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case management web application

> move forward with confidence
! secure

! feature-rich

! web-ready

! flexible

! powerful

! easy to use

! integrated

! cost-effective

! well-supported

Penelope Case Management by Athena Software is a comprehensive, powerful, secure and easy-to-
use client-service information management application that utilizes leading edge architecture to help 
optimize an organizationÕs service delivery, communications, reporting, information management, 
accountability and program planning.

From 5 users to 15000-users, our secure, web-ready enterprise level software is scalable to meet 
your requirements (and your budget!). Our flexible deployment options allow you to install Penelope on-
site or access the system securely via the web through our ASP/ hosted option.

Athena Software helps its customers reduce operating costs, increase efficiency and improve 
customer service by integrating human resources scheduling, case/ clinical notes, reporting, 
outcome evaluation surveys, case management functions and billing into one integrated system. 
Penelope Case Management combines decades of combined industry experience with the power and 
reliability of open-source technology. PenelopeÕs unique home pages bring all of a workerÕs key 
information together for one-click access, enabling staff to devote more of their time to direct client 
service. 

On Windows, Mac or Linux - from the office or on the road - Athena Software empowers your 
organization to innovate and move forward with confidence. 
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> penelope on demand



Founded in 2001, Athena Software.net is a dynamic and innovative global company recognized for 
providing leading-edge case management and counseling software solutions and world-class support 
that empowers organizations to achieve new levels of client service, accountability and effectiveness.

Our team brings a wealth of skills, technical expertise, creativity and experience to our work:

!  expertise regarding business practices and operational environment of human service 
organizations

!  advanced java, jsp and html development and relational database management system 
design 

!  accounting and financial administration (CGA)
!  unix / linux configuration /networking and administration
!  evaluation research in psychology and social sciences 
!  health services consulting

With implementations from coast to coast across the United States and Canada, the UK, Europe, the 
Caribbean and Australia, Athena Software.net is a rapidly growing global leader in human services 
client information and case management systems. 

Corporate Competitive Advantages 

" Client Responsiveness and Support Ð emphasizing the human factor, we have a proven client 
support track record characterized by exceptionally timely and responsive client service.  

" Extensive Industry Knowledge Ð key staffÕs extensive experience in various aspects of the industry 
results in a comprehensive understanding of business requirements, effective communication with 
clients, and a sound application concept. 

" Advanced Technical Knowledge Ð our research and development team possesses a 
demonstrated ability to incorporate the latest innovations in technology and techniques into our 
applications.

" Quality Assurance Ð we implement quality assurance practices at every stage of technical 
analysis, design, testing and implementation to ensure the highest standards of quality, reliability 
and performance in our applications. 

" Competitive Cost Structure Ð by maintaining a flexible cost structure and maximizing the use of 
key strategic partnerships, Athena Software is able to market its applications and services at 
unmatched pricing levels and superior value-performance ratios.
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History Ð Penelope Integrated Case Management

Inspired by a vision of information management for human services that emphasized integration, 
ease of use, comprehensiveness, flexibility, power and performance, our development team engaged 
in months of comprehensive consultations with a wide variety of human service organizations in order 
to identify requirements and effective processes.  After months of development and user-acceptance 
testing, Athena Integrated Case Management was released in 2002. The applicationÕs user-
friendliness, power and intuitive design made it an immediate success, resulting in numerous 
implementations in Canada and the US in the months following its initial release.  Penelope Ð which 
was built on the Athena Platform and customized to effectively track US-style insurance/ Medicaid 
billing requirements was released in early 2004. From small non-profits to large multi-site 
organizations to governments, our case management and counseling software's flexible design and 
powerful configurability has enabled successful deployment at these types of organizations:

" Counseling Agencies / Individual-Group Therapy
" Child and Youth Service Organizations
" Young Parent Resource Centers
" University Counseling Services
" Employee Assistance (EAP) Providers
" Substance Abuse / Addictions Treatment Facilities
" Credit Counseling Providers
" Case Management Services
" Immigration Settlement Services
" Employment Training and Support Programs
" Behavioral Health Service Organizations
" Mental Health Service Providers
" Occupational Health and Safety Nursing Organizations
" Brain Injury Support Agencies
" Safe Schools/ GEAR UP programs
" Sexual Assault and Treatment Agencies
" GLBTG and AIDS Support Organizations
" Foster Care Providers / Child Protection Services
" Faith-Based Support Services
" School Boards
" University Counsellor-Training Departments
" multi-site organizations with 1500+ staff
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Penelope Application Competitive Advantages 

