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There is a Consilience of … 
 
Telehealth, Electronic Health Records &  

Health Information Exchange  
 
Innovations for Connected Communities  
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Innovation is not about technology 
 
…it’s how we use technology  
 
moving from faxes to eConsult 
 
moving from electronic versions of 
manual processes to a human process of 
dialog and providing care supported by 
technology 
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Why	  eConsult?	  
eConsult	  addresses	  the	  common	  barriers	  of	  difficult	  access	  to	  
specialists	  for	  paEents,	  and	  for	  PCPs	  trying	  to	  deliver	  high-‐quality,	  
coordinated	  care,	  especially	  when	  their	  paEents	  are	  low-‐income	  or	  
uninsured.	  
	  

• 	  Poor	  communicaEon	  between	  Specialists	  and	  PCPs	  
• 	  Difficult	  to	  use	  legacy	  referral	  systems	  
• 	  ParEal	  or	  incomplete	  pre-‐visit	  work-‐ups	  
• 	  Insufficient	  capacity	  to	  meet	  current	  demands	  for	  face-‐to-‐face	  
visits	  
• 	  Unnecessary	  or	  inappropriate	  referrals	  
• 	  High	  “no	  show”	  rates	  
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Current	  Status	  RPS	  

CP	  
Patient	  

MC	  	  
Patient	  

	  
	  
	  
	  

Af1inity	  	  
	  

(web	  
sphere)	  

	  
	  
	  
	  
	  
	  
	  
	  

Eligibili
ty	  

Check	  
	  
	  
	  

PCP	  

PCP	  

Specialty	  Care	  

Specialty	  Care	  

RPS	  

• Info	  clinic	  
• PCP	  clinic	  
• Ref	  PCP	  

Not	  a	  physician	  
putting	  in	  the	  
info.	  

MA	  Puts	  in	  
the	  info.	  

IN	  AREA	  

	  
OUT	  
ARE
A	  

15%	  still	  
paper	   FAX	  

Web	  
MPM	  (Provider	  Portal)	  
• DX,	  CPT	  	  	  	  	  	  	  	  
• Clinical	  Protocol	  

• Of1ice	  staff	  
• Attach	  notes	  

Roles	  
Basic	  creator-‐	  creates	  referral	  
Creator	  –	  submits	  referral	  
-‐	  PCP	  to	  submit	  review	  	  

LAC+USC	  
Work	  que	  –	  unassigned	  
Administrative	  review	  
	  	  	  Form	  complete	  by	  an	  

RN?	  

SPC	  Clinic	  
	  

Referral	  Center	  

• Separate	  referrals	  
can	  be	  created	  for	  
one	  patient	  if	  there	  
are	  scheduling	  
dif1iculties	  (i.e	  4	  
cardio	  referrals	  for	  
one	  patient)	  

Policy	  Issue	   Cancel	  referral	  	  
• List	  of	  reasons	  
	  
• Deny	  referral	  
	  

• Pending	  
Referral	  
	  

Center	  Roles	  
• Referral	  
Manager	  
• Referral	  
Worker	  

Unassigned	  
(inbox)	  
	  
	  
	  
Assigned	  
(clinical	  
review)	  

Clinical	  Review	  

Approved	  

	  
Appointmen
t	  

• Af1inity	  

• Only	  
clinical	  
staff	  

Appointm
ent	  
System@	  
clinic	  

• Basic	  
• Reviewer	  –	  used	  most	  
often	  (RN,	  PA,	  PCP)	  
• Manager	  

Role
s	  

Den
y	  

• Macro	  process	  
• Direct	  Referral	  
	  	  i.e.	  cardio,	  chest	  
x-‐ray	  

Status	  7	  
• Non	  clinician	  
• Approve	  
admin.	  i.e.	  
follow	  routine	  
• Non	  urgent	  

Status	  1	  -‐	  Direct	  

EZ	  CAP	  

Medical	  Navigator	  
• Dermatology	  
• Podiatry	  
• ENT	  
• Allergy	  
• Optometry	  

Informatio
n	  Center	  
IDM	  

Pt.	  Appt.	  
Center	  

SPC	  Approved	  
Letter	  

HCLA	  

Caller/
FAX/PCP	  

Competing	  
Incentive	  

Additional	  
info	  

More	  Information	  for	  
Clinical	  Review	  

X
i.e.	  Dr.	  
Rothman	  

X	  
Cance
l	  

Reasons	  why	  
referrals	  go	  
out	  of	  area?	  
• Inappropriat
e	  wait	  time	  
• Patient	  
preference	  

Moving	  from	  electronic	  versions	  of	  manual	  processes	  
to	  providing	  care	  supported	  by	  technology	  
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“Once	  we	  rid	  ourselves	  of	  
tradiEonal	  thinking	  we	  can	  get	  
on	  with	  creaEng	  the	  future.”	  

