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Athreon Corporation
939 W. North Avenue, Suite 750
Chicago, IL 60642
(800) 935-0973

March 9, 2015

Division of Rehabilitation Services, Disability Determination Section

RE: Request for Quotation for Transcription Services

Dear Potential Client,

We are pleased to submit our proposal to the Division of Rehabilitation Services, Disability Determination Section,
in response to the departments need for transcription services. After initial review of the scope of work, Athreon is
confident in its abilities to meet all needs outlined in the RFQ. Athreon is premier provider of dictation and
transcription services for the healthcare industry. Our operations are designed to help healthcare organizations lower
costs, streamline workflow, comply with governmental regulations and improve end user satisfaction. Because
healthcare requires high-end security measures, our processes and systems have been structured to ensure HIPAA
compliance. Included in the following proposal is content detailing our service and technology capabilities, security
processes/infrastructure, turnaround time and customer support. Additionally, you will find all forms listed below,
required per the departments RFQ.

 Purchasing Affidavit
 HIPPA Business Associate Addendum
 Confidentiality Agreement
 Contract Manager Designation Form
 Request for Quotation (Per Line Price Included)
 Addendum Acknowledgement

We look forward to providing the Disability Determination Section with a software solution that fits the needs outlined
in the RFQ, and hope to have the opportunity to present our offering to further demonstrate Athreon’s capabilities. I
strongly believe that our track record shows that we have the competencies necessary to drive higher levels of both
efficiency and quality within your organization. Please feel free to contact our Business Development Manager, Josh
Jech, anytime at 800.935.0973 x 711 or send an e-mail at josh@athreon.com.

Thank you in advance for taking the time to review our Submission. We look forward to your feedback.

Magnus Garde
Chief Executive Officer
Athreon Corporation
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Related Experience and References

Year of Experience Executives have an average of 19+ years of experience working in
the transcription, management and technology industries

Number of Clients 100+ transcription accounts
Volume of Work Over 93 million lines transcribed to date
Client Type Medical
Staff Size 60
Experience Level Transcription staff has an average of 15 years’ experience.

All transcriptionists have received formalized transcription training.

Client Reference 1:
Facility Name: Virginia Heart
Facility Type: Nine location cardiology practice
Contact Name: Ms. Cyndi Nall
Business Address: 2901 Telestar Court, Suite 300, Falls Church, VA 22042
Contact Phone Number: (703) 621–2270
Years of Service: Client since 2007
Average Monthly Volume – 60,000 Lines

Client Reference 2:
Facility Name: King Edward Memorial Hospital
Facility Type: 451 bed Hospital
Contact Name: Ms. Sharon Pennyfeather
Business Address: 7 Point Finger Road, Paget DV04, Bermuda
Contact Phone Number: (441) 236-2345
Years of Service – Client since 2014
Average Monthly Volume – 15,000 Lines

Client Reference 3:
Business Name: Medstar Surgery Center
Facility Type: Ambulatory surgery center with 70+ physicians, 19 specialties, 5 surgical suites, 2
gastroenterology suites and a procedure room
Contact Name: Ms. Sakeana Wooten
Business Address: 1145 19th Street, N.W., Suite 850, Washington, DC 20036
Contact Phone Number: (202) 223-9040, Ext 125
Years of Service: 14+
Average Monthly Volume: 10,000 Lines

Client Reference 4:
Business Name: The Orthopedic Center
Facility Type: High-volume orthopedic practice with 10 Providers
Contact Name: Christine Broomhead
Business Address: 9420 Key West Avenue, Suite 300, Rockville, MD 20850
Contact: (301) 251-1433 X 345 / cbroomhead@theorthocentermd.com
Years of Service: Client since 2003
Average Monthly Volume: 40,000 Lines
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Service Capabilities and Technologies
Athreon offers an extensive array of document management technologies supported by teams of
expert professionals to deliver customized solutions.

Workflow
A core differentiator for Athreon is that we adapt to your workflow. We do not expect you to adapt
to ours. All aspects of workflow logistics, from dictation capture to document delivery, are
customizable to meet your exacting business needs. The illustration below offers a glimpse into
how our system can accommodate your objectives.

