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PROPOSAL INFORMATION 

 
 
Corporate Background and Experience 

 
AccuStat Transcription (AST) has been in business since 2000 performing medical transcription.  AST is owned and 
operated by Deborah Milcarek, a highly experienced Registered Nurse Practitioner.  She has brought her immense 
medical experience into AST to help train staff and ensure the highest accuracy levels of all client’s reports.  AST 
believes that the best people to transcribe medical dictation are individuals who have medical experience/backgrounds so 
we only hire the best.   
 
Over the years, AST has performed medical transcription for well over 100 large and small clients, private and 
state/federal contracts located in nearly every state within the United States.  
 
AST’s specializes in multi-specialty medical transcription as well as EMR (electronic medical record) consultation and 
implementation.  AST provides transcription services 24 hours a day/365 days a year .  AST’s transcriptionists each 
have at least 3+ years of medical transcription experience, with QA staff that each have at least 10 years of medical 
transcription experience in multi-specialty practice areas.  AST believes that training and working with multi-specialty 
clients keeps our transcriptionists and QA staff knowledgeable on the newest terminology and facets of the diversified 
medical fields.  AST’s team of IT individuals each have 10+ years of experience in healthcare-related information 
technology with focus on meeting/exceeding HIPAA security measures and HL7 interfaces for data transfers.  AST’s IT 
team works with AST’s transcription ASP platform called InfraWare.  AST’s InfraWare servers are located/hosted in 
Indiana presently.  
 
AST also has an extremely successful internship program for newly graduated medical transcription students, where the 
students are assigned to live accounts with 100% supervision of our transcription instructors and QA staff who all have at 
least 10+ years of experience in their prospective medical field.  These interns are put through strict regimens to prove 
their capabilities for a three to four month period before they are allowed to graduate or, ultimately fail the course.  There 
is no in between.  AST works with NC, SC and GA state disability boards, community colleges and also federal programs 
to obtain local employees; AST believes in keeping our local community working first.   
 
The primary contact for all transcription clients with AST:  
 
Marilyn Moore, Transcription Manager 
transcription@accustatemr.com  
accustatranscription@yahoo.com (Instant Messenger contact) 
(704) 281-4639 (Local/cell/text) 
(855) 704-2814 (Toll Free) 
(704) 972-9839 (Fax) 
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Client References (All are current clients) 

 
Longleaf Neuro-Medical Center   Peggy Plackwell /Dale Trump   
       peggy.blackwell@dhhs.nc.gov  

      4761 Ward Blvd. 
Wilson, NC   27893    
(252) 399-2112 ext 235 

 
 

University of North Carolina    Judieth Ryan, Director  
jwryan@uncc.edu  

       9201 University City Blvd. 
Charlotte, North Carolina 2822 
(704) 687-7419 

 
Miami Dade Coronors Office    Veronica Melton-Lamar  

tyr@miamidade.gov  
Number One On Bob Hope RD 
Miami, FL  33136 
(305) 545-2424 

 
Grandview Family Practice    Bonnie May, Office Manager   
       bonniemay@rrohio.com   
       1550 W. 5th Avenue 
       Columbus, Ohio 43212 
       (614) 488-7929 

 
University of Montana, Curry Health      Rita Kingsley, Director 
       rkingsley@mso.umt.edu  

Missoula, MT 
(406) 243-5280 

 
Walter B. Jones Drug and Alcohol,       Lisa Garrett, Director  

lisa.garrett@ncmail.net   
       2577 W. 5th Street 
       Greenville, NC  27834 
       (252) 707-5049 
 
Newman & Hahn Gastroenterology,   Michael Newman, MD 

 Sue Henry, Manager 
 mnewmangi@aol.com 

Beverly, MA 
(978) 712-4402 

 
Orthopedic Surgical Center of the North Shore    Ellen Rostron, Manager   
       erostron@oscns.com 
       One Orthopedics Drive 

Peabody, MA  01960  
                ((997788))  881188--66551144  
  

                MMoorree  rreeffeerreenncceess  wwiillll  bbee  pprroovviiddeedd  uuppoonn  rreeqquueesstt  iiff  nneecceessssaarryy  
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OUTSOURCING 

 
AccuStat Transcription (AST) never uses transcription resources outside of the United States (offshore).   
 
Offshore transcription companies cannot be monitored and issues cannot be enforced by U.S. HIPAA laws thus 
potential breaches are devastating to a client/company.  The risk of using offshore transcription resources is too 
great thus AST has determined to never use offshore. 
 
All AST transcriptionists are located within the United States.  AST plans to use transcriptionists that are only located 
within the same state of the client, or at least transcriptionists that live within the same region as the client.  This helps to 
aide in higher accuracy as the transcriptionists are more familiar with local terms.   AST will be happy to provide IP 
address reports on all assigned transcriptionists at any time to enforce this. 
 
All employees of AST work from home.  This give AST the ability to reduce overhead by not providing large office 
locations.  All AS employees are required to have a HIPAA contract on file and all their computers and networks are set 
up with HIPAA security measures to ensure confidentiality at all times.  AST also provides ongoing HIPAA education to 
our employees to ensure full compliance at all times. 
 

