Curtis Tucker Public Health Center
Continuous Improvement Team
Quality Improvement Project

Improving Client Access to Laboratory Results
Using ORCHID’s MyWellness Patient Portal
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Get lab results

Read provider notes
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Make appointments

Refill prescriptions
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PILAN: Assemble the Team

The QI project team: Curtis Tucker Health Center’s

Continuous Improvement Team (CIT) members
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Continuous Improvement Team (CIT)
Structure
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How the CIT works together

Everyone has a voice

Decisions are made by “consensus”

Focus on the system, not individuals

Focus on issues within the team’s control

(e.g., workflow, processes, etc.) GROWD PuLES
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the team will operate

© Consiskent akendante

* Disuussion Wt punitive

- Snariag info aF 50{\«@\ level
s ok

o foxve isyemy

Sl
/‘ " COUNTY OF LOS ANGELES
I \11 i)+



Continuous Improvement Team Process:
Institute for Healthcare Improvement (IHI) Model

Model for Improvement

What are we trying to
accomplish?

How will we know that a .
change is an improvement? 3 questl()ns

What change can we make that
will result in improvement?

( Act Plan
Study y

—— Plan-Do-Study-Act Cycle
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Model for Improvement

Whaéféﬁﬁﬁ@ \ 1. What were we

How will we know that a tI'Yil’lg to accomplish ?
change is an improvement?
What change can we make that
will result in improvement?

Improve access to lab
results for patients
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PLLAN: Identify the Problem

* The team identified timely access to lab results
as an opportunity for improvement:

- Lab results are given via phone or in person
- Takes at least 1 week or longer

- Requires dedicated staff on phones taking them away
from other clinic duties
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PLAN: Examine the Current Approach

* The team reviewed data logs to measure the
current state

In December 2017 (before ORCHID):
» Avg # of phone appointments: 16 per day @ 3x’s/week

» Time spent on phone appointments: Approx. 8 hours/week
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PLAN: Identifying All Possible Causes

Delays in providing lab results via phone:
* Disconnected phones
* Incorrect phone numbers

e Dedicated staff & time
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PLAN: Strategy Identified

* The team decided to use the electronic
medical record (ORCHID)’s secure online
patient portal known as: MyWellness Portal as

an option for patients to access their lab
results




Model for Improvement

What are we trying to
accomplish?

e 2. How will we know that a change
How will we know that a

SN0 A IHNOVONIRE is an improvement?
What change can we make that l

will result in improvement?
( Act m‘) Baseline data
| v February 12 — June 30, 2018:
Study | Do . ]
\\ / 62.2% of Curtis Tucker patients

successfully enrolled in MyWellness portal

SMART Goal:

Increase enrollment to 70% by August 31,
2018

&
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Model for Improvement

What are we trying to
accomplish?

3. What change can we make

/ How will we know that a \ that Will reSUIt in impr OVCment?

~_change is an improvement? /
What change can we make that
will result in improvement?
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Patient Portal Background

The Reality: Patient portals are a first step in connecting
patients with their health informationand teams

2L IE

1. Health
information

2. Self-service

View personal Send a Schedule Refill or View account
health message o or request request statements
information your care leam appeointments perscriplions and pay bills
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Patient and Safety Net Factors that influence
LAC Health Agency Portal Use

PATIENT CHARACTERISTICS SAFETY NET PORTAL ENGAGEMENT
g2 Registration Support for Effective Use
-Education

-Income -Registration into clinic workflow -Education on portal use
-Co-morbidities -Messaging in clinic -Language-specific tutorials
-Race/ethnicity -Messaging in community -Spaces/Places for Practice
. -_Language . -Physician and/or staff validation | -Feedback Loop for patients

-Immigration, documentation -Education in community

-Health literacy

e

Aware of Register for Effective Use of
Portal Portal Portal

PATIENT EXPERIENCE w TECH

PATIENT BELIEFS AND PERCEPTIONS
-Digital access
-Technology understanding -Perceived portal utility
-Portal awareness/familiarity -Lack of confidence to use tech
-Has used Internet for health information -Mistrust in health system
-Access to friends/family who can help w tech -Fatalism/ambivalence
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DO: Strategy Implemented

