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Listen To What Our Clients
Have To Say...




All of us at PerfectServe
are very proud of how our
service has been received
by our clients. In fact, it

is not uncommon for our
clients to contact us to
express how pleased they
are by our platform and our
people. These expressions
of appreciation and trust
are precious to us.

And we are proud to share
a few of their comments
now with you.

Remember that the
people whose words you
find here are working
physicians and practice
administrators who use
PerfectServe every day.
They are not paid
spokespersons of
PerfectServe or members
of any PerfectServe board
or group.

EDWARD RIGTRUP, M.D.

Pediatrics

PerfectServe has eliminated a
huge headache for me. When I
used an alpha pager, my patients
had more privacy than I did. Every
caller got my private number. But
now I can call patients back
anonymously, even those who have
anonymous caller ID block.

I never, EVER get an incorrect
page anymore. I love it! T would
guess [ get fifteen percent fewer
calls now than [ used to — and it
makes life after hours so much
more manageable.

Our group shares weekend call
with another practice. In the past,
when the other practice was on
call, we had to re-record our after-
hours message and ask patients to
call another phone number. Now,
PerfectServe routes the calls
automatically to the appropriate
physician. The patients — of both
practices — call the same number
they're accustomed to calling all
week long.

I really cannot overstate how
convenient PerfectServe has made
our after-hours care. It's straight-
forward, direct and simple to use
— very intuitive. Yes, patients do
have to listen to the choices that
are given to them. But the prompt
always repeats in case they miss it
the first time.

I love the control I have. It is so
easy to alter the on-call schedule
now. I never have to wait on hold
to get through to an operator. [
never have to hope the operator [
spoke to got the information right.
And the changes are implemented
as soon as [ input them. I can even
inform my partners with the click
of a few buttons. It really is
fantastic.

[ think every practice that gets
more than a few calls a night
would benefit from PerfectServe.
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REEVES JOHNSON, M.D.

Family Medicine

Compared to a traditional
answering service ['ve used,
PerfectServe is far more reliable.
They just don’t make mistakes.

PerfectServe gets me all the
information I need — all the time.
With my old service, I had to
educate the operators, which took
a while. And by the time one
operator knew what I needed,
she'd leave, and I'd have to start
over again with the replacement.

The consistency is a beautiful
thing. With a live operator making
the decisions, sometimes you're
okay. Maybe even most of the
time. But PerfectServe handles
the same call types — from
patients, say, or from other
physicians, or hospital staff — the
same way every time. The prompts
are very easy to follow — patient’s
name, age, pharmacy, pharmacy
phone number. And the person
has plenty of time to respond.

Our weekend call volume for the
physicians is down more than half.
That's because PerfectServe
screens and handles the non-
urgent calls without bothering us.
Overall, the time we spend on call
is much less hectic because of
PerfectServe. It’s like night and
day.

Our practice is saving $500 a
month now, versus what we used
to pay for our traditional answer-
ing service. Now I know every
practice’s usage pattern is
different, and some smaller
practices that screen their calls
effectively already may not show
that level of savings. But that’s
how much it’s saving us.

PerfectServe is terrific. Our
doctors love it. Our patients love
it. I love it. I see no reason to ever
go back to a traditional answering
service.

LUCINDA FENSKE, M.D.

Obstetrics/Gynecology

PerfectServe saves me a lot of
time and frustration. It is so easy
to make changes to the on-call
schedule — and to communicate
those changes to other staff. What
used to be essentially chaotic has
been systematized, and the
change is wonderful.

I love being able to go to only one
place — my PerfectServe inbox —
to retrieve messages, whether
they're faxes, voicemails or emails.
And I never have to wait on hold
to get them. I have instant access
to my messages, whenever [ need
it. And because they're logged
automatically, I can go back and
refer to old messages whenever [
need to.

[ very much appreciate the fact
that now I can hear my patients
describing their problems in their
own voices. | am much more able
to assess the acuity of their
situation this way. I no longer
have to rely on some medically
untrained operator’s interpre-
tation.