 
  

COST PROPOSAL 

  
Cost of standard transcription:   $0.095 per line 
Cost of STAT transcription:    $0.11   per line 
 
 
Included in cost proposal: 
 
Access to the AST transcription ASP web site (InfraWare) 24/7/365 
Unlimited number of users 
Toll-Free Phone Dictation/ Mobile iPhone (iPad) app Dictation/ Digital Recorder Dictation 
Electronic Signature (optional) 
Template creation/Edit 
Client Required Report Creation 
Client Visits for Required Meetings 
Client Training 
Support via email, phone, text, IM or fax 
 

 



 

AccuStat Transcription Services  RFB 758 1500000195,0 
2014

 

Page 7 of 28 
 

  
PLAN FOR COMPLETING THE WORK 

 
Client will have transcription manager assigned to the account:  Marilyn Moore 
Marilyn has over 20 years’ experience in managing medical transcription clients, set up, training and so on. 
Marilyn will be your “go-to” person at all times and will be available 24/7/365. 
Marilyn Moore or Deborah Milcarek will visit the client site if necessary initially for detailed instructions and to meet 
staff.  If initial meeting is not required, AST will set up a meeting for training/follow up at a later date with the client. 
Marilyn will initiate contact with client liaison to gather the below information… 
Obtain all final rules for transcription from the client including but not limited to: 

1. Required turnaround time (TAT), standard and STAT 
2. Required accuracy levels 
3. Procedure for blanks and questions on files 
4. List of dictating physicians and their appropriate titles, facility names and addresses to be set up in the 

transcription ASP system 
5. List of referring facilities for setup in the transcription ASP system (if necessary) 
6. Names of departments if applicable 
7. Names of different work types if applicable 
8. Copies of templates of each work type (preferably in Word format) 
9. Instructions on formatting such as font, margins, headers and footers of reports 
10. Any other questions pertaining to facility and dictating individuals that are pertinent to completing work 

proficiently 
11. AST will upload/insert all information received into transcription ASP including dictating individuals and their 

titles, referring individuals/places, templates, fonts, margins, pay rate, TAT and accuracy levels.   AST will set 
up each dictating individual for dictation via various methods (phone, recorder, iPhone/iPad). 

12. AST will make plans to come to the client facility (if required) to answer all questions of the client’s staff and 
train any/all necessary individuals on dictation methods and use of the transcription ASP web site.  Test 
dictations will be performed and viewed and test text files will be downloaded.  Testing can continue as long as 
the client needs until comfortable. 

a. Client can then start real dictation via digital recorder, iPad/iPhone or via toll-free phone dictation 
on agreed date. 

13. AST will gather all necessary transcriptionists/staff members necessary to meet the client’s needs according to 
client’s proposed volume of dictation and required TAT. 

a. All AST transcriptionists will have at least 3+ years’ experience on the type of dictation that the 
client proposes they will have. (psychology, surgical, SOAP, and so on…).  The transcription staff 
will be provided all client specifications and training on such specifications and templates will 
occur. 

b. AST will assign QA individuals to the client account.  Each QA individual will have at least 10+ 
years’ experience and will be required to provide no less than 99% accuracy on all client 
documents.  The QA staff will be provided all client specifications and training on such 
specifications and templates will occur. 

c. Each transcriptionist will be QA’d 100% for the first three months or until the transcriptionist 
provides accuracy levels of 99% on every report, whichever comes later.   

  
TTiimmeelliinnee::    From start to finish, these milestones will take no more than a total of a one days to two-three weeks at 
most.  Timeline is dependent on the responsiveness of the client, the sending of all client information, the size of the 
client, the volume of templates that are to be created, dictators and referring individuals that are to be added to the 
transcription ASP site, and so on.   
 
Training of the client staff will take one day as the system is very simple. 
  
RReessoouurrcceess  RReeqquuiirreedd::    The client will require:  

 High-speed internet access (DSL or cable is fine, T1 is best) 
 Dictation Method:  Digital recorders, iPhone, iPad or Access to phone for toll-free phone dictation. 
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 Computers for software install by AST to upload digital dictation from recorders (ONLY if the client plans 
to use digital recorders). 

 AST would like to have one primary contact/liaison with the client for all questions, needs or problems. 
 AST would require information as stated above in project milestones such as templates, dictating individual 

names and titles, referring individual names, et cetera. 
 

DDooccuummeennttaattiioonn  aanndd  PPrroojjeecctt  MMaannaaggeemmeenntt  MMeetthhooddoollooggyy::      AST assigns an account manager to a client that is 
available at all times.  All correspondence will go through that account manager.  AST will also ask that the client 
provide one primary contact for AST to correspond (maybe a second contact for IT-related needs).  The AST account 
manager takes all information received by the client and creates rules for forwarding the issues, needs or questions to 
the appropriate person(s) within the company.  The account manager will ensure that all STAT reports are handled as 
such; TAT is met and accuracy is met by all QA.  The manger will also train the QA and transcription staff on the 
client specifics to ensure that the whole team is aware of the client’s requirements.  The Account manager also has all 
staff affiliated with the client, sign a contract that they were instructed on client specifics, understand everything and 
have no further questions.  The contract states to the staff that if the specifics are not followed, the staff’s pay will be 
reduced appropriately according to the error made. 

 

AccuStat Transcription ASP’s InfraWare HIPAA Advantage: 

 

 
Core System Facilities 
 Located at SAS-70 Type II Compliant Data Center  
 Controlled access via biometric hand scanners, electronic keycard, and keyed server racks  
 Monitored and staffed 24 hours a day, 365 days a year  
 Redundant power supplied at one facility by two separate power companies and on-site generators  
 Redundant networking with automatic failover  
 
Equipment 
 Enterprise class HP and Cisco equipment  
 Monitored Cisco firewall to secure network  
 Enterprise class HP Storage Area Network equipment with fully redundant fabric  
 Enterprise class HP servers with fully redundant and fault tolerant components  
 
Physical Access 
 Systems are accessible only by select senior engineers  
 Isolated production network  
 All internal access is logged and reviewed  
 
AccuStat’s InfraWare Education and Administration 
 All staff has received HIPAA training  
 A HIPAA compliance officer has been designated  
 An internal HIPAA policies and procedures guide has been published  
 
Software 
 Documents are encrypted and stored securely throughout InfraWare’s platform  
 Communication with the InfraWare platform is secured using High-grade 128bit SSL encryption  
 User actions on the InfraWare platform are logged and available for administrative review  
 A comprehensive audit trail is maintained for each job on the InfraWare platform  
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 User-specific roles and access rights provide granular settings for administrators  
 

BILLING METHOD 

 
AccuStat Transcription’s ASP site uses the Word standards for counting lines in documents.  Counting rules are set up in 
the transcription ASP site including character count and what should and should not be included in that character count, 
then what the total character count is divided by to create the defined “line”.  Please see screen shots below of AST’s 
transcription ASP site line counting set up.  Please note that the client is able to see complete line count details and billing 
details at any time when you sign into AST’s transcription ASP site. 
 