New Process Steps:

Patient arrives Clinician
. =P [NAKE | . — i}
& registers at evaluation Lab Post-counsel

* the business * * * *

office

* Patients were offered the option to enroll in the MyWellness

Portal at all steps of the clinic visit
“?) ° COUNTY OF LOS ANGELES
< Q: Public Health




Screenshots:
MyWellness Invitation Generation

Registration (From Ambulatory PreReg or Ambulatory Register Patient Screen)

'R Ambulatory PreReg

===
|
Last Name: Fitst Name: Middle Hame Prefened Mame Previous Last Name: Previous First Name: S Sex Reason Mo Maiden Name:
ZZZZTEST TEST - Male ~  Unknown -
Mother's Maiden Name: Reason For No 55N, Social Secuity Humber Date of Bitth Age DL/Othe D Hurber Medioal R ecord Number Financial Number Census Tract Nurber
Unknowmn - 024141944 =] v 100376672

‘who Provided Info Encounter Info &vailable?.

Patient Infarmation Encounterlnformatmnl Guarantor\nfurmallonl Insurance Primany | Insurance Secondary | Insurance Tertiany | Insurance 4| InsuranceSl MSP I Ingurance Summary | Emergency Contact

Hispanic or Latina?

Country of Birth: Jail Patient:

Mailing Address

[
Homeless: Fietumed Mai:

Mailing Address: Altenate Address:

3 15555 Olive Yiew Dr 4+ Add Address
Sylmar, CA 91342

Phaone and Email

Preferred Contact Method: Reason for Ma Phone Mumber:  Home Phone:

- ~ 1

‘wiork Phone: Cell Phane: Email Address 1: Myw/ellness Invitation: Challenge Duestions: Challznge Arswer:
L -

Fersonal Data

Marital/Relationship Status: Family Size: Family onthly Income: Frefened Language: Interpreter Required: FRieligion

Emplayer Infa

Emplayment Status:

Ready

PO278 EB36150 12M10/2018 1533
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Screenshots:
MyWellness Invitation Generation
Nursing/PHI (From PowerChart)

[P] ZZZZTEST, TEST - 100376672 Opened by Tran, Duong

Task Edit View Patient Chart Links MNotifications Mavigation Help
EﬁHome :? Patient List (=1 Message Center &3 Multipatient Task List

Ambulatory Organizer Dynamic Worklist

Dynamic Werkli

EETEEr Off ﬁﬂSuspand uscharges ﬂlExwt |3 Calculator iaéAdHoc ¥ PMC i Communicate - Patient Education
Z7Z7TEST, TEST Lab/Rad Quick R
ZZZZTEST, TEST ED/Outpatient to IP
Dosing Wi Discharge Encounter
Allergies: Allergies Not Recorded
1 -
Menu #A Ambulatory Summary T Nursing
Ambulatory Summary = @ ~
& . | . . | = % | 100% | . ﬁ Last Name: First Name: Middle Name: Date of Bith: Gender. |j
ZZZZTEST TEST 02/14/1944 = Mal
Amb Summary x Amb Workik . e
e —— Sacial 5ecurity Number: Medical Record Wumber: Financial Murber Census Tract Number: Reason for no Phane Mumber:
roblems Future Orders View - - 100376672 1010926287 -
Orders & Add Horne Phone: “w/ark Phore:
* - (310) 456-0893
Medications & Add
— Alerts
Health Maintenance Disssss Slert
Task List
Allergies A Encounterlnlormanonl Faient Infarmation | Emergency Infarmation] My Wellness [rwitation
Form B ACCESSEXPIREDATE:
02/09/1962 =
Email Address 1 Patient Poirtal Registration:
zzzz{@hotmail.com ‘es, Generate Invitation
Challenge Questions: Challenge Answer.
Ready PO278 ES36150 12/11/2018 1616
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Screenshots:
MyWellness Invitation Generation

Physicians (From PowerChart)

ZZZZTEST, TEST - 100376672 Opened by Tran, Hung M
Task Edit View Patient Chart Links Notifications Navigation Help