—James	  Bertrand	  
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What	  is	  eConsult?	  
eConsult	  is	  a	  telehealth	  process	  enabling	  peer	  to	  peer	  
communica7on	  as	  part	  of	  the	  referral	  	  process.	  
eConsult	  works	  because	  it	  facilitates	  the	  dialog	  between	  PCPs	  and	  
Specialists.	  
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How	  Does	  eConsult	  Work?	  
• PCP’s	  office	  requests	  a	  specialty	  consult	  
	  	  

• PCP	  details	  paEent’s	  present	  illness	  
	  	  

• PCP	  à	  Specialist	  email	  alert	  
	  	  

• Specialist	  reviews	  and	  responds	  to	  the	  PCP	  on	  
eConsult	  
	  	  

• Specialist	  à	  PCP	  email	  alert	  
	  	  

• PCP	  and	  Specialist	  can	  conEnue	  communicaEons	  
	  	  

• eConsult	  appropriately	  addressed	  and	  resolved	  



www.eConsultLA.com	  

Outcomes	  &	  Value	  of	  eConsult	  Pilot	  

An	  18-‐month	  eConsult	  Pilot	  resulted	  in:	  
	  

• 	  Approximately	  60%	  reducEon	  in	  wait	  Eme	  for	  appointments	  
• 	  Out	  of	  829	  specialty	  face-‐to-‐face	  referral	  requests,	  about	  
half	  (383)	  were	  appropriately	  addressed	  and	  resolved	  by	  
eConsult	  and	  did	  not	  result	  in	  face-‐to-‐face	  visits	  

• An	  easy	  to	  use	  and	  flexible	  system	  allowing	  specialists	  to	  
respond	  to	  eConsult	  email	  alerts	  in	  3	  days	  or	  less	  
• 	  PCPs	  feeling	  more	  comfortable	  and	  beber	  equipped	  to	  
address	  the	  specialty	  needs	  for	  their	  paEents	  
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• On	  average,	  PCPs	  and	  specialists	  exchanged	  
four	  communicaEons	  per	  eConsult	  
• Specialists	  responded	  within	  2	  days	  or	  less	  	  
• 54.5%	  of	  eConsults	  were	  for	  dermatology,	  
40.7%	  for	  endocrinology,	  28.8%	  nephrology,	  
and	  .6%	  for	  allergies.	  
• The	  number	  of	  face-‐to-‐face	  visits	  declined	  
by	  25%	  to	  48%	  percent	  depending	  on	  the	  
specialty	  

Results	  
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Detailed	  Responses	  –	  PCP	  Time	  Spent	  

Total	  amount	  of	  7me,	  on	  average,	  spent	  on	  a	  normal	  eConsult.	  	   
Answer	  OpEons Derm Endo Neph Allergy 
Ini$al	  Global	  Es$mate 5 12 20 20 

Responding	  to	  PCP 3 8 5 10 
Reading	  clinical	  informaEon,	  quesEon,	  abachments 1 1 10 5 
Logging	  in	  and	  using	  SynerMed	  eConsult	  portal	  	  

(beyond	  Eme	  spent	  on	  above	  steps) 
1 1 5 3 

Authorizing	  face-‐to-‐face	  specialist	  visit 1 1 5 1 
RaEng	  the	  eConsult	  PCP's	  communicaEon	  quality 1 1 1 1 
Filing/Copying/Faxing 0 0 0 0 
Phone	  calls	  to	  PCP 0 0 0 0 
Total 7 12 26 20 
Number	  of	  eConsults	  Done	  through	  March	  2011 320 56 42 4 
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PCP	  MoEvaEons	  to	  Use	  eConsult	  
Rate	  the	  importance	  of	  each	  item	  in	  moEvaEng	  you	  to	  conEnue	  to	  use	  the	  
eConsult	  system. 

