BIKILAS

Transcription Services: Steady Demand in a Volati\darket

TABLE OF CONTENT

PAGE SECTION

5 \ EXECUTIVEVERVIEW

A Musical Chairs: Competition in the MTSO Market
A Dictation Volumes: Patient Numbers Outpace Technology
A The (Not So) Secrets t&uccess
A BackEnd Speech: Adding Clients and Influence
A Offshore More Prevalent, Onshore More Satisfied
A Moving Forward
16  MTSOBRIEFS
A Acusis A Spheris
A CBay A SPi
A DTS America A StenTel
A Encompass A Superior Global
A Focus A Transcend
A Heartland A TransTech
A MedQuist A Webmedx
A Precyse Solutions

77 \EXPANDEERESULT$200+PAGE$

Transcription Services 200b1




BIKLAS o N——

A HOw DO THE VENDORSAEK UP

PERFORMANCECORE 1YEARTREND
Overall
Webmedx

Performance Precyse Solutions

Scores Encompass
TransTech
Positive Trendz 5 Transcend

Performance score -
increase of 3 or more DTS America

points above previous Heartland
SEOIS: Acusis

= No Significant : MedQuist
Changez Performance Focus

score is within 3 points .
of previous score. Superior Global
StenTel

Negative Trendz CBay
Performance sore :
SPi
decrease of 3 or more -
points below previous 5 Spheris

score. 00A1I EI ET AOU OAT OAOG Ai 1160

RRRRRRRRRRRRRRD
(=l es=2008==

A WORTHKNOWNG

MOVEOVER NEWLYRATEDWEBMEDXAND PRECYSEAKEHRSTAND SECONCPLACE MTSOs cannokeep their place in

this competitive market bymerely maintainng performance. Transcend, for example, kept its score steady but
dropped from first to fifth place, pushed out by Webmedx and Precyse and passed up by TransTech and
Encompass, who both improved this year.

OFFSHORIS CHEAPERBUTDOESIT PAY IN THEEND?When comparing onshore and offshore transcription, onshore
receives higher marks for both quality and turnaround timén fact, the top-five MTSOs are doing their work
predominantly onshore.

SPEECHRECOGNITION:. EMR:SLVERBULLETEWhile speech recogniion and EMRtechnologiesare starting to
make a dent, thér impact to date on dictation volumes has been insignificartlowever, when dictation
volumesdo decreasebecause of these technologigsproviders mention Epic more than any other EMRNdor
and Nuance more than any other speectecognition vendor.

BACKEND SPEECHRECOGNITIOSOFTWARES INFLUENCIN® TSODECISIONSOf providers choosing a new MTSO,
more than one-quarter said thatthe relationship between the MTSO and speech vendor (mostly Nuance)
influenced thechoiceof their new transcription vendor.
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AcusisA smaller player, Acusis struggles to meet the needs of those providers who have spikes in
workloads. Acusis falls in the middle of the pack in performanadowing strong marks for TATs and
quality but with room for improvement with their administrative tools. With their acquisition of DRC in
2007, Acusis now provides both onshore and offshore work.

CBay: While CBay still struggles to meet customer expectatis for quality, many clients have
complimented strides made in customer service and willingness to respond to issues. One of the larger
players, CBay remains a leeost MTSO.

DTSAMERICAWhile some providers have had challenges coming online, the compdras made several
changes for the better in account management and customer service. This is a smaller MTSO in this report,
but Clients feel that the executives are involved and build solid relationships.

EncomvpAssEncompass consistently performs wellral is continuing to grow and expand. The president
works personally with many clients, who appreciate the personal touch. All their work is done onshore.
, AOCAO AAAT 061 00 1 Au AA AT1TAAOT AA AAT OO OEEO OAT Al

FocusFocus is inching its way b&do the middle of the pack by zeroing in on the concerns of its clients.
This vendor climbed 5 points since last year, but will need to address lingering quality issues to continue to
move up. One of the larger MTSOs, Focus is owned by Nuance and appgeare doing more speech
recognition editing than any other MTSO.

HEARTLANDA midsized vendor, Heartland does a lot of offshore work and provides great TAT. Quality has
been an issue, but Heartland strives to resolve problems and provide a positive costoexperience. Most
of their clients have fewer than 200 beds.

MEDQUIST MedQuist is the largest MTSO in the world. A sotp-nuts vendor, they offer voice capture,
OPAAAER AT A OOAT OAOCEDPOEIT OI1 OOET 1 08 - HalleigefoC AOOO
MedQuist. They have been making improvements to their operations and customer service, such as in
account management, and their performance has increased significantly over the past year.

