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PLAN: Assemble the Team

The QI project team: Curtis Tucker Health Center’s 

Continuous Improvement Team (CIT) members
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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.)

• The team charter is an agreement of  how 

the team will operate

Curtis Tucker CIT Charter  



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

3 questions

Plan-Do-Study-Act Cycle



Brainstorm
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1. What were we 

trying to accomplish ?

Improve access to lab 

results for patients 



PLAN: 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
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In December 2017 (before ORCHID):

➢ Avg # of  phone appointments: 16 per day @ 3x’s/week

➢ Time spent on phone appointments: Approx. 8 hours/week

• The team reviewed data logs to measure the 

current state



PLAN: Identifying All Possible Causes

Delays in providing lab results via phone:

• Disconnected phones

• Incorrect phone numbers

• 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
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2. How will we know that a change 

is an improvement?

Baseline data 

February 12 – June 30, 2018: 

62.2% of  Curtis Tucker patients 

successfully enrolled in MyWellness portal

SMART Goal: 

Increase enrollment to 70% by August 31, 

2018



3. What change can we make 

that will result in improvement?

Draft an internal protocol to promote 

MyWellness Portal in all units of  the STD clinic 

work flow



Patient Portal Background



Effective Use of 

Portal

Support for Effective Use 

-Education on portal use

-Language-specific tutorials

-Spaces/Places for Practice

-Feedback Loop for patients 

-Education in community

PATIENT CHARACTERISTICS

Registration

-Registration into clinic workflow

-Messaging in clinic

-Messaging in community

-Physician and/or staff validation

SAFETY NET PORTAL ENGAGEMENT

PATIENT BELIEFS AND PERCEPTIONS

Register for 

Portal

PATIENT EXPERIENCE w TECH

Aware of

Portal

-Perceived portal utility

-Lack of confidence to use tech

-Mistrust in health system

-Fatalism/ambivalence

-Digital access

-Technology understanding

-Portal awareness/familiarity

-Has used Internet for health information 

-Access to friends/family who can help w tech

-Age

-Education

-Income

-Co-morbidities

-Race/ethnicity

-Language

-Immigration, documentation

-Health literacy

Patient and Safety Net Factors that influence 

LAC Health Agency Portal Use 



New Process Steps:

Post-counsel
Patient arrives

& registers at  

the business 

office

Intake
Clinician

evaluation
Lab

DO: Strategy Implemented

Patients were offered the option to enroll in the MyWellness 

Portal at all steps of the clinic visit



Screenshots: 

MyWellness Invitation Generation

Registration (From Ambulatory PreReg or Ambulatory Register Patient Screen)



Screenshots:

MyWellness Invitation Generation

Nursing/PHI (From PowerChart)



Screenshots: 

MyWellness Invitation Generation

Physicians (From PowerChart)



Verification of  MyWellness Portal Enrollment

Enrolled Not Enrolled

From New Message

• Enrolled: “To consumer” 

enabled

• Not Enrolled: “To 

consumer” not enabled 



Patient Materials to Help Them Enroll

(posters)

(postcards)



Tip sheet for clinic staff



Patient View: Test patient demo

• https://mywellness-
ladhs.iqhealth.com

• UserName: TestJana

• Password: cerner2016

• Patient: ZZZZTEST, 
JANA

• DOB: 04/04/1969

• MRN: 10014460

https://mywellness-ladhs.iqhealth.com/
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Week 1: Percent of  new patients who 
successfully enrolled in MyWellness

Baseline: 62%
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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

Average # of  phone appts: 
16 /day @ 3x’s/week

Time needed for phone 
appointments: 

Approx. 8 hours per week

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

December 2017 (before ORCHID): Early August 2018:

Average # of  phone appts: 

2-3/day @ 3x’s/week

Time needed for phone 
appointments: 

Approx.  1.5 hours per week

STUDY: Check the Results



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
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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 are 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.xhtml?lawCode=HSC&s

ectionNum=123148.

• Additional features of  the portal:

• Message Center: communication with clients

• Preferred Pharmacy option                                            

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


New Rack Cards
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