{ (2 Home ES Ambulatory Organizer |=]Message Center ¥ Physician Handoff 4 Patient List 5 Discharge Dashboard & UpToDate 5
: @ MyDHS @} Amion @) iMedConsent @} E-Consult |_| } @ DHS - CCL @ CURES @ POLST @ TRIMS {3 Maple
: R Tear Off P Suspend 4F Charges A Exit [ Calculator §fAdHoc i, Specimen Collection [EEIV GRS

ZZZZTEST, TEST Lab/Rad Quick Reg

ZZZZTEST, TEST DOB: 02/ ED/Outpatient to IP Admit
Dosing Wt: Age: 74 y|| 7 = S
Allergies: Allergies Not Recorded Sex: Male

Census Task Lj

- i@, Criti:0 Abnor.:74 Pro

Patient Education %] Medica

Menu #  Ambulatary Summary

Ambulatory Summary | # Available Conversations

Overview Please select the conversation you would like to use:

Myweliness Invitation|

-+

Results Review i
= Change Attending = =1 MyW, g

Orders Mywelness Invitation = ellness Invitation EI
Documentation First Mamne: Middle Mame: Last Mame: Medical Record Mumber:

TEST ZEFFTEST 100376672
Task List Cormmunity MEM: Birth D ate: Sex ACCESSEXFIREDATE:
Allergies . . 02/14/1944 Male 02/09/1962
Chart Search

tyieliness |nvitation: Email Address 1:

|:> ‘res, Generate Invitation  » zzzz@hotmail. com

Challenge Questions: Challenge Answer:

|

Last 4 digits of your phone number?

Wwhat are the last 4 of your SSM7?

‘what year did you get married?

Wwhat year was your mot...

“t'ear you started elementary schaoal?

Ok ] [ Cancel

Ready POZ78 E445074 1211/2018 1539

*

.
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Verification of MyWellness Portal Enrollment

Enrolled

Not Enrolled

-

ZZZZTEST, JANA -100144560 Opened by Tran, Duong

Task Edit View Patient Chart Links Notifications Navigation Help

i 2} Home ,;i. Patient List (=] Message Center &3 Multipatient Task List E5 Ambulatory Organizer
§zTear0ff mSuspend + Charges ﬂlExit Kj Calculator %AdHoc & PM Conversation ~ 3 Communicate
Z777TEST, JANA

ZZZZTEST. JANA DOB: 04/04/1969
Dosing Wt: Age: 49 years
Allergies: amoxicillin, bioflavonoids, Egg, ... Sex: Female

2 .

MyWellness: Yes
Homeless: N/

Menu

# Ambulatory Summary
ik K Br

Ambulatory Summary A Q ap cg #, | 100%

Amb Summary v

Overview

Results Review

ZZZZTEST, TEST - 100376672 Opened by Tran, Duong

Task Edit View Patient Chart Links Notifications Navigation Help

ome < Patient List =] Message Center & ultipatient Task List &5 Ambulato rganizer

fat H i P List =1 Message C &3 Multip Task Li Ambulatory Org

: " Tear Off It Suspend o8 Charges A Exit [ Calculator |g§AdHoc & PM Conversation v - Communica|
ZZZZTEST, TEST

ZZZZTEST. TEST
Dosing Wt: Age: 74 years
Allergies: Allergies Not Recorded Sex: Male

Menu n -

DOB: 02/14/1944

MyWellness: No
Homeles: N/A

# Ambulatory Summary
9 e a

Ambulatory Summary 2 B AR & &) 100%

Amb Summary

Overview

Results Review

" Future Orders View

5 Mew Message

==

Task Edit

7 High

-'5:, INETTTN Al Message Journal (3) B2 Portal Options

Patient: | ZZZZTEST, JANA |[#8) caller: [ ZZZZTEST, JANA

| Caller #: | H (323) 408-8575, B 323 500 2233

ﬁLaunch Orders

From New Message

* Enrolled: “To consumet”
enabled

* Not Enrolled: “To
consumer” not enabled

To: | | [T]Include me
CiCe | | Providen| | [¥] To consumer I:lDisabIefurtherreplies
Subject: - [¥] Save to C A [Phone Message/Call V]
Attachments
["] Transition of Care [ Browse Documents ] [ Other Attachments ]
Message
Arial -0 - e YEma BUJ7SI(EEZE &S

