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Recording Link



https://us02web.zoom.us/rec/play/deTaIFnlBjBqW4dkeuYWuY2jKtakp55Zu9KztHSY0GOqAcZPwJsI03BLkRZJ_s9IojSpmSKVW-VaRSNm.7t3fhIqh_1A6O1dp

Agenda

5 min Welcome and Logistics Amanda Clarke

Patient Portal Engagement during COVID

45 min *Participant Polls and Discussion Throughout

Jim Meyers, DrPH

5 min Final Questions All

Wrap-up & Announcements
5 min * Upcoming Events Amanda
* Post Event Survey
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Logistics

p Please use the chat box to ask questions

@ Webinar will be recorded and saved on SNI Link/Telehealth

il
LV N

v=| Please complete our pop-up survey
Vo


https://safetynetinstitute.org/member-portal/programs/telehealth/

Introductions

Jim Meyers, DrPH

Safety Net Patient Portal

SME Consultant and Senior Leader Coach
jimmeyersdrph@gmail.com
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Patient Portal Resurgence during COVID:

ldeas for Maximizing Portal Engagement
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Outline

Resource Link Sharing
Environment

|dea Sharing

 Refocus Your Strategic View of the Portal
 Engaging Providers — Staff - Patients

* Build a Strategic Governance Structure

What You Can Do Right Now

Creating The Future You Want



Resource Link in Chat Box

Bmﬁ SAFETY NET INSTITUTE

outreach lmplementotlon: Playbook of Resources
Updated August 23, 2019

MOVING THE NEEDLE ON ACTIVE PATIENT PORTAL USE

« Al documents courtesy Jim Meyers, DrPH ]immeyrsdrgh@gmail.com
« Link: Au ust 15 2019 Worksho session slides

...L”-"’/

L.ook for
this symbol
on slides to

kIlOW 1

\. EXECUTIVE & PROJECT SUPPORT
« Patient portal Deployment for Clinic Executive Leadership (Tom Dawson, Full Circle projects & Jim
Meyers, DrPH) Guide to the role of the executive sponsor on @ patient portal development team,
including oversight, setting priorities, and evaluating progressing
« Patient portal Deployment for HIT staff (Tom Dawson, Full Circle projects & Jim Meyers, DrPH)
Guide to the role of Health \nformation TechnologY staffona patient portal development team,

including establishing role clarity, project management, and implementatlon preparation

« Ppatient portal Deployment for portal Team Members (Tom Dawson, fFull Circle projects & Jim
Meyers, DrPH) Guide to the role of the portal team in the development and deployment of a patient
portal, including selecting @ multldlsclp\mary team, developing @ work plan, and tracking progress

« Ppatient portal Deployment for provider Champions (Tom Dawson, Full Circle projects & Jim Meyers,

resource 1S

DrPH) Guide to the role of provnder champions inthe engaging provlders in portal deployment
« Ppatient portal Deployment portal Team One-Year Work Plan (Jim Meyers, DrPH) sample work plan
to launch @ patient portal in a one-year timeframe, including 16 elements and associated tasks from

being
shared on

setting vision, training staff, preparing for mobile features, 10 provid'mg non-Engl'\sh functionality,
and more
« Ppatient portal Deployment project Monogement plan (Metro Community provider Network)

sample project management plan including task name, duration, start and finish date, and status

tracking

« Patient portals in the Safety Net: Patient portal planning (1 of 3) (Cal‘\lornia Health Care
Foundatlon) The firstina series of papers that documents the experiences, |lessons |earned, and
tools used by three california community health centers from establishing the vision, assessing

barriers, incorporating patient voice, launching portal planning team, and more
« Ppatient portals in the Safety Net: lmglementatlon (2 of 3) (Callfornia Health Care Foundation). The
secondina series of papers sharing how california health systems tailored portals to their own




Environment



Low Enrollment — Low Use

P' 1ii

# National Average = CAH * Non-CAH * Small
* Med-Large = Rural = Urban
36% ‘
National 2
Average 260/ 0
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Average 190/0 :
National 1
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mn

0-9% 10-24% 25-49% 50%+

Patient Portal Enrollees

ONC Data from 2015-2017 https://patientengagementhit.com/news/patient-portal-
adoption-tops-90-patient-registrations-lag
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Portal Enrollment and Active Use
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See Playbook

See Playbook

L
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Idea Sharing

Refocus Your Strategic
View of the Portal

Engaging Your Providers —
Staft — Patients

Building a Strategic
Governance Structure

Quotes from the Field
Questions for the
Group

Best Practices and
Resource Sharing

Q&A




Retocus Your
Strategic View of
the Patient Portal



Survey

Since the start of your Patient Portal, how many times have
you done a unique organization-wide “enrollment push”?

