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Centaurus Telehealth Overview

Every time your
center has the chance to not only make a difference in the
well-being of the caller but also to make a quantifiable

i mpact on your
bottom line. With so much riding on each call, you owe it to
yourself to work with a partner that exists to ensure your
success.

With more than two decades of experience, LVM Systems
provides the software and support you need to build the
best call center possible.

At LVM Systems, we actively listen to hundreds of triage
nurses from around the country from call centers of all
sizes. The result is what we believe to be the best
healthcare call center software solution in the industry.

About LVM Systems Telehealth

Telehealth, also referred to as telephone triage, is an
effective process for directing consumers and patients to
the appropriate level of care.

Healthcare organizations around the world have instituted
triage call centers for many reasons, including community
benefit, medical efficiency, and prioritizing. For some
healthcare centers, the triage line can either be a lone
resource or part of a more comprehensive call center.

If your goal is to establish a triage-only call center, LVM
Systems offers a stand-alone triage system to start or
enhance your telephone triage program. If triage is only
one facet of your full-service call center operation, the
Telehealth component integrates fully with marketing/
referral and/or disease management.

Either way, Centaurus Telehealth is an easy-to-use
software system and can be implemented with minimal
training.

Changing a healthcare call center software system is a
huge financial and staff power undertaking. Experienced
managers demand quality content, ease of use, high
functionality and robust reporting capabilities. The
following are highlights of why knowledgeable buyers have
selected Centaurus:

1 Proven clinical content

1 Nurse Support (features and enhancements that make
nursesd | ives easier)

1 Queuing for efficiency and flexibility

1 Reporting and documentation

Telephone Triag

Proven Clinical Content

organi zat i ontyM has paitngredavithDr. Ragton Sghimity and r.Pagvid ¢ a | |

Thompson to provide the most tested and clinically proven
protocols in the industry. The content is available in both

organi zat i on safer-hourpang officeieurs yessions,p\iding n d
consistency for the setting in which it is used.

Schmitt is a renowned expert and pioneer in pediatric
telephone triage. Schmittds pe
recognized as the gold standard of telephone care among
pediatricians and have been field tested by more than 400

call centers, nationally and internationally.

LVMés adult protocols were dev
emergency and internal medicine physician in partnership

with Schmitt. Thompsonds exper
years as medical director of a call center. His adult

protocols follow an identical structure and philosophy to
Schmittdés pediatric content, r

approach that reduces the length of calls.

Unli ke other software, Centaur
modified to meet the preferences of your medical advisors.

Also, the software tracks and alerts nurses to provider-
specific or health plan-specific exceptions which may exist.
Samples of the protocols are included at the end of this
document.

LVM also has a relationship with the American Academy
for Family Physicians (AAFP) for use of their 600-plus
patient education topics within the Centaurus software and
WebLink 3 products. The AAFP developed this library
(also known as familydoctor.org) as a robust collection of
patient handouts for their member physicians to use in
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their practices. Parent Advice Messages, authored by access to staff further than driving distance away from
Schmitt, includes 285 pediatric topics covering acute your call center T maybe tapping into more abundant
childhood illnesses and common behavioral health and labor pools. Remote access also allows centers to
developmental issues, from newborns to adolescents. operate in a decentralized manner i sharing the same
software for daytime use in clinics and after hours use
Software: Focused on Nurse Support in a different location. LVM is a Citrix business partner

and has implemented several remote applications;
encrypted and protected to address HIPAA standards.

The purpose of call center software is to automate the
triage process and provide a system for efficient data
capture and call tracking. What sets Centaurus apart are
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tion or advice -specific comments : Centaurus
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(question or advice piece) occurs. This allows more

é@; - a precise documentation and eliminates the nurse
[EUPROFEN Vo b Site having to recreate the scenario in log notes (shortens
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Queuing

The ability to place calls into a hold or follow-up call queue
is easily facilitated by Centaurus.

1 Frequently Used Protocols feature : most call

centers can verify that 75% of the calls are addressed ~ The Receptionist Model (or call back model) is being

by the top 20 protocols. LiRNegenteghy meany calhcenters toimproyg response

Protocol option presents alimgSagdusenyrsingtimg morg,casi-gifectively. 1oh e F¢ o p

15 or 200 protocols of -yo ustpgtéhl's*eleM hag g,Quick{ERtry gcreendor registyafiop, ¢

saver during the virus season. an nit _a_l data ¢ apture b’y
call (typically non-clinical staff). The call is then put into
gueue for the next available nurse. The queue is feature
rich, allowing assignment of RVU (relative value unit,
severity), language, wait time, number of attempts, specific
staff or role, etc.

a

1 Remote access : optimizing staffing flexibility is a key
to running an efficient call center. Remote access
allows you to staff for short periods of peak call
volumes, including overflow situations and to gain

REV 00601%1 2



LVM Systems Telephone Triag

The queue also facilitates follow-up calls, which may be organization, managing your customer contacts is

indicated by the disposition, protocol, call center policy or important.

nurseds discretion. Centaurus tracks queue time and each

time segment of call activity, so that call performance and Centaurus can record visits or contact activity with any of

customer service may be analyzed in great detail. the target customers, documenting contact date and time,
contact, purpose, and response

Documentation and Reporting each activity will create To Do lists to insure timely follow-

Documentation and reporting are mission critical to the :ﬁr:'?eg” customers. Contact histories can be viewed or

triage process i for both communication and management

purposes. Drug Utilization/Prescription

Call documentation is the basis for communicating triage
encounters to physicians, health plans and/or contracted
clients. Each customer (receiving call documents) may
want to see a different level of detail to meet their S . . :
information requirements. Centaurus can easily facilitate prescnp'qon refl!ls, allergic reactions, drug
multiple versions of the call document, and also transmit information, patient memo alerts, and

the information in the preferred format of the customer pharmacy information. Reports can be
(print, fax, e-mail, export). generated to compare a patient population and the

medications treating various conditions.