 
 
The direct link to how we set up line count/billing in our transcription ASP is:  http://www.infraware.com/KB/?f=654 
 
 

 
 

SECURITY PROTOCOL 

 
Administrators in AST’s InfraWare transcription ASP can define a Security Policy for the Account.  To do so, login to the 
ASP’s InfraWare Management Console (IMC), click the Administration tab and then click the Edit Account button next 
to your company name.  Click the Manage link next to the Security Policy heading.   
You can also define separate Security Policies for each Facility.  To do so, click on the Administration tab, then click the 
facility you would like to edit.  Click the Manage link next to the Security Policy Heading.  
Note: The Account Settings page and Facility Settings page can each be viewed in either a Basic view or an Advanced 
view (with more detailed options).  The link to Manage the Account's Security Policy only displays on the Advanced 
view. 
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On the Security Policy page you can: 
Specify the number of failed login attempts  
Specify the number of minutes a user will remain disabled  
Specify Password Requirements  

 
 
AccuStat Transcription’s HIPAA security is outlined above. 
 
AST has additional standard security measures/policies: 
*     All users are set up with unique ID and password to access the AST transcription ASP 
  The AST transcription ASP has a security block so that users cannot download/print/copy any text transcription to 

their local computer or printers.  
  Once a transcriptionist or QA is completed listening to the voice file of an author and the completed file is uploaded, 

the voice file is removed from the users local file.  These voice files cannot be downloaded/saved by any user at any 
time but instead, they can be accessed on the AST transcription ASP site only.  

  All user’s IP addresses are tracked at all times to ensure user identity and to guarantee that no offshore users will 
access the transcription ASP site.  

  AST has a HiTech and HIPAA agreement on file for every user that has access to the AST transcription ASP site.   
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EQUIPMENT TO BE USED / DEPARTMENT TO PROVIDE 

  
  

Transcription Staff Equipment: 
  Redundant secure servers to house AST’s transcription ASP platform   
  Computer with high speed internet access.  
  Foot pedal  
  Reference materials (books, AAMT Book of Style, et cetera).  
  Client instructions  
 
Client Equipment: 
  Computer (for uploading dictation only if using digital recorders and for accessing completed text files and 

downloading the completed files to a local computer/server)  
  High Speed internet access (DSL, cable or T1 preferred).  
  Microsoft Word (not required unless the client wishes to download reports in MS Word format.  Document can also 

be downloaded in plain text or PDF).  
  Printer (not required- only necessary if the client wishes to print completed transcription reports)  
  Phone/ Cell Phone:  For use if client wishes to perform dictation via the toll-free dictation line.  
  iPhone/iPad:  For use if the client wishes to perform dictation via AST’s InfraWare mobile application.  
  Digital recorder:  For use if the client wishes to dictate via the digital recorder and upload via the software on the 

computer.  
(Please note that a client can have any or all of the above dictation resources- phone, iPhone/iPad or digital 
recorder.  Not all are required) 
 

 
Phone Dictation Instructions: 

 
(888) 348-3960 

 

System will prompt for: 

MD NAME _________________________  MD DICTATION ID _____________ 

We can add other demographic information in the prompts.  This is customized to the client and will be set up 
upon client conference.      

 Keypad Commands:     

1 –Play: Playback the dictation when it has been paused.     
2 – Record (will overwrite if not already at end of dictation) 
3 – Rewind 5 seconds 
4 – Pause during Play and during Record.  
5 – Save (Job Number will be given) 
6 – Move to end 
7 – Fast Forward 5 sec 
8 – Move to beginning of the dictation.  
9 – Save and then Disconnect (A job # will be given) 
* - Set priority, then pause:   Allows you to mark a dictation STAT.  
#- bypass work type choosing step 
Use the Telephone Dictation Legend below for easy reference for your customers.  
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Telephone Dictation Legend 

This configuration assumes that the Login ID & PIN match 

1 

Play 

2 

Record 

3 

Rew 5 secs 

4 

Pause 

5 

Save: Job# Given 

6 

Move to end 

7 

FF 5 secs 

8 

Move to 
Beginning 

9 

Save & Disconnect: 
Job# given 

* 
Priority/STAT

0 # 

Default Custom Number

 
 
Mobile App Dictation Instructions: 

(please note that you can do much more than just dictate via the mobile app.  You can view documents, electronically 
assign documents and more…) 
 
Performing dictations on AccuStat’s InfraWare Mobile iOS application is quick and easy.  First, launch and log into 
AST’s InfraWare Mobile application on your iOS device. 
 
There are two ways of performing dictations, the first is a simple "free form" dictation, this is where you either dictate the 
details of the patient or manually enter any of the pertinent details about the dictation before submitting.  The other is 
dictating against the dictation schedule where the details of the dictation are pre-populated on AST’s InfraWare Mobile 
platform.  This article will cover the details of creating a "free form" dictation.  Doing dictations against a dictation 
schedule is covered in the following KB article: http://www.infraware.com/KB/afmviewfaq.aspx?faqid=605. 
 
In the upper right hand corner of the "Workflow" screen (also on the "Facilities" screen, if you do work for multiple 
facilities) there is a "Dictate" button.  Tapping this button will take you to the "Dictate" screen.  Depending on your 
application settings, recording may start as soon as this screen is shown or after you tap the green "Record" button. 
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While recording, a sound meter will show if audio is being detected by your device's microphone. After you are done 
dictating, tap the red Stop button.  At this point you can listen to your recorded audio, record additional audio or complete 
the details about the job before saving or submitting. 

