
Practice profile

The Situation: Billing Issues & Lack of 
Customer Support 

Dr. Byron Timberlake owns Timberlake MD, a successful 
Ear, Nose and Throat practice based in Winchester, 
Virginia, with an additional part-time office in Front 
Royal.  The practice employs one physician, one LPN, 
one CNA, one full-time lead lab technician and two part-
time lab techs.  They currently see approximately 4,000 
patients, including 600 allergy patients. 
 
In March 2010, Dr. Timberlake’s office began making 
the conversion to an electronic system using the 
web-based solution of a large competitor for practice 
management and billing. Unfortunately, the transition 
was not a smooth one, so they did not even attempt to 
use the EHR function. When their new practice manager, 
Ann Hiner, came onboard in September 2010, she 
recognized that something had to be done in order 
to help run the practice more efficiently.  She found 
that the process for office staff to execute virtually any 
action in a patient’s account was very cumbersome. In 

addition, they experienced substantial billing issues 
and soon realized that 1,050 of their accounts had 
never been filed. 

As they set out to find their next and hopefully, final 
EHR solution, the things that stood out as being most 
important in their search were:  
 
 Support
 The ability to offer billing statements that  
 patients could understand
 Assurances that claims could be processed,  
 cleaned, and worked on easily
 A user-friendly system that would be easy  
 to learn and would accommodate even the
 least “computer savvy” staff members
 Meaningful Use features that would facilitate  
 the attestation process

IMS Improves Claims Processing 
and Provides Better Support to 
Thriving ENT Practice

Case Study: Timberlake MD 

Challenge: After experiences with several large 
healthcare technology vendors, it seemed that no 
matter which solution they picked, the practice 
still had to work through a number of problems 
including lack of proper training, ongoing billing 
problems and inadequate support. 
 
Solution: They finally found that the customizability 
and functionality of IMS, along with the personalized 
attention of VAR partner, Intuitive Solutions was the 
right fit for the practice. 
 
Results: Even though they have only been using 
IMS for a short period of time, the practice has seen 
dramatic improvements in the percentage of claims 
processed. The staff knows that they have a true 
partner they can count on for support and advice 
on how to make their practice run efficiently. 

Practice name: Timberlake MD 
Users: 9 
Specialty: Ear, Nose and Throat (including Allergy) 
Time in Practice: 42 years  
Location: Winchester, VA and Front Royal, VA  
Snap Shot: A well-established practice that tried 
several EHR vendors before finding the right fit 
for their needs with IMS. 
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Improved office productivity through 
fewer clicks  
Increased staff morale and confidence 
Enhanced claim processing 
Increased revenue 
Peace of mind thanks to outstanding 
support 

The Solution: Personalized Support & 
Customization 

Hiner began a lengthy research process to find the 
best EHR software system for the practice. She asked 
around, searched online and finally, she was able to 
narrow down the options to two companies including 
IMS. The practice staff participated in demonstrations 
and evaluations of both products to help with the 
decision making process. Although they initially felt 
that the competitor’s solution might be more tailored 
to their allergy needs, while still in the training and 
set-up process, they quickly changed their minds 
and terminated the contract. Again they were faced 
with the challenge of poor with customer service 
and a solution that didn’t deliver on promises made 
- including providing the specialized modules and 
templates they needed. They were 0-for-2 and it 
seemed that no matter which solution they picked, 
they still experienced problems including lack of 
proper training and inadequate support. Finally, after 
one more demo of the IMS product, their search was 
over. They decided that they had found the right 
combination of product functionality and professional 
staff by choosing IMS. 
 
Timberlake MD purchased their IMS system through, 
Intuitive Solutions and is currently utilizing the EHR 
as part of an integrated practice management and 
e-prescribing solution.  When Tayyab Yunus, CEO of 
Intuitive Solutions, made a personal visit to Timberlake 
MD, spending time getting to know Dr. Timberlake 

and his practice’s needs, Hiner and her team knew they 
had made the right choice. Being a very hands-on CEO, 
Yunus went over every detail with Dr. Timberlake and Ms. 
Hiner, even offering some insight into how they might 
restructure their staff more effectively.

Hiner points out, “Dr. Timberlake and I were so impressed 
by this personalized attention and support, plus the 
functionality and customization of IMS, that we knew this 
was definitely the right solution for our practice.”  

The Outcome: A Well Trained, Efficient Team, 
Improved Record Keeping & Increased 
Payments 

Having used the system for several months now, Hiner 
and her team feel very comfortable with the support 
team and the resources that IMS and Intuitive Solutions 
has provided.  
 
“There was some initial hesitation regarding online 
training demonstrations and phone conferences, but we 
now take full advantage of these resources. The team 
and I love the fact that we can go back and access the 
videos to review any information we need to at any time,” 
said Ms. Hiner
 
Once the staff was comfortable and knowledgeable 
about their software, a three-day onsite training visit 
was scheduled to cover the program in greater detail. 
This face-to-face training time, proved invaluable to the 
practice. The staff reported that they feel the transition to 

Confidence in knowing that when the 
practice contacts support, if they don’t 
have a resolution or answer at the time 
of the call, they will call them back after 
researching.
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Benefits experienced:
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IMS was far smoother than with the previous other two 
solutions. Providers and the entire team know exactly 
who they can contact for assistance. That has lead to 

 
Timberlake MD has also seen increased revenue thanks 
to improvements in payments coming through as well 

they have received very positive patient feedback 
regarding the new statements that are now received 

 
Additionally, the system enables the practice to keep 
more complete patient shot records. For example, 
with the previous system, they were not able to 
monitor missed allergy shots, but now, every time a 
patient comes in for a shot, all of the information is 
entered on the spot. Patients are being kept up-to-
date on their shots and since their account is updated 
automatically, they can be immediately made aware 
of their account status including any outstanding 

making billing a breeze. After loading patient details 

patient, including updated numbers, can be printed as 
needed, making it easy to monitor treatments and to 
adjust mixing changes in the record as necessary.  The 
time-saving auto super billing also saves an extra step 
in what can often be a tedious process.
Patients have commented that the new statements are 

easier to read which means they can better understand 
what’s due from them and can make the appropriate 
payments to the practice. This not only keeps revenue 

patients that the practice cares about keeping them 
informed.   
 
Ms. Hiner says, “I would certainly recommend IMS to any 
colleague.  The support and personal, prompt attention 
we’ve received, in addition to the training resources and 
the clear, open communication, are above and beyond 
the level of any other system we evaluated.” 

Even though this well-established practice has been 
running for more than 40 years and has its own way of 

of IMS has allowed Timberlake MD to adapt to the 
ever-changing and increasingly technological world of 
healthcare. Although it’s been less than a year, the team 
has already come to realize the value of using the IMS 
solutions. Soon, they hope to integrate the functionality 
of the patient portal to engage patients online and 
further enhance the care they deliver. 

“The support and personal, prompt 
attention we’ve received, in addition 
to the training resources and the clear, 
open communication, are above and 
beyond the level of any other system we 
evaluated.”  

Ann Hiner
Practice Manager


