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As our practice has grown, the task of communicating with staff over a larger physical layout has 
become more challenging.  With 14 surgeons and over 15 PA’s, we now operate on three floors with four 
reception areas, and multiple support spaces such as casting and x-ray.   Staff assignments, meeting updates 
and provider changes needed to be communicated in a timely manner to groups distributed throughout our 
facility.   The volume of patients also varies by area based on the mix of providers in clinic each day, and we 
sought to be able to “flex” support staffing as required by the demand.  We have come to rely on two very cost 
effective solutions to facilitate communication, as well as improve staff and management’s “situational 
awareness” of key clinical support areas.    

The first is an instant message application that operates inside of our internal network environment.   
We use “The Big Ant”  http://www.bigantsoft.com/  to communicate and updates and the day’s 
announcements.   With the ability to create employee work groups, e.g. Reception or Billing, managers can 
easily alert their team regarding changes or updates, or we can send a building wide message.  The instant 
message “pops up” in the corner of the recipient’s screen and remains until cleared, so that staff see that there 
was a message if they were away from their workstation.  We have also found it to be invaluable in that it 
allows staff to pose questions to a content expert or alert reception that a provider is running behind, without 
having to leave their desk or try to connect by phone.  With the ability to automatically import existing user 
names on your network, it is powerful and flexible, yet does not require a degree in computer science to install 
and manage.  While the potential for “chit-chat” exists, all messages are archived and can be reviewed by 
management, and we have not found this to be a problem. 

The second technology that we have deployed uses the increasingly affordable wireless security 
cameras that are available from many manufacturers.  While in this day and age all practice managers worry 
about security, this was not our primary motivation for implementing these in waiting rooms, x-ray and cast 
rooms.   We realized that depending on the mix of providers, we could have one reception area that was 
struggling with check-in volume, and another one floor up that had no waiting.  With networked wireless 
cameras in combination with user friendly multi-camera displays that are easily installed on workstations, both 
management and reception staff can see the status of other areas, and give patients the option to check-in in 
another area and return to the waiting room.   In a similar manner, casting and radiology techs can see that 
staffing may need to “flex” from one area to another based on patient demand.   

Of course, you should be aware of state regulations regarding video cameras before implementing 
them, but we have not had a single patient complaint about having a camera monitoring a patient care area or 
waiting room.    If the practice chooses, the captured video can now be archived at very low cost with the use 
of a modestly sized PC and external USB hard drive storage.  Occasionally, this archived video has been 
invaluable for investigating situations with patients who have been disruptive or uncooperative.   We keep 
video for approximately 30 days, and it is then automatically purged.   We are happy with D-Link DSC-932L, and 
the software bundled with it can monitor up to 32 cameras. 

As the economics of physician practices challenge administrators and their management teams to 
improve effectiveness while minimizing costs, consider taking advantage of these inexpensive communications 
technologies. 
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