
Responding to the long and difficult COVID-19 pandemic has tested the healthcare IT 
and services communities. What vendors have truly been partners? What vendors have 
fallen short in their response? Who showed they are up to the challenge of working 
through inevitable future crises? This report is the second in KLAS’ series on vendor 
performance in response to COVID-19. (The first can be found on the KLAS website, 
along with customer comments regarding all vendors’ performance.)

VENDOR 
PERFORMANCE IN 
RESPONSE TO THE 
COVID-19 CRISIS

Overall, the vendor community has responded 
well to the COVID-19 crisis. 75% of customer 
ratings for the question “On a scale of 1.0–9.0, 
how well has your vendor supported you through 
the COVID-19 crisis?” are an 8.0 or higher.
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Two large vendors are rated 7.0 or lower (out of 9.0) for their 
response to the crisis:

symplr (API Healthcare) has helped customers through 
particularly difficult staffing challenges resulting from 
COVID-19. Customers report that symplr has worked 
tirelessly with them through software changes, support 
needs, and difficult questions. 

MEDITECH customers report the vendor’s response to COVID-19 
was fast, on target with their needs, and extremely helpful. 
Customers especially appreciated how MEDITECH made 
development and code changes very quickly. Respondents 
hope they will continue to see this level of responsiveness from 
MEDITECH in the future regarding other needs.

Customers of PerfectServe (including acquired Lightning Bolt 
and Telmediq) report the vendor provided additional resources 
(often at no charge), excellent creativity in the design and quick 
rollout of new functionalities and applications, and consistent 
communication through the crisis. Telmediq users gave 
especially high ratings, stating support from PerfectServe has 
grown significantly in the past year.

Health Catalyst has armed their customers with critical 
data and insights, including predictive dashboards, in the 
fight against COVID-19. Similar to other high performers, 
Health Catalyst was quick to be flexible and supportive with 
everything from costs to service.

3M responded well to COVID-19 in many ways, including 
updating codes for revenue cycle and making other updates 
to ensure the MModal platform performed well throughout 
the crisis. Customers report that 3M did an excellent job 
checking in often and doing anything that was asked. 

GetWellNetwork released a new platform for customers 
to help manage patients who tested positive for COVID-19. 
Customers report the vendor was constantly checking in 
and making adjustments for customers as needs arose. 

Nuance was ready in a variety of ways to help customers, 
from supporting a mobile, work-from-home workforce, to 
offering some customers free licenses to meet surge needs. 
Nuance’s quality management customers rated their vendor 
a perfect 9.0 (based on limited data), citing their excellent 
work quickly adding COVID-19 quality measures.

Epic customers report a myriad of ways in which the vendor 
has supported them throughout the crisis. Repeatedly, 
customers say that when they were struggling, Epic 
emphasized meeting critical needs over cost and contracting. 
Many software upgrades were quickly released to meet a 
plethora of customer requests.

While many Allscripts customers report the vendor made 
significant efforts to support them through the crisis, customers 
using the Paragon platform or one of Allscripts’ ambulatory 
solutions are more likely to feel they have been working with 
thinly stretched resources or doing too much on their own.

Homecare Homebase customers say their vendor made efforts to 
support them but moved slower than they expected and needed.

Overall Satisfaction vs. 
COVID-19 Response Rating

Large software vendors only 
(15+ ratings in 2+ market segments) 

Vendors ordered first by COVID-19 response rating, 
then by overall satisfaction rating

4.0 9.0

Overall satisfaction (same respondents) (1–9 scale)

COVID-19 response rating (1–9 scale)

(n=63)Homecare Homebase 6.9 7.1

(n=136)Allscripts 6.96.5

(n=58)Greenway Health 7.36.3

(n=90)IBM Watson Health 7.57.3

(n=104)athenahealth 7.57.3

(n=279)Cerner 7.76.9

(n=124)NextGen Healthcare 7.87.8

(n=52)PerfectServe 8.18.1

(n=45)GetWellNetwork 8.17.8

(n=48)Health Catalyst 8.18.0

(n=64)3M 8.17.8

(n=556)Epic 8.27.9

(n=99)Nuance 8.38.2

(n=32)WellSky 7.47.0

symplr (API Healthcare) (n=54) 7.6 8.1

MEDITECH (n=78) 7.4 8.0

Nuance & Epic Lead in COVID-19 Response 
among Large Vendors
Among large vendors—defined in this report as having at least 15 ratings for their COVID-19 response in two or more measured 
market segments—eight are rated 8.0 or higher (out of 9.0): 



98 Other Software Vendors Rated High (8.0 or Higher) 
for Their COVID-19 Response

During the difficult year of 2020, KLAS interviews with healthcare organizations were often filled with stories of vendors supporting their 
customers by responding quickly and effectively to the COVID-19 crisis. Often, vendors strengthened relationships with customers through the 
crisis by communicating frequently, reacting quickly, predicting customer needs, and responding to those needs.

