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Outpatient Family Medicine private practice

Rising Sun, Maryland BTN |
2.5 providers (1MD, 1 PA-C, 1 DO) A |
17% of active patients <18 years of age
15% of active patients >age 65

8 FTE staff

E-prescribing since 2004
Allscripts Pro EHR and PM module since 2007
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Current Practice initiatives
*CDC U.S. Outpatient Influenza-like lliness Surveillance
Network (ILINet)
Maryland MultiPayer PCMH Program (MMPP)
*NCQA PPC-PCMH Level 3 recognition (pending)
*CMS PQRS and e-prescribing incentive programs
*Attested for Meaningful use (Medicare)

Previous Practice initiatives
*Delmarva Foundation Core Prevention Project
*CMS Electronic Health Records Demonstration
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What | hoped to get out of the portal

* Online * Save
* messaging * paper
* scheduling * time
e postage

e Establish Online virtual visits
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What | hoped we wouldn’t see

* More work
* More complexity
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Implementation of Portal

Staff training and interface setup over 2 months.
*Turned on the portal about one week prior to email blast
*Email blast 1/8/2011 ....and every few days
» up to 3 additional emails if no activation performed
» additional ones sent as directed by providers/staff
*Notation in patient billing statements monthly
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Home
Froviders & Staff

Owr Practice

Welcome

Patient Resources
Tech Resources

Patient Portal

Now Avaitabte.:

PATIENT PORTAL

Quck{nks

Totr shoet Tor your wesight?
Chikl growth information

101 Colmbkal Wiy, Sutte A | Rsng Sun MO 21511 | (4100 6336650

AAA’

Stone Run Famidy Madicing is a family practice serving the Rising Sun, Maryland area.

Some of the services we provide inchade:

- Vacdne Information
- Doupans for Medicnes ACUIL preverithe soryies
Sarmes diyy apponitrmects
- (HADIS Immunzations
Sports, achool, and employment

phyzcak

Allergy npctons

Maoks avd wart removs|

Pap smears s pabvic seamnstions
Houze calls

Suturing of laceratons

Minor surgeries nchuding toenall remaval
Nawborn care and nursery care nchdng

Ekctrankally-vansmited prasorptions croumcizon

To schedule an appointment, call our office at (410) 658-6696.

101 Colondal Way, Suite A

Rising Sun, MD 21911

Phone: (410) 658-6696

Fa 10) 658-4548
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Create An Account

My Patient Page
Appointment Requests
Symptom Assessment
Prescription Renewal
Health Forms

Pay My Bill Online

Ask A Question

My Messages

Log Out

Home
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101 Colonial Way, Suite A | Rising Sun, MD 21911 | (410} 658-6696

Log in to your account

User ID:

Password:

Help

Don't have an account?

Already hawve an account with another doctor's office thatis a
member ofTHEALTHHEY ™ Just log in!

@ Access all online services offered by your physician

@ Update demoagraphics and insurance

# Update e-mail address

@ Update username and passwaord

& “iew histary of previous visits

Forgot “our User ID?

Forgot “our Password?
Login Create An Account

Thig site uses HEALTHKEY

Welcome to our Patient Portal

Wie inwite you to log in to wvour online account or create a new online account. Take advantage ofthe online
services offered by our practice with the assurance that all ofvour information is encrypted and stored securely.

In our patient portal you can:

« hlake appointments and communicate securely with members of our staff.
« Lpdate wvour address, phone, e-mail address and other patient informatian.
« Payhills anline.

If yvou have not received any reply from us within 3 business days, please call our office to relay the message
and alert us to any issues. Problems with the portal can be addressed by Kelsey either by phone or by email at
kelseyi@kwmd.com.

If you are experiencing a medical emergency, please dial 211 or your local emergency number for
immediate assistance.

