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The objective of the Clinical 
Admin Team is to provide 
support to Ability Prosthet-
ics and Orthotics’ clinical 

staff as well as interact with patients 
and the company’s referral sources, 
says Ability Compliance Officer 
Stephanie Greene, who oversees the 
team. The Clinical Admin Team is 
composed of Patient Care Coordina-
tors (PCCs) and the Verification & 
Authorization Team (V&A Team), 
and it’s an integral part of Ability’s 
business practice. The V&A Team 
assists in all aspects of the insurance 
process, including verifying coverage 
and handling prior authorization 
requests. Outside of Ability’s practi-
tioners, the PCCs are the point of con-
tact and face of Ability when it comes 
to the patients, Greene says. PCCs 
handle all support roles between 
the patient and practitioner, from 
scheduling appointments, reviewing 
necessary forms and documentation 
and providing patient assistance.

Here’s a look at the team members.
Carli Lontz, Limerick, says the PCC 

is at the heart of the clinical offices 
and is the organizational backbone 
of the office. “The PCC sets the tone 
about how Ability is perceived, from 
when the patient first calls to sched-
ule an appointment until the delivery 
is made and the patient leaves the 
office,” she says. “It takes a special 
person to fill the PCC role. Our job 
goes beyond answering the phone 
and filing paperwork. Ability has over 
1,000 active cases, and it is the PCC 
who is a force behind getting those 
cases to completion.”

Lynn Roberson, Asheville, is often  
the first person a patient sees when 

coming for an appointment. “I wel-
come them as if I were welcoming 
them to my own home,” she says. 
“We have a home-like atmosphere 
here and that helps patient feel more 
comfortable and at ease.”

Janet Schuchart, Hanover, says 
PCCs are often the patient’s first 
point of contact. “From the moment 
we pick up that phone or greet the 
patient when they enter the office, 
that makes the first impression of 
the company. Our team treats our 
patients in a caring way.”

Stephanie Klosterman, Frederick, 
says the PCC’s role is complex and 
the link between practitioners, pa-
tients, physicians and others. “We are 
the go-to person in the office to keep 
things running smoothly.”

The best part of the PCC’s job is 
interacting with patients, she says. 
“We are the first face they see walking 
in the door and that determines how 
they view our office and our company. 
I love getting to know each patient 
and hear their stories. I love to make 
them smile, even when they are deal-
ing with not so great circumstances.”

Brittni Rouzee, Hagerstown, says 
the PCC serves as a bridge not only 
between the patient and practitioners 
but also between the physicians and 
Ability’s insurance authorization 
team to ensure the correct documents 
are received so that an orthotic or 
prosthetic device can be provided 
to the patient. “The PCC is the glue 
that keeps every member of the team 
together and on the same page.”

Jessica Starr, Charlotte, who had 
the experience of engaging with one 
patient about chocolate in a candy 
dish, says it’s the little things in life 

that matter most. “One of our pa-
tients suggested we put chocolate in 
our candy dish. I had the joy of cheer-
ing up this patient one day when they 
came in for an appointment to realize 
that we had ordered chocolates just 
for them.”

Kelsey Knepp, Mechanicsburg, 
says the initial point of contact 
is “crucial to help the patient feel 
comfortable as well as facilitate the 
transition of care from the patient’s 
physician to their prosthetist or 
orthotist. “As a clinical administra-
tor, you are the point of contact for 
not only the patient’s needs, but the 
prosthetist as well.”

Josie Robison, Exton, oversees the 
daily operations for the team, helping 
them give patients a quality experi-
ence. The PCCs are caring and aim 
to make Ability’s patients feel relaxed 
and heard. The V&A Team members 
push the limits with the insurance 
carriers to get them to understand the 
need of the device and gain approval, 
and the PCCs focus on the patients, 
Robison said. “We invest a lot of 
time in training all PCCs to have the 
knowledge to explain to our patients 
why and/or what is needed from their 
physicians for them to obtain the 
device that is requested.”

Ryanna Waugh, Hagerstown, 
helps patients plan for financial obli-
gations in advance so they can make 
the best decisions while in Ability’s 
care. “We have the training and 
phrasing knowledge of what insur-
ances need to receive from us to quote 
the best benefit estimate, and, while 
this is not a guarantee, we strive to 
give the most accurate calculations 
possible.” 

