
Patient Engagement –
From Your Office to Their Home 

and Everything In Between

Block & Biggs Road Show
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Who Are We?

Bradley M. Block, M.D.
Family Physician in independently owned, four 

physician Family Medicine group in Oviedo, Florida

eCW User for 9 years

William “Reddy” Biggs, M.D.
Endocrinologist in independently owned, twenty-

three physician Internal Medicine Multi-Specialty 
group in Amarillo, Texas

eCW User for 7 years
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Why Were We Asked to Speak?

Bradley M. Block, M.D.
 Voted one of Orlando’s “Best Doctors” in Family Medicine by 

local physicians 2011 - 2013

William “Reddy” Biggs, M.D.
 Voted "Texas Monthly Super Doctor" Endocrinologist 2005 -

2013

Both of us: 
 “eClini-Geeks” on the eCW Web User’s Forum for assisting 

users w/ expert eCW advice

 Dr Block – written over 1,400 posts

 Dr Biggs – written over 2,900 posts & is a Forum Moderator
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Goal of Our Talk

Explore Real World & Virtual Ways to 
Transform your Practice into a Modern 
Platform of Patient Care that Maximally 
Enhances the Patient Experience & 
Involvement with your Practice
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Why Bother to Make Changes –
Who Cares About This 

& How Does This Benefit Me?

Patients!!

Desire - High Quality Care, Perceived Value For Their 
Money (espec if high deductible) & Physician 
Availability

Benefit - Improved Patient Satisfaction & Loyalty, 
Increased Referrals, Better Compliance w/ Care, 
Better On-Line Physician Reviews, Reduced 
Complaints to Insurance Plans
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Who Else Cares About This 
& How Do We Benefit From This?

Health Insurance Plans
 Desire - Cost Effective Care & Satisfied Members

 Benefit - P4P Bonus $, Fee Schedule Rates, “Star” Status 
Designations, Preferred Copay Status, $ for Web Encounters

ACO’s
 Desire - Highly Coordinated & Cost Effective Care while 

Reaching Quality Benchmarks

 Benefit - Shared Care Savings Bonus $ from CMS

 PCMH Certification
 Desire/Require - Highly Coordinated Care & Satisfied Members

 Benefit - Higher Fee Schedule Rates, PMPM Management $ 
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Goals of Patient Engagement

Develop Strong Physician & Practice to Patient 
Relationships

Encourage Patients to Use Us to Coordinate 
Their Care

Oversee Medical Care & Medical Needs

Stay Connected w/ Patients - Provide Tools

Provide Continuity of Care During & After Hours

 Inform Patients What We Expect of Them
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Overview of Our Presentation

Share Strategies, Ideas & Examples that 
Providers, Staff & Front Office can utilize 
through both eCW Capabilities & non-eCW 
Technologies

Virtual Engagement

Live Engagement – Office Facility, 

Medical Providers, Staff

Customization

Question & Answer Session at the End
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First Contact of the Virtual Kind –
The Office Web Site

Assist in Patient Care & Engagement
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Office Web Site –
Tell Patients What Makes Your 

Practice Special

Practice 
Philosophy & 
Mission

Services 
Provided by 
Practice
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Help Patients Get to Know Your 
Docs & What Makes Them Special

Physician Photos & Bios
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Help Patients Get to Know the Staff

Listing of Staff by 
role & what duties 
they perform for 
patients

Patients can see 
which Nurse works 
with which Doc
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Use Web Technology to 
Help Patients to Find Your Office

Map Link to Office

Photo of Office 
Building
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Assist Patients with Required Paperwork 
– Provide PDF Forms to Print, 

Fill Out, & Bring in or Fax to Office

“New Patient” Forms including Office Intro, 
Policies & Map

Existing Patient Forms for Updating Info

Special Use Forms

Records Release, Parental Consent to Treat an 
Unaccompanied Minors, Diabetic Forms
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Provide Important Info 
for Patients Regarding Practice

Office Hours & FAQ’s

Contact Info including After Hours On-Call # 
& Extensions for Reaching Staff Directly

Insurance Plans Accepted

HIPAA Privacy Policy
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Provide General Medical 
Information

Patient Education

Helpful Web Site Links
 Labs & Local Radiology Centers

High Quality Medical Web Site Links
Mayo Clinic, CDC, etc.