PrRECYSEOLUTIONSIN a virtual tie for first, this mil-sized player receives high marks for both onshore and

I £EOET OA OAOOGEAAO8 4EA 1 OAOxEAITEI C | AET OEOU 1 £ A
Ol il A AATTEIT ¢ OEA OAT AT 060 AAAT O1 O 1 AT ACAT AT 6 OPAO
kinks with the implementation of its speech tools.

SPHERISReceives praise from many clients for quick turnaround times. Spheris continues to struggle with
quality and technology, dropping 2 points in the pagiear. Spheris has made some leadershapd
organizational changes to address these issues.

SH: Performance has fallen almost 8 points in the last three years. While this #sied vendor works to
improve its TAT and account management, many providers are not yet completely comfortable with t
changes. Executives are reaching out to clients to try and resolve issues.
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STENTEL A smaller, lowcost provider, StenrTel has been grappling with issues, which appear to have
distracted them from delivering highquality transcription. These issues @fude TAT, quality, and account
management. Since 2007, StehAl 6 0 OAT OAO EAOA AOI pPAA AAT 6O Y DI EIT O

SUPERIOFELOBAL ThismdOEUAA AT 1 PATUSO 1 AUAOAA OAOOEAA i1 AAl EAO
Superior Global has low costs, does a lot of editimgprk, and has partnerships with several speech
recognition vendors; however, their scores have dropped noticeably over the past year.

TRANSCENDTranscend is one of the few large transcription companies delivering consistently solid
performance forasizA A1 A Al EAT O AAOA8 4EA AT I PATUBO AOI P AOT I A
they must continually improve to remain at the top.

TRANSTECH TransTech appears to be a player on the rise. One of the smaller MTSOs, the vendor provides a
personal touch and quickly addresses customer issues. TransTech has the highest ratings for TAT, account
management, and administrative tools.

WEBMEDXA mid-to large-sized MTSO, Webmedx has landed in first place from their willingness to

accommodate customers. Wl OT I A EAOA AT 1 bl AET AA AAT OO 7AATI AAGEO
is a competitive, costh £EAAOEOA DPOT OEAAO OEAO AAI EOAOO 1 OOOOAT AET
domestically.
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Figure 2 .
A INTRODUCTION
Stimulus. Meaningful use. The push for technologWhile healthcare
providers aretrying to wrap theiri ET AO AOT 01T A 7AOQOEET COI
package many arealso getting wrapped up in everincreasingdictation
volumes. Hospitals and clinics are scrambling to implemeretllectronic
medical records (EMRs). However,when it comes to medical
transcription, will the technologies
Survey Participants by Title that provide stimulus eligibility also
& ~ impact the strain from increased
CIOJCFOICO0 . . . .
Transcrlption;irectorr dictation? This market is more
s 23 competitive than ever, with
Radiology transcription quality, account
Director/
Manager 2% management, and technology
Other Director] sy making or breaking vendors. How
b has thi titon | ted
Offics Oirector as this competition impacte
Manager 7% providers? What factors are
:J'D'fecw;% influencing dictation and
er : . .
, = HIM DirectorManager 62%  {pansceription volumes?
Figure 3
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Percent of

respondents
who have
switched
MTSOs at
least once

Performance
Score vs.
Estimated
Hospital
Market
Share

Market share
numbers are best
estimates based on
number of sites
verified by KLAS
research along with
information
provided by the
MTSOs and other
industry sources.

KLAS reached out to more thab00
providersto address these questions by
highlighting both the performance of
medical trarscription services
organizations MTSG) and the key
market issueghat are driving
transcription decisionstoday.

A MUSICAICHAIRS COMPETITION IN THE
MTSOMARKET

Loyaltyislow in this market, withtwo -
thirds of respondents reporting thatthey
have switched MTSO vendors at least
once. Why the instabilityProviders most
commonly cited quality and turnaround
time (TAT) followed by cost, as reasons
for switching. The biggest varianceamong
vendor scoresis in the area of quality,
where scores range from WeimA A @6 O
Ol #" AUud0O Y8d 1 00
generallyconcernblanks, grammarerrors,

and misspelling Additionally,
colloquialisms are the bigest challenge
for offshore MTs.

Toavoid being forced from this game of
musical chairs, MTSOs must continually
push for better performance, not just
maintain current standards Transcend, for
example, dropped from first to fifth place
in the last yearwithout losing a single
point. TransTech and Encompass passed
up Transcend, as did two newly rated
MTSOs, Webmedx and Precyse.

