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Moving the Needle on Active Patient Portal Use
A Celebration of Innovation in California’s Safety 

Net
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• Learn Priorities From Each 
Other

• Hear Survey Results

• Learn What is Trending

• Learn Innovations That are 
Working in the Safety Net

• Share Ideas on:
• Decision Points on What To Do Next
• How Portals Can Be Used to Improve 

Outreach

• Q&A3



• Quick Vote

• Share Your Pre-Conference Survey Responses

• Share Portal Deployment Innovations!

• Trends that are Useful to Know

• Los Angeles DHS – Redeployment Example

• Six Keys to Portal Redeployment Success 
with Examples from California Safety Net 
Organizations

• Weighing Your Next Steps – What Are Your 
Decision Points?

• Share Potential Portal Uses for Outreach4



What would be the one most wanted 
portal function if you asked your 

providers – to best engage their patients 
– to best save time for everyone?  
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View Labs View Immunizations

View Allergies

Update Contact InfoReview Meds

Secure Message/e-mail

Request Refill
View Educ Materials

Schedule Non-urgent Appt

Download and Complete Forms

Make Payments



What would be the one most wanted 
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View Labs 91% View Immunizations 83%

View Allergies 83%

Update Contact Info 58%
Review Meds 58%

Secure Message/e-mail 58%

Request Refill 58%View Educ Materials 58%

Schedule Non-urgent Appt 42%

Download and Complete Forms 33%

Make Payments 17%
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Final Discussion Question

What is one new thing you learned 
today to improve use of the patient 
portal to reduce care gaps/improve 

patient outreach?
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Your Survey Questions Highlighted Throughout
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How many patients have signed up for the patient portal 
(approximately)?

 PHS generally have around 25-35% of patients 
signed up for a patient portal

Note: “Active” User % is Underreported
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What differences are others seeing in enrollment versus active use?
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 Information 
Sharing
• Care Records
• Bi-directional 

Communications
• MU $

 Marketing
• Strategic 

differentiator
 Future

• Secure 
Communication

• Inreach and 
Outreach Options

Patients:
• View Lab Results
• Secure messaging
• Manage Appointments
• Refill Prescriptions
• View/Download 

Record
• Complete Forms
• Pay Bills

Clinics/Providers:
• Administrative 

efficiencies (less calls)
• Save time on routine 

tasks
• More time for critical 

patients

 Patients:
• “Digital Divide”
• Literacy
• Language
• Privacy concerns

 Providers:
• Potential for added 

work
• Lack of 

reimbursement
• Inappropriate use by 

patients
• Liability for security 

breaches

Drivers

Benefits

Barriers

National
Trends
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National
Trends
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There is interest!
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What is on the Horizon?

 211/Unite Us Connections to Resource Support, including more detailed 
fields that help connect to resources (REAL & SOGI)

 Forms via eClipboard – previsit, ongoing care, annual surveys, etc 

 Enrollment and Insurance AI – autopopulate information, including more 
detailed fields that help connect to resources

 Secure Login to Suite of Communication Options - Telemedicine Visits

 Input options and analytics for self-wear/personal devices (BP, Glucose, 
Healthy Lifestyle)
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LA DHS: “Patient Portal is the Foundation for 
Secure Patient Engagement in the Digital Age”
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“Purposeful” Redeployment Strategy
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 Senior Leader Push
 Engage Providers – Champions Helped Build Simple Training Toolkit

 Survey and Site Visit
 Strategic Planning Senior Leader Meeting – Everyone Voted on Top 

Action Items
 Program Management Tracking Tool - Clear Action Item Owners
 Marketing Support for Top Action Items
 Top 5 Action Items:

 Start Live Scheduling
 Put Lifestyle Reminders (ELM, etc) on Portal
 Make User Experience for Spanish-primary speakers easier
 Allow Phone Numbers to Be Used To Enroll
 Develop Process to Send Appointment Reminders 

How do I get providers/staff  to want to use it?