COVID-19 Response Rating—Other Software Vendors | Vendors with rating of 8.0+
(1–9 scale)
Vendors ordered by score, then alphabetically *Limited data

4.0

4.0

9.0

9.0

Craneware 8.5(n=18)

Ambra 8.5*(n=11)

Hillrom 8.5*(n=14)

DocASAP 8.5*(n=8)

QGenda 8.5(n=37)

8.5

Waystar 

(n=17)

Cedar 8.5*(n=6)

Legacy Data Access 8.5*(n=6)

Relatient 8.5*(n=12)

Verity Solutions 

8.5(n=17)

Zipnosis 8.5*(n=11)

MedAptus 9.0*(n=9)

Mend 9.0*(n=9)

PELITAS 9.0*(n=9)

Medigate 9.0*(n=7)

Radix Health 8.7*(n=6)

Halo Health 8.7*(n=14)

Schedule360 8.7*(n=11)

MediQuant 8.7*(n=6)

SSI Group 8.7*(n=12)

OnShift 8.7*(n=6)

Vocera 8.7*(n=10)

Patientco 8.7*(n=7)

WELL Health 8.7*(n=13)

Enli, a Cedar Gate Company 8.7*(n=13)

Caregility 8.9*(n=11)

Maize Analytics (n=9) 8.9*

pCare (n=17) 8.9

PCC 8.9(n=16)

8.8*AccuReg (n=6)

8.8Arcadia.io (n=16)

Innovaccer 8.8*(n=6)

Phreesia 8.8(n=32)

Relevant Healthcare 8.8*(n=6)

Dolbey 8.8(n=47)

ASM 8.6(n=17)

FairWarning 8.6(n=31)

Modio Health 8.6(n=18)

Syntellis 8.6*(n=7)

Verge Health 8.6(n=27)

VerityStream 8.6*(n=9)

Thornberry 8.6*(n=9)

VigiLanz 8.6(n=19)

Protenus 8.6*(n=7)

Amion 8.4*(n=8)

HealthEC 8.4*(n=7)

eVideon 8.4*(n=9)

8.4*Doximity (n=7)

Iodine Software 8.4*(n=7)

TigerConnect 8.4*(n=7)

Quadax 8.4(n=19)

Twistle 8.4*(n=12)

Strata Decision Technology 8.4(n=41)

SONIFI Health 8.3(n=18)

8.3*Kit Check (n=12)

Sectra 8.3(n=36)

8.3*PharmaForce (n=6)

Vizient 8.3*(n=12)

Medisolv 8.3(n=19)

RxStrategies 8.3*(n=7)

Avantas 8.2(n=23)

ChartWise 8.2*(n=10)

Dimensional Insight 8.2*(n=9)

TeleHealth Services 8.2*(n=10)

Vyne Medical 8.2(n=16)

Workday 8.2(n=24)

Vitalware by Health Catalyst 8.2(n=15)

Elsevier 8.2(n=29)

Epion Health 8.2*(n=10)

EBSCO Information Services 8.2*(n=13)

Identity Automation 8.2*(n=10)

Lightbeam 8.2*(n=10)

Flatiron 8.1*(n=10)

InterSystems 8.1(n=26)

Lyniate 8.1(n=31)

Imprivata 8.1*(n=14)

Macro Helix 8.1*(n=14)

INFINITT 8.1(n=15)

Oracle 8.1*(n=8)

Grifols 8.0*(n=11)

TeleTracking 8.0(n=24)

STANLEY Healthcare 8.0*(n=14)

Wolters Kluwer 8.0(n=55)

UKG (Ultimate Kronos Group) 8.0(n=40)

Intelerad 8.0*(n=14)

Optum 8.0(n=33)



COVID-19 Response Ratings—Other Software 
Vendors | Vendors with rating of <8.0

COVID-19 Response Ratings—All Services Firms

(1–9 scale)

(1–9 scale)

Among vendors that have not performed as well, customers 
nearly universally say their vendor made efforts but sometimes 
failed to follow through, communicate effectively, or deliver when 
clients needed help most. 