Some of the biggest surprises come from
Webmedx and Precysewvho placedfirst
and second.MedQuist, the market-share
leader, improved their score significantly
while Spheriswound up in last place

®8 @

i AVexrgedx \Weimegxds e ¢ HeIEHRIO

MTSOsand theircustomers report that
this vendor delivers solid performance all

95.0

Estimated Number of Live U.S. Hospital

Webmedx
*
90.0 |Encompass " Precyse Solutions
® 4 TransTech
# Transcend
# DTS America
)
o
8 85.0 Heartland.
() Average
2 *
< Acusis
g .
3 e # MedQuist
o 80.0
o Superior Global
*
.Sten-TeI @ CBay
75.0
spf
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Low Med. High
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Percent of

organizations
that reported
their dictation
volumes are
increasing

around. When customers have difficulties, customer service This year sees a
Webmedx is quick to address them. continued level of improvementas a
number of vendors are serious about
Precyse Precyse scores a close second keeping existing clients and winning new
Thesehigh marks were driven largely by business Snce D06, overall market
0O0OAAUOASO AgAAI T Al O scobek HaEnipiov@dEfom 75%0B8 E

Al EAT 668 /T A ()- AEOAAOGT O Aiii Al OAAR 0O)
have worked with Precyse for many years. e TransTech rose 7 points. Customers
One of the things that | have valued about report that the executives are
00AAUOA EO OEAO OEAU AmdgedattGiatyuakty aRoTATxeA O 8
excellent.
MedQuist. Alsoshaking up the MTSO e CBay is up 4 points, improving in
lineup, MedQuist has improved their customer service and issue resolution.
scores significantly in the last two years. e DTS Americamproved by 2 points due
Some clients still report ongoing issues to improved executive involvement
with quality and problem resolution. and customer service.
However,MedQuist appears to be e Encompass is up 3 points. Customers
addressing theseproblems, increasing feel that their relationship with this
scores ty 4 pointsOET AA 1 AOO UA AF§dis HerbBHaRiPthe past.
and 10 since 2006. e Focus increased their score by 5 points
for their renewed emphasison
Spheris.lllustrating the rougher side of customer service.

MTSO (A:ompe‘titi(,)n: Sphe(ighasja!lep tp . o . o S
| AGO Pl AAA ET OEEO UR bRARANDAREPLBNMFRER! AA
CBay. Spheris has droppe&tipoints inthe OUTPACHECHNOLOGY

pastyear. Some wstomershave

A Q.E.) OAOCOAA '.CEO OOOOAOEI 5ictaﬁ<oﬁ\glgmeggnﬁhueq(ﬁaﬁgiro&.]bp 60
inability to resolve quality and technology the respondents, 44percent indicated
ssues) AG 1A () - AEOARQLALTRREOHAAea0 &
have a great representative who does a compared to last yeaywhile another 40

good job and tries his best to get things -
‘ 0 ox A N percent said theystayed the sameWhy
fixed8 f " O ©i¥ at the mercy of other the growth?

b A1 b Clidrésandicate Spheris is making
a number of changes to address these
issues. Only time will tell if thehanges
have an impact.

Most respondents(82 percent) attribute
growth to a swell in patient volumeAlso,
physiciansare dictating more per report
than in the past and ome organizations
are requiring their physicians to document
: S more. Referring to this, ane respondent
however, in addition to the strong commented © E AR imPlemented a

K)/Ier:;orm_ance ofWetr)]m"il/tli;(,SF(;recyshe_z an(; clinical documentation improvement (CDI)
edQuist, many othe S achieve program, and we ae documenting more

improvements, largely due to enhanced

Other major changes Few MTSOs
dropped significantly in this report;

Transcription Services 200b7
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Turnaround
Time and
Quiality
Trendingz
Onshore vs.
Offshore

Average %5 rating
for Report
Turnaround Time
and Report Quality,
split out by onshore
only sites and
offshore only sites

Figure 5

Turnaround Time

®m Onshore = Offshore

Quality

AO A 0Odhandle thisgbowth many
hospitals are turning toMTSOsand/or
technology such as speech recognition
and EMRs

Why are somevolumesdecreasingOf
the 16percentindicating that dictation
dropped, manyattribute the declineto
technology. Front-end speech recognition
was the most commonly cited
technologicalreason for the decline,
followed by physiciansdocumenting more
in their EMRs.

With front-end speech technology,
doctors do their own editing, which
reduces the number of dictations received
by the hospital informationmanagement
department. Backend speech(BES)
recognition is also a factor in redung
dictation volumes because, while an initial
dictation is still created, this technology
reduces the amount of transcription

required and moves to more of an editing
model.

Onethird of those indicating a drop in
dictation levels attributed this change to
front-end speech recognition. Nuance has
the biggest influence of any frontend
speech vendor: Ninety percent of those
attributing a drop in dictation to speech
recognition are using Nuance.

