
Customer
Webmedx, Inc.

Business Challenge
� Manage large and remote workforce
� Formalize employee turnover processes

and constant change
� Optimize and actively support mission-

critical document management application
� Manage change and IT support for critical

data center

Numara FootPrints Products
� NumaraTM FootPrints®

Business Applications
� IT help desk
� Client services
� Data center
� Change management
� Development and bug tracking

Key Features for Webmedx
� 100% web-based architecture
� Metrics and reporting
� Auto Escalations
� Ease-of-use
� Ease-of-administration
� Two-way email management

Business Benefits
� Improved workflow
� Streamlined business processes to bolster

productivity and deliver efficiency gains
� Enhanced employee service and

support enhances work quality and
staff performance levels

� More advanced reporting leads
to improved and accelerated
decision making

Webmedx, Inc. is one of the largest medical transcription outsourcing companies in the
United States. The company provides workflow technology integrated with transcription
services to produce, distribute, access, and control clinical reports enabling clients to focus
on the business of patient care.

Founded in 1996, Webmedx developed the first Application Service Provider (ASP) solution for
Radiology Information Systems, Clinical Report Production and Management, and Enterprise
Scheduling. Webmedx customers include hospitals, imaging centers, and medical practices.

The company’s technology enables customers to use mission critical clinical and enterprise
applications in a faster and more cost effective manner, on either a subscription or
transaction basis. The service offers significant financial benefits, and eliminates the need
for the customer to add additional resources.

The Challenge

Webmedx employs nearly 500 individuals across the United States that work from their
homes and small offices. With such a large and remote workforce, it was essential for
Webmedx to have a web-based system in place to improve workflow, streamline processes,
and have all service and support issues tracked and managed within a centralized location.

In the medical transcription business, employees are transitioned in and out regularly. At
Webmedx, numerous departments are involved when a new employee is hired or when a
departing employee leaves the company. For example, user accounts must be created,
computers must be purchased and distributed to new hires, the finance department needs
to ensure new employees are on the payroll, etc. With these types of changes occurring
on a regular basis, Webmedx required a service desk solution that would make all of this
cross-department work a seamless process.

“Previously, we had amanual system in place in which we usedMicrosoft® Excel spreadsheets
for all of our issue tracking,” explained George Liptak, Vice President of Technology and
Development at Webmedx. “Needless to say, this method was not the most efficient of
processes as many issues were falling through the cracks. When we decided it was time
to look for a comprehensive service desk system, we needed it to be a web-based system
with multi-project support, and one that was customizable to meet the changing needs of
our organization. We also wanted the ability to track and manage all issues across our
organization within one centralized location.”

Webmedx Deploys Numara Software’s Numara FootPrints to Centralize Service and
Support to Large Remote Workforce Located Across the United States
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“We have many different environments that need to be monitored when it comes to our WebmedxEnterprise
application,” explained Mr. Liptak. “We have a development environment, solution center, data center, call center,
and others. With Numara FootPrints, we have the ability to track all issues within one location, and everyone can
easily view and access the system.”
- George Liptak, Vice President of Technology and Development at Webmedx

The Choice

In 2000, Webmedx began its search for a service desk solution to replace its out-dated, manual process of Excel spreadsheets. The
company started its search with an analysis of two service desk products on the market: Numara® Software’s FootPrints® and Avensoft’s
Perfect Tracker. While both products were web-based, Numara FootPrints provided far superior reporting capabilities and escalation
features than did Perfect Tracker. For these reasons, and because the product is easy-to-use, simple to deploy, and extremely
customizable, Webmedx chose Numara FootPrints as its new service desk product.

Used by nearly 2,500 organizations worldwide, Numara FootPrints offers a 100% web-based platform to automate help desk and
customer support operations, as well as other business-critical processes.

“We really like that Numara FootPrints can support multiple projects across different departments, and that the product
can be customized to fit our needs,” said Mr. Liptak. “We are able to use Numara FootPrints as our issue tracking system
to send status of an issue, assign work to employees, and/or check the status of any ticket. Simply put, Numara FootPrints
enables us to track and manage all issues that we put into the system quickly and efficiently.”

The Solution

Webmedx uses Numara FootPrints extensively to track and manage all of the development work, issue tracking, and new enhancements
related to the company’s unique enterprise document technology – WebmedxEnterprise™. This application technology is designed to
dramatically increase the productivity and lower the cost of dictating, transcribing, signing, distributing, and accessing clinical reports in
all disciplines – anywhere, anytime.

“We have many different environments that need to be monitored when it comes to our WebmedxEnterprise application,” explained
Mr. Liptak. “We have a development environment, solution center, data center, call center, and others. With FootPrints, we have the ability
to track all issues within one location, and everyone can easily view and access the system.”

To track all of these different environments related to WebmedxEnterprise, Webmedx has set-up a total of seven projects within Numara
FootPrints. Some of these projects include:

Solutions Center (Help Desk)
Within this project, Webmedx agents create tickets based on every phone call or email that they receive related to service and support
issues. The agents enter these issues into the Numara FootPrints system and track each ticket on a per-client basis. Webmedx utilizes
Numara FootPrints’ escalation and auto-routing features to assign work to agents based on existing service levels agreements (SLAs)
with their customers.

“Our solution center, or help desk, is split between two offices (Pittsburgh, PA and Spokane, WA), so it is very beneficial to have a
web-based system like Numara FootPrints in place,” said Lena Cress, Manager of the Solution Center at Webmedx. “Having one
centralized system that is easily accessible via a web browser enables us to distribute workflow evenly to all of our agents.”

From the solution center project, Webmedx creates customized reports to communicate to different internal groups the type of activity that
is going on with Webmedx clients. For example, Webmedx reports on ticket volumes, how long it takes to process a ticket, average time

Numara FootPrints at Webmedx
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