Figure 1: Customizable Workflow

Dictation Capture Technology
Clients can send us audio files via telephone, smart phone, digital recorder, PC microphone or via
a 3rd party dictation system.

InTouch Telephone Technology
InTouch is our dictation system. To utilize InTouch, Athreon Clients are provided a dedicated
number, allowing dictations from any location. InTouch is designed in a non-stop configuration
within Athreon’s data centers. Any issue on one server will not affect other users. Today, Athreon’s
InTouch can handle over 300 simultaneous calls.

InTouch can be configured to require the dictator to key-in the patient/subject identifier, a
document type code, and a location code. In this fashion, dictators have ultimate control over what
document template is used for their dictation.

• The location and document type codes can be uniquely defined for each Client
• Keyboard commands, such as Record, Pause, and Play, can be customized for each

Client

In a healthcare setting, the InTouch prompts for Residents can be customized to request that they
speak the name of the Attending, which is used by the transcriptionist to select the additional
authenticator.

InTouch can also be installed on the Client’s site. In its simplest configuration, 2 servers are used;
one for the voice services and the second for the transfer services to upload dictation files. The
telephone interface is a T1/E1 Primary Rate Interface, which supports 23 simultaneous calls in
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North America and 29 in Australia and Europe. Athreon expects to have implemented Voice over
Internet Protocol (VoIP) interface support in the near future.

• Additional voice servers can be installed for Clients needing more than 23/29
simultaneous calls

• An additional voice server can be installed and configured to provide on-line non-
stop processing should the first voice server experience a problem

Athreon Mobile Technology

Figure 2: Athreon Mobile App

Digital Recorders
Any digital recorder that connects to a computer as a “Removable Drive” and records in a standard
audio format can be configured and supported by Athreon. Additionally, we provide free software
to securely automate the transfer of audio files from these devices to Athreon’s dictation server.

Dictation Systems Hosted by Client
In the event a Client wants to maintain their own dictation system and have Athreon retrieve audio
files from it, we can accommodate. Athreon provides free software called ShadowLink in these
workflow scenarios. ShadowLink securely moves audio files between the Client’s servers and
Athreon’s severs over the public Internet. It encrypts files using Secure Socket Layer (SSL) /
Transport Layer Security (TLS) protocols that are embedded in the Microsoft Operating System

Athreon Mobile is an application for the Apple iPhone
(and iPad) and Android phone (and mobile devices).
It is a free download from the mobile device app store.

Dictators select the date on the device, select record,
and dictate. Authors can:

• Review the document template during
dictation to view the sections that need
to be populated.

• Review previous reports during
dictation.

• Additionally, a complete set of record
and play functions are included. This
includes the ability to add dictation to
the end, insert new dictation in the
middle of the audio file or insert new
dictation in the middle and overwrite
what follows.

Athreon Mobile also allows dictators review, edit, and
electronically sign typed transcriptions from the
mobile device.
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on the local machine for communication across the Internet. As SSL/TLS uses port 443, there are
typically no firewall issues.

ShadowLink runs on a Client’s workstation/server under Microsoft’s Server 2003, Server 2008,
Vista, Windows 7, and Windows 8 operating systems.

ShadowLink is a service application written using the Microsoft.NET (version 4.0) framework. It
runs as a service in the background, but also has a user interface for entering service account
credentials. This interface can be used to monitor the service but is not required to be running. In
a healthcare setting, patient information is not accessible via the user interface.

During installation, the .NET framework version 4 will be installed on the workstation if it is not
currently installed. Other than the .NET framework (20 MB), ShadowLink has a small footprint
on the Client workstation (less than 0.5 MB).

 It uses the local drive for logging and for temporary storage of data while the
message is in transit. This temporary storage is cleaned up over time by the
ShadowLink service so space is conserved.

 It requires very little memory or CPU cycles.

ShadowLink communicates with the Athreon servers over a SSL/TLS connection. ShadowLink
uses HTTPS (secure HTTP protocols) to utilize web services running on our servers. Each HTTPS
request is authenticated with a service account login ID, Client identifier, password, IP address,
and workstation name using basic HTTP authentication over a SSL/TLS session.

