
At a Glance:
The West Virginia University Hospital 
System
Morgantown, WV

Facilities  
Ruby Memorial Hospital�s��
WVU Children’s Hospital�s��
Mary Babb Randolph Cancer �s��
Center (provider-based clinic)
Jon Michael Moore Trauma �s��
Center (Level 1)
Chestnut Ridge Hospital�s��
WVU Cheat Lake Physicians�s��
Rosenbaum Family House �s��
(provider-based clinic)

Location
The West Virginia University 
Hospital System is a multi-campus 
facility located in Morgantown, 
West Virginia.

Patients
More than 129,000 days of 
inpatient care in 2004 alone.

Number of Beds
620

Solutions
HealthPort ROI (full-service option)
SmartPartner (back-office option)
HealthPort DMS (document

conversion & storage services)
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CASE STUDY

RELEASE-OF-INFORMATION
SmartPartner Overcomes the Challenges of Marrying ROI to EMR

WVU Hospitals Realize Solid Advantages from EMR, But it is Not a Complete Solution
When deploying an Electronic Medical Record (EMR) system in a health information 
management (HIM) environment, you cannot always believe what you hear. It’s 
true that an EMR will help hospitals comply with new standards of accountability, 
improve and streamline their HIM processes, and enhance the overall level of 
service they provide to the general public. However, EMR vendors also hold out the 
promise of a revenue generating automated release-of-information (ROI) process 
as one of the benefits. They cite the financial gains to a hospital of bringing ROI 
in-house and give the impression that transitioning release-of-information requests 
over to an EMR system will be relatively seamless.

The reality is that EMR, while offering many advantages to HIM processes, creates 
several problems when being deployed to handle release of medical information 
requests. The areas where EMR systems fall short in adding real value to the ROI 
process consist of including staffing issues, regulatory compliance, billing, and 
collections.

A Real World Example—Spartanburg Regional Healthcare System
In July 2004, WVU Hospitals implemented an EMR system as part of a comprehensive 
overhaul of their HIM process. As part of the rollout, the EMR vendor recommended 
that the hospital use the EMR system to process ROI requests internally. The vendor 
claimed that this would net the hospital up to $400,000 in annual revenue.

Melissa Martin, Director of Health Information Management and Privacy Officer 
for the West Virginia University Hospital System, realized early on that there were 
problems with these income projections. “During the implementation process, we 
started to analyze the numbers,” said Melissa. “We recognized that there were two 
main flaws in the EMR-based ROI approach. The first is that the income projection 
($400,000) was based on the assumption that we could charge and collect the 
maximum allowed by the state of West Virginia to fulfill ROI requests. A class action 
lawsuit that involved several hospitals and three ROI vendors in the state challenged 
this assertion and made it unfeasible. We also concluded that the demands of 
HIPAA also made this projection unrealistic.”

The second issue had to do with the Full Time Equivalent (FTE) challenges that 
faced the hospital if they handled their own ROI processing. Melissa realized that 
with EMR-based ROI, they were on their own when it came to processing, mailing, 
fulfillment, and billing for ROI requests. She knew that the hospital would have to 
staff FTEs to fill all of these roles.



A Plan-of-Action: Document Conversion Services
HealthPort’s Document Conversion Services (HealthPort DMS) were implemented 
to solve two major EMR challenges. First, HealthPort had personnel on-site 
performing the prepping and scanning of records during “go live” weeks. These extra 
hands gave departmental staff time to focus on learning the new system while still 
meeting the new system’s 48-hour turnaround time commitment.

The company that met all system requirements, without additional management 
and staff time required, was HealthPort. The healthcare consulting services team 
from HealthPort included quality and productivity goals into the contract, and with 
approval from Melissa’s CFO, moved forward on the project.

When Melissa ran the numbers, she concluded that, at best, bringing ROI processing 
in-house might gross their organization $100,000 yearly, but they would end up 
paying out $120,000+ to staff the 2-3 positions necessary to augment the processing, 
billing, tracking, and collections of ROI. Melissa recognized that another approach 
was needed to maximize ROI processing in a way that minimized any necessary 
changes to her internal staff and generated maximum revenue for the hospital.

The SmartPartner Approach
After evaluating her options, Melissa turned to HealthPort. WVU Hospitals and 
HealthPort had a preexisting 5-year relationship, and Melissa felt HealthPort had 
a solid understanding of the issue. HealthPort recommended implementation 
of their SmartPartner product as a complimentary ROI process to WVU’s EMR 
environment.

SmartPartner is a complete system that allows facilities to either scan medical 
records that are still in paper form or pull and process records directly from an 
EMR. Files are then downloaded to HealthPort’s digital backbone for the printing, 
mailing, fulfillment, invoicing, and collections process. SmartPartner would allow the 
internal staff of WVU Hospitals to process ROI requests securely and efficiently, 
while handling all back-office burdens.

HealthPort stays abreast of all ROI laws and maintains complete compliance with 
state and federal regulations. Once records are pulled and scanned, SmartPartner 
handles the rest of the processing. And since HealthPort utilizes a revenue-sharing 
model with the hospital, HealthPort is able to deliver real value without driving up 
costs to the HIM department.

Easy Implementation
Because of their technology and experience, HealthPort was able to plug directly 
into the EMR of WVU Hospitals. Melissa felt that HealthPort’s staff was a major 
factor in helping facilitate a smooth transition. “Chris Boue, Vice President of 
Operations, worked on site constantly to help us resolve issues. Issues that, in 
fact, were actually caused by the previous vendor,” said Melissa. “It really made a 
difference in getting us up and running quickly.”

ROI
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