! Flexible Ð accommodates broad range of information requirements, clinical documentation 
and service types without additional costs/ customization | details

! Scaleable Ð accommodates considerable growth in data size, remote site access and 
concurrent users | details

! Intuitive Ð clean graphical user interface enables users to learn and master the program 
quickly and easily | home page screen shot

! Comprehensive - design allows for integration of diverse agency services under one 
application | details

! Low Total Cost of Ownership Ð open-source components and thin client architecture provide 
high performance while keeping hardware, support and licensing costs low | details | details

! Customizable Ð java object oriented design allows for significant per-agency customization if 
required | details

! Secure Ð numerous security provisions in the design and architecture of the application 
provide a high degree of security and confidentiality relating to access to specific client 
information | details

! Platform-Independent - runs exceptionally well in Windows, Mac and Linux operating 
environments (client and server!). | details
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Telephone, Email and Upgrade support is included in the price for Penelope > on demand (ASP 
services). 

Non-ASP hosted Penelope clients receive 90 days of free technical support. After that time, non-
ASP hosted clients may opt to purchase one of three annual support packages. 

! Annual Gold Support Package - 20% of license price/ annum

" 4 hours of tele-training per year (on-site if travel fee is covered)
" telephone, email and remote access support
" access to upgrades and patches 

! Annual Silver Support Package - 15% of license price/ annum

" 15 half-hour units of telephone support
" unlimited email support
" access to upgrades and patches 

! Annual Bronze Support Package - 10% of license price/ annum

" access to upgrades and patches

ASP clients receive the following services as part of their subscription package:

! daily backups + daily backups moved off-site
! toll-free telephone and email support
! upgrades and patches

Support services are offered 9:00 am to 5:00 pm Monday to Friday Eastern Standard Time  (GMT-5) 
excluding holidays.
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Challenges Solution

Clinical Records 

Management / 

Effective Case 

Management

! How do manage, make sense of and 

quickly and easily access key client 

information? 

! PenelopeÕs Òhome pageÓ feature brings all of the key 

information relevant to a workerÕs day-to-day work to their 

fingertips at login - most data - including their active case load, 

appointments and messages/ alerts are only a single-click away.

! How can you ensure that you can 

access the entirety of a case file 

history - even across different services, 

workers and locations?

! PenelopeÕs integrated case file offers to authorized users the 

complete case history of all services provided to a given client 

or family - including access to complete appointment history, 

notes and documents. And as Penelope is a web application, 

Òfar-flungÓ workers can access their files from anywhere on the 

net! | details

Customization ! We need a system that we can 

customize to meet our needs, but we 

donÕt have an IT staff or budget to 

continually be out-sourcing this 

responsibility

! Penelope makes customizing the system to your unique needs 

easy! Without any additional costs or specialized computer 

knowledge, your system administrator can change all lookup 

values, assign over 50 user defined fields, create custom 

surveys and documents and modify the system in myriad of 

ways. | details.

Tracking 

Complete Range 

of Services

! How can we track the broad, often 

disparate, range of services we offer 

from within a single system?

! As our diverse client base attests, Penelope is designed to 

track the complete range of services and operations at your 

organization - everything from phone contacts to educational 

presentations to referrals to intensive direct client service. | 

diagram

Effective 

Communications

! We need to be able to ensure that all 

of our staff (even across physical 

locations) have access to up-to-date 

information on our clients and workersÕ 

activities.

! PenelopeÕs alerts, messages, reminders, home pages, web-

based case files and central scheduler ensure that all 

authorized staff have timely access to the most up to date 

information at all times. | details

Efficient and 

Timely Billing / 

AR

! We need to be able to track all of our 

receivables without having to have two 

systems - one for accounting and one 

for case management/ client service

! Penelope features an integrated and robust accounts 

receivable functionality that lets your organization effectively 

track all your invoices - including CMS-1500s / x837s), credits, 

adjustments, receipts, write-offs, and debits for any number of 

payor situations (including medicaid, private insurers, self-pay 

and co-pay clients and sliding scale rates). | details
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Challenges Solution

Reporting ! We have extremely complex and 

demanding reporting requirements - 

our ability to receive funding relies on 

our ability to generate key reports in a 

timely fashion.

