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North Scottsdale Family Medicine 

Associates, an Arizona family medical 

practice, is focused on building 

relationships with patients that 

emphasize mutual respect and trust. 

Each of the seven physicians at the 

practice takes a special interest in the medical needs of the families they serve, 

getting to know each family member, along with their medical history, to provide 

the best level of care possible.

While the first-class care the physicians at North Scottsdale Family Medicine 

provide is vital to ensuring superior medical treatment, effective office 

administration proves equally important to supporting the needs of these medical 

professionals and their patients.  Coordinating patient relations; managing 

insurance reimbursement, billing and financing; staff development and training; 

and maintaining medical records are just some of the wide-ranging responsibilities 

that medical office managers handle on a daily basis.

When Charlene Burgett, office administrator for North Scottsdale Family Medicine, 

was first introduced to the Talkument voice documentation solution from OAISYS, 

she immediately knew it had the potential to streamline and improve the overall 

efficiency of their office operations. Talkument enables medical office personnel to 

store, search, playback, annotate and share their phone-based interactions.

“We needed a way to document phone conversations for quality assurance and 

medical legal reasons. When I found Talkument out there from going to a 

conference, I just thought that this was the best thing I could find for our practice,” 

Burgett explained.

Burgett immediately realized the benefits Talkument could bring to her practice 

when dealing with insurance companies. “When we’re doing authorizations or 

appealing denied claims, often [insurance companies] will say something to us and 

it doesn’t actually happen when we expect it to,” said Burgett. She further 

elaborated, “For instance, if the insurance company says ‘Yes, we will go ahead and 

pay for it,’ and then, a month later, that procedure or service is not paid for, we now 

have a way to go back and listen to that conversation.”

Burgett was also pleased with the quality assurance capabilities Talkument 

provided the practice. She explained, “From a quality control perspective, I want to 

make sure that my staff is providing appropriate information to the patients.  If 

there is a time when the conversation might get somewhat difficult, I can actually 

pull the employee in my office and have them listen to the conversation, and they 

can come up with the point in time when it may have ‘went south.’ They can work 

with me on trying to find ways to have said something more appropriately.”

“I can’t be around to listen to everybody’s conversations throughout the day.  

Before Talkument, you had two people telling you their side of things and, 

typically, you needed to look at both sides and try to come up with the third 

[account] of what happened.  With Talkument, I can actually listen to the tone and 

the information, and I can have that person sit with me and listen to it as well. It is 

a wonderful educational tool for the staff to hear how they sound on the phone.”

Burgett noted that Talkument’s ability to capture the full communication, including 

tone of voice, has proven especially helpful in determining how her staff’s phone-

based interactions can be improved.  “Maybe their intention is more informational, 

but sometimes that tone will completely change the whole conversation to being 

negative. When you’re listening to it, it’s pretty palpable; you can tell where it 

changed,” said Burgett.

“It’s a great tool for people to understand ‘Well, I think I could have actually said 

that a little bit better, and I do see what you mean by my tone.’  It has helped me to 

be a better administrator because I can give them facts, because I never want to tell 

somebody ‘you’re doing this wrong,’ but not be able to give them the reason,” 

Burgett added.

While Talkument has helped her to identify instances where performance could be 

improved, she was also pleased that the solution allowed her to verify that employ-

ees had conducted themselves properly over the phone. “I have had a number of 

times where Talkument actually proved that the employee was saying the right 

thing and that the employee was not being inappropriate,” said Burgett.

Talkument also offered a means to improve North Scottsdale Family Medicine’s 

overall documentation processes and to minimize liability risk, an important 

concern within the healthcare industry.  “We’ve also had situations where patients 

would say something and we want to have that documented.  We document 

everything in charts, but we like that extra benefit of having the information 

verbally, so we can have that support us if there is ever a problem in the future,” 

Burgett elaborated.
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Burgett provided an example of how Talkument can actually help to 

ensure that patients receive the proper care, of critical importance in 

an industry where even the smallest of errors can present serious ramifications.  

Burgett explained, “If somebody had a question as far as what did the patient say 

[regarding] what medication they were on, or what strength, and perhaps they could not 

remember, I can pull up that particular conversation, and say ‘Okay, this is what they said.’  