 

To play the audio that has been recorded, use the rewind, play and fast-forward buttons that are shown.  If additional 
audio needs to be added, tap the "Record" button again.  You will be prompted to choose whether you want to insert, 
overwrite or append to your existing recording.  Choosing insert will insert the new recording into the old recording at the 
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current position in the recording (shown in the timeline).  The overwrite option will first delete everything from the 
original recording starting at the current position in the recording to the end, then append the new recording to what is 
remaining of the original recording. The append option will simply add the new recording to the end of the original 
recording. 

 

No additional details are required to be completed before the job is submitted.  However, if you would like to specify job 
properties for the dictation, tap on the job properties icon in the upper right hand corner; this will display the "Job 
Properties" screen.  Here you can fill out a subject, patient, facility, document category and type, and a STAT 
classification.  
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If you wish to choose a patient for the dictation, tap on the "Select Demographics" button at the bottom of the screen.  
This will take you to a screen where you can submit a search to our servers for the patient record you need.  Tapping on 
the search results will show you the details of that patient that we have on our servers.  Once you find the patient record 
you would like, tap the "Use This Person" button at the top of the details screen.  This will take you back to the job 
properties screen with the patient name and MRN completed for you. 

 

Once you are satisfied with your dictation, you can tap either the "Save" or "Submit" buttons.  Saving the dictation will 
simply save the dictation to your drafts queue on your device where it can be reviewed and/or submitted at a later time.  
Submitting the dictation will send the dictation to AST’s InfraWare platform to be transcribed by one of your assigned 
transcriptionists.  The author/user can monitor the status of the dictation at all times via the AST Infraware mobile app as 
well. 
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QUALITY ASSURANCE INFORMATION 

 
AccuStat Transcription’s quality assurance policy is: 
  All AST QA staff must have at least 10 years’ experience in multi-specialty medical transcription with 

proven/verified references.  All QA staff must attain 99+% accuracy on all reports or else they are removed from 
employment.  

  All AST transcriptionists must have at least 3 years of multispecialty medical transcription experience with 
proven/verified references.  All hired transcriptionists must attain no less than 98% accuracy on each report 
transcribed or they are not paid for the report.  

  All AST clients receive 100% QA of reports for the first three months.  After the first three months, if a 
transcriptionist is proving her accuracy levels are consistently at the 98+% mark, AST will reduce its QA requirement 
for that transcriptionist to 25%.  Any files completed by a transcriptionist that is found to be less than 98% accurate 
will be corrected by the QA staff and the transcriptionist will not be paid for that report.    

  A transcriptionist must have at least 3 months of 98+% accuracy to have QA requirements reduced.  If a 
transcriptionist ever drops below that accuracy requirement, they are put back on 100% QA with a reduction in pay.    

  AST can provide turnaround time and accuracy reports to the client at any time or, the client can view these reports at 
any time in real time on the AST transcription ASP site.  AST will train the client on how to view these reports.  

 
 

 
 

ORGANIZATIONAL STRUCTURE 

  
AccuStat Transcription was structured as a sole proprietor business for several years.  At the end of 2013, AccuStat 
Transcription changed our business structure to a Limited Liability Corporation for several reasons.   
 
AccuStat Transcription is a registered business with the state of North Carolina and AST is primarily located and operated 
just outside Charlotte, North Carolina in Huntersville, North Carolina. 
 
All AST transcriptionists, QA staff and management staff are employees of AST. 
 
AST has no sister or parent firms.  AST also maintains local presence in: 

 Lexington, Kentucky 
 Savannah, Georgia 
 Myrtle Beach, South Carolina 
 Charleston, South Carolina 
 Virginia Beach, Virginia 
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SCOPE OF WORK 
  

 REQUIREMENTS OF THE CONTRACTOR‐ SYSTEM AND EQUIPMENT 

 
 1. AST provides all clients 24-hour/ 365-day a year transcription receiving methods in the form of: 
 a.  Toll free phone dictation 
 b.  Mobile app accessible via any iPhone or iPad (soon will be available on Android platforms as well) 
 c.  Digital recorder dictation 
 
2. AST’s transcription ASP is able to accommodate up to the client stated 50+ simultaneous users (up to 3000+).  These 

users can dictate from any place/facility at any time via one of the above-mentioned dictation methods. 
 
3. AST provides thee dictation methods for the authors/clients.  Please see the instructions to the dictation methods 

above.  Through these dictation methods, the authors are able to edit, record, rewind, playback, fast forward, insert, 
interrupt, append and so on.  Authors will not receive an interruption or busy signal at any time during dictation 
attempts.   

 
4. All three dictation methods will give the author immediate confirmation that the dictation has been received on the 

AST transcription ASP platform.  The confirmation that the author receives is a unique job# that is assigned to each 
recorded dictation that is received by the transcription ASP. 

 
5. The primary dictation phone number is:  (888) 348-3960.  This dictation number is always available 24/7/365.  A 

backup number if necessary for dictation is (866) 685-2649. 
 
6. Both numbers provided for dictation above are toll-free numbers. 
 
7. AccuStat Transcription has an on-line transcription ASP site powered by InfraWare.  Access to the site is: 

https://www.infraware.com/WebEHR/login.aspx . 
 On this transcription ASP site, users can log in and see all dictations (and their status:  transcribing, with QA, 

pending, et cetera) and completed reports.  Client users can review reports like billing, QA reports, dictation statistics 
and more.  Client users can download, search or print any/all completed text at any time in client specified format via 
Word, Rich Text, PDF, plain text or HL7 interface.  All files will have the ability to be downloaded in the proper 
format according to the client’s needs.  AST’s transcription ASP meets all federal HIPAA security requirements. 