Senior Leader “Bump”
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Listen to Your Providers

“What is it about the portal that you 
love – that makes it worth the clicks”

“ What is it that your patients would 
love about the portal – to overcome 
the enrollment/password reset/clicks 
hassle?”
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How do we identify value to providers and staff  to make 
patient engagement part of  their processes?



Listen to the Patient - Focus Groups

 Focus groups at Harbor-UCLA and Mid-Valley (Dr. Alejandra 
Casillas)
 English and Spanish speakers

 "My appointment letter came 2 days after my scheduled first 
oncology appointment. It would be great to see appointments 
on the portal."

 "I waste time on Facebook. I would rather be checking on my 
health just like I check my bank account."
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Listen to the Patient - Surveys
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Best PracticesIT Support
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Targeted Marketing



Friendly and Effective Competition
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DPH Engagement
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Training – Led By Innovative Champion

 Primary Care Workgroup Subcommittee on 
MyWellness
 Barbara Rubino (LAC+USC), Jen Chen (Mid-Valley), Shari Doi (PAC)
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Enrollment and Active Use
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Quotes From Staff After 6 Months

 Providers are starting to really like it – it saves time and 
increases the quality of patient care!

 Providers report more comprehensive visits with portal users

 Providers report portal patients participate more in shared 
decision-making

 Saves time for everyone – major reduction in admin task 
time/calls
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Future Goals

Short-Term Goals
 Create a Virtual Patient 

Advisory Group
 Improve Functionality and 

Usability
 Upgrade Patient Education
 Engage Specialty, Nursing, 

Inpatient leaders
 eClipboard

Long-Term Aspirations
 Telemedicine and Video 

Visits
 Texting
 Plug in your home device 

(glucometer, etc)
 Customer Relations 

Management (CRM) tool
 Remote Monitoring
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Show Movie Clip



1. Strong Leadership
2. Focus on What Really Drives 

Portal Use
3. Focus the Marketing

4. Staff Engagement
5. Supportive IT
6. Comprehensive Metrics
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Dedicated team 
leadership

Multidisciplinary 
Deployment Team

Detailed strategic 
planning and 
participatory 

execution

Accountability
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User Friendly and Useful!

What do we know about developing patient portals? a systematic literature review; Otte-Trojel T, et al. J Am Med Inform Assoc 
2016;23:e162–e168. doi:10.1093/jamia/ocv114, Review
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Learn from Your Patients
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Learn From Your Providers

“What is it about the portal that you 
love – that makes it worth the clicks”

“ What is it that your patients would 
love about the portal – to overcome 
the enrollment/password reset/clicks 
hassle?”
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Patient Surveys
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Meet Patients Where They Are

 If you want to improve use in the Spanish-primary speaking 
population:

 User friendly and correct language use on portal pages

 Engage cultural connections – promotoras, family support structures

 Engage specific uses – migrant worker father on heart medication…

 Marketing should reflect the target community
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How do best increase use in the Spanish-speaking population?
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Target
High Value

Uses
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Dedicated and Responsive Marketing 
Support
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Dedicated 
Marketing 

Name for Portal
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Piper!
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New
Brochure
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Innovative Clinical Champions
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Starbucks Gift Card for 
staff member team with 
highest enrollment
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LA DHS Enrollment Competition
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Can I customize the portal options?
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Portal Help 
Desk Report
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Customized Web 
Landing Page
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Are there examples of  how much the patient portal 
saved unnecessary visits?
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Simple
–

Tape
On
Wall
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Mix
of  

Measures
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Participation
By
Site
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Comprehensive Metrics
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How Users Access The Portal
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When Is The Portal Used?
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Secure 
Messaging

101
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Start Portal Enrollment 
Increase Project

• EHR vendor options are 
useful

• Known specific patient 
engagement use

• Known incentive payment 
enhancement

• Want secure 
communications platform

• Board/Senior leader 
optimism and support for 
project and team 

Wait

• Unsure of board/senior 
leader support versus 
other projects

• Unknown EHR vendor 
options

• Looking at other secure 
communications 
platforms - texting?

• Other?

Decide
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Final Discussion Question

What is one new thing you learned 
today to:

improve use of the patient portal to 
reduce care gaps/improve patient 

outreach?
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