 For example, in a healthcare setting, a typical request would be to post a HL7
message with patient information to our server. ShadowLink running on the
Client’s workstation has to successfully authenticate to the Athreon servers to do
so.

 Likewise the ShadowLink Client will submit an HTTPS request frequently to our
servers to see if any transcriptions are available for download. These requests also
require authentication.

The authentication process uses the IP address and workstation name from the workstation it is
running on. This is compared to the IP address and workstation name that was recorded when
ShadowLink was originally configured. This ensures that new instances of ShadowLink cannot be
arbitrarily installed without the service account being reset by an authorized user.

ShadowLink was designed to encrypt information using SSL/TLS when transmitted to and from
the Athreon servers. No SSL certificates are used on the Client-side application; the certificates
are used from Athreon’s servers. The advantage of using this method is that all communications
are performed using the secured SSL/TLS connection, which was established inside of the Client’s
network; either within the firewall or within the Client’s firewall DMZ zone.
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Audio File Retention
All files can be streamed online for 90 days before they are archived. If a Client requires an
extended timeframe for streaming, that can be accommodated for an additional storage cost.

Document Distribution Technology
Athreon offers multiple distribution methods for delivering completed reports. When dictators
work at multiple facilities, permissions/restrictions can be set so that users have the precise access
privileges they need regardless of their physical location:

Inquiry
InQuiry is Athreon’s web-based application that can be used to view, print, edit, e-sign, and fax
transcriptions.

Figure 3: InQuiry Web Portal

ShadowLink
ShadowLink is an Athreon product that securely moves data transcribed reports between the
Athreon servers and Client’s workstation over the public Internet. It helps clients preserve their
investments in legacy systems and other technology (dictation systems, EHRs, etc.). It encrypts
files using Secure Socket Layer (SSL) / Transport Layer Security (TLS) protocols that are
embedded in the Microsoft Operating System on the local machine for communication across the
Internet. As SSL/TLS uses port 443, there are typically no firewall issues.

ShadowLink runs on a Client’s workstation under Microsoft’s Server 2003, Server 2008, Vista,
Windows 7, and Windows 8 operating systems.

ShadowPrint
ShadowPrint is the automated printing feature of the Athreon platform. When transcriptions reach
a pre-defined trigger point in the InQuiry workflow, a ShadowPrint rule can be triggered that will
print the transcription to the Client’s printer that is defined in the rule. An InQuiry user is not
required to manually print the transcription.

Within ShadowPrint, a rule defines:
 What to print – based on dictator, dictator group, document type, and location.
 When to print – at what point in the InQuiry workflow to print the transcription.
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 Where to print – what ShadowPrint service and printer defined on the ShadowPrint
service workstation. In a healthcare setting, where to print also includes print to a static
location or to a printer location defined on the most recent location of the patient in the
hospital.

Multiple rules can be set up to print the same transcription at different trigger points as well as on
multiple printers.

ShadowPrint includes a monitor (that is accessible through InQuiry to authorized users) to monitor
each print queue and to re-queue any print jobs to the same or another printer.

Printing can even be limited to specific times, such as when an office is staffed.

Figure 4: ShadowPrint Configuration Options

InFax
InFax is a distribution method that delivers documents by fax, either manually or automatically at
a set schedule.

Quality Assurance
Quality is our mantra at Athreon. We staff qualified transcriptionists from many well-respected
schools. Each transcriptionist is subjected to rigorous testing and a background check so that we
consistently deliver the best quality available anywhere. As part of our total commitment to
quality, we focus on the following 6 areas:

Figure 5: Six Areas of Quality Focus

1. Spelling: All words are accurately transcribed.
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2. Grammar: All sentence structures accurately convey the dictator’s intended
meaning.

3. Format: The layout adheres to best practices/Client preference.
4. Content: All necessary components are included and are coherent.
5. Demographics: Name spellings, dates, addresses and other information are

accurate.
6. Full Audio Review: Recorded audio matches the transcribed text.

