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Our challengeg

Don’t Make itDon t 
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Making it betterg

High Patient Satisfaction!
85% rated encounters 8 or 9 on a 1-9 scale3

Efficiency/convenience improved!Efficiency/convenience improved!
Patients who use secure e-mail:

Are 7% to 10% less likely to schedule a routine office visit1
Make about 14% fewer phone contactsMake about 14% fewer phone contacts 

Those who book appointments online are up to 50% more likely to keep 
them

Quality of Care Improved!
In a matched-control analysis published in Health Affairs, secure email y p ,
was associated with a 2.0 to 6.5% improvement in performance on HEDIS 
measures, such as glycemic (HbA1c), cholesterol, and blood pressure 
screening and control2

4

1 Zhou, Yi Yvonne; Garrido, Terhilda; Chin, Homer; Wiesenthal, Andrew; Liang, Louise, “Patient access to an electronic health record with secure messaging:  
impact on primary care utilization,” The American Journal of Managed Care, Vol 13:418-424, July 2007. 

2Zhou, Yi Yvonne; Kanter, Michael H; Wang, Jian J; Garrido, Terhilda, “Improved Quality at Kaiser Permanente Through E-Mail Between Physicians and 
Patients,” Health Affairs, Vol 29, No 7 (2010); 1370-1375.

3 Internal KP study, “Harvesting Value: Early Findings from Kaiser Permanente HealthConnect™” presented to Center for Information Therapy by T Garrido, C 
Serrato, J Oldenburg (1/15/2008)



Making it better for whom?g
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PHR made me feel like I know more about my health carey

Consumers and Health Information Technology: A National Survey
California Health Care Foundation

6

Ca o a ea Ca e ou da o
*Small sample size (n=76)
Source: Lake Research Partners, national health IT consumer survey, 2009-2010



PHR made me feel more connected to my MDy

Consumers and Health Information Technology: A National Survey
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Consumers and Health Information Technology: A National Survey
California Health Care Foundation
*Small sample size (n=76)
Source: Lake Research Partners, national health IT consumer survey, 2009-2010



PHR led me to do something to improve my healthg p y

Consumers and Health Information Technology: A National Survey
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Consumers and Health Information Technology: A National Survey
California Health Care Foundation
*Small sample size (n=76)
Source: Lake Research Partners, national health IT consumer survey, 2009-2010



What about at Kaiser?

•3.4 million registered users3.4 million registered users
•52 million sign-ons
•10 million secure emails
•25 million tests viewed
•6.8 million Rx refills orders

WHO?WHO?
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Race/Ethnicity
3,407,877
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Adult KP 
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1 607 98261%
Kp.org 
registered1,607,982

895,324

61%

,
696,894

37% 55%

White Hispanic Asian Black
43%

37% 55%

p
Non-Hispanic Non-Hispanic



Age
1,349,851 1,292,374 1,321,885

Age
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Healthcare Reform Beneficiaries
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75% or less 76-133% 134-200% 201-400% >400%

Medicaid Exchange Subsidies Pew Health Tracking Survey, 2010. 
Analysis by KP Web Insights Group



To What Degree Does Mobile Extend Our Digital Reach?g g
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PC Internet + 
Texting

24%
Pew Health Tracking Survey, 2010. 
Analysis by KP Web Insights Group



To What Degree Does Mobile Extend Our Digital Reach?g g
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PC Internet + 
Texting

24%
Pew Health Tracking Survey, 2010. 
Analysis by KP Web Insights Group



CATEGORIZATIONCATEGORIZATION 
IS TRICKYIS TRICKY





Wh t d d tWhat do we need to 
know about 

individuals in order toindividuals in order to 
serve them well?serve them well?



Meaningful accessg
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Individual Access & Preference
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