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Title: My HealtheVet — A Successful Implementation Strategy

Executive Summary: Executive Leadership at the Portland VA Medical Center
(PVAMC) recognizes that health information technology is a key component to -
improving the health and well-being of America’s Veterans. The combination of
dedicated staff and resourceful marketing strategies have made the facility both a
network and national leader in My HealtheVet (MHV) utilization.

Point of Contact: Carol Kedalo, (503) 220-8262 x57854, carol.kedalo@va.gov

Group Involved with the Project: My HealtheVet Team, Technology and Information
Management Service, Portland VA Medical Center

Summary of Best Practice:

Objective: The ultimate goal of MHV is to optimize Veterans’ healthcare. In order
to ensure that Veterans get the most out of MHV, it is important that they
complete the one-time In-Person Authentication (IPA) process. This process
allows Veterans greater control over their healthcare while strengthening
relationships between providers. The Veterans Integrated Service Network
(VISN) 20 performance goal for FY11 was to attain IPA for 20 percent of the
network’s population.

Background: In 2003, the Department of Veterans Affairs (VA) launched MHV,
an e-health website that empowers Veterans to become informed partners in
their healthcare. My HealtheVet is an important tool in promoting health and
wellness offering Veterans access to personal health records and benefits
information. There are essentially three basic categories to think about when it
comes to MHV utilization: unregistered, registered but unauthenticated, and In-
Person Authenticated (IPAd). Those Veterans that are unregistered have never
set up a MHV account. Veterans that are registered but unauthenticated have a
MHV account and use it for prescription refill. Veterans that have become IPAd
are able to refill medications by name not just prescription number, view wellness
reminders and appointments, participate in secure messaging, as well as print
and download parts of their official electronic health record as it becomes
available. The process to becoming IPAd requires verification of one’s identity, in
person, by a qualified VA staff member.

Literature Review: There are few models for an electronic health record (EHR)
that have as broad of scope as MHV. With the exception of government-
deployed systems both within the Department of Defense and VA, Kaiser
Permanente’s (KP) HealthConnect is the most comprehensive health information
system in the private sector. In 2004, KP began implementing HealthConnect
with the Hawaii region being the first to fully implement this comprehensive EHR
system in the outpatient setting. According to Chen, Garrido, Chock, Okawa, and
Liang (2009), Kaiser Permanente’s extensive work in health information
technology has proven to achieve more efficient contacts between patients and
providers while maintaining quality and satisfaction. Between 2004 and 2007,
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total office visit rates decreased 26.2 percent, primary care office visit rates
decreased 25.3 percent, and specialty care office visit rates decreased by 21.5
percent. Scheduled telephone visits increased more than eightfold, and secure
email messaging increased nearly sixfold by 2007. Between 2004 and 2007,
many quality and patient satisfaction scores were not comparable because of
changes to the Healthcare Effectiveness Data and Information Set and
Consumer Assessment of Healthcare Providers and Systems. However, for
those measures that were comparable, performance remained stable for the
study period indicating that quality and patient satisfaction were, at the least,
maintained. While insight into Kaiser Permanente’s implementation strategy is
limited, a qualitative study by Scott, Rundall, Vogt, and Hsu (2005) indicates that
organizational culture and leadership had varying effects on the implementation
of this EHR system. Key findings indicate that a participatory leadership style
was valued for system selection decisions while a hierarchical leadership style
was valued for implementation. The senior clinicians, managers, and project
team members who participated in the study felt that successful execution of any
EHR system of this magnitude would require a decisive leadership style with a
top-down approach.

Implementation: The success that PVAMC has seen with the MHV program
stems from a solid commitment by Leadership. The PVAMC’s MHV Team is
comprised of the Chief Health Informatics Officer, a Secure Messaging
Administrator, an Administrative Specialist, and a Program Coordinator. The
Team believes that there are three factors responsible for positioning PVAMC
as the national leader for enrollment and IPA: office location, Veteran outreach,
and staff education. The Administrative Specialist and Program Coordinator were
relocated to an area within the facility (OQutpatient Pharmacy Lobby) considered
to receive high “foot traffic” from our Veteran population. The MHV Team
partners with a variety of outreach programs throughout the catchment area
offering education and enrollment opportunities to Veterans outside of the
facility. The Team is dedicated to providing regular training and in-service
opportunities for staff throughout the Medical Center and community-based
outpatient clinics.

Results: The PVAMC leads the VA in utilization of MHV. Of the 70,000 Veterans
the facility saw last year, approximately 35,000 have a MHV account. Over
24,000 of these accounts have been IPAd making PVAMC a runway leader in
helping Veterans get the most out of MHV. As of the second quarter of FY11,
over 16,000 of PVAMC'’s Veteran population were IPAd, accounting for 46
percent of the Veterans who were IPAd within VISN20. The facility’'s MHV Team
is pleased to report that they have already exceeded performance goals for
FY11.

Conclusion: The PVMAC is a leader in MHV utilization secondary to a
committed leadership team, dedicated staff, and marketing strategies that have
successfully weaved the program into the culture of the facility. Access to MHV
provides Veterans the opportunity to connect with their healthcare team and gain
greater control of their health.