Vendors ordered by score, then alphabetically

Firms ordered by score, then alphabetically

CPSI 7.9(n=15)
Elation Health 7.9(n=18)
Experian Health 7.9(n=34)
Infor 7.9(n=21)

Varian 7.9(n=21)
Premier 7.9(n=30)

Advantasure 7.9*(n=8)

98% of Services 
Firms Rated High for 
COVID-19 Response

The vast majority of services firms have been quick and effective 
in their response to the COVID-19 crisis, often filling critical 
gaps in staffing, skills, and experience. Hundreds of interviewed 
provider organizations report they have leaned heavily on their 
services partners to endure the crisis. Notably, Medix, Aquity 
Solutions, and Nordic are rated high for their response to 
COVID-19 across multiple services.

8.0ECG Management Consultants (n=6)

8.1

8.1
8.1

8.1

The HCI Group

athenahealth
AGS Health

Cerner

(n=12)

(n=7)

(n=20)

(n=14)

7.9Premise Health (n=11)

8.7

8.7
8.7

Accenture

Nordic

Aquity Solutions
Bails

(n=6)

(n=27)

(n=22)

(n=7)

himagine

9.0
9.0
9.0
9.0

Atos
Chartis Group
Engage

(n=6)

(n=7)

(n=6)

(n=7)

Verisma

8.3
8.3

8.3
8.3

TransUnion Healthcare
GeBBS Healthcare Solutions

UASI
(n=25)

(n=20)

(n=9)

(n=6)

Cumberland
Pivot Point Consulting, a Vaco Company

8.4
8.4

XSOLIS (n=7)

(n=12)

(n=13)

Oxford Global Resources

ettain health

Medix
8.8
8.8

8.8
Impact Advisors

(n=17)

(n=9)

(n=6)

(n=12)

Ciox Health
8.2
8.2

Caravan Health (n=6)

(n=20)

Medasource
MediRevv

CSI Healthcare IT

PwC

Guidehouse (formerly Navigant)

Change Healthcare
8.6

Ensemble Health Partners (n=7)

(n=7)

(n=15)

(n=13)

(n=27)

(n=8)

(n=7)

8.6

8.6

8.6

8.5

8.5

Optimum Healthcare IT

Sound Physicians

CarePayment

R1
Parallon

(n=13)

(n=24)

(n=10)

(n=11)

(n=14)

8.5

8.5

4.0 9.0

*Limited data

Azara Healthcare 7.8*(n=8)

Midmark 7.8*(n=6)
HealthStream 7.8*(n=11)

Qualifacts 7.8*(n=10)

BD 7.8(n=19)

RevSpring 7.8(n=16)

Elekta 7.8*(n=13)

ShiftWizard, a HealthStream Company 7.8*(n=6)

Flywire 7.8*(n=8)

RLDatix 7.8*(n=12)

Philips 7.8(n=105)

Baxter 7.8*(n=13)

4.0 9.0

MatrixCare 7.4(n=34)

CenTrak 7.4*(n=13)
Harris Healthcare 7.4*(n=8)

eClinicalWorks 6.7(n=51)

MDLIVE 7.3(n=17)
Zoom 7.3(n=31)

IntelliSoft, now a part of symplr 7.0*(n=6)
Mach7 Technologies 7.0*(n=7)
SR Health by Solutionreach 7.0*(n=12)

Agfa HealthCare 6.9(n=43)
MEDHOST 6.9*(n=7)
Netsmart 6.9(n=26)

Sentry Data Systems 6.8(n=21)

6.4*Evariant, a Healthgrades company (n=10)

OTech Group 6.3*(n=9)
Provation 6.3*(n=8)

Vidyo 6.0*(n=6)

Cotiviti 6.6*(n=7)

Salesforce 6.5*(n=10)

Amwell (American Well) 7.1(n=27)
Change Healthcare 7.1(n=56)

Luma Health 7.5(n=24)
Swisslog Healthcare 7.5*(n=11)
VSee 7.5(n=15)

Health Recovery Solutions 7.5*(n=14)
IBM 7.5*(n=13)

Fujifilm 7.5(n=31)

Kareo 7.5(n=18)
lifeIMAGE 7.5*(n=8)

Hyland 7.6(n=18)

Modernizing Medicine 7.6(n=24)
nThrive 7.6(n=27)
Practice Fusion 7.6*(n=8)
QliqSOFT 7.6*(n=7)

CipherHealth 7.6(n=17)
GE Healthcare 7.6(n=67)