My patients are very comfortable
with PerfectServe. One longtime
patient told me she was happy to
be able to leave a message that
I'm going to hear personally,
rather than having to worry about
whether a stranger she’d never
met was going to transmit her
condition accurately.

I would wholeheartedly recom-
mend PerfectServe to any
physician who wants to simplify
and systematize his or her on-call
communications. PerfectServe has
brought a level of precision to our
after-hours practice that was
never possible before. Now every
message is complete and
accurate. Frankly, 'm not sure
how they can do what they do and
keep it so affordable.

ARTHUR CURTIS, M.D.

Otolaryngology

[ would have thought that you'd
have fewer mistakes when you let
people answer your phones. But
the reality is, people make
mistakes. PerfectServe never
does. Having that peace of mind —
that we're no longer relying on
some overworked operator to get
it right — that’s been very valuable
to us.

[ get probably 20 percent fewer
after-hours calls since we've been
using PerfectServe — which is very
nice. The reason is, I avoid being
bothered with the non-urgent
messages and requests. They're
saved until our office can respond
to them on Monday morning.

Before, when I used the pager
alone, I'd receive notification of a
phone number — that was it. Very
often I had no idea of who was
calling, or what the problem was.
Now, I log into my PerfectServe
inbox, and [ hear the person’s
own voice describing the problem.
So I'm prepared for what I'm
dealing with.

With PerfectServe, patients log in
their own phone numbers, so I no
longer have to deal with the
nightmare of trying to figure out
how to unsnarl a wrong number.

When we made the transition to
PerfectServe, we had some
misgivings. But our PerfectServe
client services person was very
patient. She walked us through
the process and made sure our
system was exactly what we
needed.



PAT WEBB

Practice Administrator

Obstetrics/Gynecology

I am so impressed with
PerfectServe. The control our
doctors have is wonderful. Each
one can choose how and where to
handle calls — all the time. And
they can change the protocol
every half hour if they wish.

When we went with PerfectServe,
[ was expecting some resistance;
but the transition was absolutely
seamless. [ have not heard of a
single patient complaint. Not one.
[ would never have believed that
could happen. I think it just
shows that our patients are more
accustomed to technology than we
give them credit for.

With PerfectServe, we never lose
calls, which is huge. Before, we
were losing calls regularly.
Sometimes because of problems
with our pager supplier. And
sometimes because our answering
service would take the name or
the number down incorrectly. All
we could do was hope the patient
would call back — which is a
horrible way to handle your after-
hours communications. Now that
never happens. If our pagers don’t
function right, PerfectServe
automatically sends another
notification message.
PerfectServe keeps trying until
the patient’s message is retrieved.
Eventually, they'll even call
another physician. The point is,
no calls are ever lost.

For any after-hours application,
the most important thing you
need to address is the liability
issue. You need to make sure you
are getting accurate information —
all the time, every time. And you
need to respond to it on a timely
basis. With traditional answering
services, that assurance is never a
hundred percent.

But with PerfectServe, we don’t
lose calls. We always get the
information we need, and it's
always correct.

SHELDON GREENBERG, M.D.

Psychiatry

PerfectServe lends a professional
image and edge to a doctor’s
practice. It lets your patients
know you're on top of the
technologies that can serve them.

With the conventional answering
service, there were too many
human errors. Now I get the
patient numbers in a clear and
correct manner. I don’t have to
worry that PerfectServe is going
to garble numbers or misinterpret
information. There is no failure in
forwarding messages or errors in
after-hours communications.

The thing that’s great is that I am
able to get my messages in a very
timely manner. 'm not hanging on
hold interminably while an
operator assists another practice.
With PerfectServe, I get messages
in a much cleaner and crisper
fashion. For a busy practice, that’s
very important, very valuable.

PerfectServe ends the nightmare
of losing the slip of paper with
your messages on it. With
PerfectServe, you can go back and
get hundreds of past messages
within the system. In fact you can
archive them endlessly on your PC
if you want to.

The PerfectServe team has done a
professional, lively, extraordinary
job in adapting their offering to
our practice needs. Then,
whenever we have needed
revisions, they have been
attentive and thorough. They'll
work until you're satisfied.

