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About Kaiser Permanente

Integrated health care
Nation’s largest nonprofit health plan

Integrated health care     
delivery system

8.8 million members
15,000 physicians

164,000 employees
Serving 9 states and the District of 

Columbia

15,000 physicians

Columbia
36 hospitals and medical centers

454 medical offices 

$44.2 billion operating revenue (2010)



Integrated care delivery model is the backbone 

Physicians & Members—the digital connection

KP HealthConnect (EMR) integrates with kp.org My Health Manager



• Insert screenshots of EMR



Usage is high

• 3.7M members registered
– 60% of eligible 

bmembers
• 1.4M appointments 

scheduled
• 6.2M emails sent to doctors 

and other providers 
15M t t lt i d• 15M test results viewed

• 4.7M prescriptions refilled
• 143 706 Healthy Lifestyle143,706 Healthy Lifestyle 

Programs submitted
Metrics through Q2 2011



The most actively used PHR in the United States
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Source: California HealthCare Foundation, 2009 National HIT Survey



Principles are critical

• Patient-centeredness
• Transparency
• Consistency
• Accessibility
• SecuritySecurity



Approach is critical

• InclusiveInclusive

• 80/20 rule

• Put patients first



















Impact of kp.org
• APPOINTMENTS

– Members who use kp.org to book appointments are 33% 
less likely to no-show than members who book their 
appointments through the facility 
82% of appointment cancellations through kp org were– 82% of appointment cancellations through kp.org were 
made at least 24 hours prior to the scheduled 
appointment

Source: KP SmartBook



Impact of kp.org
• LAB TEST RESULTS

– The cost of mailing lab results is reduced by 13-27% as 
more members ie lab res lts online and more res lts aremore members view lab results online and more results are 
released 

– An automated system for managing, tracking and y g g g
communicating lab results improved patient satisfaction by 
10% (published in journal)

Source: KP SmartBook



Impact of kp.org
GENERAL 

– Patients who use My health manager had 7-10% fewer office 
isits than those not sing M health manager (NW)visits than those not using My health manager (NW)

– Patients who used My health manager made 14% fewer 
telephone contacts (NW)( )

– An 8% decrease in office and telephone encounters was 
found for users of My health manager when compared with 
non-users (CO)non-users (CO)



Impact of kp.org

Email my doctor study results
• The five leading reasons for patients to e-mail their physicians 

were towere to…
– report a change in a condition (16 percent)
– discuss lab results (14 percent)

discuss a new condition (12 percent)– discuss a new condition (12 percent)
– discuss changes in prescription dose (11 percent)
– discuss the need for a new prescription (10 percent). 

• Patient-initiated e-mail messages were clinically relevant; 
63 percent required clinical assessments or decisions, and 
24 percent required clinical actions, such as ordering a laboratory 
testtest. 

Perm J. 2007 Spring; 11(2): 14–20. MyChart—A New Mode of Care Delivery: 2005 Personal Health Link Research Report
Carl A Serrato, PhD, Sally Retecki, MBA, and David E Schmidt, MD



Impact of kp.org: The use of secure patient-physician e-mail 
was associated with improved performance on HEDIS measureswas associated with improved performance on HEDIS measures. 

Diabetic Patients

HbA1c screening 6 9 (all p values < 0 0001)HbA1c screening 6.9   (all p values < 0.0001)

HbA1c less than 9% 11.1

LDL-C screening 7.2

LDL C l h 100 /dl 10 5LDL-C less than 100 mg/dl 10.5

Retinopathy screening 8.3

Nephropathy screening 4.2

BP less than 140/90 6.6

Bp less than 130/60 6.1

HTN Only: BP control less than 140/90 4.0HTN Only: BP control less than 140/90 4.0

http://content.healthaffairs.org/content/29/7/1370/T1.expansion.html



Impact of Online Health Programs

• Lost weight - 53%
• Increased exercise – 40%
• Improved eating habits – 52%p g
• Quit smoking – 58%
• Less stress – 57%Less stress 57%

Self-reported



Patients are very satisfied by patient portal

Percent agree & strongly agree:
• 86% - Kp.org makes it convenient for me to interact with my health 

care team

• 79% - Kp.org enables me to manage my health care effectively:

74% Th i f ti I k h l k i f d• 74% - The information I access on kp.org helps me make informed 
decisions about my health

• 69% - My online experience at kp.org makes me feel that I am a y p p g
valued member of KP

• Also…Users rate their physicians more highly, are more loyal to 
their physician and are more likely to stay with KPtheir physician, and are  more likely to stay with KP

User Experience Survey – 2008 (n=1,697)



What do we recommend to others walking this path?



Involve patients at every stage

N t tNot to me…
Not for me…

but with me.



Ways to include patients and families

• Focus groups
• Surveys
• User testing
• Consultants
• Advisory Groups
• Members of committees
• Participants and presenters at internal conferences



What else did we learn?

Patient portal:
Make registration simple
Acknowledge the difficultyAcknowledge the difficulty
Articulate the benefits – why are we 

doing this?

EMR:
Do not try to replicate the paper record world
Anticipate the changes in work roles – EMRAnticipate the changes in work roles EMR 

exposes all the shortcuts
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