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Faculty/Presenter Disclosure

Faculty: Dr. Stephen McLaren

Relationships with commercial interests:
OntarioMD Physician Peer Leader

Products Used:

Accuro EMR, Medeo online appt.-email-video, Cliniconex, Ocean
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Disclosure of Commercial Support ;

No Commercial Support:

Potential for Conflicts of interest:

Dr. McLaren is funded by OntarioMD for Peer Leader engagements
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Mitigating Potential Bias

The content of this presentation represents a self-driven practice
pattern free of commercial bias or sponsorship.
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Objectives

SR

After this session, participants will be able to:

 Compare traditional office practice to one with Virtual
Tools deployed.

* Appreciate measurable changes that can occur In practice
metrics with Virtual Tools.

» Extrapolate how these tools may be deployed in your
office.
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Practice Context

Motivation &
Implementation

* Online booking

e Secure emalil

e VVideo visits
Care Data
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Practice Context

2,200 patients - 10 minute appt. slots - 4.5 d/week
22 years FFS - 13 years FHN/FHO

Percentage of your Patients By Age Cohort

B Ontaric B Physician

Percentage of your Patients with Chronic Diseases

B Ontaric B Physician
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Motivation
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Online Booking Secure Emaill Video Visits

CUSTOMER
FRIENDLY
SUPPORT

INNOVATIVE
COMMUNICATIVE

EFFECTIVE

CREATIV§

TIME

MANAGEMENT
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Supportive Data

Make an appointment electronically (e-booking)

67% 71%
294 17% 17% - 2% 89
Can Currently Did in past year Would like to
Consult with any of your health care providers online - for example, using secure email (e-visit)
S50t 63%
7% 14% 10% W 5% 5% 4%
Can Currently Did in past year Would like to
Visit with your health care provider virtually online by video
365 41% i
8% 6% W 3% 3%
Can Currently Did in past year Would like to
2014 2016 2018
% of all adult Canadians % of adult Canadians of Canadians who “cannot cur

38. Can you currenthy..? f Q39. In the LAST YEAR, did you? / Q40. Would you like to be able to?
2018 ACCESS Digital Health Survey. Base: Canadians 18yrs+ (n=2,272]
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8:30am Visit (eBooking) 10... ¢ Visit (eBooking) 10... ) Visit (eBooking) 10... )

& 40am Visit (eBooking) 10... ) Wellness Adult 21... ) Visit (eBooking) 10... @0|Visit (eBooking) 10... ) Wellness Adult 21... ()
8:50am Visit (eBooking) 10... ¢ Visit (eBooking) 10... @) Visit (eBooking) 10... ¢

9:00am Visit (eBooking) 10... ()

9:10am Wellness Adult 21.. () Wellness Adult 21 () Wellness Adult 21 () Admin. Wellness Adult 21... ()
9:20am | | Admin.

9: 30am Admin. Visit (eBooking) 10... ()
9: 40am Wellness Adult 21... ) Wellness Aduit 21... () Advanced Access Wellness Adult 21... () Visit (eBooking) 10... ()
9:a0am Advanced Access Admin.

10:00am Admin. Admin. Advanced Access Visit (eGooking) 10... () Admin.

10:10am Advanced Access Visit (eBooking) 10... ). Admin. Visit (eBooking) 10... () Advanced Access
10:20am Advanced Access Visit (eBooking) 10... @) Advanced Access Admin. Advanced Access
10:30am Advanced Access Visit (eBooking) 10... Y Advanced Access Advanced Access Advanced Access
10:40am Admin. Admin. Advanced Access Advanced Access Advanced Access
10:50am Advanced Access Advanced Access Advanced Access Advanced Access Advanced Access
11:00am Advanced Access Advanced Access Admin. o P

11:10am Advanced Access Advanced Access Advanced Access

11:20am Admin. Admin. Advanced Access Advanced Access Advanced Access
11:30am Advanced Access Advanced Access Advanced Access Advanced Access Advanced Access
11:40am Advanced Access Advanced Access _ Advanced Access Advanced Access
11:50am Advanced Access Advanced Access Admin Advanced Access Advanced Access
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M A R K A About Online Booking Locations Programs Resources News/Events Employment Contact Q
FAMILY HEALTH TEAM
Online Booking You are here: Home / Online Booking

ONLINE BOOKING

Your provider's name will appear if online booking slots remain available and will disappear when all available online appointments are booked. New openings appear
daily in preparation for the next day.