Jvion 7.6*(n=7)
Livongo Health 7.6*(n=9)

MedInsight 7.7*(n=6)
Conduent 7.7*(n=7)

PointClickCare 7.7(n=15)
PatientSafe Solutions 7.7(n=15)

Teladoc Health 7.7(n=43)
TeraRecon, a SymphonyAI Group Company 7.7*(n=9)

Omnicell 7.7(n=15)
Microsoft 7.7*(n=14)

PatientKeeper 7.7*(n=11)

CareCloud 7.2*(n=13)

Experity 7.2(n=21)

AdvancedMD 7.2(n=33)

MV 7.2*(n=9)

Doxy.me 7.2(n=25)
Credible 7.2*(n=9)

Office Practicum 7.2*(n=10)

Siemens 5.6*(n=9)
eMDs (n=19) 5.6

8.7

8.8

Epic (n=16) 8.6

8.6HCTec (n=10)

8.6
8.6

8.6

8.5

8.4

MRO Corp
Nuance

8.2
8.2
8.2

Everside Health (n=13)

(n=20)

(n=14)

8.1Cloudmed (n=20)
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Report Information

About This Report

What Is “Limited Data”?

Reader Responsibility
KLAS data and reports are a compilation of research gathered from websites, healthcare industry 
reports, interviews with healthcare, payer, and employer organization executives and managers, 
and interviews with vendor and consultant organizations. Data gathered from these sources 
includes strong opinions (which should not be interpreted as actual facts) reflecting the emotion of 
exceptional success and, at times, failure. The information is intended solely as a catalyst for a more 
meaningful and effective investigation on your organization’s part and is not intended, nor should it 
be used, to replace your organization’s due diligence. 

KLAS data and reports represent the combined candid opinions of actual people from healthcare, 
payer, and employer organizations regarding how their vendors, products, and/or services perform 
against their organization’s objectives and expectations. The findings presented are not meant to be 
conclusive data for an entire client base. Significant variables—including a respondent’s role within 
their organization as well as the organization’s type (rural, teaching, specialty, etc.), size, objectives, 
depth/breadth of software use, software version, and system infrastructure/network—impact 
opinions and preclude an exact apples-to-apples comparison or a finely tuned statistical analysis. 

KLAS makes significant effort to identify all organizations within a vendor’s customer base so that 
KLAS scores are based on a representative random sample. However, since not all vendors share 
complete customer lists and some customers decline to participate, KLAS cannot claim a random 
representative sample for each solution. Therefore, while KLAS scores should be interpreted as 
KLAS’s best effort to quantify the customer experience for each solution measured, they may 
contain both quantifiable and unidentifiable variation.

We encourage our clients, friends, and partners using KLAS research data to take into account these 
variables as they include KLAS data with their own due diligence. For frequently asked questions 
about KLAS methodology, please refer to klasresearch.com/faq.

Copyright Infringement Warning
This report and its contents are copyright-
protected works and are intended solely for 
your organization. Any other organization, 
consultant, investment company, or vendor 
enabling or obtaining unauthorized access 
to this report will be liable for all damages 
associated with copyright infringement, 
which may include the full price of the 
report and/or attorney fees. For information 
regarding your specific obligations, please 
refer to klasresearch.com/data-use-policy.

Note
Performance scores may change significantly 
when additional organizations are 
interviewed, especially when the existing 
sample size is limited, as in an emerging 
market with a small number of live clients.

In the spring of 2020, KLAS began collecting provider organizations’ feedback on the response of their software 
vendors and services firms to the COVID-19 pandemic and how well these companies supported customers 
throughout the crisis. The data in this report (an update to the early look KLAS published in July 2020) was collected 
from April 1, 2020, to December 31, 2020, and includes ratings from 6,300 in-depth interviews with providers and IT 
professionals at healthcare organizations. Comments from these interviews can be found here.

Some products/services are used in only a small number of facilities, some vendors are resistant to providing client 
lists, and some respondents choose not to answer particular questions. Thus a vendor’s sample size may vary from 
question to question and may not reach KLAS’ required threshold of 15 unique respondents for software and 6 
unique respondents for services. When a vendor’s sample size for a particular question is less than 15 for software 
or 6 for services, the score for that question is marked with an asterisk (*) or otherwise designated as “limited data.” 
If the sample size is less than 6 for software or 3 for services, no score is shown. Note that when a vendor has a low 
number of reporting sites, the possibility exists for KLAS scores to change significantly as new surveys are collected.
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