Meet Ability

Supporting Ability P&O’s Clinical Staff, Patients and more

The Clinical Administration Team
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Ability News

THE RANGE OF MOTION PROJECT (ROMP) 
selected Ability Prosthetics & Orthotics as the 

winner of the 2018 ROMP Empowerment Through 
Mobility Award. Ability Founder and CEO Jeffrey 

M. Brandt, CPO, traveled to the ROMP headquarters 
in Denver in December to accept the award.
“We are honored 

to receive the 
award,” Brandt 

said. “ROMP has 
been amazing to work 

with and we enjoy our 
partnership. I love that 

we found an organization 
to work with that is as 

passionate about putting  
the components to work as 

we are collecting and dis-
assembling the donated limbs.” 

Each year, ROMP selects an 
organization that has gone above 

and beyond in its support of ROMP’s mission to empower through 
mobility, and “Ability P&O was the clear choice for its continuous, 

extraordinary generosity in support of Components for a Cause,” said 
David Krupa, ROMP cofounder and executive director. 

CEO Named to ECP Panel
JEFFREY M. BRANDT, CPO, CEO AND FOUNDER OF ABILITY Prosthetics 

& Orthotics, Exton, Pennsylvania, has been named to the Limb Loss & 
Preservation Registry (LLPR) and the External Collaborative Panel (ECP). 
The goal of the LLPR is to improve rehabilitation and quality of life for people 

who have experienced limb loss. A new database supported by the National 
Institutes of Health and the Department of Defense aims to establish the number 

of people in the United States living with limb loss and to provide insight on their 
challenges and needs. The LLPR, expected to be operational in 2020, will be the 

first national registry of people who have lost limbs and is expected to collect data 
that will improve prevention, treatment and rehabilitation efforts for this population. 
To support the work of the LLPR, the ECP was formed to provide additional 

guidance, specifically to inform the principal investigator, Ken Kaufman, MD, and his 
team at Mayo Clinic. 
Brandt’s role will be strategy and outreach around integration of outcome measurement 

into clinical practice. “It is a diverse panel of expertise,” he said. “So far, we have worked to 
identify the data elements that will serve as the basis for the registry.” 

Ability Earns ROMP 
2018 Empowerment 

of Mobility Award

ABILITY, HOCKEY TEAMS RAISE 
AWARENESS FOR SLED HOCKEY, 
ADAPTIVE SPORTS
IN MARCH, PRACTITIONERS AND PATIENTS from Ability 

Prosthetics & Orthotics joined PucHog Sled Hockey and the 

Hershey Bears Ice Hockey team at Hershey Park Arena for a 

meet and greet, 

to learn about the 

sport and to have 

some fun on the 

ice. Ability patients 

and Hershey Bears 

players tried sled 

hockey together 

for the first time 

and even played a 

short scrimmage. 

The event helped 

raise awareness 

for adaptive sports and sled hockey, as well 

as spotlight PucHog, a nonprofit organization 

that facilitates sled hockey opportunities for 

adaptive athletes. Ability hopes to continue 

to partner with PucHog to field a Sled 

Hockey team in which its patients can 

participate. 

From left: Jeff Brandt and ROMP 
Executive Director David Krupa.

From left: Jeff Quelet and Andy Parys.

From left: Eric Shoemaker, 
Andy Parys and Jeff 
Quelet.
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PROPRIO FOOT®

Because the world isn’t flat

If you're worried about trips and falls, then Proprio 

Foot may be right for you. Featuring a motorized ankle 

that lifts the toe 4° in swing phase, Proprio Foot 

reduces the risk of falls by 70%*. Plus, only the new 

Proprio Foot incorporates a Pro-Flex LP foot module 

for 44% more toe-off power than the previous model*.

* Data on file at Össur
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Achieve Ability

CONNOR SWETOF WAS BORN with brachial plexus injury to his left hand. 
He has had 22 procedures and operations since he was seven years old. 

Connor will be the first to say that until March 27, 2018, he was some-
what of a pessimist. “I was a glass is half empty kinda guy,” says Connor, 
who is now 22 years old. His life changed on that day when he received his 
MyoPro brace, a powered orthosis designed to help restore function to 
arms and hands paralyzed or weakened by stroke, brachial plexus injury 
or cerebral palsy.