  
 
8. Client will advise AST of the names of all their staff that they want permissions set up for access to the transcription 

system.  See #7 above regarding the ID/Password protected site.  When a user signs into the site, they will be able to 
see the status of the job: 

 Ready for MT  (dictation uploaded but not yet picked up by a transcriptionist) 
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 Transcription Pending  (transcriptionist is actively working on dictation) 
 QA Pending  (transcriptionist is completed with the job and it is ready for QA) 
 QA Reviewing  (QA is actively reviewing the completed transcription) 
 Sign off Pending (*** this is an optional status that is seen if a client is using electronic signature) 
 Complete  (QA has completed reviewing the transcription and it is ready for the client) 
 **  Once a completed transcription is in the “complete” status, a client can download the report or, it will 

automatically download to the client in a designated folder- depending on the client’s delivery options set up 
 
 When signed into the AST transcription site, a client can also see, date/time of dictation upload, turnaround time  

remaining on a job, the unique job # that is assigned to each dictation, the dictator name for each job, patient name of 
each job (if the job has been through transcription), date of service/date of visit of the patient, and there are several 
other options that AST can set up for the client to view. 

 
 When signed into the AST transcription site, the client users all will have access to either edit the job themselves 

before downloading or, the client user can send a job back to QA status with notes for required edits.   
 

 
 
 Above is a screenshot of the view when you log in.  We have placed arrows to point out particular items. 

Note that above where it says “queue for”, you can see a dropdown box so that you can see one particular facility of 
yours or all of them.   
The quick search area allows you to search for a job by a variety of methods:  Job#, patient name, MRN, and so much 
more. 
The dropdown box under “more actions” is shown so that you can see that you are able to “edit completed job”.  We 
will instruct on how to do this as this is a very simple process. 

 
9.    All completed dictation, regardless of method of dictation, is automatically routed to the assigned transcriptionists for 

AST.  The transcriptionist can access the dictation via a secure web portal that is set up on their computers.  All 
dictation is routed to the transcriptionist and back to the client in real time. 

 
10.   Dictation is not accessible by the transcriptionists until the dictation is in Ready for MT status, which means that the 

dictation has to be completed by the author and processed by the ASP initially before it is sent to the transcriptionist. 
 
11. AST schedules all software/hardware maintenance during off-peak hours when necessary.  The AST transcription site 

will show a notification of the impending maintenance period to all users when they sign into the transcription site.  
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These maintenance periods usually occur on Saturday nights from 12 midnight to 2 am.  During this time, the authors 
will still be able to dictate without restriction. 

 
12. AST will provide 100% technical support to our clients regarding the transcription ASP and any of its components or 

dictation methods.  Technical support is available 24/7/365.  AST will work hand in hand with the client’s IT staff to 
facilitate any needs as well.   

 
REQUIREMENTS OF THE CONTRACTOR‐ GENERAL 

 
1. The client can dictate via phone or other method from any facility or location necessary.  All completed dictation will 

be routed to the AST transcriptionists upon completion of dictation.  It does not matter where the dictation is 
performed, inside or outside of the client’s facility. 

 
2. AST has one primary contact for each client.  This primary contact for the client will take care of any and all needs 

for the client at any time.   
 The primary contact is:  Marilyn Moore, Transcription Manager 

Contact Info:   
Email: transcription@accustatemr.com,  
Office:  (855) 704-2814,  
Cell:  (704) 281-4639,  
Fax: (704) 972-9839 
IM: accustatranscription@yahoo.com  
 

3. AST will interface with the client’s primary contact person on all transcription/dictation needs 24/7/365. 
 

4. Deborah Milcarek, RN, CEO will schedule time convenient with the client to meet in person at the client facility(s) to 
establish any and all needs so that there is a smooth implementation of service.  Deborah Milcarek will meet with the 
client to also train the staff and for any other client needs. 

 
5. Deborah Milcarek, RN, CEO will meet with the client at their convenience at their facility for required meetings to 

address contract performance or other needs as necessary. 
 

6. The 24/7/365 toll free customer service number for AST clients is:  (855) 704-2814.  All support issues are addressed 
immediately with hopeful resolution of any major issues within no longer than 24 hours but it is usually resolved in a 
much shorter time. 
 

7. AST confirms that we are not located/housed within the client’s facility. 
 

8. AST is an extremely professional transcription company and we do not tolerate lack of professionalism or dishonesty 
from our staff.  If this is ever suspected, the staff member is terminated immediately.  We have a 0 “zero” tolerance 
policy for non-professionalism that results in loss of jobs, poor quality of jobs, dishonest acts or otherwise. 
 

9. AST adheres to all client requirements and necessary codes and orders regarding needs for transcription.  AST also 
adheres to all state and federal requirements or otherwise for transcription needs, security needs or otherwise.  This is 
one of the primary reasons that AST will not use offshore transcription.  Federal HIPAA/security laws and rules 
cannot be enforced with offshore transcriptionists. 
 

10. AST will adhere to the utmost professionalism and security measures when handling any client documents or 
dictations.  AST will be responsible for the loss of any dictations or client documents that have been verified as 
uploaded to the AST transcription ASP system.  AST can view and print full custody audit of all client documents 
and dictations, showing who viewed the document, what date and time and from what IP address, what changes were 
made if any and so on. 
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11. AST has developed backup and recovery plans for such disaster events that render the transcription ASP site 

InfraWare unusable.  Such backup recovery plans include backup servers at various sites so that if a primary server 
should ever malfunction, the backup server is mirrored in real time so it will automatically take over for the primary 
server and in most cases, the client or any other user will not even notice that there were any problems.  AST’s 
InfraWare transcription ASP has several backup mirrored servers in case such an event occurs.   
 

12. AST will notify the client immediately via email (in writing) and via phone call of any impending issues that would 
render services non-functional as well as notification of planned estimated time of return of full operational service. 
 

13. If the client ever experiences problems with access the AST transcription site, simply notify AST immediately and 
we will investigate and work to resolve the problem immediately.  In most cases, access issues are related to a user 
forgetting their sign-on information, in which case AST will “reset” the user access or, the client user is having 
problems related to internet connection.   
 

