Member Survey Report Summary

Technology Tools for
Operational Efficiency

Alliance for Healthier Communities

IPCT Expansion Toolkit
November 2024

Alliance for Healthier Communities
Advancing Health Equity in Ontario




Contents

CONEEINES R 0
INEFOAUCTION L.ttt 1
SUMNIMNAIY ¢ s s s st 2
TraNSCHPLION SOFIWAIE ..o 2
APPOINEMENT CNECKINS ..o 3
WWTEIST TOOLS ..t 4
REIMUINAEE CAllS ...t 4
EmRETEITALS. ... 5
ONUINE BOOKING ...t 5
EmCONSULES -t 6
Clinical GUIAElNES (UPTODALE) ..ot 6
o AXING e AR Rt 7
©LADS bbb 7
Prescription ManagemMIENT ... ..o 8
N e 9
Introduction

The challenges faced by health care organizations, including fiscal restraint, a growing
population, and difficulty recruiting and retaining staff, are fueling a crisis of access to primary
health care. While there is no “silver bullet” to address these challenges, there are technology
tools that can help increase operational efficiency, reduce administrative burden, and improve
the client and provider experience. This in turn can help improve access to care and contribute
to a more resilient health system.

In September 2024, the Alliance conducted an informal survey of our member organizations to
help us understand how they are using these tools and whether they are finding them to be
beneficial. Staff from 39 Alliance member organizations responded; this report is a high-level
summary of what we learned. A more in-depth version, which includes detailed pros and cons
for each tool and representative quotes about them from the survey responses, is also available,
along with an Appendix that lists the organizations who reported using each tool.

We hope that you will benefit from the insights and experiences shared by your peers as you
look for ways to improve access to care for your clients and communities. If you would like to
learn more about any of these technologies or would like help connecting with organizations
that are using them, reach out to us at Ql@AllianceON.org. We're happy to help.
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Summary

Tools used for communication, and integration with other parts of the health system were the
most widely reported. Respondents were nearly universal in saying that their organizations use
e-faxing and e-referrals. Significant majorities also reported using e-consults, e-labs, and online
booking tools as well as software solutions for clinical guidelines, staff communication, and
prescription management.

On the other hand, tools used for communication with clients and appointment coordination
were much less widely used. Fewer than half reported using automated solutions for
appointment check-in, waitlist management, or reminder calls. Very few reported using client
portal software. The exception to this was online booking, which was reported in use by slightly
over half of respondents.

In most cases, the majority of organizations who reported using a tool indicated that it was fully
implemented (used by all relevant staff across the organization) or partially implemented
(regularly used but only by a subset of staff). In many cases where organizations reported partial
implementation of a tool, cost was cited as the main barrier to full implementation; however, in
some cases, the barrier was staff/provider or client reluctance.

Medical transcription software was the only type of tool where a state of flux was apparent from
the responses. While over half of respondents’ organizations are using transcription tools, most
are in early or partial stages of implementation, and many of them describe their organizations
as piloting the tools. It was also common for organizations to report using multiple transcription
tools, either with different staff members or for different purposes.

The following sections provide a bit more detail about what respondents told us about their
organizations’ use of each of these types of software tools.

A list of centres using the reported software is available in Appendix A. If you would like more
information our would like to connect with one of them please email Ql@allianceon.org.

Transcription Software

o Just over half of respondents said their organizations use transcription software

e Numerous tools in are in use; Dragon Dictate is most frequently reported, and many
organizations use more than one.

o Overall response: cautious optimism.

o Benefits: Efficiency, client and provider experience, good meeting notes.

e Detractors: Technical limitations related to accuracy and complexity; cost.

Dictation tools have been used in community primary health care settings for several years to
reduce the burden of notetaking. The recent proliferation of Al-powered tools for this (Al
Scribes) has generated a lot of interest among Alliance members; about two thirds of the survey
respondents told us they are using at least one such tool.
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The survey data suggest that these tools’ use in our sector is growing rapidly and in a highly
fluid state. Although the number of organizations reporting that they use these tools is relatively
high compared to some longer-standing tools covered by the survey, most describe their
organizations as in the early stages of implementation, or as being in use only by a small cohort
of their clinical staff. Several noted that they were “piloting” or “testing” the software with a small
number of users.