P
+

+
*

x
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Patient Materials to Help Them Enroll

COUNI' ok Los ANGEU& oty o Los Angses
{ Plllllic Ileallll ((Plllllil: Health
' (7]
MyWeIIness B - | !
f e MyWellness | | s | pmmee
0000 O
N ‘.:_'__: AT~ S ... B R W - ¥ /¥ LY = ':::" XA
—_— A 2 0000 o= -
PORTAL ENROLLMENT STEPS: &
1. DID YOU GET YOUR MYWELLNESS MyWellness ENROLLMENT STEPS: Mywel I ness

INVITE ? 1. Did you get your MyWellness INVITE? Patient Record Portal
4 CheCR your e-mail on phone * ChECk yOUr e-mail on phone s to your health from home or on the go. With MyWellness you can:
* |If no: check with staff * If you did not get the invite, ask a

staff member for help @ @ 0 e .
s T INVITATION AND 2. Open the invitation & click on the e appanimens rosus Reinenewal o
CLICK ON THE LINK TO ACCEPT .
link to accept
3. ANSWER THE QUESTIONS TO 3. Answer the questions to create an (postcards)
CREATE AN ACCOUNT account
YOU WILL GET A You will get a “CONGRATULATIONS” message

“CONGRATULATIONS"” MESSAGE

(postets)

(COUNTY (1F LOS ANGELES
Public Health



Tip sheet for clinic staff

'.ACDPH—Curtis Tuckear Fublic Health Center

How to Send a Patient Their Lab Results via MyWellness Portal

1. Navigate to =IMsestape Center

2. Click on Results

3. Double click on the result that you would like to send your patient. Review results.

4. Check to see if the patient is signed up for the MyWellness portzal and can receive meszsges.
At the banner bar above the result, you will see MyWellness: Yes or No. The patient must be enrolled to
receive results,

Rasslts | Revelts 1o Endore: ZEZETEST, ONE

SRCreste » L Formard Onky (o Prict 4 B (lghlark Ueresd | Tnbex View Summemary View

ZZTTTEST. ONE
Adlergies: penidillin

[twent pwte Edlevera Ryl Rt Range frend

il Laly AddessPOC ° 5o Addis Teend

5. Mavigate to the Action Pane [bottom of the page)
a. Select Additional Forward Actions
b. 3elect 5end Jo Consumer.
. Entera messzge to accompany the result{s) under Comments
d. Select OK & Close

| Actan Pane 7|
& Endone Save Refuse -

Addtional Tec [ i
08/24/2008
Farvward Action: T imitS) o« v -
Comments: i

(Lot ZLT)

If your message is longer than 212 characters, you may also send a message by clicking the down arrow naxt
to Create, select Consumer Message (this will be greyed out if patient is not on the portal)

Consumer Message
a. Type in the subject and message (can create dot phrases for common messages about normal results,
chranic disease advice, gte- will be discussed in a Ister section)
b. Click S5end

COUNTY OF LOS ANGELES
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Patient View: Test patient demo

* https://mywellness-
ladhs.ighealth.com

* UserName: TestJana

e Password: cerner2016
e Patient: Z// /7 TEST,

' LOS ANGELES COUNTY
i /i HEALTH AGENCY

# Home
DHS.LACOUNTY.GOV

[3] Health Record

)

Overview

Lab Results

)

Medications

=

Clinician Notes

3

Radiology
& Procedures
[ Discharge Documents
M Summaries of Care
B Messaging
[ Appointments

@ Prescription Renewal

Lab Results

@ Viewing health record for
JANA ZZZZTEST

Most recent results Learn More with California Health and Safety Code Section
123148. To obtain these results please contact
Filter by date range your provider who ordered the test.
Start date End date
05/30/2018 £ 06/06/2018 EIf soon |
Enter date in MM/DD/YYYY format.
Show all results
Routine Chemistry

Ferritin Learn more about this [%
2101 ng/mL (High) >

Date: Jun 01,2018 06:41 a.m. PDT

View all for this result

CEA Learn more about this [%

The information below are laboratory results
from your electronic medical record. Any results
for biopsies, drug use, Hepatitis, HIV, and pap
smears will not be displayed below in compliance