Among providersdocumentinginto EMRs,
clients using Epic appear to be having the
most physician adoptionOf those that
attributed their dictation decreaseto their
physicians documenting more in thEMR
thirty -three percentwere using Epic,
which percentagewas nearly double that
of the next closest EMR vendor.
Additionally, Meditech has historically had
low physician usage of their EMKLAS
interviewed 45 acutecare sites using the
Meditech EMR more sitesthan any other

sl Transcription Services 2009
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Percent of
providers

who indicate
their MTSO is
doing some
backend
speech
recognition

vendor? and none indicated thatheir
Meditech EMRhelped reduce dictation.

A THE(NOTSO) SECRETS TBUCCESS

Quality, turnaround time (TAT) account
managemenicustomer support, and cost
play majorrolesin client satisfaction Four
of the top-five MTSOs ratedibove
average in all of these areaghere isa
clear correlation between these criteria
and customer satisfaction

Quality. Webmedx, TransTechand
Precyse have the happiest customers
when it comes to quality and CBay and
Heartland have the least satisfiedMork
done onshore producesverall higher-
quality marks thandoeswork done
offshore, where language barriersre
most often an obstacle.

TAT.For the first time since KLAS began
tracking the MTSO market, onshore
services are scoring higher than offshore
for TAT. TransTech and Webmedx, both
predominantly onshore MTSOs, received
the highest marks, while StefTel received
the lowest.

Accountmanagement.With
knowledgeableand responsiveservice
frequent customer communication and,
most importantly, quick issue resolution,
TransTech, Webmedx, Transcend and
Heartland do an exceptional job with
account management. StefTelhas the
most room for improvement.

Expense On average, work doneffshore
is $.02 lower than work done onshore
($0.13 ersus 9.15 per line). Focus and
Acusis, which both do a lot of offshore

BIKILAS

work, have some of the lowest rates in the
industry, averaging $.12/line For good
performance at a lower costPrecyse,
TransTech, Encompasand Transcend
provide the best bang for the buck, all
scoring an 88 or above andharging
$0.15/lineor less

A BACKEND SPEECHADDINGOLIENTS AND
INFLUENCE

With patient volumes driving updictation

in this sample some customers are

looking to technology to handle the
increase Use of backend speech(BES)
technology isgrowing: 45 percent of
organizations indicated that their MTSO is
doing someBESediting, an increase oR2
percent sincethe 2008report.

Nuance, whose products include
eScription and Dictaphone, has a strong
presence in the BES segment, interacting
with approximately two-thirds of both BES
customers and MTSOs. Pairing with
Nuance is winning business for some
MTSOs, such@Encompass and Superior
Global, while others, such as MedQuist
and Spheris, sometimes lose potential
clients because some want to go with

. OAT Rodi 8o

On the other hand, MedQuist, Spheris,
CBayWebmedx Precyse, and Acusis
sometimes win business écause their
transcription and speech recognition
solutions are integratedinstead of paired
with a thirdparty vendor. One MedQuist
customer related the benefits of
implementing the MedQuist speech

OARI CTEOEIT DPOI AOGAOY
outsource our transcripion to MedQuist,

Transcription Services 200b9
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Percent

increase of
respondents
sending their
work offshore
from 2008

but we have implemented their voice
recognition product. With that
implementation, our turnaround time
went from an average of 2,300 minutes to
an average of 14 minutes, whereas with
transcription the physicians were signing
and editingredT OO0 &£ O T

In addition to growing in the marketBES
is becoming a differentiator in MTSO
decisions specificallyfor partnerships
with MTSOs For those choosing a new
MTSO, 18 percent said thatBES
partnership causedthem to replace an

MTSO, and 26 percent said this technology

swayed their choice oinew MTSO. For
example, one provider reported that thé
organizationswitched from MedQuistSR
AAAAOOA OEEO -43/
eScription. This is a huge switch from last
year, when nd one provider mentioned
BESas influencing their decision to
choose, stay with, or leave a vendor. In
AAAEOEIT T h
percent of BEtlients in this study) gives
this vendor a degree of influence on MTSO
selection.

A OFFSHORBROWING ONSHOREMIORE
SATISFIED

An increasing number of providers are
sendingwork offshore. Of the
respondents, 43percent reported
offshoring transcription in 2009, up from
35percent in 20@. Offshoring is attractive
for those charged with reducing costsbut
isless popular with those who have to
deal with theissuesof offshoring, such as
reducedquality.

While offshore transcription is increasing
the perception of offshoring is getting
worse. Of respondentsnot currently using
offshore services 81 percenhave a
negative opinion of the practice, up from
77 percent in 2008 and 74 percent in 2007.

I OMariy werry @héx reidgnlaAghag8 o6

speaking MTsmight produce inferior
work; some organizations are also
apprehensive that sending transcriptions
offshore risks the security and privacy of
patients. In many cases, these concerns
arise from either first or secondhand
experiences.