Dragon Dictate is the most frequently reported transcription tool used by survey respondents,

but it is one of only 12 tools named. A significant number of respondents report using Al scribe
tools. In some cases, they noted that they were piloting with different providers; in others, they
noted that they were using one tool for clinical documentation and another for administrative

note-taking tasks, such as meeting minutes.

Overall, comments reflect a mood of cautious optimism. Key benefits are improved efficiency;
better client and provider experience; and clear, concise meeting notes. Key drawbacks are
poor translation, limited functionality in noisy environments, difficulty with accents and jargon,
and inability to capture health complexity. Some reported that the time taken to check and
correct transcriptions negated the time saved. Many also noted that cost was a barrier to full
implementation. Several had pilot-tested with a very small number of clinicians but would not
expand it to others without support for the cost of purchasing additional licenses.

Al Scribe Study

Those who are curious about Al scribes may be interested in this clinical evaluation or their
potential for reducing administrative burden in primary health care, conducted in 2024 by
researchers at Women's College Hospital, Ontario MD, and the eHealth Centre of Excellence.
Overall, the study found that Al Scribes can reduce administrative burden and burnout, support
timely completion higher quality notes, and reduce cognitive load. However, it also uncovered
shortcomings of Al scribes that necessitate improvement — particularly in areas that may
negatively impact health equity.

Alliance Supports for Al Scribe Adoption

The Alliance for Healthier Communities recognizes that Al Scribes have significant
transformative potential in primary health care, and that many of our members are eager to
begin using them. We also recognize that there may be pitfalls and equity challenges to
address. We are committed to supporting our members as they navigate this shifting landscape,
and to this end, we have convened a community of practice for Al Scribe users in the sector,
and we are exploring the possibility of adopting a common solution for the sector.

Appointment Check-Ins

e |Lower reported use than most other software tools in the survey.
e Most organizations use Ocean.

e Overwhelmingly positive response; no negative reports.

e Benefits: Efficiency and client experience.
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About a third of our survey respondents reported having implemented automated appointment
check-in using Ocean kiosks. Almost all of them had fully implemented this process, and all of
them said they would recommend it to peers in the sector. They observed that it increased
operational efficiency by saving administrative staff time. They also noted that it improved client
experience by avoiding lines in the waiting room and helping clients feel in control.

Waitlist Tools

Lower reported use than most other software tools in the survey.
Most organizations use TELUS PS Suite.

Overwhelmingly positive response; no negative reports.
Benefits: Improved access and standardized processes.

Only a few survey respondents said that organizations use software tools to manage their
waitlists — in most cases, this is PS Suite. They noted that it can improve efficiency by enabling
them to match clients who are waiting for a sooner/next-available appointment with gaps in the
providers' schedules.

Two organizations are using PS Suite in combination with other tools. One uses PS Suite for
clinical services and Blue Lemon for community programs; they praised Blue Lemon'’s user-
friendly interface and its ability to be customized for a CHC.

Reminder Calls

e Fewer than half of respondents’ organizations use automated reminder tools.

e Mostuse Ocean

e Overall favourable responses; respondents would recommend these tools to peers.
o Benefits: Reduced administrative burden, fewer no-shows.

o Challenge: Access to the texting option is desirable but cost prohibitive.

Fewer than half of respondents reported their organizations using automated reminder
processes, but most of these have fully implemented them. Nearly all use Ocean. Pomelo and
School Messenger were each reported by one respondent.

Respondents unanimously say they would recommend automated reminder tools to peers in
other organizations. They note that it improves efficiency by reducing administrative workload
and the rate of no-shows. They also note that it helps ensure that clients are properly prepared
for their appointments.

Several respondents indicated that they would like to use Ocean to send reminders by text
(SMS), but that this option is cost prohibitive.

1 The wording of the survey question, which explicitly referred to “Reminder Calls” may have caused other
types of automated reminders (text or email messages) to be underreported by respondents. However,
over 1/3 of those who responded “yes” to using this software specified in a comment that they were
using it for email.
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e-Referrals

e Near universally used by respondents’ organizations, but not by all staff.
e Almostall use Ocean

e Overall favourable response

o Key benefits: efficiency, patient experience, and quality of care.

e Barriers to full implementation: cost and useability.