 Info on How to Interpret 

& Understand your Blood 

Test Results
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Use the Web to 
Connect with your Patients

Patient Portal (& Healow App) 

Explanation, Tutorial 

& Link to Portal Site

Facebook Page
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Use the Web to 
Get Feedback from your Patients –

Create & Use Patient Surveys

SurveyMonkey.com

Portal Surveys
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Use Satisfaction Survey Results 
to Improve the Practice

Low scores suggest a need to evaluate 
further

eClinicalWorks                 Bradley M. Block, M.D. -- William “Reddy” Biggs, M.D.



First Contact of the In-Person Kind –
The Office Facility & People

Assist in Patient Care & Engagement

Office Amenities, Layout, 

& Environment 

Live Person Interactions
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Comfortable Waiting Room with 
Private Feel & Internet Access 

Comfortable Seating with 

Clustered Arrangement 

for Intimate Feel

Medical Television Programming 

Accent Health - Approp for All Audiences

TV Provides Comfortable Background Noise

Public WIFI throughout the Office for Patients
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Special Areas for Children or for 
Family Waiting on Patients –

Keep Everyone Happy

Children’s Area

Play Area w/ Children’s Seating

Children’s Movies Playing

Children’s Books

Entertainment Area

TV (non-medical)

Louder, More Relaxed Atmosphere
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Keep Bright, Pleasant Environment 
throughout Office

Relaxing Décor 

& Color Schemes

 Increase Natural Light

Avoid Crowded or

Cluttered Appearance

Pleasant Background Sounds for Privacy Feeling 
&/or to Relax Patients
Nature Sounds or Background Music
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Design Exam Room Layout 
for Best Interaction

Keep Self Lined up for Eye to Eye 
Interaction with Patients

Pull-Out Countertop for Tablet PC’s & for 
Filling Out Forms
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Use PC Monitors in Exam Rooms 
to Review Data with Patients

Review Lab Results or Any eCW Flowsheet

Review BS Logs & Insulin Pump Logs
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Make Waiting Time More Pleasant

 Patient Coaster 
Pagers - Give to 
patients waiting for 
testing - X-Rays, etc.

Reasonable Cost, 
Compact, & patients 
like freedom to roam 
around

----------------------------

 For Calls on Hold -
Use Telephone On-
Hold Sound Track
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Don’t Forget the Other Important 
Aspect of the Office Environment –

The People - Staff Makes a Difference

Warm, Friendly, Helpful, Empathetic Staff

Name Tags

Name Used when Answering Calls

Patient-Staff Relationships -
Continuity of Care - Each doc has one nurse for care & 

referrals

 Strive to Keep Staff Long-term
 Flexible Scheduling (when possible), Salary & Benefits (espec Health 

Insurance) 
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Care Coordinators –
Personalized Care for Your Patients

Provide Close Follow Up of Patients High 
Risk for Poor Medical Outcomes, High 
Medical Costs or Hospitalization

Chronic Medical Conditions (Diabetes, CHF, Asthma, etc.)

Unstable Medical Conditions

Hospital Discharges
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More Aspects of Live Patient 
Engagement – Providing Actual 

Medical Care & Guidance

Give Patients What They Want - High Quality 
Patient Education For After They Leave the 
Office
Help Patients to be More Successful in Treating their 

Medical Problems

 Increase Medical Compliance

 Improve Quality Of Care

Boost Patient Satisfaction 
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Use RX Education – Help Patients 
Learn Medication Interactions, 

Side Effects & Warnings
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Use eCliniForms – Print Information 
on Demand for Patients
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eCliniForms – Insulin Instruction 
Form - Digitally Ink, Print & Save
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Use PDF’s in eCW Order Sets 
– Print On Demand –

(Add PDF’s from Web downloads or Create 
Customized PDF’s with PDF Editor or from WORD/TIFF 

documents via printing to Cute PDF)
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A.D.A.M. & Healthwise - Print out 
or Publish to Portal (only ADAM for now)

(Paid Subscription Service)

(paid  subscription services) 
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Use eCW Visit Summary to Coach 
Patients on their Med Regimen –

Use Editing Options to Customize Print Outs
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Use Smart Phone & Tablet Apps to 
Assist with Medical Care & Goals

Lose It! for Weight Loss

Blood Sugar Log Apps

iPhone BG Meter
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Make Sure Your Patients Can Get Their Meds 
– Assist Financially Distressed Patients with 
Pharmaceutical Patient Assistance Programs

eClinicalWorks                 Bradley M. Block, M.D. -- William “Reddy” Biggs, M.D.