) TRUSTe

-l=.r_=

HEALTHKEY™

n
Secured J



S R Patient Portal implementation
TONE UN and utilization in a
— smalloffic
FAMILY MEDICINE Joe Weidner, Jr. MD FAAFP

STONE RUN

[ b =S o, o X S
FAMILY MEDICINE 101 Colonial Way, Suite A | Rising Sun, MD 21911 | (410) 658-6696
Welcome Joseph WeidnerJr | My Account | Log Out | Help

Create An Account

My Patient Page
Appointment Requests
Symptom Assessment
Prescription Renewal
Health Forms

Pay My Bill Online

Ask A Question

Ask aBiller o

MNew Question | Request History

Appointment Request o
New Request | Request History

e @ &

Ask a Staff o

New Question | RequestHistory

LN )

Ask a Referral Question o
MNew Question | Request History

My Messages ( Custom Forms o (. | Online Bill Pay «
Log Out Fill Out Forms S Make a Payment | Payment History
Home

Symptom Assessment o
StartNew | Assessment History

Prescription Renewal o
Refill Request | Request History

)
)

Powered by Intuit Health. Stone Run Family

e, Al Rights Reserved. Copyright @ 2011, Intuit Health, Inc
Al other tradernarks are the erty of thei 3

INTUIT Health
A

= Allscripts
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FAMILY MEDICINE 101 Colonial Way, Suite A | Rising Sun, MD 21911 | (41
Welcome Joseph Weidner Jr | by Account | Log (€
Create An Account
My Patient Page
Appointment Requests
Symptom Assessment U Appointment Request « @ Ask aBiner 8 |
S New Request | Reguest History New Question | Reguest History
Prescription Renewal

Ask a Referral Question =
New Question | Request History

Health Forms
- Ask a Staff o
Pay My Bill Online New Question | Request History

Ask A Question

My Messages 1 Custom Forms o ( Online Bill Pay «
LOQ Out Fill Qut Forms S Make a Payment | Payment History

Home
Prescription Renewal «
Refill Request | Request History

-

w

( Symptom Assessment o
Start New | Assessment History

>?°
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Scheduler | ¢
I Appointment Request « (. | AskaBiller = ) Biller
@‘ Mew Request | Request History ‘p Mew Question | Regquest Histary
Office Manager
(  Ask a Staff o ( AskaReferraI Question =
|
Mew Cluestion | Request History he
mwidlisslion: | Renes LJ | Referral Specialist
- " | CustomForms o Online Bill Pay

Fill Qut Forms S Make a Payment | Payment History

Nurse — |

( Prescription Renewal Symptom Assessment o
& Refill Request | Request History Start New | Assessment History
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Challenges encountered

|nvitations going to patients’ spam folders
*Acquiring email addresses

ePatient activation of their portal accounts
eLack of notification when portal is down
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Challenges encountered

‘ |nvitations going to patients’ spam folders
*Acquiring email addresses
ePatient activation of their portal accounts
eLack of notification when portal is down
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Challenges encountered

|nvitations going to patients spam folders
*Acquiring email addresses

ePatient activation of their portal accounts
eLack of notification when portal is down
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Acquisition of emails

Staff Incentive
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Staff Incentive
11/23/2010-2/1/2011

% patients with something
in their email field

Your bonus
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their email field 405 _—
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Joe Weidner, Jr. MD FAAFP

O% T T T T T T
11/23/2010 12/23/2010 1/23/2011 2/23/2011 3/23/2011 4/23/2011 5/23/2011

t Incentive period t
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With staff incentive

152 fields filled per week

100 emails obtained per week
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Without staff incentive (after 2/1/2011)

16 fields filled per week

14 emails obtained per week
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With staff incentive

9.5x fields filled

7x emails obtained
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Presently (11/08/2011)

75% of active patients’ fields filled
53% of active patients’ emails obtained

20% of active patients have activated a
portal account
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30% of patients with notation in their
email field that is not an email address

Majority: truly no email
Refusal: more ?
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Challenges encountered

|nvitations going to patients spam folders
*Acquiring email addresses

ePatient activation of their portal accounts
eLack of notification when portal is down
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Manhattan Research Cybercitizen Health U.S. 2011 survey

8745 surveyed online and telephone

Oct 12, 2011 Press Release

56 million (24%) Accessed to EHR medical record
41 million (17%) Are interested, but haven’t accessed yet