Nearly all respondents’ organizations use e-referrals, almost exclusively Ocean. All say they
would recommend it to peers. One organization is using CareDove; they did not indicate
whether they would recommend it.

Benefits cited were ease of use, efficiency, and system integration. Respondents commented
that the e-Referrals saved time and labour costs. Most also noted that e-Referrals streamline
and standardize communication, allow referrals to be integrated with client records in the EMR,
and improve access to specialists in other locations. They commented that the by reducing the
risk of errors and delays associated with faxes and manual data entry, e-Referrals improve
patient care.

Several respondents commented that the widespread use of e-referral across the health system
supports improved system navigation and integration. However, a few respondents noted that
not all specialists use Ocean, so follow-up is lacking after an e-referral is made, or diagnostic
information is sent back via HRM, necessitating manual data entry.

There were mixed reviews regarding ease of use. Some respondents described Ocean'’s
eReferrals as “user friendly” for providers. However, a small number found that the large amount
of information required to create an e-referral is burdensome and presents a barrier to use. One
of those reported having previously used CareDove and experiencing similar issues.

Online Booking

e About two-thirds of respondents’ organizations use online booking tools.
e Overall favourable response, with caveats.

e Benefits: Client autonomy, reduced no-shows, efficiency.

e Barriers: difficult for clients without HCs, burdensome to set up, high cost.

Most respondents indicated that their organizations use online booking software, at various
levels of implementation. Most of them use Ocean for this, either exclusively or in combination
with Calendly. One centre reported using Pomelo exclusively.

Most of those who are using online booking software say they would recommend it to a peer,
but this is often moderated with words of caution. A few remained neutral or said they would
not recommend it.

Many of those recommending the tool praised its potential to increase client autonomy. They
also noted a reduction in no-shows and missed appointments. However, some reported that
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only a small number of their clients are comfortable using the system, that there’s "not a lot of
buy-in from the community” or that it may only be suitable for "high functioning” clients.

Several respondents, including some who recommend using the tool, describe significant
challenges and time investment required in setting up the system and establishing a new
workflow. Several respondents also cited cost as a barrier to implementing it online booking
across their organizations.

e-Consults

e Most respondents are using e-Consult

e Alluse Ocean, OTN, or both

e Overall favourable response.

o Benefits: Quick, efficient, allows better care.

Over three quarters of respondents reported that their organization uses e-Consult tools. Most
use Ocean alone or in combination with LHINWorks or OTN. Three use OTN exclusively. All of
these organizations also use e-Referrals. About half of those using e-Consult have fully
implemented it.

Nearly all whose organizations use e-Consult would recommend it to their peers. This, and the
reasons given, were the same regardless of the specific tool(s) used. The most frequently
named benefit was that it allows timely access to specialist insight and avoids the need for e-
Referrals. This improves operational efficiency and allows clients to get the care they need,
when they need it.

Clinical Guidelines (UpToDate)

e Most respondents use UpToDate to access clinical guidelines through their EMR
e No other solutions were named for this purpose
e Overall response is that the tool is essential but costly

About two thirds of the respondents indicated that their organizations the UpToDate clinical
guidelines tool, and most of them have fully implemented it. All of them would recommend it
to their peers, and they describe it as an essential tool for clinical work.

Respondents value UpToDate for its ease of use, quality information, learning tools, and client-
facing handouts. They note that the information is quick to access and that the tool is a trusted
source of information for clinical staff, although one noted that there are limits:

They also noted that it is good for ongoing learning and CME credits. Several noted that cost is
a drawback, as licences must be purchased for each provider individually, but they concluded
that it was worth the cost.
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e-Faxing

e Nearly all respondents’ organizations use e-Faxing software.

e Nearly all respondents use TELUS PS Suite e-Fax alone or in combination with another tool.

o Overall response is favourable vs. paper faxing

o Benefits: Effective, efficient, and convenient compared to paper faxing

o Drawbacks: Some see faxing as a "necessary evil’ compared to other ways of
communicating; some respondents described e-Faxing as “glitchy” or “error prone’”

Our survey respondents were more likely to report using e-Faxing software than any other type
of tool in the survey. Most of those use TELUS PS Suite in combination with another tool - SR
Fax (integrated into the TELUS PS EMR), or MyFax (used for administrative faxing). The few
organizations not using PS Suite for e-Faxing use Right Fax, Unite eFaxing, or XM Fax.

