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Overview

• Description of Kaiser Permanente

• Vision for E-Clinical Services Group

• Review of available services

• Challenges we are currently facing
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E-Clinical Services Vision

From our members’ perspective:

“Create additional ways I can interact with the 
people of Kaiser Permanente to give me the 
care, support and information I need, when, 
where and how I want it, so I can take better 
care of myself and my family.”
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Four Elements of Our Vision

• Enable Members to partner with their 
physicians to do effective self-care, 
shared decision making, and self-
management.

• Build Relationships with members to 
improve their health and quality of life
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Four Elements of Our Vision

• Maintain System and Information 
Reliability so members can realize the 
benefits

• Establish and Maintain Viability so 
we’ll still be around in 5 years to provide 
great care
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Why a Personal Health Link?

• Patients want access to clinical data, 
transaction and communication services

• Clinicians have Clinical Information System

• Patients have Internet - Need a “place to 
go to get access
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E-Clinical Services
• Access to portions of clinicians’ EMR
• Send secure messages to clinicians
• Refill prescriptions
• Make appointments
• Review patient education material
• Participate in condition-specific support 

groups or “Chats”
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Patient’s Access to portions of clinicians’ EMR
May ‘03

• Pilot         
Phase

• 500 
Users

•17 PCPs

• Clinical 
trial with 
matched 
controls 
planned
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Send secure messages to clinicians
May ‘03

• Very few 
messages sent
• Character 
limit not a 
problem
• All messages 
go to a “pool” 
for triage
• Very few 
sign-up



5/13/2003 TEPR-2003 San Antonio, TX 10

Refill prescriptions
In 2002

• 38% of all 
sessions 
began here

• 95,000 
patients

• Refilled 
825,000 
prescriptions

• 75% mailed 
to house

•7.5% of all 
refills in NW
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Make appointments
In part of 2002

• 33,000 
scheduled in 
N Cal region

• 125,000 total 
transactions: 
review, cancel, 
make

• 11% of total

• 41% very 
satisfied
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Review patient education material
In 2002

• 12% of 
user session

• Healthwise 
content

• No login 
required
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Condition-specific support groups
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Challenges Faced

• Clinicians reluctance to include patients
• IT reluctance to consider new technology
• Clinicians resistance to e-mail
• Logistics of giving out User ID & Passwords
• Integration of stand alone functions with 

Personal Health Link
• Methods of providing appropriate proxy 

access to care givers
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Thank you!

Dean.F.Sittig@kp.org
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Clinicians Reluctance to Include 
Patients in Care Process

• Which (if any) parts of the record to show?
– Problem list: suicide risk, morbid obesity, felon
– Laboratory test results: which ones, how soon?
– Progress notes: 
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