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Housekeeping

x Webinar is being recorded and will be emailed with slides

X Line ishot muted; please control your own muting to eliminate
background noise

x Use chat box for questions
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Idea Sharing Webinar Format — “Ex#|sgmie

INNOVATIONS

AJustin-time!
I You Pick the Topics
I TA] Solid Examples
I Learning Community Sharing

ASharing Common Examples, the Good and the Bad
ARecord Webinar for Future Sharing

AFollowup With Each Other



Announcements

INNOVATIONS

ASept 14:1dea Sharing Webina#5: Overcoming
Language Barriers

AOct 12: Idea Sharing Webinar #6: Vendor Partnerships
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Common Themes In
Dashboards

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

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

A Common Measures are:
I # of unduplicated patients
I # offered enrollment
I # enrolled
| # of active users



Common Themes In w2 | CCI
Dashboards

A Progressive Measures
I Pages that are hit
I Portal task turn around times
I Error report

A Really Progressive Measures! (Outcomes Measures)

APortal users and better clinical outcomes
APortal users and better financial outcomes



INNOVATIONS

Resources

A Ideas for Portal Performance and Outcomes Measuyesrom An
Experienced Safety Net Clinic CIO

A Common Patient Portal UserOperations- SatisfactionMeasures

A Vendorspecific Folders on Producing Patient Portal Metrics
Reports

A Over a dozen examples of reports and dashboards for single an
multiple location reporting



Examples of Portal Data Visualizations CCI

Portal Account Created by Department
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Examples of Portal Data Visualizations CCI

% . CENTER FOR CARE
..' . .: INNOVATIONS

Portal Enrollment by Provider Name
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Examples of Portal Data Visualizations CClI
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Examples of Portal Data Visualizations

Percentage of Patients
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Patient Portal Services Used
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Examples of Portal Data Visualizations

Contra Costa Answered Messages

B Nurnber of messages answerad B Number of unanswerad messages

Contra Costa Turnaround Time
Chart Title
N Messages answered within 24 hours

M Messages answered that took longer than 24 hours
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Please keep comments under 5 minutes
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an Ma;itm Mcd!;ﬁlm Cente

NIA JOHAR

PCMH COORDINATOR
NJOHAR@SMCGOV.ORG
650-573-4721
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AWhere We Are Located: San Mateo, California

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

ATotal Number of ETE Providers: 120+
ADate Portal First Went Live: 2012
APortal VendoreClinicalWorks

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

San Mateo Medical Center
A County Sysiem of Healtheare



Showing Data to Your Team

INNOVATIONS

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

I Yes we take a look at the reported data fra@W

AHow do you show that data?
I We lJv e f @eGWgdesudadited data set.

IThere I s a chart ver si on as
(SEE NEXT SLIDE)

San Mateo Medical Center
A County Sysiem of Healtheare
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Total number of unkgue patients 1543
who have logged bn:

Total number of swooessial

logins: 1.
Total number of unsuooessiul 5RT
lo=giin:s: ’
Total number of boched 2
aocounts:

Number of unigus labs viewed: 11333

Number of unigus stabemant
whewed:

Usage Log Statistics from portal
Go-Live

Total number of messages
recelved from the practice:
Total number of general
messages sent to the practics:
Total number of lab reguests
sent to the practice:

Total number of appointment
requests sant to the practice:

Total number of referral
requests sent to the practice:
Total number of refill requests
sent to the practice:

Total number of persanal
demographic updates submitted 0
by patients:

Total number of additional
demographic updates submitted 0
by patients:

Total number of web interdews
submitted by patients:

Total number of appointment

reminders sant from the o
practce:

Total number of appointment
confirmaticns sent from the o
practce:

Total number of lab notfications
sent from the practice:

Total number of message
notifications sent from the [1]
practice:

23331




Showing Data to Your
Organization

ADo you show data on patient portal operations tt
your organizatiory meetings, senior leader
reports/dashboards?

