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• Affiliate of Sutter Health 

• Two physician groups (n<1200 MDs) 

• Palo Alto Foundation Medical Group 
(PAFMG) 

• Peninsula Medical Clinic 

• >9,000 office visits / day 

• ~800, 000 patients annually 

• EpicCare Ambulatory since 1999 

• My Health Online (aka PAMFOnline) 
since January 2001 



First, a patient (and doctor) story 



Remind physicians what this about… 

http://bit.ly/MikeCooper 



Ecosystem 

• An ecosystem is a biological environment 
consisting of all the living organisms or biotic 
component, in a particular area, and the 
nonliving, or abiotic component, with which 
the organisms interact, such as air, soil, water 
and sunlight. (Wikipedia, accessed 2/27/2012) 



Why is an ecosystem important? 
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Same Technologies,  
Differential Adoption 

(In other words, it’s not as 
simple as installation…) 



Finding the value for all 
stakeholders  

Patients 

Clinicians Staff 

My Health Online Extending HM with Auto 
Ordering/Notification  

RX Renewal 

Pediatric  
Well Child 
Questionnaires 



Five Step Action Plan 



Step 1:  Engage leadership 



Why leadership is important 

• “Turn to your left and right, we are all leaders” 

• True organizational commitment 
– It is not as simple as turning on a EHR/PHR feature 

• Alignment of all stakeholders 
– Patients 

– Doctors 

– Clinical staff 

– Clinical operations 

– Community 
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The Stakes Are Now Increased 

Dark Green Dollars 



The Impact of Meaningful Use 

Stage 2 (2014+) 

A secure message was sent using the 
electronic messaging function of certified EHR 
technology (CEHRT) by more than 5 percent of 
unique patients (or their authorized 
representatives) seen by the EP during the 
EHR reporting period 
 

If an EP fails on this Core Measure,   

ZERO Meaningful Use incentive dollars 
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Step 2:  
Truly recognize the impact on the 

doctors 
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What Health IT can feel like to doctors 



Remind physicians what this about… 

http://bit.ly/MikeCooper 



What we would we want for 
our families? 

• A doctor who uses modern 
tools to connect to patients 

• A doctor who wants to 
remove barriers to care 

• Just as I would not walk in 
without my stethoscope, I 
would not practice 
medicine in 2013 without 
an electronic health record 
and personal health record 
that empowers patients and 
families 

 



Immediate Value for Physicians 

• Results release: Who wants to write a letter? 

 

• While I have you on the phone… 

 

• Workflow efficiency 

 

• Safer, better care… 

 



Personalizing the wall chart 

• Shared Decision Making 

• Personalized for the patient… 

• Focus on USPSTF recommendations – level A / B 

• P4P Measures 



• Personalized 
outreach 
messages to 
patients based 
on HM 

• Orders placed 
with Epic  
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Are refill encounters just about renewing 
prescriptions? 

• Patient Safety 
• Dose mismatches from 

introduction of manual 
errors 

• Drug-drug interaction 
checking 

• Potential change in 
therapeutic monitoring 
parameters (e.g. increasing 
AST/ALT) 

• Medication Therapy 
Management 
• Titrate medications with 

detection of out of range 
biometric values 

• Health Maintenance 
• Overdue clinician 

interactions 
 



Refill Schema 

Refill 
request 

Protocol 
Med 

Approve w/o 
MD 

Approve – 
notify MD 

Send to MD 
review 

Non Protocol 
Med 

Send to MD 
for reivew 



Leveraging RNs 

RN options: 

• Approve the 

medication 

• Approve the med 

and cc for review 

• Defer to MD 

 



What would the clinician want to know before 
refilling the med? 

Automated Sig 

Verification 

Follow up visit 

Verification 

Clinically 

relevant labs 



MyChart Questionnaires 



What they have on paper 



What they have on paper 



Abnormals are in red and returned with a (***) [F2] 

for quick navigation & documentation 
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Clinician Time Savings 



Parents prefer filling out the questionnaires online 



The Andre Family,  

http://bit.ly/AuQeIY 

I appreciated being able to answer the questions at home; this was 

much easier than trying to balance a clipboard on my lap, 

rushing to answer the questions before my name was called, all 

while keeping a curious toddler occupied in the waiting room.  

 

The questionnaire is just another example of PAMF's dedication to 

streamlining procedures and putting systems in place that help both 

the patient and the caregivers.  I am so thankful that our family is 

a part of the PAMF family 



Competition 



Recognizing physician work  

• Implemented a physician compensation 
program for which all physicians are eligible 

• Tied to financial health of medical group 
related to our committee rate w/ cap 

• Payment linked to desired behavior 

– Patient initiated messages only 

– Reply by 1 business day to receive payment 
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Step 3: 
Sign every staff member up for My 

Health Online 

Who are our best ambassadors / 
evangelists for a service like MHO? 
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When It Matters to Staff, 
It Makes a World of Difference for Patients 



Engaging Employees 



Step 4: 
 

Engage the Community 
&  

Commit to connect every patient to 
My Health Online at every 

encounter 
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Sign up when value is greatest to the 
patient 

• In the office 

• In anticipation of upcoming laboratory or 
other study results 

• Anticipating needs for families 

• In response to information requests  

 



What Works Best 

HIGH impact 

LOW cost $ 

Low impact 

High cost $$$ 

In-office enrollment $ 

Setting targets $ 

MD endorsement $ 
Transparency promotes competition $ 

Empower frontline staff (PSRs) $ 

Follow up, follow up, follow up $ 

Person waiting to sign folks up 

1 FTE - ~20/week $$$ 

Expired code letters $$ 

Attendance at Health Fairs $$ 

Billing stuffers $$ 

High impact 

High cost $$$ 

Direct mail from PCP $$$ 

Giveaways $$$ 

Marketing materials $$$ 

Assisting patient with log in $$$ 

Online enrollment 

Incentive based contests $$ 

1x1 training $$ 

Low impact 

Low cost $ 
Enrollment form on Web site $ 

Lab volunteers $ 

Flu shot clinics $ 

Mod $$ Mod $$ 

Promotional videos on endless loop 

in lobbies $$ 

  



 Reach out to the 

community 





Ways to meet unmet needs 



Step 5: Deliver value to patients 
(and thus to your organization) 



PAMF Stats 

• 75% of active PAMF adult patients are 
enrolled in My Health Online 

• 51% of pediatric proxy patients <12 

• ~92% turn around time of messages 1 bus. 
day  

• Average turn around time <3 hours 

– 15000 messages / week 

– If you do not meet the service expectation, you 
will now have two messages 



Online Scheduling Experience 

Direct Scheduling 153446 

Request PCP Appt 33200 
Request Specialty 
Appt 66607 
Total Electronically 
Scheduled 253253 

Total Visits 2012 2,556,664 
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Step 6:  Innovation 

So I lied about 5 steps… 





It is about people and their families,  
NOT the app or technology 



Questions? 

• Albert S. Chan, MD, MS 

• E-Mail:  chansa1@pamf.org 

• Twitter: @albertschan 

mailto:chansa1@pamf.org

