system utilizes a Network then PAM can receive an ASCII delimited file directly from your network or receive information in the form of a ‘Report File’.  If you are not on a network PAM will receive information from your system using either a parallel or serial communications port in the ‘Report File’ format.

How many calls can PAM2000 make at one time?

PAM2000 can store an unlimited amount of patient appointment information, completing an average of 60 calls per hour, depending on the length of the message and the number of calls answered.

Can I determine the time to start and stop calling?

Yes!  You can tell PAM2000 when to start and to stop.  Each day of the week has a start and stop time associated with it.

Do I need a dedicated computer and phone line to use PAM2000?

A dedicated computer is not required; however, a dedicated phone line is necessary.  PAM2000 runs on Windows 98 and Windows 2000.  Since those systems allow multiple programs to run simultaneously, other programs can run while PAM2000 is making calls.

What happens if PAM2000  reaches a Busy Signal, No Answer, or an Answering Machine?

With a Busy Signal or No Answer, PAM2000 will continue to call until the stop time or number of attempted calls is reached.  If an Answering Machine is reached PAM2000 will wait for the beep and then leave your message.

RETURN ON INVESTMENT WORKSHEET
COST FOR PHONE CALLS             Daily              Monthly              Annually

# Appointment Reminder              _______          _______              _______

Calls Made

Cost Per Number of Calls           $_______         $_______           $_______

Assumption: 3 Min Call x # of calls, Made per day / 60 min x Hourly Wage.

Example: 3 min x 100 Calls made per day divided by 60 minutes x hourly wage ($8.00) = $40.00 per day, 22 working days per month=$880.00   x 12 months = $10,560.00
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     Practice Name Page  1

Provider Code = 999

01/10/2001 thru 01/10/2001

Patient 

Number

Appt 

Type

Prov

Call

Patient Name

Date

Time

Code

VT

Phone

Comp

#

Date

Time

Description

45

1

1

1

KRUEGER, TOBI

1/10/2001

8:45A

2

OFV

(999) 777-8888

YES

1

1/9/2001

02:32P

ANS MACH

52

1

1

1

MOELLER, LEN

1/11/2001

11:45A

3

OFV

(999) 766-6777

YES

2

1/9/2001

03:41P

64

1

1

1

JONES, ROBERT

1/10/2001

2:45A

3

OFV

(999) 555-4444

NO

5

1/9/2001

02:32P

BUSY

88

1

1

1

CAPONE, JIM

1/11/2001

3:45A

4

OFV

(999) 733-3444

NO

3

1/9/2001

02:32P

NO ANS

11

1

1

1

SNOW, BILL

1/11/2001

11:45A

3

CEX

(999) 766-6888

YES

1

1/9/2001

02:14P

EARLY HU

92

1

1

0

HARPER, MARK

1/11/2001

9:30A

4

CEX

(999) 722-2111

NO

1

1/9/2001

02:11P

OPER INTCPT


COST FOR POST CARD                  Daily              Monthly              Annually

REMINDERS

# Post Cards Sent                          _______           _______             _______

Cost per post card $.48

Assumption: $.20  postage per post card

                       $.05  printing per card

                       $.23  per card cost of labor

Total cost for direct mail              $_______         $_______           $_______
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1

3

5

10

Comments

Patient Visits per Day

40

120

200

400

Est'd Daily Reminder Calls Made

20

                   

 

60

                   

 

100

                 

 

200

                     

 

# Post Cards Sent

20

                   

 

60

                   

 

100

                 

 

200

                     

 

Hourly Wage of Calling Staff

12

$                 

 

12

$                 

 

12

$                 

 

12

$                     

 

Incl. Benefits

Cost per post card $.48

0.48

$              

 

0.48

$              

 

0.48

$              

 

0.48

$                  

 

Estimated #

 No-Shows (10% for this example)

4

                     

 

12

                   

 

20

                   

 

40

                       

 

Market Avg: 15%

Average charge per visit $

125.00

$          

 

125.00

$          

 

125.00

$          

 

125.00

$              

 

System Cost

6,880.00

$       

 

6,880.00

$       

 

6,880.00

$       

 

8,880.00

$           

 

10 Dr = 2-line system

Reduction in no-shows by using PAM2000

10%

10%

10%

10%

Very Conservative

COST FOR PHONE CALLS      

1 Dr

3 Dr

5 Dr

10 Dr

# Appointment Reminder Calls Made

4,400

       