How Athreon’s Quality Differs
 The typical Athreon transcriptionist has 15 years’ experience.
 100% of transcripts are eligible for quality-review prior to Client delivery.
 Clients are alerted to discrepancies found in their dictation.
 Clients can edit/approve their documents online or offline.
 In the rare event a typo is found, we will correct it for free.

QA Auditing Capabilities
We pair each audio file and transcript together online. This gives Clients the ability to hear their
dictation while simultaneously reading the transcript. This is helpful for verifying sections of a
report that were marked as unclear by our QA analysts.

Multiple Level Review Process
Onemajor differentiator that sets Athreon apart from the competition is that Clients have the option
to have 100% of their files quality assured prior to delivery. Many competitors have workflow
configured so that jobs are delivered directly from the transcriptionist to the Client, with no
additional QA in between. As agreed to by the Client and Athreon, QA Level 1 analysts are
available to review files for spelling, grammar, format, content and demographics following their
original transcription. If our QA1 analysts determine that reports pass all the necessary quality
criteria, the jobs are sent to the Client. However, anytime a document is not suitable for delivery,
it can be escalated to a QA Level 2 analyst for further review. Customized QA workflows are
available to accommodate Client needs.

QA Checkpoint Transcriptionist QA1 QA2
Spelling X X X
Grammar X X X
Format X X X
Content X X
Demographics X X
Full Audio Review X X

Figure 6: Fifteen-Point QA Process

Transcription and Screening Process
We staff teams of carefully selected transcriptionists and editors who create documents with a
passion for quality. Our language specialists are recruited from many well-respected schools. The
average Athreon transcriptionist has 15 years’ experience. A majority of our transcriptionists are
US-based expert language specialists, many of whom are certified medical and legal
transcriptionists.
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As it pertains to healthcare Clients, Athreon is a corporate member of the Association for
Healthcare Documentation Integrity (AHDI) and the American Health Information Management
Association (AHIMA).

Automated Speech Technology
Automated speech recognition (ASR) technology is used where it makes sense to improve
workflow. While ASR is an evolving technology, it has several practical applications in a
document production environment. For instance, its most common uses include shortening
turnaround and accommodating dictation spikes. Regardless, ASR is not used as a substitute for
human labor. Any dictation that is put through ASR technology is proofread by a human editor to
ensure quality.

Templates/Leveraging Technology
Beyond making sure that we have the best qualified staff to transcribe dictation, we also employ
the latest technology. Our transcription platform ensures document quality in 3 distinct ways:

 Templates: Formats are always consistent since our system uses structured
templates. Our system can support as many templates as are required to meet Client
requirements.

 Dictation Interface: Our system automatically populates many routine pieces of
information like the dictator’s name, header information and dates. This helps to
minimize the margin of human error by reducing the need for repetitive data-entry
tasks.

 Spelling: Spell check is automatically run at the completion of each document so
the chances of a spelling error are significantly diminished.

Dictation Discrepancies
Documents that contain inaudible portions or other discrepancies are brought to the attention of
the Client. No guesswork is made when it comes to ensuring the accuracy and completeness of
files. Clients taking advantage of our electronic signature service also have the ability to edit files
online.

Demographics
While authors may provide demographic information (name spellings, dates, addresses, etc.)
during dictation, we offer several other options for getting demographics to us. For instance, we
can develop a network or ADT interface between your business and ours.

Address Directory
For authors who dictate correspondence frequently, our system will retain all dictated addresses.
This saves considerable time for authors because they do not have to repeatedly dictate name
spellings and other contact information. Authors can also provide a spreadsheet of contact details
if they would like to import an existing array of addresses into their account profile.

Reporting
Clients may opt to receive customized reports, which confirm that documents are meeting the
metrics for the agreed upon quality standards.
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Style Guidelines
Clients may request that a specific style guide be followed for transcribed reports. For healthcare
Clients, the standards of excellence set forth by the Association for Healthcare Documentation
Integrity (AHDI) are followed unless otherwise specified by the Client.