Nurses and counselors often need to
R document patient medications. Sample
information that is captured: dosage amount,

Reporting and analysis are essential for managing quality,

performance, efficiency, and risk. While there are many Facility (Hospital/Clinic/Pharmacy)

standard performance metrics, the ability to produce . _

custom reports is key in managing your call center This module establishes a database and then tracks
operation. LVM understands this. Centaurus provides activity with facilities such as hospitals, clinics and

more than 2000 standard reports and LVM provides pharmacies. Examples of data: facility name, address,
custom reports at no charge. The number of free custom owner, administrator, main contacts, phone numbers, and
hours allotted annually is based upon the number of memo field, etc. Capturing this information enhances
licensed workstations. outcome analysis and expedites contact/communication

during, or after, the triage process.

Supporting Modules/Databases
Follow Up/Call Queue

Answering Service/Text Messaging Used as a fAtickl| dasedlistdfcak or as

Many call centers elect to serve as backs in a triage center that uses front-end staff. Follow
an answering service for physicians. Up is also useful for quick follow ups after a 911
Centaurus supports this function by recommendation or 24 hours later for a Self-Care

. capturing pertinent caller information ~ disposition.

and their message, which can be
placed in queue or transmitted via
text, e-mail, pager, or fax, to
physicians, facilities, employees and
others via their preferred mode of
communication. This function
leverages the follow-up capabilities
of Centaurus, by easily tracking
messages, appropriately classifying
them, and allowing timely follow-up. The Answering
Service module also works with on-call physician
calendars to ensure the appropriate physician is being
contacted.

Health Information

Two sets of health information are
available: Parent Advice Messages
(Schmitt) and Family Doctor (American
Academy of Family Physicians). The

& software also links directly to MedlinePlus
Health Topics for information on more

& than 700 diseases and conditions. You
may also enter information about your
programs, auxiliary services, or other
custom topics. The information may be reviewed with the
consumer during a call, printed, faxed or e-mailed.

Contact Management Hospital Bed Inventory

Whether you actively sell yogdignedfbhtrdck ifvuéntdry & holphal Beds! tismbdu@  t ©

other entities, or serve other departments within your
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allows for tracking of multiple hospitals with multiple units,
floors and other related information. Staff can monitor
patient bed assignments, transfers and discharges.

Insurance / Managed Care

Health plan information is critical to proper referral and
documentation. Centaurus establishes a database of the
payer sources associated with your callers. Captured are:
name and address, phone numbers, benefit schedule,
exclusions, pre-certification and other contact
requirements.

Patient/Physician Instructions

Whether standing orders or other types of instruction,
triage centers can accommodate provider preferences by
using Patient/Physician Instructions. At pivotal points
during the triage, crucial information becomes available to
the nurse that can help guide the call.

Physician On -Call Schedule

Call Schedule electronically keeps track of a

hLPT oviderds schedul e
instructions, preferred method of contact,
and other pertinent information helpful to the triage nurse.
Schedules can be created on an as-needed basis or
uploaded from another system.

Physician 7 On Staff

Provider profile information is important in managing
ongoing communication/contact. Beyond the primary
contact information, including preferences, the database
also tracks elements such as hospital affiliation, office
locations, insurance accepted, education, medical staff/
privilege status, office contacts, correspondence and
participation in CME.

Print/Fax/Email

The triage chart can be viewed immediately after the triage
and then sent via printer, fax or email to the location of the
nurseds choice. Pri mary
and other information comes forward automatically from
the patientds record

Time Ticket/Slip

Often information is updated or changed after the fact.
Time Ticket allows the call center staff to add another
transaction to an existing closed transaction. Multiple time
tickets can be linked to one transaction.

Triage Setup

Management of triage protocols has never been easier.
The protocols provided can
modi fied, your finewo
and are not overwritten during product updates. Your
organization may also create new protocols from scratch.

Communicating with physicians is an Survey

important part of many after-hours triage ] ) .

centers. Maintaining or using their on-call Patient and member satisfaction,
schedule is often complicated and a paper- outbound calls to discharged patients,
intensive process. Gen B jealfh gisk gsgessgpnts all rely on

a solid survey tool. This type of data
n et gaghering ig glso a key activity in any
@ erc Go°° disease management program. The
vety a Centaurus survey module has the
o R flexibility to support a spectrum of data
Q L5 o -gathering needs, from simple surveys
6 po° to complex assessments based upon
branching logic and intricate business
rules. Additionally, the surveys can be displayed one
question at a time or in a multi-question format, well suited
for repetitive surveys or data entry from mailings. (see
screen captures) Centaurus is furnished with several
health risk and standard survey templates (HRA, Zung and
CESD depression screens, etc.). Additionally, LVM will
customize/create surveys for your organization or train
your staff how to Abuild

SN

6°°

REV 00601%1

Car e

be

protocol s

your