1 Zero
1 Once
L Twice

1 Three or more times
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Health Services
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LA DHS Patient Portal
Redeployment:

An Example of Refocus Success



“Refocus” Approach

Senior Leader Push
m Engage Providers — Champions Helped Build Simple Training Toolkit
Survey and Site Visit

Strategic Planning Senior Leader Meeting — Everyone Voted on Top Action ltems
Program Management Tracking Tool - Clear Action Item Owners
Marketing Support for Top Action Items

Top 5 Action Items:
m Start Live Scheduling
m Put Lifestyle Reminders (ELM, etc) on Portal
m Make User Experience for Spanish-primary speakers easier
m Allow Phone Numbers to Be Used To Enroll
m Develop Process to Send Appointment Reminders



Q \ | Quotes From Staff After 6 Months

‘ /

m 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
m Providers report portal patients participate more in shared decision-making

m Saves time for everyone — major reduction in admin task time/calls



Enrollment and Active Use Change
Mid-2018 To Mid-2019

WHAT WE'VE ACCOMPLISHED

[zrDoubled the number of active users

o W os Moo T

Enrolled Monthly Use
Patients Active Users Mobile




Enrollment and Active Use Today

WHAT WE'VE ACCOMPLISHED

(7] Doubled the number of active users

DD S

Enrolled Monthly
Patients Active Users Mob1le

Now Now
90k 36k




Strategic Refocus Steps




Strategic Refocus Steps

3-Minute | Senior Leadership Bump
Video in
Playbook
+ Leader

Guides




Surveys
and
Workplan
Template
in
Playbook

Strategic Refocus Steps

Senior Leadership Bump

Quick Environmental Scan




PM
Tracking
Tools in
Playbook

Strategic Refocus Steps

Senior Leadership Bump

Quick Environmental Scan

C-Suite and Team Prioritization Summit




Team
Guide in
Playbook

Strategic Refocus Steps

Senior Leadership Bump

Quick Environmental Scan

C-Suite and Team Prioritization Summit

Build Agile Action Team




Quote From The Field

Top Reason For Portal Redeployment Success: “we re-

envisioned our patient portal - we created a portal
redeployment action team, committed to regular
meetings and held each other accountable.”

lanned . ifornia
Féarenttgegd planned parenthood Califor |



Metrics
Charts,
Measures,
Guides in
Playbook

Strategic Refocus Steps

Senior Leadership Bump

Quick Environmental Scan

C-Suite and Team Prioritization Summit

Build Agile Action Team

Collect Data - Metrics — Build Just-in-Time Knowledge — Adjust Plan




PM
Tracking
Guides
and
Dash-
boards in
Playbook

Strategic Refocus Steps

Senior Leadership Bump

Quick Environmental Scan

C-Suite and Team Prioritization Summit

Build Agile Action Team

Collect Data — Metrics - Build Just-in-Time Knowledge — Adjust Plan

PDCA — Market it - Adjust it - Go




Engage Your
Providers -
Staff -

Patients




Siples |

“It’s a simple stress test—I do your bloodwork, send it to
the lab, and never get back to you with the results.”




Ask Your
Providers!



Survey

What would be the most wanted portal functions if you asked your providers — to
best engage their patients — to best save time for everyone? Select up to three.

View Allergies View/Schedule Appointment

View Labs View Immunizations

Secure Message/e-mail

Download and Complete Forms

Review Meds
Request Refill

View Educational Materials
Connect with Video Visit



Results from a Pre-COVID Patient Portal Use Study
View Allergies 83% View/Schedule Appointment 42%

o T D 5
View Labs 91% View Immunizations 83%

Secure Message/e-mail 58% Make Payments 17%

Download and Complete Forms 33%

Update Contact Info 58%
Review Meds 58%

View Educational Materials 58%b

Connect with Provider Video Visit Request Refill 58%



COVID-Period Interviews Results

View Allergies View/Schedule Appointment
View Labs View Immunizations
Secure Message/e-mail Make Payments

Download and Complete Forms Connect with SDOH
. Resource Information
Review Meds

Request Refill  Update Contact Info

View Educational Materials
Connect with Video Visit



COVID-Period Interviews Results

View Allergies View/Schedule Appointment
View Labs View Immunizations
Secure Message/e-mail Make Payments

Download and Complete Forms Connect with SDOH
. Resource Information
Review Meds

Request Refill  Update Contact Info

View Educational Materials
Connect with Video Visit



Just Over The Horizon?