Connor and his mother, Linda, had first learned about the device 
during a camp stay in 2014. “When I was able to try the MyoPro at 
camp, I was ecstatic and excited,” Connor says. “I could use my arm 
in different ways that I didn’t think I’d ever be able to use it.”

Connor says he wanted to have his own MyoPro so that he 
could hold more than one thing at a time and also as a means 
to protect his arm and shoulder. “I wanted it to make my arm 
stronger and to improve my movement,” he says. 

It would, however, take another four years 
of constant struggling with his family’s insur-
ance company before Connor would finally be 
approved for the MyoPro. 

When Connor officially received his ortho-
sis, it was one of the best days of his life for 
him, his parents and his older sister, Cierra, 
who has been at her brother’s side through 
every physical and occupational therapy 
session, says their mother. Linda remembers 
when her son tried the orthosis for the first 
time. “I finally got to see an amazing smile on 
my son’s face, and I have no words to describe 
that feeling as a mom,” she says.

Connor agrees. “It was emotionally and 
physically draining fighting for the MyoPro 
for four years,” he says. “It was the best day of 
my life when I found out I got approved for 
the device. I am not the same person I was 
before this device was put on. It was like 
getting a complete overhaul and I could 
not begin to explain how it has changed 
my perspective on life.”

With the MyoPro, Connor can now 
straighten his arm completely. Before 
the MyoPro, the best he could man-
age was a 90-degree angle. “Once I 

Connor Swetof

put this on and saw my mom tearing 
up, then I started to cry. There was 
no reason to be so pessimistic any-
more,” he says.

Linda and Connor learned about 
Ability Prosthetics & Orthotics 
through MyoPro. They have gone 
for care at locations in Maryland and 

Pennsylvania. It was at the Hagerstown office in Maryland that 
Linda and Connor connected with Tyler Cook, MPO, CPO. 

Connor could not have asked for anyone better to manage his 
care. “Tyler is caring, and no matter what question I have he would 

call me or email me right back,” he says. “When I talk to him, I don’t 
feel like I am talking to just a medical professional. He is just very 

personal with me.”
Connor’s mother agrees. “Everyone at Ability has been awesome and 

the best support team,” she says. “If it wasn’t for them, we wouldn’t have 
this device for Connor. They worked hard for us. Before them it was an 

uphill battle with our insurance company. We fought for four years and 
then Ability stepped in and helped us to finally get it.” 

Ability Achieves Life-Changing Results 
With MyoPro Orthosis

From left: Connor Swetof with clinician 
Tyler Cook.
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Best 
Practices
PUTTING PATIENTS FIRST

JEFFREY M. BRANDT, CPO, CEO and founder of Ability  
Prosthetics & Orthotics, always had a vision to create “best 
practices” across the organization. Since the company was 
formed in 2004, Brandt and his growing staff always strive  
to do right by the patient—at least what the company 
thought was right for the patient. In early 2017, that  
vision started to become a reality with the formation  
of Ability’s Patient Advisory Council (PAC).

The impetus behind the company and its PAC  
philosophy is simple: Ability wants every patient who 
visits any of its locations in Pennsylvania, North  
Carolina and Maryland to have the best possible 
care experience. The PAC is comprised of current 
patients, caregivers and parents who, along with 
Ability’s practitioners, evaluated and honed the 
organizations’ “best practices” which serves as  
the foundation for its Clinical Processes.

Ability is a patient-centric company commit-
ted to delivering the highest standard of care, 
Brandt says. Those who come to Ability P&O 
for care have already had their share of pain, 
misfortune and anxiety, and Ability does not 
want to contribute to it. “We want to go to 
bat for our patients and be sure we are en-
gaging them in the care process,” he says. 
“We’re very transparent, and we want 
our patients to hold us accountable.”