! Penelope features over 100 user-configurable and industry 

standard reports covering everything from service utilization to 

accounts to human resource statistics to outcomes-based 

reports to demographics. | details

! Our reporting requirements are so 

diverse and particular, that we need to 

be able to create our own reports as 

needed.

! With an ODBC driver (free download), you can access your 

data and export subsets into any ODBC compliant application 

(like Access, Excel or Crystal Reports). We also provide over 50 

user-configurable excel pivot tables to meet your diverse and 

changing reporting needs - giving you the power to create your 

own reports. 

Confidentiality ! How can you control unauthorized 

staff access to confidential files while 

ensuring that authorized users have 

convenient and timely access?

! Penelope has built in security levels that provide access 

permissions to confidential clinical service data - including notes 

- to only those authorized. Even a single case file in which 

multiple workers are providing different services can be 

partitioned so involved workers can only access on a Òneed to 

knowÓ basis.

Security ! We need to ensure that our system - 

especially if it is accessible across the 

web - is secure and that our 

confidential information is protected. 

! Penelope uses extremely high grade SSL encryption in order to 

ensure that all data being transmitted to / from the server is 

encrypted in transit. In addition, no trace is left on the 

workstation of any confidential information after using Penelope.  

| details

Technology 

Integration
! We need something powerful and 

robust enough to serve our needs, but 

also something that can Òramp-upÓ 

easily without major IT investments.

! PenelopeÕs thin client approach means you donÕt need an IT 

department or need to provide much of an investment to 

implement the system and get up and running quickly. You donÕt 

need to worry about installing the server software, maintaining 

the system or setting up workstations with specialized software 

or dealing with software/ hardware conflicts. With our ASP 

option. if you have a web browser and an internet connection, 

you will be good to go - simple as that! Our excellent training 

services and acclaimed learning materials help making the 

transition to Penelope as effective as possible. | details
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> security perimeters

" The basic principle of security operations is multiple concentric security perimeters, or a 
Òdefense in depthÓ.

" Each perimeter of security requires a higher level of authorization than the previous. As the 
level of security perimeter increases, fewer and fewer employees are allowed access.

" The concentricity of the security perimeters means that the outer perimeters completely 
envelope and enclose the inner perimeters. !

" The building has a 24x7x365 alarm system which includes an interior Òglass breakageÓ alarm. 
The alarm system is remotely monitored with immediate dispatch in the event of an out-of-
normal event.

personnel access 

The access to each perimeter is based on RFIDÕs ( radio frequency identifier) , each of which has a 
unique address. Only WDF personnel are issued RFIDÕs. Each use of the RFID is monitored, tracked 
and if need be, reported. This includes successful uses AND false attempts for each use of the RFID. 
The RFIDÕs are controlled by a single point of contact within the company. 

customerÕs personnel 

Customers are issued photo ID access cards, which include information about the individual including 
their photo, about the ! specific rack destination where their equipment is housed and information 
about a reference in that CustomerÕs organization (usually the individual who has signed the 
contract). The photo ID is mandatory in order for the Customer to just enter the building. ! The 
security ID cards are controlled by a single point of contact. 

escorted access 

All access to the building and its security perimeters is 100% escorted 24x7x365. ! The escorts 
record the particulars of each access visit, prior to entering the equipment area. The escorts are 
required to carry out a mandatory inspection of the CustomerÕs access photo ID card. An exact 
duplicate of the photo ID card is kept in the records for comparison to the CustomerÕs card.