14. AST will maintain a database backup of all voice files from the client for 6 months to a year after the date of 
dictation.  AST will maintain a database backup of all completed text transcription completed for the client for as 
long as the client remains contracted with AST.  This way, the client can search for and download any transcription at 
any time during the entire contract period.  Upon termination of contract, all database achieves are the property of the 
client and will not be deleted from the AST system until we received notification that the client has downloaded all 
necessary information and we have permission to delete material. 
 

15. The AST InfraWare transcription site has a billing module built into the site that is based upon the characters/lines as 
defined in a Word document.  The client user will have access to the billing module to review billing in real time so 
that the client can verify billing is correct.  The client user can run a billing report at any time.  AST sets up billing 
through the billing module on the AST InfraWare transcription site according to the client’s requirements (example:  
# of characters per line, spaces included, formatting and so on…) 
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As you can see above, this is a screenshot of the billing setup.  We have shown the rate, billed per 65-character line, 
do not count template text and none of the formatting items have been checked so they are not billed. 
 

 
On the REPORTS tab, choose billing to view your billing statement at any time.  You can choose your facility, date 
range, billing model (which will be the same for all of your facilities), filter method (default is author), and so 
on…then click display report button at the bottom to see your report. 
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The report will show below, sorted by author name.  This report can be expanded by clicking on the + beside the 
author name.  You can also download this report in any format you desire or simply view it on the ASP. 

 
As you can see, we clicked on the + by the author name and expanded the reports so that we can see the breakdown 
of billing per report. 
 

16. AST’s pricing is reflective of all standard medical transcription services as well as ant/all services required via the 
client’s required scope of services. 

 
17. AST will deliver to the client by the 10th calendar day following the end of each quarter, a usage report that will 

show: 
 Facility Name 
 Name of Dictator 
 Dates of Service 
 Quantity- Number of lines broken out by standard document and STAT document 

 
AST will use the billing model shown above to create this report as the billing model contains all of this information.  
Please note that the client users are able to access and view/download this report at any time as well via the 
AST InfraWare transcription ASP site. 
 

 REQUIREMENTS OF THE CONTRACTOR‐ QUALITY OF TRANSCRIPTION 

 
1. AST monitors accuracy levels of our transcriptionists on a daily basis.  Each QA individual reviews all client reports 

100% and marks errors according to the severity of the error so that the transcriptionist can review their errors in 
feedback and learn from them and so that we can keep proper accuracy reports.  Any transcriptionist that has 
accuracy levels consistently below 98% is removed from the account.  The QA manager will run an accuracy report 
and send that report at the end of the day to the transcription manager for the client account.  The transcription 
manager then decides on removing the transcriptionist.  See below the QA score reports that are generated daily by 
our staff: 
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2. Accuracy levels are all generated and scored according to AHDI’s Guide Benchmark. 

 
3. AST will correct any /all errors as well as make any client-requested edits at no additional cost to the client.  The 

client can send a report back to the AST QA manager with one mouse-click.  Corrections and edits from client-
returned reports is usually done within 1 hour. 

 
4. As a standard rule, AST will transcribe all dictation “verbatim” for legal purposes.  AST transcriptionists will make 

standard corrections to punctuation, formatting, misspoken or misspelled words as necessary so that the document is 
accurate. 

 
5. AST medical transcriptionists have at least 3 years of experience in multi-specialty transcription.  All AST medical 

transcriptionists have graduated from an accredited transcription training program.  Most AST medical 
transcriptionists also have medical backgrounds as well.  All AST medical transcription staff are required to maintain 
accuracy levels of 98% or above to stay on an account.   
All AST QA staff have at least 10 years of medical transcription experience in multi-specialty areas.  Most AST QA 
staff also have medical backgrounds.  All AST QA staff are required to maintain 100% accuracy of all client 
transcription. 
 

6. AST monitors client queues hourly to make sure that all received dictation is routed properly and that there are no 
issues with workflow.  AST can investigate and determine the loss or problem in any dictation that is verified to be 
received by the AST InfraWare transcription ASP.  Verification is known by the client receiving a unique job# at the 
completion of each dictation.  The job# is the verification that the dictation was received. 

 
7. AST will comply with required invoice deductions by the client for any lost/irretrievable dictation/report that was 

verified as received by the AST InfraWare transcription ASP.   
 

8. AST will work closely with the client contact on preferred procedures for “problem files” such as files that are 
incomplete, have blanks, poor audio and so on.  AST will ensure that all files meet client-required TAT throughout 
this process. 

 
9. The AST InfraWare Transcription ASP system gives the transcriptionists and the QA staff the ability to create 

“addendums” to prior reports; meaning that if a dictation is done partially and then finished at a later time, the second 
part of the dictation can easily be added to the first part of the dictation so that there is one continuous report and the 
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voice files are combined to match the report as well.  A report can contain multiple “addendums” as the dictator adds 
onto an original report or makes changes/edit to an original report. 

 
10. AST will work closely with the client contact to handle issues with client dictation regarding the dictator speaking too 

fast, mumbling and accents.  AST’s suggestions to handling these issues initially is to make sure that the client sends 
AST several samples of the dictators prior reports so that we can use them for reference.  If that does not assist the 
AST staff, our contact will reach out to the client contact to request that the dictator “slow down” their dictation 
temporarily or enunciate their words more clearly.  The transcriptionists also have the ability on their transcription 
modules to “slow down” the dictator to assist in hearing them more clearly.  In time, once a transcriptionist is used to 
the dictators style, these issues usually resolve. 

 
  REQUIREMENTS OF THE CONTRACTOR‐ QUALITY ASSURANCE/IMPROVEMENT PROGRAM 

 
1. AST ensures that our Quality Assurance/Improvement Program is in full compliance with the American Society of 

Testing and Materials (ASTM) International standards on medical transcription. 
 

2. AST will submit a quality assurance report monthly to the client to assure that standards are adhered to. 
 

REQUIREMENTS OF THE CONTRACTOR‐ TRANSCRIBED REPORTS 

 
1. AST will set up all templates and formatting according to the client’s required specifications so that the client will not 

need to manipulate the final transcription text in any way.  AST will change/edit formatting and templates at any time 
per the client’s request. 
 

