
Catapult Rehabs ONRõs Internal Communications Processes

Thecompanyôsmanyhome-based

employeesarespreadacross10states,

makingsharinginformationandstandard-

izingbusinesspracticesdifficult.ONRôs 

communicationschallengesspannedthe

company.Businessdevelopmentteam 

membersmaintainedtheircontactsand 

leadlistsinspreadsheetsontheir

personalcomputers,whichprevented

centralizedreportingandunificationofthe

salesprocess. 

The companyôs recruiters were usingan 

old,internallydevelopedAccessdatabase 

that was hard to access remotely and 

difficult to change.Additionally,ONRôs 

recruiters could not shareinformation

with management beyond email or fax. 

At the corporate office,thecustomer

service team had no means to track 

issuesandcommunicatethoseissuesto 

theaffectedstafformanagement.Finally,

thecompanywantedtoimprovethestart-

upprocessfornewfacilitiestomake the 

operation flow more smoothly.

Thecompanyhadattemptedseveral 

differentmeansforsharinginformation, 

includingpublicfolders,butnonehadmet 

itsneeds.CatapultSystems,alreadyen-

gagedonanONRinfrastructureproject,  

suggestedMicrosoftDynamicsCRMas

a solution. 

AfterresearchingmanyCRMoptions, 

ONRconcludedthatDynamicswasan 

excellentsolutiontohelpcentralize

contactinformation,aswellasstreamline 

andstandardizeoperations.Catapultôs 

familiaritywithONRôsinfrastructureand 

expertisewithDynamicsmadeitthe 

naturalchoicefordesigningand 

implementingthenewsystem.

How Catapult Systems Helped
ONR required its new CRM system to 

not only solve individual department 

problems, but also enable seamless 

collaboration and information-sharing 

betweendepartments.In ordertoaddress 

theseneeds,Catapultstarted by gather-

ingrequirementsforallofthedepartments 

tocreateacomprehensiveplan.Withthis 

overarchingplaninplace,Catapult imple-

mentedDynamicsinaphasedapproach.

The team began with the business 

development department, enabling 

contact and lead centralization,pipeline 

managementandnewreportingfunction-

ality.Catapultalsodevelopedadata 

import process,allowingbusiness 

development salesrepresentativesto 

import lists,suchasfromMedicare,for 

mining of new sales opportunities.In 

addition, Catapultôs solutionenablesthe 

reps to work off-lineandsynctothe 

centraldatabasewhenonlineviaan 

Outlookclient.

Next,CatapultimplementedDynamics

fortherecruitingteam,linkinginformation 

from multiple sources.Catapultcreated 

an importprocesswhichenablesONR 

Orthopaedic&NeurologicalRehabilitation,Inc.(ONR)providesphysical,occupationalandspeech
therapyservicestohospitalsandskillednursingfacilitiesnationwide.Impressivebusinessgrowth
overthepasttwentyyearscausedONRtooutgrowitsinternalcommunicationsinfrastructure.

Executive Summary

Solutions
ÅMicrosoft Dynamics CRM 
ÅCatapult Dynamics Training

Client Profile
Orthopaedic & Neurological Rehabilitation 
(ONR)isaleaderinprovidingquality
Physical, Occupational, and Speech therapy 
services nationwide.ONR is a privately held 
company that has experienced rapid growth 
over the past decade due to its reputation of 
quality care, innovative service and satisfied 
customers. 

The company manages therapy services at 
over 200 nursing homes in 10 states, and 
employs more than1,250 people.

www.onr-inc.com

Business Challenge
ONR needed to improve internal 
communication and reporting by enabling 
sharing of information across departments 
and between field and corporate employees. 
It also wanted to standardize processes for 
businessdevelopment,recruitment,customer 
service and the operations ofopening new 
facilities.

How Catapult Helped
Catapult Systems implemented a Microsoft 
Dynamics CRM solution that centralized 
customer and employee data and created 
custom workflows to standardize processes. 
Catapult also linked Dynamics to ONRôs 
internal systems and enabled ONR to import 
data from multiple external sources.

Results
ÅStandardized business processes
ÅCreated additional sales and recruitment 
opportunities 
ÅImproved internal communication
ÅEnhanced management visibility 
ÅCentralized data

ñI canôt say enough about how pleased I am with Catapult. They did a fantastic job of understanding our 

challenges and translating those into a solution that has touched every area of our company. ò

-Steven Williams, CIO, ONR Inc.
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recruiters to import state therapist license information into 

CRM to mine for job candidates. Catapult also developed 

customized workflows for the recruiting team, which launch 

when a new recruit is identified, to help with the new recruit 

provisioning process. 

With benefits for both ONR recruiters and management, the 

CatapultteamlinkedONRôsHRsystemtoDynamics,allowing 

employee information to be automatically updated nightly. 

Additionally,CatapultintegratedDynamicswithONRôsin-

housepatientdatacollectionsystem,enablingreportingon 

services provided by therapists. 

The final stage of development was to create workflows to 

standardize processes for customer service and new facility 

start-upactivities.Thecustomerserviceworkflowslaunch 

different tasks based on the type and severity of the case,  

and automatically communicate the issue to the involved 

parties. The new office start-up workflows enable operations 

mangers to easily manage all start-up tasks such as ordering 

equipment, office supplies,telecommunicationsand security 

measures. The system also helps the companyfollow-upon 

new launches by creating a separate set of tasksfor 30-day 

and 60-day reviews. 

ñOur new CRM system is phenomenal. We are on the leading edge of using technology in our industry. 

No one else has a system like this that links the entire business together.ò

- Steven Williams, CIO, ONR Inc.
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In addition to implementingDynamics,Catapult developed 

custom training manuals using ONRôs screens and

conducted training for employees in home offices across the

nation using Live Meeting.ONRôs new Microsoft CRM system 

operates on Windows Server 2003 and uses SQLServer, 

Exchange Server and Outlook.The company plans to further 

enhance the system by automating sales reports and adding 

additional workflows, such as denials and asset management.

Results
ONR management enjoys improved visibility into the 

company. Centralized data enables access to up-to-date 

information on customers and employees.Improvedreporting 

on all aspects of the organization has provided better insight 

into customer service and operational issues.In addition,the 

company has realized:
ÅReduced overhead through streamlined recruiting, 

customer service and facilitystart-up processes 
ÅAdditional sales and recruiting opportunities due to 

enablement of data mining 
ÅImproved internal communications between departments, 

management and remote employees
ÅReduced chance of data loss and improved reporting 

capabilities due to centralized data