I'm referring other doctors to
PerfectServe — and even some
people outside the medical
community, whose businesses I
think could use PerfectServe.

JOHN L. BELL, M.D.

Surgical Oncology

PerfectServe has made it much
easier for me to receive after-
hours calls from both patients and
colleagues. Now the time I spend
on call is more enjoyable — and
less worrisome.

[ like knowing that calling a
patient back is not going to
compromise the privacy of my
home or cell phone numbers. Now
when I return a patient’s call, the
number that shows up on the
patient’s caller ID pad is
PerfectServe’s — not mine.

Before, we had to rely on
untrained operators to relay
important information. They
would have to pass along details
about a patient’s condition, or
messages left by other physicians.
But because these operators were
not medical personnel, they didn’t
know what we look for with
certain conditions, and very often
something germane would be lost.
With PerfectServe, I can hear the
message directly — in the patient’s
or the doctor’s own voice — so
nothing is ever lost or filtered out.

[ like the automatic call-back
feature a lot. I don’t have to
fumble around for a pen and
paper, and [ don’t have to worry
about losing whatever scrap I had
to write a number on. I can just
press a button, and PerfectServe
dials the number back auto-
matically.

With PerfectServe, I'm not a slave
to my pager. If I'm going to be out
of pager range, I simply instruct
the system to notify me of urgent
messages via my cell phone. Or I
can have the urgent messages
forwarded directly so I can handle
them in real-time.

PerfectServe is far superior to
traditional answering services.

Simply put, PerfectServe helps
me be a better, more effective
practitioner.
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CANDIE FOX
Office Manager

Nephrology

PerfectServe makes life in our
office so much easier.
PerfectServe just doesn’t make
mistakes. With our old service, we
knew they were answering for ten
or fifteen other practices as well
as ours. And invariably we'd get
somebody else’s messages
sometimes. Or the wrong phone
number.

But not with PerfectServe. With
PerfectServe, there are no lost
messages.

The other day, one of the doctors
said to me, “PerfectServe has done
something wonderful — and
difficult. They have eliminated
human error.” And it’s true. When
there’s a problem — which is rare —
we always find that it's because
someone on our end provided
faulty instructions.

PerfectServe makes it easy for the
patients. They don’t ask too much
too fast. And when you're calling
in and miss a step, you can always
back up. You don’t have to hang up
and call back.

Thanks to PerfectServe, we get no
complaints whatsoever about our
phones. People love the fact they
aren’t piled up on hold. They love
the fact that they can get their
message to the person they need
to reach.

With PerfectServe, our doctors
can penetrate anonymous caller
ID block without exposing their
home phone numbers. This is a
tremendous relief, because we've
had patients calling our physi-
cians at home. One had to change
his number repeatedly before we
had PerfectServe.

I don’t know how they do it, but
PerfectServe is much less
expensive than our old answering
service was. Much less.

"

EUGENE LOUIE-NG, M.D.

Obstetrics/Gynecology

It is wonderful to be able to call
patients back with just a touch of
a button. I don’t have to hunt for
pens in the middle of the night or
in the car, and I don’t have to try
to read what I've written down in
a hurry. With PerfectServe, things
that used to cause real headaches
are handled — easily and conve-
niently.

[ admit [ was apprehensive about
PerfectServe at first. It sounded
impersonal and difficult. But I
have found it extremely easy to
use — very intuitive. And it has
been accepted by our patients
without a single complaint.

I have heard of some practices
spending tens of thousands of
dollars in capital expenditures to
develop computer systems to
manage their phones. And they
don’t have half the services we do.
And the fee we pay each month is
about what we paid for our old
answering service. I'm not sure
how PerfectServe does it, but I am
very glad they do.

Things that used to be a source of
frustration before PerfectServe
are now very simple. Changing the
call schedule, for example. I used
to have to try to get in touch with
my partner — which isn’t always
easy — then call an operator at our
answering service. Now, changing
the schedule is quite simple, and [
can do it from my phone or my PC.
And I can leave a message for my
partner that [ know he will
receive. The entire process takes
only seconds.

