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HIPAA-Compliant Recording and Analytics
Solution for Healthcare Providers

Today’s hospitals and healthcare practices can increase patient
satisfaction, manage compliance, minimize miscommunication and
reduce liabilities by gaining insight into every interaction. Understand
how your staff interacts with patients when scheduling appointments,
referring physicians or helping with emergency situations. dvsAnalytics’
Encore for Healthcare includes the features and capabilities healthcare
Highlights firms need to guarantee proper patient care and stay compliant.

Encore for Healthcare  incorporates call recording, screen recording, quality management,
reporting and analytics in a unified solution, designed to provide healthcare systems,

¢ FEvaluate patient  -staff rural hospitals and healthcare practices with a 360 degree view of the patient experience.

interactions for training or

to verify proper patient care GUARANTEE PROPER PATIENT CARE
® Gather intelligence to In your hectic, fast  -paced environment, your staff needs tools that allow them to focus
analyze the patient on their main priority 0 taking care of patients. Encore for Healthcare  helps you achieve
experience that by taking care of everything else.
e Encrypt PHI to maintain pocument Interactions. Wi t h Encor eé s flexible call record
interactions, on -demand, at random, or on a pre -defined schedule. Encore screen

HIPPA compliance & ensure

. ; o recordin n hel nderstand how r staff inter with insuran mpani
patient confidentiality ecording can help you understand how your staff interacts with insurance companies,

patients, or other desktop applications to identify training opportunities and process
improvements. Reduce errors, minimize claims and resolve disputes by recording all

®  Protect recordings with user interactions.
specific logins, defined
permissions and audit logs Verify Recordings. Quickly find, access and replay the recordings you need for review

or verificat i on-inquick searchfurctoss sbch aslPatient Number, Referral
Type and Admission Date allow you to immediately retrieve the recordings you want.

After reviewing the call in question, forward it via email to the insurance company or

doctor for further review or copy calls to another media source for storage or transport.
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Perform Quality Management. From Encore, monitor and tag recordings, conduct
evaluations and provide staff with immediate feedback. By reviewing patient - staff
interactions, the quality of care can be accurately assessed and continuously improved.
Medical providers use Encore QM to reduce liabilities and increase patient satisfaction.
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MAINTAIN REGULATORY COMPLIANCE

Whether you need to record staff conversations with patients, insurance companies, or pharmacies; document
verbal authorizations or simply resolve disputes, Encore for Healthcare  helps manage compliance and minimize risk.

Protect PHI and Credit Card Data.Encor eds encryption feature protects your pat
with the Health Information Portability and Accountability Act (HIPAA) and Payment Card Industry Data Security

Standards (PCI DSS). Encrypt or permanently delete sensitive patient data, including patient numbers, CPT/ICD

codes, social security numbers, etc., from the recording to ensure compliance and eliminate potential theft of

sensitive data.

When taking a patientodés credit card information over the phone,
cardholder data is stored, processed or transmitted. With Encore, you can insert tags that automatically encrypt or

delete a portion of the call, such as the CVV number, but retains the remainder to document verbal authorization or

for training purposes.

Manage User Roles and Permissions. Encore allows you to control who can access recordings and reports,

pl ayback encrypted calls and/ or -nendrammable sevuaty anchnmultimerpsrmission t 6 s bui | t
layers lets you decide what level of data each authorized user may access. Set permissions at the group or

individual level.

Store and Archive Data Securely. If regulations require you to store patient data and interactions in a secure
location for a specified length of time, Encore can help you meet those requirements with easy archive, storage and
retrieval options.

Operate Virtually. Encore can run in virtual environments, helping healthcare firms consolidate servers, reduce
operating costs, minimize maintenance and run multiple instances of software for redundancy. Information
recorded simultaneously can be stored in multiple locations and managed from a central user interface.
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Analyze the Patient Experience. Encore Reporting and Analytics consolidates data from recordings, the telephony

switch and desktop applications to monitor compliance and improve efficiency and customer satisfaction. The

business intelligence gathered will provide healthcare establishments with the ability to lower costs, deliver better

patient care and create more impactful marketing strategies. Wi
or lack thereof, to zero in on key recordings for review. And, while reviewing for compliance or to verify the amount

the patient was charged, skip to the specific section of the recording that needs to be reviewed.
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Staff Performance Analysis

Form Agent Avg. Org. Difference #Of Last Evaluation Last
Score Score Evals Evaluated By

Patient Scheduling Evaluation Form Adam Key 92.61 85.66 6.94 13 12/31/2010 4:59:00 PM  John Smith
Patient Scheduling Evaluation Farm Carlos Egurrola 7719  85.66 - 5.47 27 12/30/2010 9:24:00 AM Mary Jones
Hospital Collections Evaluation Form Duryan Durocher 88.02 8566 236 30 1/4/2011 4:05:00 PM Mary Jones
Patient Scheduling Evaluation Farm Emily Dominguez 96.84 §5.66 1147 12 12/30/2010 4:22:00 PM Mary Jones
Patient Referral Evaluation Form Gary Castle 86.65 8566 0.99 32 1/4/2011 3:27:00 PM  John Smith
Patient Referral Evaluation Form Matilda Perez 82.42 §5.66 -3.24 27 1/4/2011 5209200 PM  John Smith
Patient Scheduling Evaluation Form Adam Key 87.78 88.51 -0.73 20 1/3/2011 5:58:00 PM Mary Jones
Patient Scheduling Evaluation Form Emily Dominguez 89.11  88.51 0.61 23 1/4/2011 9:00:00 AM Mary Jones
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About dvsAnalytics

dvsAnalytics is a leading provider of agent productivity and analytics solutions for enterprises and contact centers. For
more than 25 years organizations have relied on dvsAnalytics proven technology, innovative solutions, and quality
services to develop their workforce, optimize the customer experience, and improve productivity.

Corporate Headquarters Phone 480.538.2020
dvsAnalytics, Inc. Email sales@dvsAnalytics.com
17255 N. 82nd St., Suite 4 Web www.dvsAnalytics.com

Scottsdale, AZ 85255
United States
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