Oneprovider summed up these concerns
xEOE OEEO Alii A1 &g O7A AC
interested in using offshore services.

A T Evedylorte Ohave falRefl to th&t Ods had

offshore transcription eventually reverted
back to onshore service because of quality
issues. | am concerned withot only the
quality, but also the security and

. OAT ARG O EACIAEH AOEGREA IOEQAWAT £ XXET OA

addition, many providers are loyal to the
domestic workforce, preferring to bolster
the U.S. rather than a foreign economy. As

iITA PpOI OGEAAO OO EOh 0) A
opposed to using offshore services. | think
xA EAOA 11 AOCEAAT O xET 1AR

For an increasing number, the cost savings
of offshoring outweigh concerns over
quality and security. Additionally, almost
20 percent of those who have their work
done both onshoreand offshore indicated
they could not distinguish between the
two.

Onshore services get highemarksfor
quality andTATSs, but generally cosnore
than offshore work. Webmedx,
Encompass, TransTech, and Transcend

10l Transcription Services 2009
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have the highest percentage of customers performance to compete. Will current

who indicate their work is done onshore. efforts be sufficient to manage future
increases in dictation, or will technology

A MOVINGFORWARD play a bigger role? Whawill happen to the
demand for technology when the

While EMR adoption and meaningful use  opportunity to receive stimulus funds

are driving providers towardthe adoption passes? In a market this varied, the future

of clinicalsystems,technology ishavinga  remains unclear. For novthe MTSO

minimal impactin reducingdictation market continuesto be strong,

volumes.TheMTSO market is handling competitive, and adaptive.

more volume than ever, and competition

is fierce.Providers are emerging as the

winners, with MTSOs stepping up

Provider Feedback
Vendor BrAva High markswhen it comes to TATsind transcription quality Good job supporting
customers.dlients commented on their account manages A OOAT OEOAT AGO

Performance through. One of the lowest rates per line.
Overviews

OucH Scalability has been a challeng&ome clients indicate that Acusis canO OAEA i
work and get it turned around in a timely fashiorEcores below average when it comes to

o administrative tools.Shouldbe more open when it comes to speech recognition options.
Download additional

vendor information BoTToMLINE A smaller playerAcusisstrugglesto meet the needs ofthose providers who have
by clicking on aMTSO spikes in workload. Acusis falls in the middle of the pack in performancghowingstrong
name. marks for TATs and quality buith room for improvementwith their administrative tools With
their acquisition of DRGN 2007 Acusis now provides both onshore and offshore work.
Bravo Performance has improved over the past yeaClientsindicate an increase in customer
service and issue resolution. Customepsaise theiradministrative tools.

OucH Strides in customer service do not seem to be making up for continued struggles with
quality. Aients complain that reports slip through the QA procss.

BorrovLinE While CBay still struggles to meet customer expectatiofsr quality, many clients
have complimented stridesnadein customer service and willingness to respond to issu€3ne
of the larger playersCBayremains alow-cost MTSQ

Transcription Services 200b11
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Vendor
Performance
Overviews

Download additional
vendor information
by clicking on aMTSO
name.

DTS America

@

Provider Feedback
BrAva Has replaced several account managers to improve serviBeedominantly onshore
transcription with high marksfor quality. Executives take an active role with their clients.

OucH Higher than averagecostswith some complairing that challenges with the tools cause a
slow rampup. Reportsthat OOOODE A 6 OAOI ETTI
repeated.

BoTTomMLINE While some providers have had challenges coming online, the company has ma
several changedor the better in account management and customeservice This is a smaller
MTSO in this report, butClients feel that the executives are involved and build solid
relationships.

Encompass

&

Bravo Responsive and customer friendly. Greajuality and tools make for a smooth process.
High quality andsolid TATskeep Encompassiear the top of the pack forthree years running.

OucH Some complain costs are not competitivédn thesmaller side, ajood portion of work is
done at community hospitals and clinics

BorromLINE Encompass onsistently performs well and is continuing to grow and expand. The
president works personally with manylients, who appreciate the personal touch. Atheir
work is done onshoreLarger accounts may be concerned abo@ E E O  OsdlakilityO 8 O

Brava Sgnificantly improvedits scores over the past year, and TA&nd account management
rate above averageTied for the lowest costs. Customer service appears to be a renewed focg
point.

OucH Many clients still say that billing and QA need improvement. Quality is still a chagerfor
some.

BorTomMLINE Focus isfiching its way back to the middle of the pack by zeroing in on the

concerns of itsclients. This vendor imbed 5 points since last yeabut will need to address
lingering quality issues to continue to move une ofthe larger MTSOsFocusis ownedby
Nuance and appears to be doing more speech recognition editing than any other MTSO.

Heartland

@

Bravo Excellent TAT and personal customer servicglientsare almost universally
complimentary of account management.

