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Agenda

ÅAnnouncements

ÅLessons from the Field

ÅGrantee Idea Sharing

ÅDiscussion



Idea Sharing Webinar Format

ÅJust-in-time!

ïYou Pick the Topics

ïTA įSolid Examples

ïLearning Community Sharing

ÅSharing Common Examples, the Good and the Bad

ÅRecord Webinar for Future Sharing

ÅFollow-up With Each Other



Announcements

ÅSept 14:  Idea Sharing Webinar #5: Overcoming 
Language Barriers

ÅOct 12: Idea Sharing Webinar #6: Vendor Partnerships



Lessons From The Field



Common Themes in 

Dashboards

ÅKEY:  Visualization shown over time and with comparison to a 
goal or standard (use of stop light colors and arrow up for good is 
a plus)

ÅMeasures are often split between operations measures and 
satisfaction measures shown trended over time

ÅCommon Measures are: 
ï# of unduplicated patients

ï# offered enrollment

ï# enrolled

ï# of active users



Common Themes in 

Dashboards

ÅProgressive Measures

ïPages that are hit

ïPortal task turn around times

ïError report

ÅReally Progressive Measures! (Outcomes Measures)
ÅPortal users and better clinical outcomes

ÅPortal users and better f inancial outcomes



Resources

ÅIdeas for Portal Performance and Outcomes Measures įFrom An 
Experienced Safety Net Clinic CIO 

ÅCommon Patient Portal User - Operations - Satisfaction Measures

ÅVendor-specif ic Folders on Producing Patient Portal Metrics 
Reports

ÅOver a dozen examples of reports and dashboards for single and 
multiple location reporting



Examples of Portal Data Visualizations



Examples of Portal Data Visualizations



Examples of Portal Data Visualizations



Examples of Portal Data Visualizations



Examples of Portal Data Visualizations



Grantee Idea Sharing

Please keep comments under 5 minutes



NIA JOHAR
PCMH COORDINATOR

NJOHAR@SMCGOV.ORG

650-573-4721

San Mateo Medical Center



Who We Are

ÅWhere We Are Located: San Mateo, California

ÅNumber of Clinics in the Organization: 8 physical 
locations providing multiple services in each site

ÅTotal Number of FTE Providers: 120+

ÅDate Portal First Went Live: 2012

ÅPortal Vendor: eClinicalWorks

ÅTarget Population the First 6 Months: Primary Care, 
Adults followed by a diabetic educator



Showing Data to Your Team

ÅDo you show data on patient portal operations to your 
team at the monthly meeting?

ïYes we take a look at the reported data from eCW

ÅHow do you show that data?

ïWeĲve found that eCWgives us a limited data set. 

ïThere is a chart version as well but we donĲt find it very helpful 
(SEE NEXT SLIDE)





Showing Data to Your 

Organization

ÅDo you show data on patient portal operations to 
your organization įmeetings, senior leader 
reports/dashboards?

ïNot currently



The Good, The Badé

ÅWhat is workingĺ

ïAbility to view basic metrics

ïHave a new patient portal rep from eCW

ÅWhat is not workingĺ

ïWe wish that we were able produce more helpful metrics from eCWĲs
raw data

ïThe data is not able to be broken up by a certain time period

ÅOne question I have for the groupĺ

ïTo the other team who has eCW, have you found a way to manipulate 
the data from eCW? Outside vendor?



YOLANDA

Planned Parenthood California 
Central Coast



Who We Are

ÅWhere We Are Located: California Central Coast  covering San 
Luis Obispo, Santa Barbara and Ventura Counties

ÅNumber of Clinics in the Organization:5

ÅTotal Number of FTE Providers: 14

ÅDate Portal First Went Live:12/2015

ÅPortal Vendor: NextGen

ÅTarget Population the First 6 Months: Follow up contact within 30 
days to review most common side effects with all patients 
initiating long acting reversible contraceptives (LARC) and depo 
as their birth control of choice.



Showing Data to Your Team

ÅDo you show data on patient portal operations to your team at 
the monthly meeting?

ïYes, every health center has a monthly meeting.  A week prior, 
the manager receives their monthly dashboard results.  They 
share with their team and must report back on what is going 
well, challenges and improvement work plan if they are not 
meeting a metric.

ïWe will begin including portal data with their July report to be 
reviewed during August staff meeting 8/25.

ÅHow do you show that data? (See Screen Shots next)



Sample 

Screenshots 

ðPatient 

Experience



Sample Screenshot



Showing Data to Your 

Organization

ÅDo you show data on patient portal operations to your 
organization įmeetings, senior leader reports/dashboards?