View Allergies View/Schedule Appointment

View Labs View Immunizations

Secure Message/e-mail Make Payments

Download and Complete Forms Connect with SDOH

. Resource Information
Review Meds

Request Refill  Update Contact Info

View Educational Materials

Connect with Video Visit




Quote From The Field

“Encourage feedback from clinical staff about ways to optimize and improve the

patient portal tool and follow up on their suggestions. For example, dermatology

clinics would like an easy way for patients to upload photos, since that’s important
for skin care concerns”

Anshu Abhat, MD
Internist and Patient Portal Team Leader
Los Angeles Department of Health Services

https://www.cateinnovations.org/ resoutces/ case-study-la-health-department-party-prizes-boost-patient-wellness-portal-enrollment/



Playbook

5-minute SurveyMonkey Push from The CEO/CMO

Get Volunteers for a Virtual Patient Feedback Group



Ask Your
Patients!



Quote From The Field

I love the patient portall 1 can go on the portal after my kids
are in bed and mafke an appointment.

Member, Patient Advisory Council
West County Health Centers F -~
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Playbook

Online Survey Those With E-mail Address on File

Create a Virtual Patient Feedback Group



Patient Survey Results

. 73% report access to the internet

. 5% have not heard of MyWe\\ness

MyWe\\ness

. 16% report being enrolled in
n Mywellness

. 68% report being interested in enrolling i



Go Get The Data



Enrollment Trends By Clinic

88

PATIENTS

% EMPANELED

RY CAR
EN \ YW 5
6.00% . .
5.00%
5.00%
4.00% 4.00%

4.00%

3.00%

2.00%

0.00%

January February March i October November pDecember




Enrollment
By
Site

15%

10%

5%

0%

Enterprise-wide Views

27%

Children Health
And Wellness
Center

42%

Colen Family
Health Center

Portal Participation by Site

31%

Colen Family
Health Dental

31%

Robert Levine
Health Center

23%

Simms Mann
Dental

27%

Simms Mann
Health And
Wellness Center

26%

Venice Family
Clinic




Active Portal User Report

MChart —rActivie Patients/Month

Telehealth Triage: How To Use Telehealth During COV1D-19, Webinar, 4/23/2020, California Telehealth Policy Coalition




Vendor Help Desk |
Report L

ACmin Reset

Account Creation
Registration Inquiry
New Invitztion Neecec
Self-Enrcliment

5SS Reset

Login Page
NMessaging

Contact Facility
gilling/Insurance
Portal Information
Printing

Resend Invitation
Appointments
Duplicate Invitation
Incorrect Emai

nvitation
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Google Analytics
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Top Visited Portal Functions

What pages do your users visit?

Page Pageviews

/person/PERSON_ID/
/person/PERSON_ID/health-record/results/
/appointments
/person/PERSON_ID/health-content/

/messaging/

6,668
5,855
2910
2,153
2,076




Quote From The Field

“Our data show our patients are using the message function. ..
Patients are better at this than we thought.

Writing an email is proving to be a more thorough and deliberate form of communication.
Patients tend to supply the detail needed before sending the ematl, making follow-up or back
and forth phone calls unnecessary. Both the sender and recetver of the message can process the

information without distraction.”

Charles Kitzman
CIO, Shasta Community Health Centers




Comprehensive Metrics

Overview
® Users

30,000
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Comprehensive Metrics

Overview

® Users
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Users by Time of Day
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Users by Time of Day




How Do Your Users Access The Portal

O = O

Mobile Desktop Tablet

74.8% 21.3% 3.9%

4 0.5% 10.2% 10.7%




How Do Your Users Access The Portal

=

Desktop

21.3%

10.2%

Tablet

3.9%

10.7%




Act on What You Learn



Target Market
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Posters in Spanish and English
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COVID-Specific Marketing Examples

&me M @ mk@ﬁ [m Community Health is Our Commitment

WE ARE OPEN Balancing the needs of all our patients with
= promoting the best course for public health,
+ In-clinic appointments as needed we are trying to reserve in-dinic appointments
for patients who need to be seen in person.
« Urgent Care for unplanned medical conditions Many appointments are being conducted
via Telehealth, allowing you to see a Sansum
« Telehealth visits for primary & specialty care doctor from the safety of your home.