140 million (59%) Have not accessed their records and.......
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SIE..  LONECT UNAAL.. BiEl P STONE FUN FSmIY MEIcine TEs
.TE.. 9.3 % 46-71 Yes
Collect: 114277 551 PM Stone Run Family Medicine Wes
324 iyl 75-108 es
thor...  Collect: 115852, 1:24 Pw Stone Run Family Medicine YWes
Ci. 4 YWes
Confirm

@ Thiz patient does not have a veb Account. Do you still want to send & VWeh Message?

ez | Mo I
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Confirm |

@ This patiert does not have aWeb Account. Do you still weant to zend a vWeb Message?

Yes | la! I
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Confirm

@ This patient does not have a'Web Account. Do vou ztill want to zend a Web Message?

Yes | | 1 [] I
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Stone Run Family Medicine is pleased to offer online solutions that enable you to communicate with us more
quickly, easily, and on your schedule through our website. You can access these features through our secure
patient portal, which delivers self-service capabilities for you to manage your healthcare at your fingertips.

Some of the things you can accomplish with this new solution include:

*Request an appointment

eAsk questions securely

*Request a prescription refill

ePay your bill online

eHave the ability to receive secure messaging (including lab work) through the portal.

To take advantage of these new features, follow the steps below to activate the account we have created for you:
1.For a quick link to speed up your registration, click here

2.Type in the information necessary to confirm your identity.

3.Choose Activate My Account and proceed with creating your online account to use for future requests to our
practice. Visit our website at http://www.stonerunfamilymedicine.com and use your unique User Id and
password that you create anytime you wish to use the online services.

It's quick, easy, and, most importantly, secure. So set up your account today, and we look forward to giving you
new options for managing your health care.

Regards,
The Providers and Staff of Stone Run Family Medicine



https://www.medfusion.net/secure/portal/index.cfm?fuseaction=home.unlock&gid=7898&muu=8716&type=5&code=h+uNhv6SGMQ=8eiD6Um0eW3l4EaNvT/cF4dd86aPGCsHVtIaglClkyUVae8b4bAJgkOMRoQ0Edw+70RwVh38aKc=
http://www.stonerunfamilymedicine.com/
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Challenges encountered

|nvitations going to patients spam folders

*Acquiring email addresses

ePatient activation of their portal accounts
‘ eLack of notification when portal is down
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101 Colonial Way, Suite A | Rising Sun, MD 21911 | (410} 658-6696

Log in to your account

User ID:

Password:

Help

Don't have an account?

Already hawve an account with another doctor's office thatis a
member ofTHEALTHHEY ™ Just log in!

@ Access all online services offered by your physician

@ Update demoagraphics and insurance

# Update e-mail address

@ Update username and passwaord

& “iew histary of previous visits

Forgot “our User ID?

Forgot “our Password?
Login Create An Account

Thig site uses HEALTHKEY

Welcome to our Patient Portal

Wie inwite you to log in to wvour online account or create a new online account. Take advantage ofthe online
services offered by our practice with the assurance that all ofvour information is encrypted and stored securely.

In our patient portal you can:

« hlake appointments and communicate securely with members of our staff.
« Lpdate wvour address, phone, e-mail address and other patient informatian.
« Payhills anline.

If yvou have not received any reply from us within 3 business days, please call our office to relay the message
and alert us to any issues. Problems with the portal can be addressed by Kelsey either by phone or by email at
kelseyi@kwmd.com.

If you are experiencing a medical emergency, please dial 211 or your local emergency number for
immediate assistance.

) TRUSTe

-l=.r_=

HEALTHKEY™

n
Secured J



In our patient portal you can:
¢ Make appointments and commumcate securely with memhers ofour staﬂ

If you have not received any reply from us within 3 business days, please call our office to relay the messag
and alert us to any issues. Problems with the portal can be addressed by Kelsey either by phone or by email at
kelsey@ikwmd.com.

If you are experiencing a medical emergency, please dial 911 or your local emergency number for
immediate assistance.
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« Make appointments and communicate securely with members of our staff.
¢ Update your address, phone, e-mail address and other patient infarmation.
e Pay hills online.