I Not currently

San Mateo Medical Center
A County Sysiem of Healtheare



The Good, The Badé R | o
A What is workingj

I Ability to view basic metrics

I Have a new patient portal rep froreCW

A What is not workindj

I We wish that we were able produce more helpful metrics feo@ WIJ ¢
raw data

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

A One question | have for the grodp

I To the other team who hasCW have you found a way to manipulate
the data fromeCW? Outside vendor?

San Mateo Medical Center
A County Sysiem of Healtheare
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Planned Parenthood California

Central Coast Planned
YOLANDA ﬂ Parenthood

Care. No matter what.
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A Where We Are Located: California Central Coast covering San
Luis Obispo, Santa Barbara and Ventura Counties

A Number of Clinics in the Organization:5
A Total Number of FTE Providers: 14

A Date Portal First Went Live:12/2015

A Portal VendorNextGen

A Target Population the First 6 Months: Follow up contact within 3(
days to review most common side effects widh patients
Initiating long acting reversible contraceptives (LARC) and depo
as their birth control of choice.

Planned
Parenthood’

Care. No matter what.
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Showing Data to Your Team

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

I Yes, every health center has a monthly meeting. A week pric
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.

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

A How do you show that data? (Seereen Shots nez Planned
ﬂ Parenthood’

Care. No matter what.



Nancy’'s TO Team

Courtesy of Registration Staff
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Press Ganey Patient
Engongement Suriey

Goal: Minimum of 40 patient
surveys completed per
monthfper center

Tangets:

soore 58
Prowider oomcem e

| May Surveys: 28 |

grEnstions, Worries: mean score 9.0
4ndormation about deteys: mean
S T1Z

~Courtesy of Regetration Staff: mesn

Going Welk:

Craliznges:

Flans for Improvement:

Planned
Parenthood’

Carg, Mo mather what.

Flanned Parenthood Califormia Cenral Coesd
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Sample
Screenshots
0 Patient
Experience



Sample Screenshot

INNOVATIONS

WMiyCare Tokens
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Showing Data to Your R
Organization

A Do you show data on patient portal operations to your
organizationj meetings, senior leader reports/dashboards?

I Yes, quarterly we have an affiliate wide webinar. Each senior
leadership member must report their department dashboards
results along with what is going well, challenges and plan for
iImprovement. Our first meeting for this fiscal year will be in
October and will include portal metrics

A How do you show thatlata? (See Screen Shots next)

Planned
Parenthood’

Care. No matter what.
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chlamydia screening metric i
C & O
CT Screening for Females 24 and under
L1 L1
LR Sa% 4%
W YTA 2] TA%
BT 5% B
Cr 0 O
Chlamydia testing (target: 80% of Planned
females 24 and under) Parenthood’
Cara. Mo matter what.

Planined Parenthood Calfornia Central Coast
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...........................

ihth care and their provider.

Family Planning Cycle Times
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Planned
Parenthood’

Cara. Mo matter what.

Planned Parenthood CaBornia Central Coas



The Good, The Badé CENTER FORCATE
A What is workingj
I Setting up metrics by department prior to new fiscal year
I Monthly reporting followed by quarterly senior leader reporting
I Incentives for staff
A What is not working)

I Still experiencing some difficulty with portal reports but we are
continuing to work with Charles.

A One question | have for the grodp
I No guestions regarding data at this time.

Planned
Parenthood’

Care. No matter what.
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Venice

Family Clinig

MEGHAN POWERS

QUALITY IMPROVEMENT MANAGER
MPOWERS@MEDNET.UCLA.EDU
310-664-7634



Who We Are CENTER FOR CARE
AWhere We Are Located: Venice, CA
ANumber of Clinics in the Organization: 10 clinical sites
ATotal Number of FTE Providers: ~35
ADate Portal First Went Live: November 2014
APortal Vendor: NextGerNextMD)
ATarget Population the First 6 Months: Diabetics & Teen:

@
=

Venice amily Clinig




Showing Data to Your Team

INNOVATIONS

ADo you show data on patient portal operations to your
team at the monthly meeting?
I Yes, portal data is shared at a variety of meetings. We review

each of our portal team meetings. Additionally, metrics are
shared monthly at our Jcoor c



Showing Data to Your Team i | commrorcae
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7,200