Nearly all respondents would recommend eFaxing, but the recommendation is not enthusiastic.
The note that it is preferable to paper faxing because it is paperless and integrated into the EMR.
They note that it has helped improve operational efficiency, reduce costs, and improve patient
care. However, several respondents lamented that faxing is still being used at all, describing it as
“an ancient technology that should not be present in healthcare

Some respondents consider e-Faxing to be easy for providers and supportive of daily tasks, but
a few felt that it shifted administrative burden onto the provider and that it was “glitchy,”
resulting in some faxes not going through.

Three of the organizations who use an e-Fax solution other than PS Suite e-Fax shared that
Right Fax had great capacity for integration with client records, although another noted that it's
not compatible with newer Microsoft servers. One whose organization uses XM Fax
acknowledged that the lack of EMR integration is a drawback, but they felt that this was a trade-
off, as it allows them to use the tool for other types of faxes.

e-Labs

o Most respondents use e-Lab software (OLIS or Commercial Labs)
e Universally positive response
o Benefits: Quickness, efficiency, better care

About two thirds of respondents’ organizations use e-Lab software, either OLIS or Commercial
Labs. All but one report that the product is fully implemented across their organization. All of
them would recommend the tool to a peer.

Most comments about e-Lab software were positive. Respondents commented that it improves
organizational efficiency and reduces workload. They also noted that it enables better care for
clients.

However, a small number of respondents noted shortcomings that they think should be
improved — specifically, the need to occasionally manually remove duplicate lab reports, and
the fact that OLIS doesn't come in as a “push” into clients’ charts like HRM.
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Prescription Management

e Most respondents’ organizations use prescription management software.

e Most use PrescribelT.

o Overall positive response with caveats.

o Benefits: Time-saving, better communication between prescribers and pharmacists, patient
safety.

o Drawbacks: Bugs, limitations resulting from some pharmacies not having the capacity to
accept prescriptions electronically.

Most respondents’ organizations use software for prescription management; just over half of
have fully implemented it. Nearly all use PrescribelT alone. One uses PrescribelT in combination
with NatMed Pro, a software tool that can be used to check for interactions between
conventional and natural medications.

Nearly all respondents say they would recommend this software, although they note that it has
limitations and that there is room for improvement. The main benefits cited are better
communication with pharmacies and time-savings for providers. One noted that this improved
communication is good for patient safety, noting that “by reducing manual data entry and
improving the accuracy of prescription medication, PrescribelT could help prevent medication
errors.” Another noted that it allowed the provider and pharmacist to collaborate on care
planning.

However, despite recommending the software and describing these benefits, many
respondents also noted limitations. Some specifically drew attention to the fact that the
pharmacy may not be using the tool correctly or that not all pharmacy staff can access
PrescribelT. As a result, prescriptions have not been received or fulfilled as expected.
Additionally, one respondent noted that some of their providers were choosing eFax over
PrecribelT because the former is the workflow they're more accustomed to.

A couple of respondents also flagged technical limitations or bugs that they would like to see
addressed. For instance, there are sometimes integration problems with PSS and PrescribelT,
and also nursing personnel are unable to access PrescribelT to modify latent messages that are
causing “stuck” prescriptions.
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Other

In addition to the those described above, we asked survey respondents to comment on other
software tools they are using.

Virtual Visits

A few organizations shared that they are using OTN Hub, PS Suite, or the TELUS Mobile App for
virtual visits.

Hospital Reports Management

Several respondents mentioned tools they use to receive hospital reports. The following were
mentioned: Clinical Connect, Clinical Viewer, Libreview, Connecting Ontario, POI, and HRM.
Several respondents mentioned using two or three of these tools.

Integrated Microsoft 365 Ecosystem

One respondent described at the benefits they have experienced from integrating Microsoft 365
Ecosystem tools into their workflow:

Greenspace Measurement-Based Care (MBC) Platform

One organization noted that their mental health team is using the Greenspace MBC Platform.
This is an EMR-integrated platform that uses frequent collection of patient-reported outcome
measures (PROMs) to track mental health care and outcomes and support care planning with
customized reports and data visualization.
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