No appointments available? - Call our Call Centre at 905-471-9999 as your provider may still have openings as they cover Urgent Care for the office.

Online Booking
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° Practitioner: Dr. Stephen McLaren A

@ Select an Appointment Type v

a) Regular Office Visit (10 minutes) - * Same Day Access *

Today for Today and Tonight for Tomorrow. This is the preferred appointment method to mest your
neads now. New slots open each evening for the next day. If no appointments are left please look to
future appointments choice b) or call the office at (905) 471-9999 to access "Dr Available”
appeointments. Urgent Care Clinice are also available on walkin basis. www._markhamtht.com/urgent-
care-hours for more information.

b) Regular Office Visit (10 minutes)

Chooss this type if you wish to plan ahead. Please ensure if this is a followup visit such as Diabetes
that your lab tests are done for review.

c) Wellness 21 and older

For adults 21 and older. This is an overview of health and health related risks. This service is at the
following inetrvals: 21-39 every 3 years, 40-64y svery 2-3 years, 69y and older every 1-2 years. ** If
you are 30 or older, please indicate if you would like to pickup a lab req, or havs it emailed to you, to
go to the lab prior to your Wellness visit.

d) Video Visit - NEW - trial summer 2018

This uses the secure Medeo video platform to connect you and the doctor. The best reasons to use
this service would be to review and renew medication for depression / anxisty or to discuss test
results. Clinical concerns requiring examination are not suitable for video visits. You will need to
download the free Medeo Health app to your android or OS device, or use a computer with mic,
camera and with Google Chrome as a browser. An invite/link will be sent by email after your
confirming email. You will be guided through some easy steps to acquire the app and setup your
device. This service is NOT covered by OHIP but will be offered for free during a trial period in the
summer of 2018. If your visit requires a nots / letter / travel advicse etc then those uninsured services
will be billed to you. We hope you find value in this servics.

4

12 availabls

11:10 AM
11:30 AM
11:40 AM
11:50 AM

210 PM -

11

11

11:

12:

20 AM EDT

40 AM EDT

00 AM EDT

00 PM EDT

2:20 PM EDT
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@ Create an account or Sign In v

Already have an account with Medeo? Please sign in to complete your booking.

REQUIRED REQUIRED

REQUIRED

This will allow you to be notified when your request status changes

REQUIRED

A minimum of 6 characters please

REQUIRED

REQUIRED

Please note that prior to accepting an appointment request, some providers will require your Personal Health

Number to complete the online booking process
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Markham Family Health Team via Medeo 3 Inbox - Yahoo!
Your appointment request is under review

To: Stephen McLaren Markham Family Health Team via Medeo B5 Inbox - Yahoo!

Your appointment request has been accepted

To: Stephen MclLaren

-JORE K -N€

Your ap
Septem
Family | Your appointment request for Dr. Stephen McLaren at 4:40 PM EDT on
September 4, 2018 has been accepted by a Markham Family Health Team
when y(
staff member.
Please . . . .
— To see more instructions from Markham Family Health Team, view your r
your ap appointment requests.
cancell
Please contact Markham Family Health Team with any questions about
4:40 PN your appointment. Markham Family Health Team's standard appointment
Markha cancellation policy applies to all appointments booked online.
Markha

4:40 PM EDT on September 4, 2018
Markham Family Health Team
Markham, ON, L6B 1A1, CA