[ would recommend PerfectServe
to any practice that can'’t afford to
lose messages and doesn’t have
time to waste. Which is to say, I
think PerfectServe ought to be
seriously considered by absolutely
everyone who has patients calling
after-hours.

GREGORY BLACKMON, M.D.

Pediatrics

PerfectServe has actually allowed
us to differentiate ourselves from
other practices. A few years ago,
we set up what can be called a
‘boutique’ practice. We wanted to
give parents better access to care
for their children. A big part of
that is the PerfectServe OnCall
service, which allows them to dial
straight through to us. They have
one number to dial, then
PerfectServe routes their call to
us wherever we are — usually via
our cell phone. This increases our
efficiency — we have just one call
to deal with, instead of two or
three. It also saves us money,
since working through a call
center can get expensive. Best of
all, it gives parents a good feeling,
knowing their doctor is just a
quick call away. People are very
respectful of our privacy, too.
When they call, they're usually
apologetic, and they keep the calls
short and sweet.

I like how people need just one
number to contact me. Voice, fax,
mobile, whatever — it makes
things very clean, very precise.

The PerfectServe people have
been very helpful. I think we’re on
our fourth generation of call
routing, and they're always willing
to assist us with whatever we want
to get done. They’re a pleasure to
work with.

Our practice isn’t huge — two
nurses and two doctors. The sheer
volume of calls we get on Monday
mornings can be crushing. But our
people have headsets, so they can
move around as they field calls.
They can call up records, triage,
document calls — all on the fly. It’s
been terrific, and it really helps us
keep our costs down. We can staff
for what we really need, instead of
having to staff the entire week to
cover those crazy Monday
mornings.



PAUL HATCHER, M.D.

Urology & Urologic Surgery

DEBRA BALL
Office Manager

Infectious Disease

LISALYNCH

Coordinator

Family Medicine

I am pleased with what
PerfectServe has done for our
practice. It consistently and
reliably provides us with high-
quality after-hours coverage. We
decided what information we
needed to help us respond to calls
productively, and PerfectServe
provides it.

We don’t have to worry about
dealing with new answering
service employees — educating
them, breaking them in through
the inevitable period of trial and
error. PerfectServe gives us
consistent, predictable, reliable
after-hours coverage. After-hours
used to be high on our list of
concerns. Now it's taken care of.

The cost of PerfectServe is
comparable to what we were
paying for our traditional
answering service. But the value
PerfectServe offers is greater.
PerfectServe is more accurate —
with no “human error” — and with
a fully documented record of our
after-hours messaging.

The great majority of our patients
have accepted PerfectServe
without complaint. We've had very
few negative comments — which is
outstanding.

PerfectServe protects my privacy.
I don'’t have to worry about
patients with caller ID getting
access to my personal phone
numbers. When I call them from
my home phone or cell phone, the
patients see the PerfectServe
number — not my number. I can
also overrun their anonymous
caller ID, which is tremendously
useful. With PerfectServe, I don’t
have to worry about subjecting my
family to unwanted call-backs.

We have some unusual call flow
requirements. We have three
physicians who make rounds at
seven different hospitals.
PerfectServe allows the hospital
staff of each hospital to get
through to the specific doctor
who’s making rounds at that
particular facility, rather than just
being automatically routed to the
doctor who's on call. Wrinkles like
that are invaluable to us — and the
PerfectServe people get it done.

That’s also the kind of function
that’s too complex for a call-
center operator to master,
because it’s always changing,
always new. And when the
operator is handling calls for
fifteen other practices, there’s no
way they're going to keep it
straight.

We have different levels of call
flows. For example, other
physicians or office staff who call
our office can bypass the patient
menu and get straight to the
person who can help them.

We were very pleased with how
smooth and easy the transition to
PerfectServe was. They had no
trouble accommodating our fairly
complex call flow. They worked
with us to get it to where it
needed to be.

Our patients haven’t had much
trouble at all transitioning to
PerfectServe’s daytime call
management.

When we decided to go to daytime
call management, we talked to a
few suppliers before we talked to
PerfectServe. And the prices were
absolutely outrageous. They
wanted big up-front investments —
new computers, new phone
systems. But with PerfectServe,
we just pay a reasonable monthly
payment. There was no up-front
investment required at all.

