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• What is Patient Engagement?

• Successful solutions.

• Barriers to engagement.

• Future/What’s next?



Patients and providers working together to improve health.  A 
patients greater engagement in healthcare contributes to 
improved health outcomes, and information technologies can 
support engagement. 

Patients want to be engaged in their healthcare decision-making 
process, and those who are engaged as decision-makers in 
their care tend to be healthier, have improved compliance and 
have better outcomes.







• Shift from “patient centered 
care” to “collaborative care”

• Shift from fee for service to 
value based

• Need to consider clients as 
consumers not just as 
patients
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Millennial’s as parents
• 22 million of them!
• Want to feel personally connected to a “brand”
• Using the latest technology is baseline expectation
• Rely on computers vs telephones, highly “mobile”
• Comfortable using social media for research and 

recommendations
• Seek collaboration with the healthcare team and want to be 

engaged and empowered

Millennial’s as parents white paper.  nrchealth, 2017



Challenge-setting Patient

Conferring Patient

Contributing Patient

Connected Patient

Consumer

Engaged patient actively manages his/her health; 
sets wellness goals with full-access to medical info 

and care team

Patient proactively engages his/her 
health care team beyond traditional 

office visit

Patient/consumer as contributor in 
the documentation of their health 

record (PHR)

Engage patients with integrated two-
way electronic information flow

Recognize patients as consumers of 
health care services



Patient Engagement 
does not equal 

Patient Satisfaction!



• Website
• Social Media
• Messaging
• Check in Tablets/Kiosks
• Patient Portals 
• Bedside Portals 
• Telemedicine



Website







• Check in Kiosks and Tablets
• Children’s Connect (Patient Portal)
• Bedside Connect (In Hospital 

Patient/Family Portal)
• Telemedicine/eVisits



Kiosks



Check-in Tablets



Patient Portals





Welcome Screen



To Do Screen

























Open Notes



Sharing Notes



• Consistent 50% activation rate
• Approximately 50,000 total users
• 1800+ appointment requests per month
• 3000-3500 medical advice requests per month
• 400+ med refill requests per month
• 85-95% medical results released
• Average 4000+ questionnaires completed per 

month

Analytics



Bedside Portals



Bedside Portals



Bedside Portals
• Live October 17
• Process change for RN’s and registration 
• Almost 100% adoption on our pilot floor
• Families want more!
• Have already found errors in the records that were 

corrected (adds an element of safety)
• Saves nursing and ancillary support time 
• Little push back from providers



• Started with Behavioral Health
• Moved to simple follow up visits
• Expanding to:

– Palliative Care
– Virtual Rounding (think chronic care 

facility)
– Subspecialty visits
– Transport
– Provider to provider
– Home Health

Telemedicine





Barriers to Engagement
• Who Pays? Cost?
• Technology barriers, Integration
• Language
• Proxies, confidentiality, security 
• Interoperability
• Education of support staff, 

upgrades, maintenance
• Operational barriers/process  (must 

be easy for patients and providers)
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Lessons Learned:
• Need multidisciplinary team:

– IT, Exec Champion, PM, CM, 
providers, nurses and patients (i.e. 
family advisory council)

• More “culture change” than project
• Effective communication and 

engagement with stakeholders early 
improves success

• Keep the patient at the center



Lessons Learned:
• Create analytical tools that provide 

accessible, real-time metrics to frontline 
staff and managers – reinforces 
effectiveness

• Prepare for the unexpected
• It is a lot of work, but worth it!



Future Development
• eCheck in (mobile?)
• Wearable's, Remote Monitoring –

challenges with all the data, reliability, 
accountability

• Enhanced text messaging notifications 
(auto status update)

• Virtual Urgent Care
• Other



Challenge-setting Patient

Conferring Patient

Contributing Patient

Connected Patient

Consumer

Engaged patient actively manages his/her health; 
sets wellness goals with full-access to medical info 

and care team

Patient proactively engages his/her 
health care team beyond traditional 

office visit

Patient/consumer as contributor in 
the documentation of their health 

record (PHR)

Engage patients with integrated two-
way electronic information flow

Recognize patients as consumers of 
health care services



Q & A



Thanks
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