Powered by Medeo.
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Appointment Details

™ Loads Settin gz from this Patient's Previous Appointment

E |MCLAREN, STEPHEN v | I confirmed [T Arrived & |

Tuesday (4) Wednesday (5) Thy
9 !
pbsg @ Appointment Date  |07-Sep-2018 Type No reason given

Appointment Time  [11:50am __# | Reason

Appt Slots N/A Appt Slots N/A Apot Slol | Appointment Length |10 minutes (12:00pm) A Location |0 Provider's Office H' Please Clarify
Referred By ) —None— | riority :H Incorrect Doctor

B e (PU) Other Providers | |  # | nsurer |oHP
prepesmsin] E00E T - e X Time

-

test :H: hcurTEC-t Pﬂtﬂﬂt

X Free Text Rejection Message—

J Free Text ACCEPT message
/' Video Visit Accept

| e - e
| Regular apponime
" 9.00am for 30 miny

— L
: 900am for 30 minu

- - - LM
' 9 30am for 30 minu.

e

Admin e X ]
- - AGTNN
~
- - Agvenced Access Agmn i [Yledeo Booking Request Pending ¥
[ shoulder mmobity.. |savenced Access I |
Agmin AQvenced Access Agvance

v Stephen McLaren v a) Regular Office Visit (10 minutes) - * Same Day Access *
—— . ". : stephenmclareni@rogers.com

Agv Access 10min 00 Acvenced Access

Agmin Agvenced Access Agvanced
Agv. Access 10min . 09 Acvanced Access Acvances| D Checkout Respond ' Accept X Reject
Agv Access 10min 09 Agvances
At Ancase 30 “m r_p;;" € NoPatient € |MCLAREN, STEPHEN - oK cancel
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Survey says!

1000 appointments Ages 2-98
* 500 e-booked

/24 - 10min. routine
VISItS
e 470 booked online

94 Wellness visits
e 17 booked online
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Telephone calls lessened by:
a)10%
b)20%
c)40%
d)60%
e)75%
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2014 avg age 56.6, median age 61 yr
2018 —> 60.6 median age 65 yr

2018 avg age 54.2, median age 60 yr
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Online Booking
Easy Phones are still problematic
Convenient Unique email per person required

Occasional erroneous booking

Confirmed with date / time x

Office workflow is easy
Train your staff from the patient’s

Access = Continuity & more perspective.

--------
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Secure Email
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EMR integrated

Encrypted secure portal
Easy

Part of the Medical Record
Patient satisfaction is high

TIME

MANAGEMENT

R
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* Many patients want it

 Can improve efficiency of care

* scheduling, reminders

* May save time and unnecessary visits
* (Can foster patient engagement

... physicians who wish to send
personal health information by e-
mail must obtain express consent to
do so from the patient or their
representative unless they have

reasonable assurances that the Physicians considering using unsecured
information sent and received is or unencrypted email or text messaging
secure. Physicians should use a should do so only for information that
secure e-mail system with strong does not include identifiable personal
encryption... it is advisable to copy health information

all e-mail correspondence for the CMPA
chart.
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Dr. Stephen McLaren sent you a secure message
on Medeo

You have a new secure message waiting for you on Medeo that was sent
by Dr. Stephen McLaren from Markham Family Health Team.

Communication

fax Re: STEPHEN TEST, DOB: 26-Mar-2011. FROM: STEPHEI Steps to view your s¢ 0 ne accou nt

10-Jun-2018: Communication 1. Follow the "View Secure Message AII Of yc LTI h ed Ith .

10-Jun-201&; Communication
Provider: MCLAREN, STEPHEMN

Provider: MCLAREN, STEPHEN
fax to 471 3627 Re: STEPHEN TEST, DOB: 26-Mar-2011. FRi

2. Sign in to your secure Medeo acc

3. View your secure message |

10-Jun-201&: Communication
Provider: MCLAREN, STEPHEN
fax Re: STEPHEN TEST, DOB: 26-Mar-2011. FROM: STEPHEN)_ ~ Why can't|see the message in the emaili
~ersonal or medical information via email.

