
Company: ParaMed provides 24-hour health care 
and support services in homes, hospitals, assisted 
living centres, long-term care centres, schools and 
offices across Ontario and Alberta, Canada.

Industry: Health Care/Life Sciences

Region: Americas

Company Size: Large Enterprise 
– 4,000 employees

Email Environment: Microsoft® Exchange

Type of Solution: Field Service, CRM 
& Dispatch Operations

BlackBerry Alliance Partner: CellTrak by 
CellTrak Technologies Inc. 

Challenge: ParaMed wanted to replace the paper-
driven system it used to collect information on home 
visits and schedule shifts for its care workers with 
an automated solution that took advantage of GPS 
location-based technology.     

Solution: Working with CellTrak, they deployed a 
wireless application for BlackBerry® smartphones that 
significantly reduced paperwork, automated manual 
processes and kept track of the record keeping involved 
in the delivery of home health care.   

ParaMed’s Results:		

•	 Less paperwork, fewer phone calls, added benefit of 	
	 text messaging and improved communication
•	 Streamlined payroll and accurate expenses
•	 Fewer billing delays
•	 Proactive management of home care service due to 	
	 timely access of information
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with GPS-Based BlackBerry Solution
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Case Study: Improving the Business of Home Care Delivery with GPS-Based BlackBerry Solution

The Challenge:
Improve Business Processes Involved 
in Delivery of Home Care Services

Like most health care organizations, ParaMed is used to 
doing paperwork. For every visit their nurses and personal 
support workers make to clients’ homes, multiple forms have 
to be completed by hand and then manually re-input into the 
company’s billing and scheduling systems. 

“Our staff had to carry and fill out timesheets, progress 
notes, schedules and reports,” says Deb Mulholland, Senior 
Operations Consultant. “We didn’t want them to complete 
the administrative paperwork while they were with clients, so 
often it all had to be done at the end of the day at home.”

The system of collecting this information – especially 
timesheets was onerous often resulting in a delay receiving 
the information on time.  Mileage for traveling to and from 
client homes had to be calculated and expensed, so care 
workers could be reimbursed. ParaMed also needed these 
records to accurately bill government, insurance companies 
and private individuals.

“We were looking for a solution that would integrate with 
our internal systems, improve life for our staff and streamline 
business processes,” says Mulholland.

Why the BlackBerry Solution? 

In determining how to improve their business processes, ParaMed realized it needed a solution that 
offered time and duty conformance support by GPS location-based capabilities. GPS allows ParaMed 
a way to exactly calculate the distances traveled to reimburse care workers travel expenses. Since 
many models of the BlackBerry smartphone offer GPS, it was an ideal choice for their goals.

In fact, it was the range of features offered on BlackBerry smartphones that greatly appealed 
to ParaMed. “The BlackBerry smartphone includes a phone, email and is built to accommodate 
applications that collect data in forms,” says Mulholland. ”This multi-functional aspect as well as 
the ‘security of information’ was important to us.” 

The device is also well-regarded for its user-friendliness. ParaMed has many staff without English 
as a first language. Any new technology had to be simple to use and simple to train on.

“We can’t really bring all of our staff in for training courses at one time because we need them 
on the job, serving our clients,” says Mulholland. “Getting them up-to-speed on the BlackBerry 
smartphone was fast and most people picked it up right away.”

“The CellTrak solution on BlackBerry smartphones 
makes us proactive in the way we manage our 
dispersed workforce. We’re getting information much 
faster, so we can make better decisions.”

~ Deb Mulholland, Senior Operations Consultant, ParaMed
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Case Study: Improving the Business of Home Care Delivery with GPS-Based BlackBerry Solution

The CellTrak application has been created to improve almost every aspect of a care worker’s visit to a client. For 
example, shifts no longer have to be scheduled by phone. Now, without all the calling, a care worker accepts a shift 
through the application sent from ParaMed’s custom scheduling system. And because they are using GPS-enabled 
BlackBerry smartphones, they also receive turn by turn directions to the place they need to be.