 

13,200

     

 

22,000

     

 

44,000

        

 

Cost for all calls

2,640

$     

 

7,920

$     

 

13,200

$   

 

26,400

$      

 

COST FOR POST CARD REMINDERS

1 Dr

3 Dr

5 Dr

10 Dr

Number of Cards Sent

4,400

       

 

13,200

     

 

22,000

     

 

44,000

        

 

Cost for post cards

2,112

$     

 

6,336

$     

 

10,560

$   

 

21,120

$      

 

IMPACT OF 

NO-SHOWS

 ON REVENUE

1 Dr

3 Dr

5 Dr

10 Dr

Estimated # no shows (10%)

880

          

 

2,640

       

 

4,400

       

 

8,800

          

 

Lost revenue from no shows

110,000

$ 

 

330,000

$ 

 

550,000

$ 

 

1,100,000

$ 

 

RETURN ON INVESTMENT

1 Dr

3 Dr

5 Dr

10 Dr

REVENUE INCREASE (% of Lost Revenue)

11,000

$   

 

33,000

$   

 

55,000

$   

 

110,000

$    

 

COST SAVINGS (total calls/post cards$)

4,752

$     

 

14,256

$   

 

23,760

$   

 

47,520

$      

 

TOTAL SAVINGS USING PAM2000®

15,752

$   

 

47,256

$   

 

78,760

$   

 

157,520

$    

 

(savings on calls and post cards + revenue increase)

Payback Period In Months

5.2

1.7

1.0

0.7

Annually

Annually



Size of Practice (Dr's)

Annually

Annually


NO SHOW IMPACT                            Daily              Monthly              Annually 

ON REVENUE

Estimated # no shows                     _______          _______              _______

Lost revenue from no shows         $_______        $_______            $_______

Average cost per visit $___________ x # of no shows

Impact on revenue from a 30%

reduction in no shows                    $_______        $_______            $_______


TOTAL SAVINGS USING PAM2000®

(calls + post cards + no shows)     $_______        $_______            $_______

PAM2000®cost 

(Includes installation)                     $_______

Payback Period In Months

(savings divided by cost)                ________Months

Return On Investment Examples
DAILY APPOINTMENTS MESSAGES EXAMPLE
Hello, this is Soll Eye Associates with an important message

for Robert Jones.

We would like to remind you that you have an appointment on Wednesday at 10:30 AM

with Dr.  Stephen M.  Soll

for a complete eye examination.

If you cannot keep this appointment or require additional information, please call the Soll Eye Associates at 561-555-1212.  Please remember to bring the proper referral forms and a list of any medications that you are taking.

If you would like to listen to this recorded message again, please press the star button on your telephone NOW…..(Pause).

Good bye and have a great day from Soll Eye Associates.
CALL STATUS REPORT
The user will have the option of selecting the sequence and information for the report.


PAM2000® History
American Telephony, LLC markets the PAM (Patient Appointment Message) system of computer software to physician’s offices.

1993 – Introduction of the original PAM system, a microprocessor based system, which enabled doctors to call patients to remind them about their appointments. 

1995 – New technology made it possible to insert the date and time of the patient’s appointment into the message.

1997 – The program was redesigned to run on the  user-friendly PC using the Windows 95 operating system, and PAM97 was introduced.

1998 – Spanish language option was added, and voice quality was further improved.

2000 – MCS Services, Inc changes its name to American Telephony, LLC PAM2000 was introduced.  The following features were added:

Patient Name Option- Speaks the patient’s first and/or last name

Provider Name Option – Speaks the provider’s name

Appointment Type Option – Speaks the appointment type

2001 – First French installation- Michele Pop Clinic in Montreal, Canada Birthday Messages added

2002 – Automatically converts from text-to-speech any patient names that are imported that have not already been recorded.

Today PAM2000 runs on IBM® Personal Computers (PC’s) using Windows operating systems and uses an Intel® Dialogic telephony board to connect with your local telephone service.

Dialogic is the industry leader in hardware telephone services.  Dialogic boards produce unparalleled voice quality using a pre-recorded human voice and direct signal processing technology.  The result is a system that is patient-friendly and detects answering machines, interception by an operator, busy signals, etc.

American Telephony, LLC has installed systems across the country, is committed to providing the best automated calling system possible and continues to upgrade.  Installation, training and technical support are always part of the PAM2000 package. 

� EMBED PBrush  ���
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