More Live Engagement Strategies –
Provide In-Office Services 

Popular with Patients

Saves Time & Money for Patients

Patients Prefer Using Familiar Provider

Allows Better Coordination of Care & 
Quality Control by Provider

Provide Services that Pay for Themselves –
usually leads to Extra Profit
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Phlebotomy On Site

Obtain all labs when patient is seen – no 
extra trip to a lab draw site

Patients like seeing same phlebotomist 
every time versus pot-luck at PSC’s

Pays for itself – fees generated 

cover staff costs
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In-Office Lab Testing & Interface: 
Lab Flow
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In-Office Lab Testing & Interface: 
Lab Flow
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Let Patients Sleep at Home –
Home Sleep Studies for OSA

Cost 1/4 to 1/3 Cost of Sleep Center Study 
for Deductibles (but as accurate for OSA)

Better Compliance - b/c of Sleeping at 
Home (& cost)

Results Received Quicker

We are in Control of Care Initiated
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Other Services –
Radiology & Retinal Photos
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Virtual Medical Care – Patient Portal -
Efficient, Desired by Patients, 

& Helps Keep Patients Connected
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Use the Patient Portal for 
Enhanced Patient Engagement

Improves Efficiency & Quality of Patient 
Interaction

Enriches Satisfaction of Patient Interaction

Reduces Errors in Communication with 
Patients

Improves Quality of Care Provided to 
Patients via Portal Features
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Use Portal Messages & Web 
Encounters for Improved 

Communication with Patients

 Ask Medical Questions

 Notify About & Review 
Test Results

 Refill Requests

 Referral Requests
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Portal Provides Easy Access 
for Medical Information –

Directly Reviewed & Printed by Patients

 Labs & other Test 
Results

 Immunization Records

Medication & Allergy 
Lists 

 Problem Lists & DX’s

Complete PHR
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Portal Keeps Patients Connected 
to the Front Office too

Patients Can Make or Request Appts (or 
Cancel Appts) Any Time of Day or Night w/o 
Telephone Hold Time or Busy Signals

Patients Can Update Their Demographics so 
Your Office Can Maintain Up To Date 
Contact Info 
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Simplify Portal Interaction - Healow
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 Works on Smart Phones & Tablets

 Helps Avoid Password Lock-Outs – Patients can use PIN 
to log-in



Patient Portal Success –
Promote It and Your Web Enabled 

Patient List will Grow 

Waiting Room/Front Office Flyers

Office Web Site

Exam Room Flyers

STAFF!
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Web Enabled Stats 

Dr Block’s Family Medicine:

76% of All Adult Patients seen in past 2 yrs (>17 y/o)

74% of All Patients seen in past 2 yrs (including Peds)

 Dr Bigg’s MultiSpecialty Group:

64% of All Patients seen in past 2 yrs
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Now That Patients Are Connected 
– Keep Them Engaged –

Remind Them of What They Need Done

 Identify Patients Due for Medical Care or 
Intervention by Running Registry or Alert Recall 
Lists 
 Preventive Care Based on DX or Age 

(like Flu Vaccine Reminders) 

 Follow-Up Testing for Medical Problems like 

Diabetes & for Abnormal Studies 

(like a Repeat Colonoscopy or Pap Smear)

New FDA Medication Recalls
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Notify Patients in Need of Care with 
Messages Generated from the 

Registry Screen

Patient Portal eMessages

“Send” Reminders & Messages en-mass

Automated Appointment Reminder Phone 
Systems

“Copy” Patient Lists for Automated Calls with a 
Specific Message
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Patient Portal eMessages – Quick & 
Easy to Use by Creating pre-written 

Templates for Care Reminders
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Keep Patients Informed – Use eMessages for 
Important Announcements en-mass 

(i.e.- Urgent Scheduling Issues, Insurance Updates)
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More Aspects of Virtual Engagement –
Help Patients to Keep Their Appointments –

Automated Appt Reminder System

Patient Portal

Customize Look, 

Content & Timing

eClinicalMessenger

PhoneTree, Televox, Others
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Automated Appt Reminder Systems 
– Don’t Worry, Be Happy –