GPS is also playing a significant role in tracking mileage and reimbursing expenses. Using the CellTrak application, 
a care worker indicates when they are leaving home and logs when they’ve arrived at a client’s home. The shortest 
distance mileage for each client visit is pushed to ParaMed’s scheduling system.

“Before we had to rely on people’s memory,” says Deborah Bakti, Vice President. “But we wanted to make sure 
we were paying people accurately and correctly. They work very hard and we want to make this as effortless as 
possible, without all the paperwork.”

ParaMed also removed the mountain of paper created by having to use pen and paper to create timesheets. The 
CellTrak application logs when a care worker arrives and when they leave and sends the hours worked to ParaMed’s 
custom payroll and billing system. “We’ve totally eliminated having to manually input this information because it’s  
populating our system  automatically,” says Mulholland. 

“The accuracy of the information we’re sending to our payers is more accurate,” says Bakti. “There is less chance that 
payment will be held up, because our records are being kept on-the-spot and reflect exact hours and services delivered.”

Time, Mileage and Reporting on 
the BlackBerry Smartphone

Partner Profile:

For more information, visit www.celltrakgps.com

Company: CellTrak Technologies Inc.

•		 Provides wireless solutions designed to 	
		  improve business processes in the home and 	
		  health care industry
•		 Their solution is constructed to automate 	
		  and streamline home care processes 	
		  at the point of care, including mileage 	
		  expenses, payroll and scheduling

Featured Product: CellTrak

Application Type: Field Service, CRM & 
Dispatch Operations

“CellTrak has been very solution-driven with 
us. They’ve listened to our concerns and they’re 
very experienced in this technology. It’s been a 
pleasure to work with them.”
	
~	 Deb Mulholland, Senior Operations 	
		  Consultant, ParaMed

“I think we are taking the lead in our industry by using 
CellTrak and BlackBerry smartphones. We are much 
more able to provide assurance of safety, quality and 
responsiveness using these technologies.”

~ Deborah Bakti, Vice President, ParaMed
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Case Study: Improving the Business of Home Care Delivery with GPS-Based BlackBerry Solution

ParaMed’s Results

Less Paperwork, Fewer Phone Calls, Improved Communication: By automating scheduling, timesheets and 
expenses on the BlackBerry smartphone, ParaMed has reduced time-consuming paperwork, the need for numerous 
phone calls and the extra hours care workers used to spend on administrative paperwork.

Streamlined Payroll and Expenses: Timesheets are now automatically updated in the ParaMed system as well 
as mileage and travel time expenses, which improves the efficiency of payroll and billing,  removes the need to 
manually input multiple figures and cuts down on paper.

Fewer Billing Delays: By getting accurate information from care workers, ParaMed is able to bill back it’s services, 
knowing that invoices will not be held up because of incomplete or inaccurate information.

Proactive Home Care Service: Staff report information on care delivered, which is captured in reports that help 
ParaMed better understand their client needs and improve overall service delivery.

For additional BlackBerry customer success stories, visit www.blackberry.com/go/success
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Gathering Trends to Improve 
Quality of Service

Care provided is documented using the CellTrak 
application on the BlackBerry smartphone. “This 
helps us manage the quality control aspect of 
our business,” says Mulholland. “We can now 
easily see if a client’s needs are being met 
according to the care plan.”

Plus the documentation is  being completed 
in less than five minutes – a dramatic 
improvement over the time it used to take to tick 
boxes and complete forms by hand. “Our care 
workers are not filling in as much paperwork at 
the end of the day,” says Mulholland. “They are 
completing the documentation at the end of the 
episode of care resulting in efficiencies for staff 
and ParaMed.”

While ParaMed has always been able to 
analyze their service and determine where they 
can make improvements, they can now see 
trends easier and faster.

“The trending has made a big difference to 
us,” says Bakti. “We can now see relationships 
between incidences in delivering service and 
the circumstances within the home. That helps 
us determine the best possible outcome for an 
individual client.”