OucH Quality issues continue to plague Heartlan&eceived the second lowest quality score of
all MTSOs.

BorrovLiNE A midsized vendor,Heartland does a lot of offshore worland provides greafTAT.
Quality has been an issue, but Heartland strives to resolve problems and provide a positive
customer experience Most of their clients have fewer than200 beds

12l Transcription Services 2009
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Provider Feedback
Vendor BrAva Scores increased 5 points since 2008 and 10 over the fasir years.Clients notedan

increased focus on resolving issues.
Performance

Ove rvi ews ] OucH Most replaced MTSO, with 33 percent of thodaterviewed who switched, moving from
Med( _2UISt MedQuist to another vendor.Quality is a chllenge for some, who complain of repeat mistakes|

o @ BotTtomLINE MedQuist is the largest MTSO in the worlé soupto-nuts vendor,they offer
Download additional voice capture, speech, and transcription solutions. AAOET ¢ Agdaiit@exjedtabdhshas
vendor information been a challengdor MedQuist. They havebeen making improvements to their operations and
by clicking on aMTSO customer service, such ai® account management, andheir performance has increased
name. significantly over the past year.
BrAVO Gets a gold star when it comes td AT, quality, account management, and tool©ver
two thirds of its customersindicate Precyse ithe best MTSOthey haveused

Precyse OucH Struggled with managing the development and implementation ots speech
Solutions technology. Somecomplainabout reports generated from speech recognitionsoftware.

@ BorromMLINE In a virtual tie for first,this midsized playereceives high marks foboth onshore

staff, with some calling thecO AT AR DATOOT O | AT A C A Bonbfézl Pézeysdetedid
to iron out some kinkswith the implementation of its speech tools

Brava This large MTSO can handle high volumes and can get reports turned around in an
efficient manner. Praised for gompt and attentive service, whicthasimproved.

OucH Scorescontinue to drop, landing them in lasplace Complaintsabout challenges with
the Clarity platform and a lag in getting technical issues resolvébsts more than the average
MTSO.

BotTtomLINE Receives praise from many clients for quick turnaround timeSpheris continues
to struggle with quality and technology, dropping 2oints in the past year Spherishas made
some leadershipand organizationalchangesto addressthese issues.

Bravo Someclientssay that customer service has improved significantly over the past year.
Providers gave3 0 E8 O 4! theirAighstn@®sicdesBared to their otherscores.

OucH Scores continue to drop, landing them in secontb-last place. Lowest offshore rating of
all MTSOs, plus the lowest percent of positive commentary. Qualiiy challengeasare
technical issues andystemdowntime.

BorrovLine Performance has fallen almost 8 points in the lasitree years. Whilethis mid-sized

vendor works to improveits TAT and account management, many providers are ryat

completely comfortable with the changes. Executives are reaching out to cliemstry and
resolve issues

Transcription Services 200b13
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Vendor
Performance
Overviews

Download additional
vendor information
by clicking on aMTSO
name.

StenTel

@

Provider Feedback

BrAvQ With the majority of work completed offshore, Stend AT 8 0 OA OOEtHaA-O E|

averagecosts. Customers describthem as flexible

OucH Lowest marks of all vendors in a number of areas, mainly around qualityw marks for
administrative tools; forsome, these problems negatively impacted quality.

BotTromLINE A smaller,low-cost provider, StenTel hasbeen grappling with issueswhich
appear to have distractedhem from delivering highquality transcription. These issues include
TAT, quality, and amunt management.Since 2007, Sted A1 8§ O OAT OAO EAOA
points.

Superior
Global

@

Brava Ample layers of support Praisedfor accountmanagement down toits IT staff.
Qustomer centric, scheduling regular calls witblients and worksto resolve issuesOneof the
less expensive MTSOs.

OucH Performedbelow average in all service areas, such as TAT quadlity. Had the second
lowest rating in offshore work.

BoTTOMLINE Thsmid-OE UA A A layediseride @odel has sparked kudos from
providers. SuperiorGlobal has low costsdoes a lot ofediting work, and haspartnerships with
several speechrecognition vendors however, their £ores have dropped noticably over the
past year.

Transcend

@

Brava One of the larger MTSOghey remain a consistent playerSolid TATand quality with
exceptional wistomer service at a reasonable cosExecutives praised as responsive and willing
to personalize service.

OucH Droppedfrom first to fifth place due to new entrants andtheir performance level
remaining the same while othesimproved and surpassedthem.

BoTtTomMLINE Transcend is one of the few large transcription companies delivering consistent!
solid performance for a sizeable client base. TRel | B Adrdp &dmn first to fifth in one year
illustrates that they must continually improve to remairat the top.