Beginning this spring, all patients 
will receive a Clinical Process Bro-
chure, a customized map, that will 
help them, along with guidance 
from their practitioner, become 
more familiar with each of the 
steps in Ability’s clinical care 
process—evaluation, authori-
zation, manufacturing, fitting, 
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WELCOME
Share the Ability difference
• Overview of the clinical care process

• Review the importance of patient/practitioner partnership

• Discuss your goals and questions

EVALUATION
• Perform clinical assessment

• Scan, measure, or cast area of need

• Explain outcome of visit

• Develop a treatment plan

AUTHORIZATION
• Describe authorization process (coordination of benefits)

• Explain role of documentation

• Discuss potential financial responsibility

• Partnership approach to appeal process

MANUFACTURING
• Access to best-in-class solutions

• Clinical explanation of device(s) selection process

• Value your input

• Explain timelines

FITTING
• Demonstrate putting device on/off

• Evaluate fit and function

• Perform in-office adjustments

• Explain Ability and product warranties

• Discuss wear-in schedule, care, and use

FOLLOW UP AS NEEDED
• Re-evaluate fit and function

• Perform and refine device adjustments

• Assess changes in condition

• Collect satisfaction and outcome measures

PATIENT INCENTIVES
• Impact of outcome measures on quality of 

 care, patient access and research

• Participation in clinical research projects

• Opportunities to work with device developers

ADDING VALUE
• Support groups, organizations, and peers

• Offer access to adaptive sports, activities 

 and quality of life adaptive resources

• Share educational opportunities and 

 digital resources at abilitypo.com

and follow-up as needed, as well as 
other patient incentives. Since no two 
patients are alike and the road to care 
for each one will be different, patients 
may experience every step in the pro-
cess or just a few, Brandt says. “The 
clinical process map is designed to 
demonstrate the thoroughness of our 
process,” he says.

Ability hopes to engage its patients 
in their care, and the PAC can be a 
helpful part of that process. That’s 
where Ed Nathan comes in. As a pa-
tient and patient advocate for Ability, 
he will be the first to explain that the 
needs of a person experiencing ampu-
tation for the first time will be unique 
to them and that every person must be 
his or her own best advocate. Nathan 
was 55 years old when he underwent  
a transtibial amputation on his right 
leg in 2010, secondary to Charcot- 
Marie-Tooth disease. He describes his 
recovery as lengthy and difficult. 

Nathan retired from a 30-plus year 
career in training management and 
leadership development in 2014. He 
was recruited by Ability to create, 
organize and lead the PAC, which 
typically meets three to four times 
a year. “Jeff and Kathleen and I had 
an opportunity to talk, and they had 
a vision for creating a PAC for some 
time but did not have someone they 
felt could lead it, and my skill set 
helped to make that connection.”

The feedback generated at PAC 
meetings is infused into Ability’s 
practice model to help support and 
drive the care the company provides 
to its patients to better meet their 
expectations, Nathan said. The PAC 
consists of Ability patients and their 
caregivers as well as Ability practi-
tioners and members of the Ability 
management team.

Nathan says Ability has developed 
the best practices in consultation 
with the PAC. “I believe it has more 

BEST PRACTICES, CLINICAL PROCESS



of a patient focus than 
simply a practitioner fo-
cus,” he says. “This should 
provide a more successful 
engagement between the 
client and the company.” 
O&P care can be tech-
nical, and some of the 
technical jargon and the 
process required to create 
custom devices can be 
intimidating for new and 
even experienced clients, 
Nathan says. “The revised 
best practices have been 
developed keeping in mind 
the need for increased 
patient engagement and 
understanding of the pro-
cess they are a part of.”

Nathan will say that  
being actively involved 
with his prosthetist for his 
care is paramount. “Sim-
ply put, if the device is 
uncomfortable or unwear-
able for me, I can’t use it,” 
he says. “And if I can’t use 
it, I can’t be mobile and 
participate in the every-
day activities that make 
life so rich and rewarding. 
I would not have been 
able to go back to work 
for another four years as 
a high-level professional 
after losing my leg had my 
prosthesis been less than 
perfect.”

Building a patient/ 
practitioner partnership  
is important. “This is 
also why when a client 
builds a relationship 

with a practitioner, should 
that practitioner leave 
or retire, the client often 
struggles in trying to find 
another prosthetist to 
work with and with whom 
they can build the same 
level of trust,” Nathan 
says. 

This testament also led 
to one of the PAC’s early 
successes. “In one of our 
very first meetings the re-
lationship between client 
and practitioner came up,” 
Nathan says. “Several of 
our members mentioned 
their struggle in finding 
a new prosthetist when 
they were no longer able 
to work with their current 
prosthetist.”

