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The slide shows logos for Blue Shield of California and Relay Health. An arrow points to a photo of a doctor, next to which is a circle labeled Secure.
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Adoption of Secure Messaging

Currently 5,800 MD’s and 530,000 consumers use the service

Launched partnership with Blue Shield of California, BSC, in 2000; BSC sponsored landmark research study in 2001

Results demonstrated substantial office-based cost reduction; less than a dollar 50 PMPM, asterisk; and high consumer and MD satisfaction

Rolling out to broad member base across HMO and PPO product lines

Working with other commercial insurers including six Blue Plans and three Regional Plans

Reimburse MDs for patient Web Visits based on AMA CPT code

Working with medical group clients including academic centers; EG, Stanford, Johns Hopkins, Care Group; and IDN’s
Asterisk: Baker, Laurence, PHD; Stanford University, 2001; P is less than 0.01
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Service Overview 

Portfolio of secure online communication services that improve consumer convenience and access, boost provider productivity, and enable payers to better manage cost and care

Reimbursable services

Web Visit online doctor visits

Free, to consumer, services

Personal Health Records
Automated chronic care reminders
Prescription refill slash renewal requests
Formulary-backed E-Scripts
Appointment requests
Referral requests slash E-Referrals
Lab slash test results reporting

On the left side of these listed services, a family is depicted. On the right side is a set of doctors. An arrow points from the family to the doctors, and another arrow points back. Both arrows are overlapped by the service list.
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MD Web Visit Review with PHR

The slide shows what appears to be from a Web page, containing detailed individual patient data from a Web Visit.
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Pre-scheduled Care Reminders

Pre-schedule a reminder message to a patient or staff member for future delivery on specified date

Clinical use examples

Schedule follow-up visit and test reminders

Follow with newly diagnosed diabetics to ensure adherence to treatment plan

The slide shows part of a Web page related to posting a message. An oval highlights the segment where one specifies the delivery date.
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Customer Value Proposition

Payers

Health care cost savings
Platform for chronic care and community-based initiatives
Market differentiation and innovation
Member satisfaction and retention
Synergistic with CDH offerings
Improved MD relations

Providers

Office efficiency: phone and fax reduction
Clinical productivity
Revenue potential
Web Visit reimbursement
P4P incentive fulfillment

Patient satisfaction
Interoperability with other IT systems
Predecessor to EHR deployment
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Conclusions and Recommendations

Several commercially available secure messaging systems

Blue Shield of California is the health plan innovator with multiple commercial carriers following suit

Physician adoption has been the biggest challenge

Growing reimbursement, focus on office efficiency, and increased physician IT adoption is turning the tide 

Interoperability with other systems, EHR, POMIS; and initiatives, Rios, is imperative

Strong potential to reduce healthcare costs and improve chronic care outcomes

New automated care reminder and light registry features are experiencing strong adoption

Public and private payer support and reimbursement would have a dramatic effect on adoption and impact