If by chance, [it] was miscommunicated from one person to another, this will allow me to 

get the real information.”     
 

Talkument’s ability to selectively record calls was also important to Burgett and the 

physicians of North Scottsdale Family Medicine, as there were some conversations that 

needed to remain private.  “I do, for my office staff, provide a phone in the break room that 

I do not record.  The reception area phone I choose not to record because I want the patients 

to feel comfortable that their personal conversations are not recorded.  That was a selling 

point.  I already loved the system, but the doctors were a little concerned.  Since we were 

able to make sure that certain phones were not going to be recorded, then they were with 

me completely, 100 percent,” she said.      

Previously, the only option available to North Scottsdale Family Medicine that would allow 

them to record their calls was the “record a call” feature of their phone system.  Burgett 

found that functionality to be extremely limited compared to the robust feature set of the 

Talkument solution.  “There were problems with that.  It being manual, people would 

forget.  I would just hear about the conversation, and not be able to ever actually hear it 

because they forgot to record it,” said Burgett.  

Additionally, Burgett found that the critical information leading up to the moment when it 

was determined a call should be recorded was absent when recording via their phone 

system, a deficiency that Talkument easily overcomes, given that the call is captured in its 

entirety.  “Often times, when you’re going through a conversation, in the beginning, there 

is no need to record it.  Then, as the person becomes upset, you need to record it,” Burgett 

pointed out.

Another benefit that the Talkument solution provides that a basic phone system recording 

feature does not is the ability to annotate voice documents with text-based notes, 

something Burgett found particularly useful in her practice. “If I or a staff member have a 

conversation with somebody I can [add] who it was and a couple points to remind me of 

why that note was so important, then I can file it into the ‘My Documents’ folder, save it and 

protect it,” she said.

The intuitive Talkument user interface, similar to Microsoft Outlook in design, has allowed 

Burgett to quickly become adept at using the solution.   “I find it very easy and helpful.  It is 

a pretty straightforward format, it does look like an Outlook screen, it does seem very easy 

to use and everything makes sense where you would find it,” Burgett said.

OAISYS offers a variety of training tools to enable customers to get the most out of their 

new solutions, including live, instructor-led training classes, Web-based tutorials, and a 

comprehensive training DVD included with every OAISYS solution deployment.  Burgett 

found the DVD to be especially helpful in allowing her 

to get the most from the Talkument application.  

Explained Burgett, “I was able to learn it myself 

watching the DVD, and I felt very comfortable with what I was able to learn.  This gave me 

the opportunity to do it at my own pace. The instruction was awesome, I feel very 

comfortable with using it at this point in time.”      

Burgett’s experience with Sonoran Integrations, the OAISYS reseller that provided North 

Scottsdale Family Medicine with the Talkument solution, was both flawless and enjoyable.   

“It was pretty seamless, they were very organized and they worked well with our telephone 

service company.  They were very professional,” Burgett said.

In addition to her positive experience 

with the Sonoran Integrations team, 

Burgett was equally pleased with the 

OAISYS personnel she interacted with.  

Burgett said, “I worked specifically 

with Vern Suesse [OAISYS Business 

Development Manager], he was 

great.  It was definitely not ‘high sales’ 

at all, and I liked that.  I liked that they 

let me go at the pace I needed to go 

with this process.” 

As a member of the National Advisory 

Board for the Physician Office 

Managers Association of America 

(POMAA), Burgett is extremely 

familiar with the many challenges others in her profession regularly face.  Explained 

Burgett, “[POMAA is] a newer professional organization for office managers, 

administrators, and billing managers who are responsible for physician practices.  We focus 

on small- to mid-sized practices because there is so much information out there, it is nearly 

impossible to keep up with the regulations and the changes that are going on within the 

insurance industry.  We’re able to create a network to share this information and help each 

other through the quagmire of the healthcare industry.  You find that other people have 

gone through a lot of the things that you have gone through, and it does help.”

Burgett was emphatic concerning the value Talkument has delivered to her practice, and 

believed it was a highly useful office administration tool for the healthcare industry.  “I love 

it.  I don’t even want to think of going back in time before Talkument because it is such a 

wonderful tool for me, it’s amazing,” concluded Burgett.
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