Nathan says it led to 
a discussion and change 
of practice for Ability so 
that, whenever possible, 
clients will get to work 
with at least two practi-
tioners at their facility: a 
primary and a secondary, 
so that if the primary 
prosthetist should move to 
another location or retire, 

the client already has a 
relationship and a connec-
tion with the second prac-
titioner at that location. 
“This should help make it 
an easier transition for the 
client,” he says.

Julie McCulley, MPO, 
MS, CPO, ATC/L, was 
invited to attend a PAC 
meeting while she was a 
resident practitioner. “On 
the way to the meeting I 
thought ‘how better to im-
prove than by eliciting the 
advice and perspective of 
our patients,’” she says. “I 
learned valuable feedback 
regarding their care during 
these meetings.”

McCulley started 
her career as a personal 
trainer and she became 
interested in O&P when 
she was treating a police 
officer who experienced an 
amputation following a car 
accident. She discovered 
firsthand how important  
a practitioner/patient  
relationship was for her 
and the officer. “It is 

important that the patient 
fully understands their 
treatment and participates 
in the process so that we 
are able to work as a team 
to attain their short- and 
long-term goals,” she 
says. “This is the best 
way to obtain appropriate 
outcomes so our patients 
can regain mobility and 
function.”

McCulley says Ability’s 
best practices and the  
PAC will serve its patients 
in one simple way: by  
listening. “There are so 
many times I get feedback  
from patients like ‘thank 
you for listening,’ or 
‘thank you for taking so 
much time with me,’ or 
‘this is so much better than 
most medical appointments  
I’ve been to,’ or ‘wow, 
everyone here is so nice.’ 
The group of people that 
compose Ability have been 
selected because we share 
the goal of commitment to 
excellence by putting the 
patient’s needs first.” 

Best Practices
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ABILITY P&O’S CLINICAL BEST PRACTICES & OUTCOME
MEASURES EXCEED INDUSTRY STANDARDS



Maximizing Outcomes

Patient-centric Care Focuses 
on Patient Satisfaction

ABILITY’S WCR SCOLIOSIS 
ORTHOSIS RESEARCH 

REACHES NATIONAL STAGE
WHEN A NEW DEVICE DESIGN has the potential 
to improve patient outcomes, it is important for 

practitioners to share the results of this treatment. 
That’s what Ability Prosthetics & Orthotics ortho-

tists have done with the innovative Wood Cheneau 
Rigo (WCR) scoliosis orthosis. 

Ability presented research at the American Academy 
of Orthotics and Prosthetics Annual Meeting and Sci-

entific Symposium on March 8 in Orlando, Florida, and 
will present at a specialized conference for the treatment 

of scoliosis at the 14th 
International Society on 

Scoliosis Orthopaedic and 
Rehabilitation Treatment 

Meeting on April 25 in 
San Francisco.

Two to three percent 
of adolescents ages 10 to 

18 years old present with 
adolescent idiopathic scoli-

osis, and for a large portion 
of patients, conservative 

treatment with a Thoraco 
Lumbar Sacral Orthosis 

(TLSO) is appropriate. 
The WCR scoliosis 

orthosis contains unique 
design aspects, which sets it 

apart from the other custom 
TLSOs. It is a three-dimensional 

correctional brace that has signif-
icant pressure and expansion areas 

built into it to provide correction  
in three anatomical planes. As one of 

the only regionally located orthotic 
and prosthetic practices trained and 

approved to provide the specialized WCR 
scoliosis orthosis, Ability has seen a variety 

of patient presentations. Ability orthotists 
and clinical researchers will present case 

studies and data from a retrospective chart 
review of the first 19 patients who have had the opportunity to receive the WCR for 

their scoliosis treatment. 

ABILITY PROSTHETICS & ORTHOTICS prides itself on 
providing the highest value patient-centered care. In order 
to listen to and react to feedback from patients, Ability 
has developed a new patient satisfaction survey process. 
The survey now asks patients more meaningful ques-
tions that specifically evaluate the clinical process best 
practices that were recently established at Ability. 