2o-May-2018: Bx to Get Active
Provider: MCLAREN, STEPHEN

05-May-201a: Communication Delete
Crovider: MCLAREN, STEPHEN Send To Patient.

“a- ETFEHFHW TFET MR- e Mar_ 011 FEM- CSTFEHFEM KT ADFI

FORGOT YOUR PAS5SWORD?
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A Activity Feed (11)

MNewest on Top

Message received from Dr. Stephen McLaren

>
Test
Virtual Care Appointment completed .
with Stephen MclLaren for 22 Jul 2018
Virtual Care Chat Summary available .
with Dr. Stephen MclLaren
Virtual Care Appointment scheduled .
with Stephen McLaren for 13 Jun 2018
Message received from Dr. Stephen McLaren .

test




EMR: EVERY STEP
CONFERENCE |2

=235
»” Start Conversation |

/ Marrow By:

MMDDAYYY | to |MMDDAYYYY ¥ Unread Only Test
File

[ETEF'HEH TEST (wxyz@abc.com) €3 ] Search for Recipierts...

[ Drafts Cnhy
™ Hide Archived Message Type: IM&d&u r.1essagingl Delegate: I—Nun&— v

Send Message = =)

Marrow By:

—_—
Office: IMarkham Family Physicians ... * Send And Close ==

MDDy ] to [ TEST, STEPHEN Clear Patient |

Attach
ate | Newest Save Message
" Clinic : : {ﬁ? From Computer |

Commur M0
TEST, S - 10

I': b (TE ST_STEPHEN_10-Jun-2018_Communication. pdf ﬁ)
— = 05
F 03 [EI'EE-T_E—“-TE PHEM_1_Physician_Patient-Email-Agreement MEDEQ. pdf ﬁ)
= 05
asp’
o2
F 2Z Secure messages can go here.
=13
|— 13
12
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|— 2
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Secure Email

Good: Easy, effective and on your own time
Part of the Medical Record
“Read” receipt
Appreciated!

Not so Good: “Help” desk
Unique (current) email required
Email link “times out”
No “out of office reply”
“Fail” not integrated to EMR
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Secure Email

Secure email improved time management by:
a) 15min/day
b) 30min/day
c) 45min/day
d) 60min/day

150 emails in reply - 933 secure emails in 8mo of 2018.
1395 emails anticipated in 2019
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Patient: request via online appointment
CUSTOMER

FRIENDLY Get an email link to the details
SNNOY ATIVE ree app
COMMUNICATIVE Or Google Chrome
EFFECTIVE

CREATIV;
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Provider: Portal initiation of appt

EISEL%TYER Computer - Chrome - Camera - Mic
NNOV ATIVE
COMMUNICATIVE =nd of day
EFFECTIVE Sacrifice a few appts

Make a note in EMR

CREATIV§

Appropriate use by patx

Ry

5
S
o "

i




EMR: EVERY STEP ~ #OMBESCIO
CONFERENCE

i

, ‘,-‘:'*‘/

Care Data T

Per yr/per enrolled: model= 2.6 1.8
“Services” per yr / per enrolled 3.05 "”"
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Visits to own MD - Ontario 68.3%

Group 65.8%

Hospital Readmissions @ 1yr - Ontario - 16.2%
Group - 13.2%

Hospital Readmissions @30d - Ontario - 5.6%
Group - 4.5%

ER Visits - Ontario - 404

Group - 321

I

79.1% |

9.8% ”.
3.8% |
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Online Booking  Access “””
Secure email  Continuity Serviceli
Video Visits  Time Mgmt @ ~
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Merci

Koszonjuk Terima kasih
Grazie Dzigkujemy  Dékojame
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