Answer	  OpEons 
Not	  

important 
Somewhat	  
important 

Very	  
important 

PaEents	  receive	  beber	  care. 0 1 7 

Improved	  access	  to	  specialty	  care 0 2 6 

PaEents	  arrive	  at	  specialist	  with	  beber	  workup. 0 2 6 

Receiving	  a	  camera 0 2 6 

AuthorizaEon	  from	  SynerMed	  faster. 0 2 6 

Denial	  rate	  is	  lower	  aler	  eConsult	   0	   3	   5	  

PaEents	  have	  fewer	  specialist	  visits 0 3 5 

Improves	  my	  ability	  to	  provide	  quality	  primary	  
care	  to	  paEents. 

0 3 5 

Payment	  for	  doing	  the	  eConsult. 0 4 4 
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Safety	  Net	  eConsult	  Program	  

• 	  $1.5	  million	  community	  benefits	  program	  grant	  from	  
L.A.	  Care	  to	  expand	  eConsult	  to	  the	  Safety	  Net	  
• 	  18-‐month	  program	  to:	  

• 	  Develop	  
• 	  Process	  redesign	  
• 	  Workflow	  training	  
• 	  Support	  and	  ImplementaEon	  

• 	  Replace	  L.A.	  County’s	  referral	  system	  (“RPS”)	  
• 	  Interface	  with	  Health	  Care	  LA/MedPOINT	  EZ-‐Cap	  
AuthorizaEon	  System	  
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Safety	  Net	  eConsult	  Goals	  
•  Improve	  quality	  of	  care	  

–  Expansion	  of	  scope	  of	  primary	  care	  pracEce	  from	  
case-‐based	  learning	  	  

•  Improve	  communicaEon	  
–  Typed	  notes	  on	  HIPAA	  secure	  website	  

•  Improve	  access	  
–  Timeliness	  standards	  

•  	  Improve	  efficiency	  
– Decrease	  unnecessary	  visits	  
–  Improve	  pre-‐visit	  work-‐up	  
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Safety	  Net	  eConsult	  Implementa7on	  

•  Phase	  1	  includes	  over	  60	  confirmed	  PCP	  sites	  	  
– 28	  DHS	  sites	  and	  all	  major	  specialty	  clinics	  
– 33+	  Community	  Partner	  Sites	  

•  Went	  Live	  lWednesday!	  
•  Five	  (5)	  group	  deployment	  phases	  including	  a	  
User	  Acceptance	  TesEng	  (UAT)	  phase.	  
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DHS	  &	  Community	  Clinic	  Sites	  
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Expected	  Value	  of	  	  
Safety	  Net	  eConsult	  Program	  
•  Improved	  communicaEon	  and	  coordinaEon	  
•  Speed	  and	  co-‐ownership	  for	  consults	  
•  No	  health	  plan	  or	  IPA	  review	  with	  paEents	  calling	  
to	  wait	  for	  an	  appointment	  

•  PaEents	  do	  not	  have	  to	  go	  anywhere	  else	  unless	  
Specialist	  Reviewer	  recommends	  face-‐to-‐face	  
visit	  

•  Improved	  experience	  and	  efficiency	  for	  paEent	  at	  
Specialist’s	  office	  because	  already	  triaged	  and	  
with	  completed	  labs	  
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Make	  it	  Real	  and	  Keep	  it	  Real!	  

•  Focus	  on	  Behavior	  &	  Process	  (not	  always	  tech)	  
•  Focus	  on	  Outcomes	  
•  Focus	  on	  Value	  
•  …to	  drive	  the	  Business	  Case	  
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ü Policy 
ü Process 
ü Workflow 
ü Behavior 
ü Expectation 
ü Compensation 
 













www.eConsultLA.com	  

“The Future is not what it is 
used to be…	  
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"Once we rid ourSelves of 

traditional thinking we can get 

on with creating the Future." 
 

—	  James	  Bertrand	  
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At	  the	  end	  of	  the	  day,	  it’s	  all	  about	  pa7ent	  care.	  	  	  
Access	  to	  informa7on.	  	  Access	  to	  care.	  
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Ques7ons?	  

Sajid Ahmed 
Director Health IT & Innovations, L.A. Care 
email: sahmed@lacare.org 
Twitter:  @sajcookie 
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