TransTech

&

Bravo With a very engaged executive team, overall score increased 7 points since 2Bé8t in
issue resolution, account managemenand tools, and tied for highesscoring TAT.

OucH Someexpressed challenges with generating or unlocking reports.
BorrovLinE TransTech appears to be a player on the rise. One of the smaller MT8@s,

vendor provides apersonal touchand quickly addresses customer issuesTransTecthas the
highest ratings for TAT, account management, and administrative tools

Webmedx

@

Brava Takes first place with the highest score ever in a KLAS MTSO red8est in quality and
tied for first in TAT Praised forits Web tools and customeroriented approach.

OucH Some are openly dissatisfied with yearly cost increases.

BotTtomMLINE A mid-to large-sized MTSOWebmedx has landed in first place frontheir
willingness to accommodate customersz EE1T A OI I A EAOA Al i bl AET
others claimthe vendor isa competitive, cost-effective providerthat delivers outstanding
service All7 A AT A Avaridisidone domestically.
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KLAS
630 E Technology Ave. Ph: 800920-4109Fax: 8013776345
Orem, UT 84097 Web:www.KLASresearch.com

TO PURCHASE THE FWMERSION OF THIS REPLOG ON T@UR STORE

READERRESPONSIBILITY

Thisreport is a compilation of data gathered from websites, healthcare industry reports, interviews with healthcare
provider executives and managers, and interviews with vendor and consultant organizations. Data gathered from these
sources includes strong opiions (which should not be interpreted as actual facts) reflecting the emotion of exceptional
success and, at times, failure. The information is intended solely as a catalyst for a more meaningful and effective
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diligence.

KLAS data and reports represent the combined opinions of actual people from provider organizations comparing how
their vendors, products, and/or services performed whmemeasured against participants' objectives and expectations.

KLAS findings are a unique compilation of candid opinions and are real measurements representing those individuals
interviewed. The findings presented are not meant to be conclusive data for amtire client base. Significant variables

including organization/hospital type (rural, teaching, specialty, etc.), organization size, depth/breadth of software use,
software version, role in the organization, provider objectives, and system infrastructireA Ox i OE Ei PAAO DAOQEAED.
opinions, precluding an exact apple®-apples vendor/product comparison or a finely tuned statistical analysis.

We encourage our clients, friends and partners using KLAS research data to take into account these variablbsyas t
include KLAS data in their other due diligence. For frequently asked questions about KLAS methodology, please refer to
the KLAS FAQs

COPYRIGHINFRINGEMENWARNING

This report, and its contents, are copyright protected works and are intended solely for your organization. Any other
organization, consultant, investment company, or vendor enabling or obtaining unauthorized access to this report will be
liable for all danages associated with copyright infringement, which may include the full price of the report and/or
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ABOUTKLAS:

For more information about KLAS, please visit owebsite.

OURMISSION
+,138 [ EOOEI 1 déigry6fihealfhtaf tthaofogy®yEidklependently measuring and reporting on vendor
performance.
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Q ACUSIS

HIGHER STANDARDS"

A Acusis

Figure6: Acusis Size of Provider Facilitie=18
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Figure8: Acusis: Percentage of Positive Commentary
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FigurelQ Acusis: Total Transcription Volume Outsourced (-

Partially
Outsourced
38%

Fully Outsourced
62%

Figurell Acusis: Service Ratings (b3
5.0 -

4.5 MTSO Average

Report Turnaround Time Report Quality Account Management  Administrative Tools

Transcription Services 200b19




BIKLAS [ N—

Figure12 Acusis: Onshore vs. Offshore Ratings Trend
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Figure13 Acusis: Overall Score Trend
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“= Systems'

WORLDCLASS ADVANTAGE

A CBAYSYSTEM4LTD.

Figurel4 CBay: Size of Provider Facilities @2
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Figurel6 CBay: Percentage dfositive Commentary
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Figure1l8 CBay: Total Transcription Volume Outsourced {iF
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Figure20: CBay: Onshore vs. Offshore Ratings Trend
9.0

m Onshore  m Offshore

8.0 -
7.0

6.0 4

SN

5.0

4.0

3.0

2.0 1

1.0

2009 2008
* Indicates between three and five respondents.

Figure21 CBay: Overall Score Trend
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dts.merica

dedication « technology « service

A DTSAMERICA

Figure22 DTS America: Size of Provider FacilitiesZf)=
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Figure24: DTS America: Percentage of Positive Commentary
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Figure25 DTS AmericaReport Turnaround Time and Report Quality Service Ratings
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Figure26: DTS America: Total Transcription Volume OutsourcedX§=
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Figure28: DTS America: Onshore vs. Offshore Ratings Trend
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Figure29: DTS America: Overall Score Trend
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— ncompPass
é MEDICAL TRANSCRIPTION, INC.