The support we get from
PerfectServe’s people has always
been excellent. They go out of
their way to make sure you get
what you need. They're always
following up.

Our phone situation was a mess.
We were getting an astronomical
number of phone calls per day. All
our office staff was being drawn
into the phone calls, so our
productivity was really affected.
And even at that, patients were
still getting busy signals some-
times, and they were being kept
on hold for minutes at a time.

Now no one gets a busy signal.
And if they're put on hold, it’s not
for long. And at least theyre
waiting for the person they need
to talk to —instead of the
receptionist.

The PerfectServe people have
been really great to work with.
They always listen to us, and then
they come up with solutions that
suit the way our office works.

With PerfectServe, our office runs
better than it ever did.



PHILLIP LIPKIN, M.D.

Plastic and
Reconstructive Surgery

Most answering services have a
“take it or leave it” attitude. They
don’t really care if their service
meshes with your practice needs.
But PerfectServe makes sure the
way your practice operates is
reflected in your on-call protocols
—whether you're a single
practitioner, or a one hundred-
physician practice. It’'s wonderful.

We were able to customize our
protocols to our own practice
needs. As we tried certain
prompts, we were able to modify
them and improve them. Now

we've got it just the way we like it.

The people at PerfectServe were
very willing to help us work
through the process.

As a doctor, you don’t like passing
out your private numbers. But I
never had a choice before. Now,
with PerfectServe, I can get
around anonymous caller ID
without revealing my number,
which eliminates a real source of
concern.

The one-button call back is
fantastic. It's so easy, and it
absolutely eliminates wrong or
lost numbers. Every patient
confirms his or her number.

I like hearing a patient’s problem

in his or her own voice. I no longer

have an intermediary filtering the
information, so no detail is ever
omitted. As a doctor, you can find
out a lot from hearing your
patients relate their problems
themselves.

It’s very simple: PerfectServe
makes the practice of medicine
much easier and far less worri-
some. [ am very pleased with how
they've helped us improve our
after-hours care. They call it the

next generation of after-hours call

management — and that’s very
true. I wonder sometimes how we
got along without it.

ANDREW DOBIN, M.D.

Internal Medicine

The one-touch call-back feature is
extremely useful. I never have to
worry about being caught without
a pen, or having to try to read a
number I scribbled while driving.
And I never get a wrong number,
because the patients key them in
themselves. PerfectServe has
eliminated what was a major,
ongoing headache for me.

[ used to do a lot of waiting on
hold before I could get my
messages — which can be
frustrating when you have things
to do. But with PerfectServe, my
messages are always queued up
and ready for me to access — by
phone, or by PC — whenever [
wish.

The web access to my
PerfectServe account is very user
friendly. It gives me total control
over our practice’s after-hours call
schedule.

[ would not hesitate to recom-
mend PerfectServe to colleagues.
It has made our off-hours practice
so much easier — and eliminated
on-call as a source of frustration
and concern. If you are dissatis-
fied with the way your after-hours
calls are being handled, [ would
definitely suggest PerfectServe.

LARRY WROBEL
VP Operations

Advocate lllinois Masonic
Medical Center

[ was convinced PerfectServe
could provide a better service at a
lower cost than the hospital’s
physician answering service.
Being an answering service is not
a core hospital function. We made
the decision to devote our people
and financial resources to patient
care services, where we have real
expertise.

PerfectServe managed the entire
process with minimum demands
on my time or my staff. They ran
with the project... the transition
of physicians to their service was
virtually pain-free from the
hospital’s perspective.

Given the opportunity, I would
definitely make the same decision
to outsource the hospital’s service
to PerfectServe.

PerfectServe built the financial
case as specifically as possible.
We provided them with basic data
and they documented hard dollar
savings of over $150,000.

PerfectServe made me very
comfortable with their approach.
They didn’t just focus on the
technology, which [ was convinced
would improve the reliability and
quality of the answering service
for our doctors. They also made
sure to put the right resources to
work in building relationships
with our physicians. Physician
acceptance was key to the success
of the project and PerfectServe
did everything they had to do to
build trust with our doctors.
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