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Helping Heroes  
 

We created a billing system with FileMaker Pro so that our 
client could focus on providing quality care.

Family Lives is the type of organization we rarely hear about, but 
they have a critical mission in life. Their team of medical 
professionals provides high quality, in-home health care for some 
very sick young people, who, in many cases, would otherwise require 
institutional care. 

The Support Group has been working with Family Lives since 2008, 
helping them with complex billing requirements designed and 
developed using FileMaker Pro. Because of the nature of their clients 
and the myriad of ways in which they are reimbursed for their 
services, off-the-shelf software was not an option. Their complex 
system requires iterative, multi-tiered algorithms to produce their 
invoices. 

Carolyn Brennan runs daily operations at Family Lives and ensures 
compliance with state and federal regulations and requirements. She 
is tireless in her efforts to provide these important services. A few 
years ago, Family Lives and other similar organizations learned they 
would have to track and submit all of their medical forms 
electronically. Because of the complex needs of their clients, many of 
these forms run dozens of pages in length. 

Up to this point, Family Lives had lived in a paper-based world. 
Forms were literally ordered a truckload at a time, costing hundreds 
of thousands of dollars a year. Information had to be manually 
entered into various other internal systems, including payroll and 
billing. Then the forms were often copied and sent to respective 
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insurance companies and government agencies. Family Lives also has to comply with Massachusetts 
state law and the Health Insurance Portability and Accountability Act (HIPPA), which stipulate specific 
data storage and protection requirements for providers. 

Our team worked very closely with Carolyn to determine what data needed to be collected based on 
their existing paper-based forms. Nonetheless, Carolyn and Family Lives used this project as an 
opportunity to enhance the information they collect, adding many important medical details to their 
forms. Currently, their treatment sheets, covering dozens of areas of healthcare, can be upwards of 80 
pages. Medication sheets can run dozens of pages in length. All of this data is tracked by the provider 
for each patient within a single 8-hour shift. The amount of information they need to record is 
staggering. 

As the system was developed, both the management and treatment staff at Family Lives realized more 
ways in which this system could improve the quality of care and reduce the administrative overhead of 
their organization. This resulted in the development of many, many more tables and fields and layouts. 
Because the FileMaker platform is known for its scalability and flexibility, we were able to enhance the 
system with relative ease. In so many database environments these types of changes would require 
massive code changes or complete rewrites. 

Family Lives has reaped the rewards of this undertaking in many ways. Gone are the days of buying 
paper forms a truckload at a time. They have improved the efficiency of third party billing, increasing 
revenues per service by over 20%. They are able to retrieve archived medical records in minutes, as 
opposed to spending days looking through boxes of stored records. The management reports they 
receive help them better analyze the quality of care they provide and better understand the needs of 
their nurses and clients. 

Recently they decided to add yet another module to their system to help streamline their internal 
operations. Historically payroll had been a very laborious and manual process, again requiring re-entry 
of data collected from paper forms. First, our team of FileMaker developers was able to extend their 
system to produce reports calculating their weekly payroll inputs. Then we created an export file that 
is uploaded directly to their payroll service. This process saves them significant time and also reduces 
errors. 

Carolyn and her management and nursing teams at Family Lives are heroes. Their task is difficult, but 
they are a very caring, giving and kind group of folks that help families in need. The Support Group 
works with lots of companies to help them improve their business operations through software, but 
this client clearly has one of the most important missions. They help their young clients and their 
families with significant medical needs. There really is nothing more important.  We are just happy that 
the FileMaker platform and we can help in some small way. 

 
View the interactive version of this customer success story on our Blog: 
http://www.supportgroup.com/blog/family-lives-customer-success-story 
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The Support Group, Inc. is a trusted leader in FileMaker Pro development, consulting, mentoring and 
training for both Windows and Macintosh systems and mobile devices such as iPhones and iPads. 
Headquartered in Boston, with offices in Los Angeles, the San Francisco Bay Area and New York, The 
Support Group is staffed with a team of FileMaker Certified developers and is a Platinum-level 
FileMaker Business Alliance member. 

We support clients large and small, in business, education and government throughout the U.S., 
including well-known brands such as Motorola, FileMaker, Inc., General Electric, Time, Inc., Harvard 
University, L.L. Bean, The Academy of Television Arts and Sciences and the Los Angeles Unified 
School District. 

If you would like to customize or enhance your FileMaker application, contact us for a free initial 
consultation! 

In addition to our FileMaker consulting services, we offer a number of hands-on FileMaker classes, 
from intro to advanced, at locations nationwide. View a complete class listing and schedule on our 
website. 

 

http://www.supportgroup.com/
http://www.supportgroup.com/contact/
http://www.supportgroup.com/training/