ïYes, quarterly we have an aff iliate wide webinar.  Each senior 
leadership member must report their department dashboards 
results along with what is going well, challenges and plan for 
improvement. Our f irst meeting for this f iscal year will be in 
October and will include portal metrics

ÅHow do you show that data? (See Screen Shots next)



Sample Screenshots ð

chlamydia screening metric



Sample screenshot ðcycle 

time metric



The Good, The Badé

ÅWhat is workingĺ

ïSetting up metrics by department prior to new f iscal year

ïMonthly reporting followed by quarterly senior leader reporting

ïIncentives for staff

ÅWhat is not workingĺ

ïStill experiencing some diff iculty with portal reports but we are 
continuing to work with Charles.

ÅOne question I have for the groupĺ

ïNo questions regarding data at this time.



MEGHAN POWERS
QUALITY IMPROVEMENT MANAGER

MPOWERS@MEDNET.UCLA.EDU

310-664-7634

Venice Family Clinic



Who We Are

ÅWhere We Are Located: Venice, CA

ÅNumber of Clinics in the Organization: 10 clinical sites

ÅTotal Number of FTE Providers: ~35

ÅDate Portal First Went Live: November 2014

ÅPortal Vendor: NextGen (NextMD)

ÅTarget Population the First 6 Months: Diabetics & Teens



Showing Data to Your Team

ÅDo you show data on patient portal operations to your 
team at the monthly meeting?

ïYes, portal data is shared at a variety of meetings. We review at 
each of our portal team meetings. Additionally, metrics are 
shared monthly at our Ĵcoordinating teamĵ meeting



Showing Data to Your Team



Showing Data to Your Team



Showing Data to Your Team



Showing Data to Your 

Organization

ÅDo you show data on patient portal operations to your 
organization meetings, senior leader reports/dashboards?

ïYes, at shared at operations, provider and site meetings. Portal 
data is not yet on an organizational dashboard reviewed by 
senior managers or the board, but they are provided updates as 
appropriate. The board is interested in the portal and leveraging 
it to improve patient experience and access, so we have been 
asked to present at an upcoming meeting. 

ÅHow do you show that data? 

ïSimilar style. Power point slides with charts and key f igures. 



The Good, The Badé

ÅWhat is workingĺ

ïAccess to metrics, updating regularly 

ïUsing data to inform portal strategies and updates

ÅWhat is not workingĺ

ïStuck at # of staff sending messages to patients

ÅOne question I have for the groupĺ

ïWhat is your goal for active portal users? How do you arrive at 
goals for portal related metrics.



MAITE MARTIN

DIRECTOR HEALTH CARE OPERATIONS
PATIENT PORTAL TEAM LEADER

MAITEMARTIN@NEVHC.ORG

818-898-1388 X 41710

Northeast Valley Health 
Corporation



Who We Are

ÅWhere We Are Located: San Fernando, CA

ÅNumber of Clinics in the Organization: 14

ÅTotal Number of FTE Providers: 142

ÅDate Portal First Went Live: 2014

ÅPortal Vendor: Nextgen

ÅTarget Population the First 6 Months: All Patients



Showing Data to Your Team

ÅDo you show data on patient portal operations to your team at 
the monthly meeting? 

ïYes.

ïData is presented with all team members at the monthly Portal 
Team Meeting, Care Team Meetings, Access to Care Meetings 
and other. Data is also presented at the clinic site level and 
shared at the Provider Supervisor Meetings as well as the All 
staff Site Meetings. 



Showing Data to Your Team



Showing Data to Your 

Organization

ÅDo you show data on patient portal operations to your 
organization meetings, senior leader reports/dashboards? 

ïYes.

ïData is also presented at the clinic site level and shared at the 
Provider Supervisor Meetings as well as at the All staff Site 
Meetings. 



Showing Data to Your 

Organization

ÅHow do you show that data? (Add screen shots)



The Good, The Badé

ÅWhat is workingĺ

ïAs a result of the various venues in which the portal data is 
reviewed, we continue to examine our reports for accuracy, in 
an effort to keep them simple and easy to understand for all 
levels of Management, and staff.   

ïMaking the data reports simple and meaningful provides a clear 
understanding of our current state, more clearly def ines where 
focused interventions are needed, and fosters engagement at all 
levels to help drive the changes necessary to meet and exceed 
our future target goals. 



The Good, The Badé (cont.)

ÅWhat is not workingĺ

ïTeam struggle with lack of administrative, staff and IT 
bandwidth, needed to reinforce the trainings, policies, and our 
current efforts. 

ÅOne question I have for the groupĺ

Are any other Clinics currently releasing radiology or diagnostic 
imaging into the Portal? If so, what Portal and EHR are you 
using?  



SUSANA FLORES 
DIRECTOR OF CLINICAL OPERATIONS

SFLORES@UMMACLINIC.ORG

OFFICE: 323.668.7736 CELL: 310.408.6615

UMMA Community Clinic

Please put in Your 
Organizational Logo 

here