2. AST will use client-provided templates at all times.  If at any time, AST is required to set up additional/new 
templates per a dictators request, AST will contact the client contact for template assistance/requirements.  Client 
contact will be able to review/view any/all set up templates and normals with their formatting when signed into 
AST’s InfraWare transcription ASP. 

 
3. AST  will create, add additional or edit document types and templates per the client’s request and specifications at no 

additional cost. 
 
REQUIREMENTS OF THE CONTRACTOR‐ TURNAROUND TIMES 

 
1. Standard Document Turnaround Time.  AST will provide client required standard turnaround time on all documents 

(except those designated as STAT) in 24 hours or less from the time of dictation completion.  Turnaround time is 
gauged from the time that the completed dictation is uploaded to the AST Infraware transcription site to the time that 
the completed transcribed text is available to the client. 

a. All holiday and weekend schedules for TAT will be adhered to per the client requirements. 
 

2. STAT Document Turnaround Time.  AST will provide client required STAT turnaround time on all documents in 2 
hours or less from the time of dictation completion.  Turnaround time is gauged from the time that the completed 
dictation is uploaded to the AST Infraware transcription site to the time that the completed transcribed text is 
available to the client. 
 

3. Error Correction Turnaround Time.  AST will perform and corrections and/or edits and return the completed report 
within 24 hours of the time that the report is returned back to AST for corrections by the client. 

 
4. AST will notify the client contact immediately if there is any reason that the client required TAT is not able to be met 

as well as when AST plans to restore TAT.   
 
REQUIREMENTS OF THE CONTRACTOR‐ SECURITY AND CONFIDENTIALITY 
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1. All AST transcriptionists are required to adhere to the AHDI code of ethics. 

 
2. AST adheres to HIPAA security and confidentiality measures in all areas of transcription including administrative 

procedures, physical aspects and technical data aspects.   
a. Administrative Procedures: AST instructs on strict HIPAA requirements and requires of all 

employees/contractors signed confidentiality contracts before any instructions or client data is sent.  
Electronic signatures are not acceptable for these documents; all must be a handwritten signature. 

b. Physical Aspects:  All employee/contractors are instructed on computer/hardware setup to ensure that all 
HIPAA security measures are adhered to including but not limited to frequent changing of secure passwords, 
encryption, security screens and so on.  All servers and computers are backed up at all times so to avoid any 
loss of data to potential threats of fire, intrusion or environmental damage of any sort.  All computers and 
servers have data that is encrypted according to HIPAA standards so that the threat of data loss/theft is 
eliminated. 

c. Technical Data Aspects:  All technical data and networking is set up according to HIPAA requirements with 
measures noted above in the HIPAA security section. 

 
3. AST takes full responsibility for proper custody and care of all dictations and completed transcriptions.  The AST 

InfraWare transcription ASP can run a full audit on any/all report to see the chain of custody, showing user name and 
IP address as well as actions such as changes, printing, downloading and so on of the voice and/or text file.  AST 
takes full responsibility for any dictation voice file that is verified to have been uploaded to the transcription ASP and 
then becomes lost.  AST transcription is able to track all dictations and reports that are verified as uploaded to the 
transcription ASP. 
 

4. AST has all employees and contractors sign confidentiality agreements before they are allowed access to the 
transcription ASP.  AST will gladly supply the client with a copy of this signed confidentiality agreement for the 
client’s records if necessary. 

 
5. All AST servers that house the uploaded voice dictation and completed transcription are encrypted to the 

requirements for HIPAA security.  All AST employees have setting where they are not allowed to download or print 
any voice dictations or completed text to their local workstations thus, they are only able to access it on the 
transcription ASP site. 

 
6. AST works diligently to ensure that all HIPAA requirements are met and enforced continuously. 

 
7. All voice dictation and completed transcription is the property of the individual client.  AST ensures that all dictation 

and completed transcription is backed up for a period of no less than six (6) months but can be longer, according to 
the client’s needs.  All backed up information is easily retrievable at any time to the client users via the AST 
transcription ASP site.  All client dictation and completed transcription is backed up in real time and checked daily to 
ensure that all data is secure.   

 
8. A. Upon termination of contract, AST will maintain client user’s access to all voice dictations and completed 

transcriptions for up to six months’ time.  This means that any time, for up to six months after the termination of the 
contract, the client user will still have full and complete access to all of their user’s voice dictations and completed 
text to download or print as many times as necessary.   
B. Upon a mutually agreed upon date and time, AST will delete and/or destroy all client data including but not 
limited to all voice dictations, completed transcriptions, samples, instructions and communications from the client.  
AST will then provide a written and signed notification to the client that all client data has been deleted/destroyed. 
 
 

REQUIREMENTS OF THE CONTRACTOR‐ CONTRACTOR PROVIDED TRAINING 

 
AST will provide complete client training for a minimum of eight (8) hours of system familiarity training for client-
designated individuals.  Training will commence at the location of the client’s choice, at a mutually agreed-upon date 
and time.  Training shall include but not be limited to: 
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 Proper dictation practices and various methods of dictation 
 How to track dictation and transcription in the AST transcription ASP site 
 How to edit completed transcription or, to send the transcription back to AST QA staff for corrections 
 How to download completed transcription 
 How to search for any prior dictation/transcription 
 How to view templates/document types for approval 
 
AST will provide the client printed material for all training and, AST will advise the client on how to view all 
training on AST’s transcription ASP site in printed and video format.  All the information necessary for training on 
the AST transcription ASP is located on AST’s transcription ASP site under the “HELP” tab.  For further assistance, 
the client can call their transcription account manager at (855) 704-2814. 
 

REQUIREMENTS OF THE CONTRACTOR‐ BILLING 

1. AST will create all client billing directly from AST’s transcription ASP site.  The client is able to sign on to the 
transcription ASP at any time to verify billing as a whole, by individual dictator or even by individual report.  All 
billing will be set up in AST’s transcription ASP according to the client contract.  All billing methods follow the 
MTIA Billing Method Program. 
 