A ENCOMPASS

Figure30: Encompass: Size of Provider Facilities 27F
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Figure32 Encompass: Percentage of Positive Commentary
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Figure34: Encompass: Total Transcription Volume Outsourced 8-
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Figure36: Encompass: Onshore vs. Offshore Ratings Trend
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Figure37: Encompass: Overall Score Trend
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Focus Infomatics Inc
Healthcare Solutions

A FOCUINFOMATICING

Figure38: Focus: Size of Provider Facilities @&
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Figure40: Focus: Percentage of Positive Commentary
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Figure42: Focus: Total Transcription Volume Outsourced @#
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Figure44: Focus: Onshore vs. Offshore Ratings Trend
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Figure45: Focus: Overall Score Trend
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BIKILAS

HEARTLAND

INFORMATION SERVICES

A HEARTLAND

Figure46: Heartland: Size of Provider Facilities (26)
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Figure48: Heartland: Percentage of Positiv€Eommentary
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Figure49: Heartland:Report Turnaround Time and Report Quality Service Ratings Trend
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Figure50: Heartland: Total Transcription Volume Outsourced @3
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Figure52 Heartland: Onshore vs. Offshore Ratings Trend
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Figure53 Heartland: Overall Score Trend
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Med()uist

A MEeEDQuIST

Figure54: MedQuist: Size of Provider Facilities (53
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Figure56: MedQuist: Percentage of Positive Commentary
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Figure58: MedQuist: Total Transcription Volume Outsourced (28)
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Figure60: MedQuist: Onshore vs. Offshore Ratings Trend
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Figure61 MedQuist: Overall Score Trend
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‘ Precyse
Solutions’

A PRECYSSOLUTIONS

Figure62: Precyse Solutions: Size of Provider Facilities Z8~
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Figure64: Precyse SolutionsPercentage of Positive Commentary
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Figure66: Precyse Solutions: Totdlranscription Volume Outsourced (9
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Figure68: Precyse Solutions: Onshore vs. Offshore Ratings Trend
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Figure69: Precyse Solutions: Overall Score Trend
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Spheris

A  SPHERIS

Figure70: Spheris: Size of Provider Facilities ¢
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Figure72 Spheris: Percentage of Positive Commentary
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Figure74: Spheris: Total Transcription Volume Outsourced @&F
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Figure76: Spheris: Onshore vs. Offshore Ratings Trend
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Figure78: SPi: Size of Provider Facilities @+
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Figure80: SPi: Percentage of Positive Commentary
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Figure82: SPi: Total Transcription Volume Outsourced 8
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Figure84: SPi: Onshore vs. Offshore Ratings Trend
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Figure86: StenTel: Size of Provider Facilities (b3
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Figure88: StenTel: Percentage of Positive Commentary
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Figure90: StenTel: Total Transcription Volume Outsourced (h§
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Figg%egz StenTel: Onshore vs. Offshore Ratings Trend
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Figure94: Superior Global: Size of Provider Facilities B%F
Clinic
4%

Over 1,000 Beds
24%

12200 Beds
24%

50%1,000 Beds
8%

5]2500 Beds
40%
Figure95: Superior Global: Score Frequency
12

10
10+

Number of Respondents
(o]

2 2
2 4
. ]
<30 30z39 40749 50759 60769 70279 80789 90+
KLAS Performance Scort

Transcription Services 200b61




BIKLAS

Figure96: Superior Global: Percentage of Positive Commentary
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Figure98: SuperiorGlobal: Total Transcription Volume Outsourced (t$
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Figure10Q Superior Global: Onshore vs. Offshore Ratings Trend
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Figure101 Superior Global: Overall Score Trend
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Figure102 Transcend: Size of Provider Facilities é¢5)
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Figure104 Transcend: Percentage of Positive Commentary
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Figure106 Transcend: Total Transcription Volume Outsourced @1+
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Figure108 Transcend: Onshore vs. Offshore Ratings Trend
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COMMITTED TO SERVICE, TRANSCRIPTION AND TECHNOLOGY

A  TRANSTECHMEDICAISOLUTIONS

Figure110 TransTech: Size of Provider Facilities 23~
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Figurel12TransTech: Percentage of Positive Commentary
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Figurel14 TransTech: Total Transcription Volume Outsourced {8+
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Figure116 TransTech: Onshore vs. Offshore Ratings Trend
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REMARKABLE RESULTS

A WEBMEDX

Figure118 Webmedx: Size of Provider Facilities (23)
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Figure120 Webmedx: Percentage oPositive Commentary
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Figure122 Webmedx: Total Transcription Volume Outsourced (b
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Figure124 Webmedx: Onshore vs. Offshore Ratings Trend
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