Altogether, there are four security perimeters in place. Beyond perimeter 2, all activities are 
monitored with full time, full motion colour video surveillance. The escorts activate the fourth and final 
security perimeter that allows the Customer to access their equipment. The escorts are technically 
knowledgeable IT staff, who monitor and / or assist the Customer in their work. Generally, the 
escorts have a working knowledge or have a working relationship with the authorized CustomerÕs 
individuals.
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> equipment protection

Protection is provided to the CustomerÕs equipment so that they have uninterrupted operations.

power feed

The power supply provided includes multiple, redundant UPSÕs and dual power feeds ( A feed and B 
feed) to each equipment rack.  The UPSs are fed by either the local power utility or the on-site diesel 
generator. The switch over to the generator is controlled by an automatic transfer switch. The diesel 
startup requires about 8 Ð 10 seconds to come on-line. Each UPS has a standby capacity of !30 
minutes. ! There is at least 7 days fuel capacity at all times on-site. The fuel quality is routinely 
checked . The generator is tested weekly for a minimum of 1 hour.The power feed and its 
components are monitored 24x7x365 and any out-of-normal event is tracked and monitored by the 
on-site alarm system. 

The performance to date (over 30 months of operations) is 100% uptime.

HVAC

The equipment cooling is provided by telco Central Office standard equipment. It is equipped with dual 
compressors that ensure continued operation.  The on-site diesel generating capacity is designed to 
support, not only the computing equipment load, but also the HVAC power load. The raised floor (24 
inch) environment ensures the even and proper distribution of cooled air to the equipment racks. 
Routine temperature inspections are made to identify and mitigate any hot-spots within the 
equipment area.

fire suppression

Fire suppression is based on an inert dry-gas (Ineregen) system. Unlike Halon, the Inergen gas is 
environmentally benign. The site operates in 4 separate fire suppression zones. In the event of a high 
temperature event, the system floods the equipment area in alarm mode with the Inergen gas to 
lower the oxygen level to the point where combustion does not occur. The gas flooding takes about 5 
Ð 6 seconds. !This suppresses any fire. The Inergen gas also is designed to continue extracting the 
heat via the HVAC from the neighbouring equipment to allow uninterrupted operations within the 
equipment area. The high temperature event simultaneously triggers audible and visual alarms.

> network feed

The network connections are based on a fibre optic cable system, with physical route diversity, 
connected to 2 physically separate Points of Presence. The traffic is routed to multiple up-stream 
backbone carriers to ensure continuous operation.

It is up to! the system administrator at the agency to ensure sound password policies are in effect. 
Each user has a unique ID that generates an audit trail which can recreate all of their actions in the 
system during any time period. All changes to the database are recorded in terms of who did them, 
when and who last modified them and when.
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Technical 
Attributes >

Database
PostgreSQL 8.1.3

Front-End Access
Web Browser 
(https/SSL can be configured)

Architecture
Java-Based

Back-End Access
ODBC-Driver

Minimum Workstation Req.
Win 98SE+, P-II,  256 MB RAM
OSX, G3+, 256 MB RAM
RH 7.3+, 256 MB RAM

Sample Server Specifications
20 Concurrent Users
P-IV, 2GHZ, 2GB RAM, 36GB HD

Find out more about Penelope's tech 
specs online

Features >

Find out about PenelopeÕs 
features online

Find out more about PenelopeÕs 
suitability for your organization online

Handles multiple users logged in at once? (15000+)

Accessible via the Internet

Uses high-grade SSL Encryption

ODBC-Compliant/ Drivers

Transaction Concurrency Support

Supports Tiered Architecture

SQL-Standard Compliance

Browser-Based Administration

Hot Backups

PostgreSQL Relational Database

Server Operating Systems: Windows 2000, XP, 2003, Redhat 9, 

FC1+,  RHES3+, Suse Enterprise, Mac OSX, OS X Server,

Browsers: Internet Explorer 5.5,6, 7, Firefox, Camino 

Complete direct / indirect multi-calendar scheduling

Case / Session / Progress Notes

Custom Case Documents

Custom Action Trigger / Workflow Documents

Custom Outcomes Evaluation Surveys

Extensive individual demographic data

Extensive custom (user-defined) data

Program-based service tracking

Custom worker home pages

Instant  tasks / alerts / reminders

Triggered alerts
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Tracks  Brief Services (eg. crisis calls, information requests)

Spell Checker

Comprehensive Help Resources / Tutorials 

Tracks Outreach and Education Activities

Complete User-control over all drop down lists

Google maps interface for individuals

135+ built-in configurable Reports

Handles waterfall billing / variable rate billing

Tracks and Reports on EAP Services

Generates CMS-1500s and EDI / x837 claims directly

Complete Accounts Receivables (Invoicing / Payments)