Regardless of their individual needs, the care of each 
patient will follow consistent steps in the clinical  
process across each of Ability’s practice location. 
“With a new satisfaction survey that mirrors 

Ability’s best practices, our clinical 
care teams will receive the data that 
they need to maximize the patient 
experience,” said Brian Kaluf, BSE, 
CP, FAAOP, Ability’s Clinical 
Outcome and Research Director. 

With a new web-based 
platform, Ability was able to 
reduce the time it takes to 
administer the satisfaction 
survey and capture more 
relevant feedback that 
allows clinics to respond 
immediately. 

By focusing on patient 
satisfaction, Ability can 
ensure their care is 
patient-centric,  
Kaluf said. 
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“With a neW satisfaction 

survey that mirrors 

ability’s best practices, 

our clinical care teams 

Will receive the data 

that they need to 

maximize the patient 

experience.”  Brian Kaluf

 Ability presented research at AAOP’s 
annual meeting in Orlando, Florida in March.



CONTACT US:

AbilityPO.com
800.455.0058

Pennsylvania
Exton
Corporate Headquarters
The Commons at Oaklands
660 West Lincoln Highway
Exton, PA 19341
p: 610.873.6733
f: 610.873.6735

Hanover
Hillside Medical Building
250 Fame Avenue
Entrance C, Suite 102
Hanover, PA 17331
p: 717.337.2273
f: 717.337.2285

Mechanicsburg
Fredricksen Center
2005 Technology Parkway, Suite 200
Mechanicsburg, PA 17050
p: 717.458.8429
f: 717.458.8437

York
960 South George Street
York, PA 17403
p: 717.851.0156
f: 717.851.0157

Limerick
410 Linfield-Trappe Road, Suite 110
Royersford, PA 19468 
p: 484.932.5000
f: 484.932.5003

North Carolina
Asheville
3 Walden Ridge Drive, Suite 400
Asheville, NC 28803
p: 828.252.0331
f: 828.252.9764

Charlotte
309 South Sharon Amity Road, Suite 104
Charlotte, NC 28211
p: 704.372.7660
f: 704.372.7659

Maryland
Frederick
73 Thomas Johnson Drive, Suite B
Frederick, MD 21702
p: 301.698.4692
f: 301.698.4693

Hagerstown
246 Eastern Boulevard, Suite 100
Hagerstown, MD 21740
p: 301.790.3636
f: 301.790.3644

Rockville
15200 Shady Grove Road, Suite 102
Rockville, MD 20850
p: 240.261.4229
f: 240.261.4489

Follow us:

  

LOCATIONS

Similar events are regularly held at Ability 
locations. Call your local office for more 

information, or visit AbilityPO.com.

May 9
MyoPro Screening Day
OrthoCarolina Hand Center 
1915 Randolph Road, Second Floor 

Charlotte, NC 28207
From 8 a.m. to noon

MyoPro Screening 
takes place during the 
OrthoCarolina Hand Center’s monthly Brachial Plexus 
Injury Clinic. Cody Smith, CPO, will set up the MyoPro 
orthosis in an exam room and Glenn Gaston, MD, and 
Bryan Loeffler, MD, will refer patients they believe are 
good candidates to be evaluated for the device.

For more information, call 704.372.7660 or email 
cody.smith@abilitypo.com

May 18
Penn State Rec Fest
Penn State Harrisburg College Campus
777 W. Harrisburg Pike, Capital Union Building

Middletown, PA 17057
From 11 a.m. to 5 p.m., rain or shine

The Department of 
Physical Medicine and 
Rehabilitation (PM&R) in collaboration with 
Penn State Health Rehabilitation Hospital, 
will host the third annual Penn State Rec 
Fest. Demonstrations will include wheelchair 
rugby, basketball and baseball, scuba diving, kayaking,  
fencing, dance, service dogs, sled hockey, track chair,  
adaptive hunting and snow/water ski equipment, gardening 
and more. The goal of the event is to increase awareness  
for community members, healthcare providers and those  
with disabilities of the adaptive sports, recreation and  
exercise in the community; as well as enhance the local  
college programs through volunteer participation. The  
event is open to all.

For more information, visit https://www.eventbrite.com/e/
pennstate-recfest-2019-tickets-48646990458

mailto:cody.smith@abilitypo.com