Please call (805) 681-7500, or visit telehealth.sansumclinic.org, and we can help you
determine if a Telehealth visit is medically appropriate for you.

Urgent Care at 215 Pesetas Lane is open daily from 9:00 am to 4:00 pm for unplanned
medical conditions.

Text #COVID to (805) 681-7500 for immediate information about COVID-19 symptoms,
Telehealth appointments, and more,

ﬁ sansum
CLINIC
for your good health

200 Doctors. 30 Specialties. 23 Locations
Working together to get our community through this challenging time.

SANSUMCLINIC.ORG

Telehealth Triage: How To Use Telehealth During COVID-19, Webinart, 4/23/2020, California Telehealth Policy Coalition






Patient Waiting Room Screen Savers
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Have Your Clinical Leaders Help Craft the Training

Playbook Hea|th Ser\’.‘fﬁ%

LOS A

*Thanks to the LA DHS Primary Care Workgroup on MyWellness: Barbara Rubino, MD (LAC+USC), Jen Chen (Mid-Valley),
Shari Doi (PAC)



Try Unique
IT Support

MyWellness
Portal
Enrollment
Station

| | We're now on the Web

Check your records using
| the new MyWellness
Patient Portal

View test results and recent medical
information at the click of a button

Sign-Up Today

Enrollment Made Easy

Access to Portal



Dedicated
Marketing

MyHealth
Name for Portal MiSO'Ud




My HealtheVet Update | June 17, 2020 *Family/Health x

My HealtheVet <veteranshealth@public.govdelivery.com> Unsubscribe

tome ~

’n..*

777; healthevet

www.myhealth.va.gov

Patient Portal
Update E- v ikl o

Secure Messaging puts you in direct access with your
. I health care team, without call center hold times. With
m a l S just a few tips from VA health care professionals, you'll

be using it like a pro in no time. Learn more.

Rx Refills During the Pandemic

Keeping your medications stocked is crucial for your health. Make
sure you know all of your options to request your prescription refills.
Learn more.

Top Health Threats to Men

The top health threats to men aren’t mysterious. Recognizing these
possible dangers to your health and taking preventative steps can

haln vyt laad a haalthiar lifea | aarm mars




Friendly and Effective Competition

Chat Link




Call Center Support

m Text link to enrollment
web page

m Call all who have a e-mail
address on file




Best Practices



Activate New Portal Functions

I — = -
y

|
1
\
1
\
|

®
th information | » 6 ( ) 7
Lej Increase patient access to hea E\ P\ e

\

m Complies with requirements of 215t Century Cures Act for patient
access to medical records

m COVID win: inpatients who are not allowed to have visitors can have
caregivers/health proxies use the portal to:

m Review Open Notes for updates on care
m Message the doctor with questions

m Keep track of medication changes



Activate New Portal Functions

Flu Vaccine Reminder and eClipboard Pre-visit Check-in

Cerner Guide
in the
Playbook _ Flu Shot & >
Patient: . ~
Site: |

Sl

— | Patient Checks in for Flu
- Shot

o Logs into Portal —_—

Completes Form, e Data is Imported into
| EHR

Makes Appointment = s

*Thanks to the LA DHS Focus group on Flu Vaccines led by Barbara Rubino, MD (LAC+USC)



Activate New Portal Functions

m COVID Positive Patient Education and
Care

m Adolescent Use of Portal

m Behavioral Health Integration



Engagement

Q&A



Build a Strategic
Governance Structure




Quote From The Field

“Once we get patients in the digital front door they see that there are so many tools they
can use to keep track of their health,” she says. “It’s really the foundation for our health
system and where we do a lot of our work around patient engagement. We want this
portal to be an integral part of the fabric of how we deliver care to all our patients.”

Anshu Abhat, MD
Internist and Patient Portal Team Leader
Los Angeles Department of Health Services




Survey

What Governance Structure Do You See Patient Portals Falling Under in One Year?
Pick 1.