Turnaround Time (TAT)
Submitted dictations are processed as follows:

1. TAT is assigned to job based on job type
2. A first-in/first-out methodology is employed based on order received
3. Job priority (stat vs. normal) is taken into account

Figure 7: TAT Expected vs. Annual

Security and Infrastructure

HIPAA/HITECH
Athreon takes strong measures to ensure patient privacy and to remain in compliance with the
HIPAA Omnibus Rule of 2013. We adhere to the statues of both the Health Insurance Portability
and Accountability Act (HIPAA) of 1996 and the Health Information Technology for Economic
and Clinical Health Act (HITECH) of 2009. As part of our ongoing compliance initiatives, our
Privacy Officer conducts an annual risk assessment and monitors regulatory changes that impact
Athreon, its Employees, its Covered Entity Clients, and its Business Associate Vendors. The
company enters into Business Associate Agreements with all Clients and Vendors who exchange
Protected Health Information (PHI) with us. Likewise, we train and test all Employees who have
access to PHI to ensure its proper and secure handling. Our objective is to safeguard the
confidentiality of all PHI that comes into our possession with state-of-the-art technology and
comprehensive best practices.

Confidentiality
Athreon takes strong measures to ensure that all Employees and Vendors safeguard sensitive
information. We understand that the nature of a Client’s business and the wellbeing of its
organizational structure are dependent upon protecting and maintaining proprietary material. All
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Athreon Employees and Vendors are required to sign confidentiality agreements to attest to their
commitment to comply with confidentiality requirements. Athreon bears the responsibility for the
orientation and training of Employees and Vendors to enforce confidentiality. Sensitive
information is defined as patient and client information, trade secrets or confidential information
relating to products, processes, know-how, designs, formulas, test data, marketing data,
accounting, pricing or salary information, business plans and strategies, negotiations and contracts,
inventions, and discoveries.

Data
Voice files that are uploaded to the Athreon server use our InSync application. It encrypts the
voice file using a 128-bit Twofish encryption algorithm. In a healthcare setting, InSync may also
be used to upload patient appointment information or associate (outside physician) lists as well as
download completed transcriptions to the EHR. These also use the 128-bit Twofish encryption
algorithm. A Client may have multiple copies of InSync running to upload transcriptions.

Our ShadowLink product is the preferred method of uploading patient appointment information
and Associate lists and download transcriptions to the EHR. It uses 128-bit SSL encryption.
Currently, ShadowLink is limited to one installation per Client.

The InQuiry application is a web-based service and is accessed via Microsoft Internet Explorer.
The InQuiry user would be a dictator or staff member that is involved with editing or printing the
final transcription. As it requires Microsoft Internet Explorer, it utilizes the 128- bit SSL
encryption when it views or uploads edits to a transcription.

Data that is moved between the data centers moves over secure connections which use 256-bit SSL
encryption.

Stored data is maintained in secure data facilities, backups are done constantly between 3 data
center locations on a private Metropolitan Area Network. Backups are conducted in a true GFS
fashion and are closely monitored. Our physical storage devices for backup reside only in secure
datacenter facilities.

Data Center
All data is stored and processed on Athreon servers in a secure data center. The servers run in a
VMware environment and use Windows Server 2008 and Windows SQL 2008. Data-at-rest in the
data center is encrypted. The environment is designed and configured to be highly redundant; any
single failure of a communication device, server, or storage device will not stop operations. It has
redundant access to the 2 Internet backbone providers. The data center has redundant public power
supplies, an engine generator, redundant air conditioning systems, and is highly secure.

When a transcription is received, it is immediately copied to 2 additional storage arrays within the
primary data center. Within 10 minutes, it is copied to a global storage array in the secondary data
center.

InTouch is located in the secondary data center. This center is capable of providing continued
service to all clients should the primary data center suffer a catastrophe.
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When a dictation is received or any edited transcription is received in the Athreon data center, it is
immediately copied to 2 additional storage arrays within the primary data center. Within 10
minutes, it is copied to a global storage array in the secondary data center. Each night a full backup
is performed from the primary data center to the secondary data center.