Supports Medicaid / Medicare billing

Multi-site scheduler

Can track Multiple Services per Activity

Waitlist

Various Worker Security / Access Levels

Sliding Scale Billing

Extensive Case Program and Staff Performance / Utilization 

Statistics

File Attachments

Secure, time-stamped and locked session notes

Individual, Couple, Family and Group Service

Tracking of multiple Diagnosis Codes

Resource Tracking/ Scheduling

Collateral Contact Tracking

Optional Family-Based Case Files
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Already Penelope has revolutionized our processes and systems in our operations as a whole. The Substance Abuse 
treatment side of healthcare is much under-served and in my experience it has shown that any time you want to 
streamline your business in that type of field it requires you to outsource thousands of dollars worth of development as 
well as months of mapping and outlining what you really want. So far Penelope has been a true life saver and for the first 
time in 2 years our CEO has been able to go home on Friday and enjoy his weekend. The best part is that I know we 
haven't even tapped the surface of all that Athena offers us. Every day my office manager (who has had several years of 
working in this field and knows of the pain it is to develop a proper database system for this type of business) rushes in my 
office ecstatic of something new she has learned and how much easier it has made things. My belief in business 
management is that your priority as a director/manager is to find people doing things right and so simply put I just want 
to say to the whole Athena Software team "WELL DONE" we look forward to a long profitable relationship and hope that 
we can work together to help a very underserved market of businesses get the service and quality case management 
software they deserve. Colby Wilcock, Director of Lighthouse Behavioral Services,  Utah USA

> the challenge

In a multi-site environment of scarce human, financial and technological resources, the challenge was to coordinate, 
streamline and automate business processes that relate to client service, treatment planning and complex billing. Clients 
are being seen in multiple group and individual substance abuse treatment programs at various physical locations 
throughout the state of Utah. Therapists need to be kept abreast of their constantly changing case loads and group 
rosters. Program managers and Intake Workers employ a range of assessment tools/ documents in compiling a 
complete, multi-faceted case file that includes many datasets unique to the agency. Progress notes for each encounter 
need to be entered in support of state and federal professional and security regulations. The billing department needs to 
track the funding sources, rates, co-pay information and authorized services of each client in real time to ensure that the 
services provided will be accurately reimbursed in a timely manner. Agency operations spread out over a vast geographic 
area need to be coordinated with centralized real-time access to data on a permissions-based user system. A host of 
disparate reports for various funding, internal and stakeholder groups must be generated to track statistical and 
demographic service data. Limited financial resources preclude the option of custom software development and limited 
technology resources result in a requirement for an easily deployable but highly configurable system that does not require 
ongoing internal technical support, huge start-up costs, the purchase of additional hardware and extensive user training.

> success achieved

Vastly improved coordination of overall agency services Ð with numerous time saving processes (eg. intake, assignment, 
scheduling, notes, billing and reporting). Centralized real-time data access across different sites results in enhanced client 
service, expedited scheduling, reduction in worker Òdown-timeÓ due to the ability to quickly reschedule cancelled 
appointments, elimination of fax/ paper trail relating to interagency client-worker assignment processes, shortened 
account aging due to effective receivables management, reduction in unauthorized or rejected insurance claims due to 
integrated billing system, and increased worker productivity due to integrated Òhome-pageÓ structure of the program 
which allows each worker to access their active case files, appointments and messages / alerts with a single click. The 
extensive user-configurability of the system has enabled the agency to finally track the data they need - where and how 
they need it. The scheduling of group appointments has greatly reduced the time and effort previously involved in this. The 
system also has enabled compliance with state and federal professional and data security requirements by time/ date / 
user stamping all clinical notes and documents, providing for restricted access to files on a need to know basis, enabling 
audit trails and providing a complete electronic clinical case file that includes all service activity, billing information, clinical 
data, and third party letters and other documents. The billing system has allowed the agency to handle all receivables 
within Penelope thus reducing duplicate entry into third party systems. The ability to automatically generate CMS-1500 
claims and group invoices to government payors has eliminated the need for manual data re-entry and the use of 
expensive clearinghouses, allowing for direct submission of invoices/ claims to funders.
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