Patients enrolled in portal

Average of...

| 70 patients enrolled

| 90 messages sent by patients
300 message sent by staff

| 46 appointments requested

... monthly

4,079

Active portal users in FY 16-17

| 6% of all patients were active portal users last FY

57% of enrolled users were active portal users last FY




Showing Data to Your Team

Patient Portal Usage Summary

NextGen Patient Portal Usage Summary

Venice Family Clinic

Data from 7/1/2016 to &/30/2017

Count

%9 | CENTERFOR CARE
INNOVATIONS

Number of patient portal patients 7,130
Number of enrolled patients 2,112
Number of active patients 4,079
Number of secure messages sent by patients 1,521
Number of secure messages sent by providers 65,256
Timely response to patient messages (in 48 hours) 93.77%
Humber of appointments requested online 1,103

APPOINTMENT REQUESTS RECEIVED

300

150

00

242

Jul-16

Aug-16

Sep-16

Oct-16  Mow-16  Dec-l6  Jan-17 Feb-1Y  Mar-I7  Apr-IT  May-I7  Jun-17

=—Number of appointments requested online = = Target
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Showing Data to Your Team

MESSAGES RECEIVED
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Showing Data to Your R
Organization

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

I Yes, at shared at operations, provider and site meetings. Port
data is not yet on an organizational dashboard reviewed by
senior managers or the board, but they are provided updates .
appropriate. The board is interested in the portal and leveragit
It to Improve patient experience and access, so we have been
asked to present at an upcoming meeting.

A How do you show that data?
I Similar style. Power point slides with charts and key figures.
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e for all, inspired by Islam




The Good, The Badé
A What is workingj

I Access to metrics, updating regularly
I Using data to inform portal strategies and updates

A What is not working)
I Stuck at # of staff sending messages to patients

A One question | have for the grodp

I What is your goal for active portal users? How do you arrive a
goals for portal related metrics.
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== Northeast Valley
% Health Corporation
a califurniahuﬂl'fce nter

Northeast Valley Health
Corporation

MAITE MARTIN
DIRECTOR HEALTH CARE OPERATIONS

PATIENT PORTAL TEAM LEADER
MAITEMARTIN@NEVHC.ORG
818-898-1388 X 41710



Who We Are CENTER FOR CARE
AWhere We Are Located: San Fernando, CA
ANumber of Clinics in the Organization: 14
ATotal Number of FTE Providers: 142
ADate Portal First Went Live: 2014
APortal VendorNextgen
ATarget Population the First 6 Months: All Patients

- Northeast Valley
£’ Health Corporation
a californiahealith center




Showing Data to Your Team

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

i Yes.

| Data Is presented with all team members at the monthly Porta
Team Meeting, Care Team Meetings, Access to Care Meeting
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.

== Northeast Valley
¥ Health Corporation
a californiahealith center
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Percentage of Tokens Issued
All Sites- June 2017
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Showing Data to Your
Organization

A Do you show data on patient portal operations to your
organization meetings, senior leader reports/dashboards?
I Yes.

| Data Is also presented at the clinic site level and shared at the

Provider Supervisor Meetings as wellatighe All staff Site
Meetings.

== Northeast Valley
¥ Health Corporation
a californiahealith center




Showing Data to Your ¥ CCI

Organization o
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The Good, The Badé Eil o

A What is workingj

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

I Making the data reports simple and meaningful provides a cle
understanding of our current state, more clearly defines where
focused interventions are needed, and fosters engagement at
levels to help drive the changes necessary to meet and excee
our future target goals

5 Northeast Valley

Health Corporation
a california Mﬁf{'ce nter




The Good, The Badé (cont.)
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A What is not workind,

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

A One question | have for the group

Areany otherClinics currently releasing radiology or diagnostic
Imaging into the Portal? If so, what Portal and EHR are you
using?

== Northeast Valley
¥ Health Corporation
a californiahealith center




SUSANA FLORES

DIRECTOR OF CLINICAL OPERATIONS
SFLORES@UMMACLINIC.ORG
OFFICE: 323.668.7736 CELL: 310.408.6615