Servers
 4 Dell 2950 Power Edge Servers
 Redundant power supplies
 Redundant Memory
 Redundant Storage, each in Raid 5
 Redundant Network Interface (4 total ports per server)
 Redundant T1 Cards
 (1 server has two 48 port T1 cards)
 (1 server has two 24 port T1 cards)
 (1 server has one 48 port T1 card)
 (1 server has one 24 port T1 card)
 Please note we operate 144 of 168 ports at any given time

Network
 All network infrastructure is redundant Cisco
 2 Cisco 4948 Catalyst Switches
 2 Vyatta Firewall edge routers
 2 Gigabit Internet Feeds

Uptime Percentage
Athreon’s uptime exceeds 99.9% outside scheduled maintenance periods. Scheduled maintenance
starts at 10:00 pm CST on the first Saturday of the month and ends at 4:00 am the following day.

Security
Athreon takes Information Security very seriously. Our information security policy details several
levels of security. First, the data centers in which our systems (and the data held within our
systems) are secured have the following security measures: Access to our systems requires prior
authorization; persons that can access systems are limited to 3 operations members, and selected
data center personnel; access can only be accomplished by presenting photo ID, checking in with
armed security, and passing through 5 security doors with a pass code and biometric scans; and
every step of access is logged and videotaped. While working at the data center a CDW escort is
present at all times.

Second, our systems provide secured electronic access to data in the following ways: only
employees that require access to production data are granted logins and passwords to production
systems, and access levels are defined by the employee’s required function; employees and
vendors are required to sign privacy agreements stating that access may only be used for relevant
business purposes; passwords must be changed at regular intervals; data that is printed is required
to be destroyed as soon as it is no longer relevant; and access to systems and activity on systems
is logged.
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Finally, our system allows users to grant access to data within systems in the following ways:
access levels can be defined per login; relevant activity in the system is logged; and password
security can be setup to require certain levels of security.

Account Management
Our business model depends on satisfied Clients. We take support very seriously and work to
continually improve our quality, responsiveness, and knowledge to ensure our Clients are happy.

Athreon operates a Help Desk that is second to none. It is physically staffed from 7:00 a.m. to 7:00
p.m. Central Time, Monday through Friday, except recognized holidays. Calls are answered
directly by an experienced Help Desk specialist who gathers information and begins solving the
problem right away. Over 95% of the incoming calls are answered immediately without waiting
in a queue to speak to a specialist. If an issue requires further follow-up beyond the initial point of
contact, a ticket number may be assigned so that the Client can track the progress of the solution.

If an issue should arise outside business hours, the system will take a message and a Help Desk
associate will respond the following business day. Should the issue be severe and require
immediate action, the caller can opt to be connected to the afterhours Emergency Line. The on-
call technician will document the issue, gather contact information and reach out to the on-call
support staff assigned for that day. The assigned on-call staff will return your call in less than 30
minutes. Our response time to afterhour emergency calls, on average, is less than 15 minutes.
Athreon continuously measures and monitors call volume, wait time, abandoned calls, ticket
volume and issue resolution at our Help Desk. Typical calls to the Help Desk include:

 Assistance in configuring the Athreon Mobile app
 Need help to download and install InSync for a hand-held digital dictation device
 Need a transcription to be moved back in the workflow to edit and re-authenticate
 Add a new dictator or staff member
 Directions on how to use InQuiry to edit and authenticate a transcription
 Guidance on creating dictation using Athreon Mobile for iPhone/Android

Online Support - Submit issues or inquiries to Athreon’s Help Desk personnel. Issues will be
answered and worked onMonday - Friday 7 A.M. CST - 7 P.M. CST

Phone Support - Toll-free telephone support is available weekdays 7 A.M. - 7 P.M. CST

After-Hours Emergency Option – Athreon offers an after-hours emergency line where Clients
can report an emergency server down or Athreon website down condition. The additional prompt
will be offered after the Athreon support option is selected during your call after normal business
hours. The option will put the caller in contact with our on-call technician who will alert on-call
support staff to investigate. Response time for a callback with status is 15 minutes. This option is
only for emergency system wide down conditions to report to our operations department in order
to investigate.
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