If you have not received any reply from us within 3 business days, please call our office to relay the message
and alert us to any issues. Problems with the portal can he addressed by Kelsey either hy phone or by email at
kelsey@jkwmd.com.

If you are experiencing a medical emergency, please dial 911 or your local emergency number for
immediate assistance. |
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Total portal
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from
online bill 2000
payments
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Online bill pay
represents
<1%
of patient revenue
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Did | get what | hoped for?

v Secure communication by email

X Streamline scheduling (reduce phone calls?)

v" Save paper and phone calls for lab result call backs

X Reduce postal expense with bills and patients mailers
3 Establish Online virtual visits

Did | get what | feared?
X Increased staff /provider time
X Additional tasks without reduction in tasks
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Strategies for the future:

* Promotion - ongoing

 “Require” email for communication of test results
* patient incentives?

* Portal function protocols
 what are patients expectations?
* pursue a personal health record

* Online virtual visits

* Direct patient scheduling



S R Patient Portal implementation
TONE UN and utilization in a
—— smalloffic

FAMILY MEDICINE Joe Weidner, Jr. MD FAAFP

Ongoing Concerns

 Dangers of a dual system
e Getting patients interested in it
« “ldon’t check my email very much”
* Should | require a “read receipt”?
* Liability for messages in limbo
* Ongoing struggle with negative reinforcement
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Take Home points

Secure communication by portal messaging works
* within the EMR workflow
e without increased staff or provider time

e without an increase in additional tasks
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Take Home points

* Employee incentive programs fuel email address
acquisition

 Those >40 yrs of age almost twice as likely to
activate their portal accounts

 Those >65 years of age are less likely to have an email
address; 15%-25% don’t have one.

* Online bill payment revenue is minimal
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Take Home points

* 59% of patients are not interested in it

e Consider a vendor who has a minimal amount of
interfaces to minimize the limbo
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| Web Message
188 | Reply_. Resssipn  SavetoCnent | [3] () B | (& [ | Cose

To: Wskiner Je, Joseph K MO

Sent: A B19MM

Patient:

Phone:

Patient #:
| Pref. Caregiven:

Birth Date: s rn
i Subject: Re: your test resulls
| Message Type: Message

-

ank you for my results. This i3 a relief to hear. I will reat it and see wvhat happens. _-_|

HThank you again - 1 love this emall system from your office - such quick results, especially wvhen a person is concerned like I have been. I truly will sleep better tonight.

N s From: Veidner Jr, Joseph K MD
> To: )
> Sent: 11/9/2011 5:52:12 PN

Hello

Well I was impressed with how timely you were able to get your tests performed. They all looked normal. The chest xray was normal. There was no lung process, nor liver or
other abnormality on the ultrasound:; and the lab tests wvere within normal limits. I think this rules out any dangerous abnormality contributing to your pain, which I consider
to be 3cmwe sort of muscles or cartilage atrain in that area. Avoilding activities and exercises that cause more pain iz vhat I would do first, perhaps for a month forgoing
Jexercise that would easily reinjure this area. Perhaps seeing a physical therapist could help work on a muscle strengthening program after that to help stabilize that area and

saintain the healing in that area. Call me if you have any questions.

Dr. Weidner
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Welcome Text size

Providers & Staff
Our Practice!

Now Araitable.

PATIENT PORTAL
Clek fof more /kfama&bl

WWW. stonerunfamllymedlcme com
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ourtesy of Photography by Herrmann - (410) 658

= Loupons Tor vledicine:
e Same day appointments e Pap smears and pelvic examinations
¢ Immunizations ¢ House calls
e Sports, school, and employment ¢ Suturing of lacerations
physicals e Minor surgeries including toenail removal
o Allergy injections * Newborn care and nursery care including
¢ Electronically-transmitted prescriptions circumcision

To schedule an appointment, call our office at (410) 658-6696.

101 Colonial Way, Suite A
Rising Sun, MD 21911
Phone: (410) 658-6696

Fax: (410) 658-4548



http://www.stonerunfamilymedicine.com/