Reference Range: 5 ng/mL - 204 ng/mL

1363.3 ng/mL >
Date: Jun 01,2018 06:18 a.m. PDT
View all for this result
[ ) D O B . 04 04 1 9 6 9 Cortisol, Random Learn more about this [
. HealthelLife
72.0 meg/dL Cerner C
Date: Jun 01,2018 05:13 p.m. PDT
e MRN: 10014460
‘ Recent Results | Delivery Record | Care Management | Ambulatory | Lab - 7 Days | Lab - 18 Months | Microbiology | Diagnostics | Vital Signs | Assessments - Provider View | Assessments Vi i ‘_‘ = - A
Flowsheet: Patient Viewable Results v [] Level:  Patient Viewable Results v @Table © Group @ List Medcators
K i )
Navigator 3| [ Patient viewable Resuits 11/06/2018 18:09 PST =
[=] Lab Results SRS -
C trachomatis Result-PHL NEGATIVE = .
M gonorrhoeae Result-PHL MNEGATIVE; MEGATIVE ien .
Trep Ab-PHL MNEGATIVE
< >

("': (COUNTY OF LOS ANGELES
y Public Health
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https://mywellness-ladhs.iqhealth.com/

STUDY: Check the Results

Week 1: Percent of new patients who
successfully enrolled in MyWellness

100% ) a4u/

80, 99/,

6()0/0 60% ~Z" Baseline: 62%
* 40%

40% /

20%

0%
8/1 8/2 8/3 8/4 8/5 8/6 8/7

w) (Mh)  (F) (M) (T)




STUDY: Check the Results

During the CIT pilot at Curtis Tucker HC, there were less phone
appointments for results as more patients were receiving their lab
results through the Portal

December 2017 (before ORCHID): Early August 2018:

Average # of phone appts: Average # of phone appts:

16 /day @ 3x’s/week 2-3/day @ 3x’s/week

Time needed for phone Time needed for phone
appointments: appointments:

Approx. 8 hours per week Approx. 1.5 hours per week

*Both months had an average of 6-7 new patients per clinic

OOOOOOO LOS ANGELES
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ACT: To Standardize or Not?

What action should be taken next?

1) ADOPT - Describe how the strategy will be standardized
or plan for testing on a larger scale

2) ADAPT —Describe what variations of the strategy should be
tested in the next PDSA cycle

3) ABANDON — Describe why the strategy is being abandoned
and select a new strategy to test in the next PDSA cycle

of
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“Act” Phase

All health centers adopted the strategy to offer patients the option to
retrieve lab results through the MyWellness portal

Prior to 12/18/18, all PH labs had to be sent to consumer by MD

after review

As of 12/18/18, all PH labs atre auto-posted in the portal

(Except HIV Ab, hepatitis antigens, drug testing and processed tissue pathology,
which by State law cannot auto-post and will have to be reviewed and sent to the
consumer by the provider)

http://leginfo.legislature.ca.gov/faces/codes displaySection.xhtmlrlawCode=HSC&s
ecionNum=123148.

Additional features of the portal:
* Message Center: communication with clients

* Preferred Pharmacy option

:
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http://leginfo.legislature.ca.gov/faces/codes_displaySection.xhtml?lawCode=HSC&sectionNum=123148

YOUR HEALTH, / \

Get lab results

Read provider notes

o

Make appointments

-

Refill prescriptions
Use the MyWellness Patient Portal *

R4
and take control of your health. u
Message your provider

SAVE TIME,
New Rack Cards ENROLL TODAY

GETITON )
® Google Play -

L Kﬁ};"s“lt:‘)r‘é ‘ Log-in Support:
Call (877) 621-8014

Note: Record your PIN in a safe place. You will need your PIN to activate your account.



29

Acknowledgements

Gema Morales-Meyer
Maxine Liggins
Anshu Abhat
Sara Simmons
Donna Sze
Rosie Martinez

Karen Swanson

ORCHID Sustainability Team
DPH Nurse Informatics
QI Team

A
¢ SRR COUNTY OF LOS ANGELES
<7 Public Health
X “AU;m\" ;