Increase Office Efficiency & Income and 
Boost Patient Satisfaction - Our office No 
Show rate dropped  by over 50%
 Improved schedule flow - Less patients showing up 

wrong time (or wrong day) 

Reduce need to reschedule missed appts & Less 
delays in patients receiving medical care

More same day openings for urgent visits - Patients 
cancel ahead of time
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Special Patient Engagement Tips –
Customize eCW Functionalities

to Personalize Your Practice

Portal Web Site & Portal Emails

Patient Portal Password Instruction Pages

“Appointment Cards”
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Customize your Practice eCW Portal 
Web Site & Portal Emails via the 

Portal Admin Site
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Customize your Practice Portal 
Web Site & Portal Email 

Appearance
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Modified Practice Portal Web Page 
–Site Looks Familiar to Your Patients
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Modified Practice Portal Email “Sender” 
& Portal Website Link – Sender & Web 

Link Look Familiar to Your Patients
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Customize the Contents of Portal 
Email Messages from within eCW
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Customize Healow for your Practice 
– Makes Providers Easier to Find

Tweak Healow Practice Address & Physician 
Configurations via MyeClinicalWorks.com
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Customize your Patient Portal 
Password Instruction Page –

Add Extra Information for Patients

BACK UP a copy of the original 
printWebDetails.jsp file

OPEN With Notepad and Edit/Add details 
about Portal Features, Benefits, Policies & 
Instructions for patients to read 
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Changing Patient Portal Instructions

Patient Portal Password Instructions file:

<APP SERVER>:

 D:\eClinicalWorks\tomcat6\webapps\

mobiledoc\jsp\catalog\xml\printWebDetails.jsp
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Changing Patient Portal Instructions
 <br/><br/>

 Congratulations!!  You have been web-enabled for our portal.  <br/>

 Your username is <b><%=request.getParameter("usr")%></b> and yourpassword is <b><%=request.getParameter("pwd")%></b>  
<br/><br/>

 Please log into our website at  &nbsp; <b> http://portal.amarillomed.com </b>   <br/>

 to access your account by using your new username and password.<br>

 <br>

 Your Web Portal can be used to ask the staff or doctor a question, add or change your <br>

 personal information, medical, surgical or allergy history, or view lab and Xray results,<br>

 view your medication list, and your current and past statements, <br>

 and request medication refills, all online.  <br>

 <br>

 The Portal is a secure means of communication, using encryption and other methods <br>

 to protect the information that is being transmitted. This protects information <br>

 provided to you inside the Portal. Remember to use the portal,and not regular email to discuss <br>

 your medical history, since we cannot guarantee the privacy of information <br>

 transmitted by regular email.<br>

 <br>

 We offer a brief tutorial "Using the Patient Portal" on YouTube, on<br>

 our main web site at http://www.amarillomed.com/patient-portal/ <br>

 <br>
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Modified Portal Info Sheet
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Customize your eCW
“Appointment Cards” 

– Add Extra Notes for Patients about 
Services Offered, No Show Fees, “Thanks”

Appointment Card file: 

<APP SERVER>:

 D:\eClinicalWorks\tomcat6\webapps\

mobiledoc\jsp\catalog\xml\appointments.xsl 
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Changing Appointment Cards

 BACK UP a copy of the original 

 appointments.xsl file

 OPEN with Notepad, add XSL paragraph

 <TR>

 <TD VALIGN="TOP" align="left">

 <b>"Appointments that are missed, or canceled/rescheduled 
with less than 2 days notice are subject to a $25 charge. 
Missed dietitian appointments have a $50 charge. If you need 
to reschedule for any reason, please call us so we can 
accommodate you, and make your spot available to another 
patient who needs it. Thank you for your consideration."</b> 

 </TD>

 </TR>
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Modified Appointment Card
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Keep Track of Customized EMR 
Items Lost by Version Upgrades
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Take Home Messages

Many Ways to Engage Patients

Use Virtual & Live Engagement Strategies 
for Better Patient Satisfaction & Loyalty 
and Improved Medical Care Oversight

 Boost Practice Income via Direct Care 
Provided to Engaged Patients and from 
Better Insurance Reimbursement Rates

eClinicalWorks                 Bradley M. Block, M.D. -- William “Reddy” Biggs, M.D.



Questions?

Bradley M. Block, M.D.

William “Reddy” Biggs, M.D.

Go Forth and Engage!
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