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#n the brink of opening a new hospital, the 

medical records director at Family Health 
West (FHW) was asked to be prepared for 
the coming upsurge in medical records. 
Surrounded by wall-to-wall filing cabinets, 
Karen Hatch and her team were already 
struggling to store and manage normal 
patient growth rates. Where would they 
store more filing cabinets? How would they 
handle the increased workload? Hatch 
wasn’t confident in the existing records 
management system, and she needed a 
solution before the ribbon cutting. 

Since implementing a Digitech Systems’ 
Enterprise Content Management (ECM) 
system, FHW efficiently manages more 
medical records while saving money, 
improving the quality of patient care and 

enhancing regulatory compliance.   
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Established in 1946 Family Health West 
(www.familyhealthwest.org) is a rural nonprofit healthcare service 
provider located in Fruita, CO, a community of 10,000 people. The 
organization’s 400 employees provide a continuum of care with a  
16-bed hospital, urgent care center, assisted living residence,  
long-term care nursing home, imaging and physical therapy centers 
and more.   

Before implementing the ECM system, the records department 
struggled to manage paper medical records and to accommodate the 
normal, annual 30% increase in new patients. Two full-time employees 
were dedicated to filing documents and building new file folders. The 
main office was packed with filing cabinets reaching seven feet tall, 
and even employee desk drawers were stuffed with patient files.  

Putting vital information in the hands of doctors, nurses and compliance auditors was also a 
chore. Inquiries were prioritized, but the department could take as long as two weeks to 
respond to requests for information. Additionally, the urgent care staff had to call employees 
back to work if they needed a patient file after normal business hours. Audits and state 
surveys were even more frustrating. When the department couldn’t find a patient’s medical 
record, employees searched through 1,000 files until the missing documents were found.    

With a new hospital opening within the next year, Hatch began to estimate the department’s 
increased storage costs and workload. “I had to find an answer. There was no room to store 
more files, so I started investigating how our long-term care facility was managing electronic 
files,” said Hatch. Her coworker referred her to D2Xchange, a Digitech Systems reseller, and 
immediately Hatch felt she had the solution. “The cost of an ECM system and a scanner was 
equal to the cost of buying all the new filing cabinets and supplies we would have needed. It 
was an easy decision, and the governing board approved the purchase right away,” she said.   
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� Increased records management 
productivity by 487% 

� Improved production 267% 

� Reduced medical records staff by 37%, 
saving $60,000 in personnel costs 

� Cut paper storage costs more than 50% 

� Accelerated emergency services and 
patient care  

� Enhanced compliance with HIPAA 
regulations, state surveys and  American 
Recovery and Reinvestment Act (ARRA)  
meaningful use requirements 



 

����

��������	
��������������	
��������������	
��������������	
����������

��������Family 
Health West �

	�
�������������
����������

D2Xchange, LLC. 

���������Storage 
space for paper 
medical records was 
running out just as 
the organization was 
about to open a new 
hospital 

����������
PaperVision 
Enterprise and 
PaperFlow����

����
����	�

���������Electronic 
medical records 
reduced the burden of 
information 
management, 
increased 
productivity, 
accelerated patient 
care, enhanced 
compliance, and 
prepared the 
organization for 
future federal laws 
requiring electronic 
records systems�

	������������������ �!�
"#$$��!��%���� ���&'����
�(����)$$�

%�� '**+�,�--.��������
"$///�
"00!12#!1)03�
'''!+��������������!�*��

“With PaperVision Enterprise, our productivity increased 487% 
and our production improved 267%. Plus  it’s helping us achieve 

meaningful use for the ARRA and HITECH Act requirements.” 

-Karen Hatch, Medical Records Director 
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Within one week, the system was implemented and employees in the records department were 
trained. Immediately they started scanning and indexing records using Digitech Systems’ 
document capture software, PaperFlow. PaperVision Enterprise was installed to securely store, 
manage and retrieve patient files. The ECM system was also integrated with FHW’s electronic 
hospital records management software. Today more than 100 employees, including doctors, 
nurses and billing, coding, human resources and other staff, have access to view documents.  
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By managing medical records 
electronically, FHW is improving 
efficiency, enhancing regulatory 
compliance and saving money. In 
fact, the ECM system enabled the 
records department to downsize while increasing production by 267%. Even after the new 
hospital opened and patient visits more than tripled, Hatch was able to reduce employees and 
save $60,000 in annual personnel costs. Previously, they needed eight employees to handle 900 
patient visits each month, but now they handle 3,300 visits with just five people.  

Clinicians and staff members no longer have to call for medical records. They access information 
on any computer at any of the six FHW facilities. “Our patients aren’t waiting on paperwork in 
order to receive care,” said Hatch. “Emergency services are faster now, because clinicians have 
medical history documents at their fingertips. They can make quick, more informed decisions 
when timing is critical.” With less paper to manage, other benefits have also surfaced. FHW avoids 
$3,000 in annual shredding costs and cut paper storage costs by more than 50%. Workspaces 
aren’t filled with paper, and they respond to information requests within 24 hours. “We 
eliminated all the search frustration. Morale is great, and there are a lot of smiling faces,” she said. 

State surveys have dramatically improved, because there’s no risk of losing electronic records. 
“Since we’ve been using PaperVision Enterprise, we’ve never had a file we couldn’t produce,” said 
Hatch. The ECM system allows unlimited index values. So employees identify 20 items on each 
medical record that can be used for searching. “There are 20 different ways to find medical 
records, and we can pinpoint specific information within each one,” she said.   

The system stores complete electronic medical records that help FHW meet legal and compliance 
requirements. Physicians’ orders, lab results, photos, HIPAA compliance signatures and 
information from the regional health information exchange are all scanned and associated with 
the proper patient file. “You don’t have to hope that all the parts and pieces are there, and you’re 
not piecing together a complete file from both paper and electronic documents,” said Hatch. 
“Everything is in one place, helping us reduce risk and simplify security and compliance.” FHW is 
also handling HIPAA compliance with ease now that they have extensive security features and the 
ability to prohibit specific users from editing, printing or even viewing records. Audit trails are 
also helpful, because they can track document history, user activity and record disclosures.  

The ARRA as well as the Health Information Technology for Economic and Clinical Health 
(HITECH) Act will require electronic medical records, but Hatch says FHW is proactively prepared 
and already meeting the preliminary requirements. “Thanks in part to our PaperVision Enterprise 
system, we’re achieving meaningful use today,” she said. “When all the rules and regulations go 
into effect, we will be ready.”   
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D2Xchange is a full-service provider of data and document management solutions to capture, 
manage, retrieve and distribute information more effectively and securely. By providing paperless 
office solutions including Digitech Systems software, D2Xchange helps companies access 
information faster, share data and documents more efficiently, improve customer service and 
satisfaction, streamline paper-laden work processes and increase productivity. To learn more, 
visit www.d2xchange.com or call 866.329.8599. 
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