2. Billable transcribed lines are set up according to the client/AST contract.  Typical billable lines are set up according 
to Microsoft Word total character count with spaces per document and divided by 65 (Client line definition may 
differ).  The result is the billable line.  Any document that has billable lines that are not whole numbers are usually 
rounded up to the next number.  Example:  A document with 15.73 lines will be rounded up to 16 lines. 
 
Billable characters are visible black characters on the document.  Headers and footers are not counted and template 
data (text that is not manually keys in) is not counted as billable characters.  For spaces, one space between words is 
billable and two spaces between sentences is billable.  Hidden formatting instructions such as bolding, underlining, 
text boxes, et cetera are not billable. 
 

3. AST understands that billing errors that are seen as a pattern is a sufficient reason for contract termination. 
 

4. AST will submit invoices monthly or bi-monthly according to client preferences. 
 

5. AST can submit a separate invoice for each facility of there are multiple facilities under one client. 
 

6. AST will put the purchase order number on each invoice per client request. 
 

7. The client will have access to complete billing at any time on the AST transcription ASP site.  The client can verify 
billing sent Client invoice can be broken down so that the client can view: 
 Document Type 
 Per line charge (standard) 
 Per line charge (STAT) 
 Number of lines 
 Turnaround time for each document 
 Charge subtotal per document 
 Total charge per day 
 Grand total charges per month 

 
8. AST’s transcription ASP site has an electronic line-counting program to verify/audit all billing at any time. 

 
9. AST will mail and email monthly invoices to the client’s facility, per the client requirements. 
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CONTRACT STARTUP 

 
AST can set up client, train and start transcription services within 30 days of contract award date.  The key to quick and 
efficient startup time is excellent communication between the client and the designated AST staff member.   

  
 

  

ACCUSTAT TRANSCRIPTION   MISCELLANEOUS  INFORMATION 
 

Organizations:  AHIMA, MTIA, NFIB, U.S. Women’s Chamber of Commerce, NHIT, HIMSS 

 

Awards:  2007 SBA South Carolina Small Business Person of the Year Runner Up 

  2008 SBA South Carolina Small Business Person of the Year 
  2008 SBA National Small Business Person of the Year Runner Up 
  2008 National Top 50 Diversity Owned Business of the Year 
  2009 Best of Business, Transcription, Charlotte, NC 
  2010 Best of Business, Transcription, Charlotte, NC & Virginia Beach, VA 
  2011 Best in Business, Transcription, Charlotte NC, Myrtle Beach SC 

2012 Best in Business, Transcription, Charlotte, NC 
2013 Best in Business, Transcription, Charlotte, NC 

 

Certifications:  Women’s Business Enterprise National Certification   

 
 

 
Facility Setup Instruction Sheet:  

� Watch Facility Intro Video.   
o Have the facility personnel view the following video:  Facility Intro video: http://videos.infraware.com/avc-

fullscreen.aspx?v=67 
� Provide EHR Web Portal Login name and password 
� Save https://www.infraware.com/webehr as a Favorite or create desktop shortcut 
� Install the following software:  

o If using a Handheld (Olympus, Phillips, etc.) 
 Install InfraWare Dictation Client 2009:  Use the following link (same as saved favorite above) 

https://www.infraware.com/webehr Login using your username and password.  Select the Software tab  
Install IDC 2009 

 IDC Quick Start Guide http://www.infraware.com/KB/afmmain.aspx?faqid=218 
 Set IDC preferences:  One-step User setting set-up:  http://www.infraware.com/KB/afmmain.aspx?faqid=282 

o If printing and downloading from the EHR Web Portal  Install the Online Editor 2009 
Login to the EHR Web Portal  Software Tab  Install Online Editor 2009 

 EHR Web Portal Quick Start Guide:  http://www.infraware.com/KB/afmmain.aspx?faqid=215 
 How to Print & Download from Web Portal:  http://www.infraware.com/KB/afmmain.aspx?faqid=292 

� Upload a patient list/physician schedule (Global Documents Feature):  
o http://www.infraware.com/KB/afmmain.aspx?faqid=337 

� Author Training:   
o For Authors:  Best Practices for Dictation:  http://www.infraware.com/KB/afmmain.aspx?faqid=67 
o TDS Quick Reference if using phone:    http://www.infraware.com/KB/afmmain.aspx?faqid=265 
o For Authors that eSign:  

1. Review How does eSign work?  http://www.infraware.com/KB/afmmain.aspx?faqid=133 
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2. Teach authors eSign (download recording, modify ADT, actions):  
http://www.infraware.com/KB/afmmain.aspx?faqid=317 
 

 
 
 
At your convenience, we are sending some links to videos and written information which shows how to use the new system.  This will help 
tremendously if you view these before set up or, if you are already set up, just view them soon. 
 
Not all of the videos apply as not all clients have the same workflow or work with schedules.  Please only view the videos that apply. 
 
Facility Intro: 
http://videos.infraware.com/?v=67 
 
Quick Start EHR Web Portal: 
http://videos.infraware.com/?v=40  
You will view/use the HER web portal if you want to view billing, view reports online and voice files, see TAT, et cetera. 
 
Online Editor EHR Web Portal: 
http://videos.infraware.com/?v=3 
You should view this if you plan to edit and electronically sign reports online 
 
How to upload a Patient List 
http://videos.infraware.com/?v=52 
If your facility typically sends schedules, you can upload them directly to the site 
 
How to Edit Completed Jobs: 
http://videos.infraware.com/?v=57 
This will show again, how to edit completed jobs on the web site 
 
IDC- Infraware Dictation Client 
http://videos.infraware.com/default.aspx?c=8 
This shows you how to upload using your digital recorders or if your dictator has a microphone on the computer, dictate directly at the 
computer 
 
Thank you! 
 