 The I'T Department will have a specific Patient Portal Oversight Team

 Our Enterprise will have a Virtual Health Department and a Patient Portal
Oversight Team will be 1n 1t

 There will not be a specific Patient Portal Oversight Team function — we
will continue to address portal issues in current clinical and support
oversight bodies

 Other: put response in chat box



Governance

Q&A



Reminder:
Steps You Can Take
Right Now




| " ©
Steps You Can Take Right Now WHAT'S
| = NEXT ?

FDO”’tt Senior Leadership Announcement
orge

the Quick Environmental Scan
Playbook!

C-Suite and Team Prioritization Summit

Build Agile Action Team

Collect Data — Metrics — Build Just-in-Time Knowledge — Adjust Plan

PDCA — Market it - Adjust it - Go




Create a Future
You Want



© jimmeyersdrph@gmail.com



Care

)}.5,

Playbook

riendly Accessiplp by
Most Valnerabjp AL

© jimmeycrsdrph@gmail.com



Any Final
Comments/
Questions?



WRAP UP



Upcoming Webinars

Understanding and Addressing Digital Disparities. Nov g (12-1pm)

Contra Costa Health Services’ Digital Disparities Workgroup will discuss early efforts to understand and
address disparities in telehealth. Register

Getting It Right: Matching Patient Preference/Access, Provider Location, and Visit
Modality. Nov 16 (12-1pm)

Leaders from Alameda Health System and Riverside University Health System will share approaches to
adapt provider scheduling templates in response to COVID-19. Register

Best/Next Practices in Pediatric Well-Care and Provision of Immunizations. Nov 30 (12-1pm)

Pediatric leaders from Los Angeles Department of Health Services and Riverside University Health
System will present strategies to maximize pediatric well-care and immunizations during the pandemic
and beyond. Reqgister

85


https://us02web.zoom.us/webinar/register/WN_mPpWoKbdT3e58Da8Nrxl8A
https://us02web.zoom.us/webinar/register/WN_sfGnUAUiSqqhmgHZQSMhvQ
https://us02web.zoom.us/webinar/register/WN_iTFAhKpBTvSt087b5w8Npg

SNI Request for Information

Care Team Staffing Ratios/Roles + Telehealth Volumes.

Based on member interest, CAPH/SNI is collecting staffing ratios and telehealth
volumes to share out. Survey results will also help inform CAPH/SNI's policy work around

telehealth reimbursement. Please submit one response per system.

Click to complete the survey

Patient-Friendly Messaging and Materials for Video Visits.

SNl is gathering patient-friendly communications materials (e.g., scripts, marketing
collateral) that promote uptake of video visits. Please send materials to Zoe So. Example

materials from Contra Costa are now available on SNI Link.

86


mailto:zso@caph.org
https://safetynetinstitute.org/member-portal/programs/telehealth/telehealth-resources/
https://www.surveymonkey.com/r/caphsniTH

SNI Link

SNI Link/Telehealth

https://safetynetinstitute.org/member-portal/programs/telehealth/

O

C

ABOUT SNI WHAT WE DO MEMBER SUPPORT PUBLICATIONS CONTACT Q

TELEHEALTH HOME » SNI LINK » PROGRAMS » TELEHEALTH

Overview SNELINK
SNI is developing new technical assistance to support members’ transition to telehealth, both in the »  Programs
immediate term to respond to the COVID-19 emergency and in the long-term, as members incorporate % PRIME
telehealth into standard operations.
» Medicaid Managed Care
Contact Zoe So for more details.
»  Global Payment Program
»  Whole Person Care
Webinar Series: Technical Considerations in Telehealth
»  Alternative Payment Models

This series will address the technical aspects of telehealth implementation, including software

— - 1 1 o g P oy
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https://safetynetinstitute.org/member-portal/programs/telehealth/

NI Link

SNI Link/Telehealth
https://safetynetinstitute.org/member-portal/progra

O
Bm . ABOUT SNI WHAT WE DO MEMBER

TELEHEALTH

Overview

SNI is developing new technical assistance to support members’ transition to telehealth, both in the
immediate term to respond to the COVID-19 emergency and in the long-term, as members incorporate

telehealth into standard operations.

Contact Zoe So for more details.

Webinar Series: Technical Considerations in Telehealth

This series will address the technical aspects of telehealth implementation, including software
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SNI LINK

» Programs

» PRIME

» Medicaid Managed Care
»  Global Payment Program
» Whole Person Care

»  Alternative Payment Models
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https://safetynetinstitute.org/member-portal/programs/telehealth/

Your thoughts, please

PLEASE COMPLETE

THE POP-UP
SURVEY
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