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What Is DartmouthWhat Is Dartmouth--Hitchcock?Hitchcock?
• Dartmouth-Hitchcock 
Clinic
• Mary Hitchcock Memorial 
Hospital
• Dartmouth Medical School
• VA Medical Center in 
White River Junction, 
Vermont
• A collaboration of 
independent providers called 
the Dartmouth-Hitchcock 
Alliance. 2



DartmouthDartmouth--Hitchcock OperationsHitchcock Operations
• 1,500,000 outpatient visits per year
• 21,000 inpatients
• 1000+ physicians
• 7500 employees
• 900+ medical students, residents & 

fellows
• $125+ million annual funded research
• $1.1 billion operating budget
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What Is Our Direction What Is Our Direction 
& Priorities?& Priorities?

• Involve the patients in their own care and 
enhancing communication 
– Expand both the communications methods & the time 

of day
– Increase transparency of clinical documentation

• Increase internal operational efficiency
• Increase patient and staff satisfaction
• Differentiate in the marketplace
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What We Didn’t WantWhat We Didn’t Want
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What Did We Want?What Did We Want?
• Reviewed Literature and 

National Surveys
• Conducted Focus Groups

– High Users (would pay)
– Medium Users (wouldn’t 

pay)
– Non Users (50% would 

pay)
– Staff (50% would bill)
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What We Came Up WithWhat We Came Up With
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Lessons Learned (Patients)Lessons Learned (Patients)
• Patient satisfaction rose 22% after deployment for 

users
• The most effective way to get people to use POL 

is through patient/provider interaction - especially 
from the MD’s

• Even healthy people who rarely visit the doctor 
for themselves see utility for their kids

• The top request for increased functionality was 
individualized health info, results and 
appointment reminders posted onto their sites.
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Lessons Learned (Software Deployment)Lessons Learned (Software Deployment)
• Patience is a virtue

– Integration with our 
EMR’s is not simple

• Accountability for task 
completion must be at the 
local supervisor level

• Many work-flow issues 
don’t surface until after 
go-live

• Thorough testing of a 
new version before go-
live is crucial
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Lessons Learned (Physicians & Staff)Lessons Learned (Physicians & Staff)
• POL is a work in 

evolution and not every 
one will be enthusiastic 
initially.

• Support for POL needs to 
come from every level of 
the organization

• Need a solid core group 
of clinical people 
involved in 
implementation and on 
going 

• Best practices result from 
understanding how POL 
enables downstream 
workflows

• Needed to revamp 
training to include typing, 
grammar & messaging 
skills – and “audit”
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Next StepsNext Steps
• Provide direct access to 

patient clinical data
– Medications list
– Allergies & Immunizations
– Test results
– Office notes/text information

• Enhance patient preference
– Link external clinical context to 

patient record
• Increased market penetration 

in existing markets
• Further deployment 

throughout organization
• Direct link to “book and 

appointment trial
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- Marketing
- Screen Shots
- Use & Statistical Information 

Additional MaterialsAdditional Materials
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• Magnets
• To be distributed to patients at 

primary care appointments, preferably 
by provider.

• Use as giveaways at demonstrations, 
exhibits, fairs.

• Adhered to back of POL brochures.

• Employee buttons
• To be worn by staff, providers that

interact with patients.
• Worn during demonstrations, shows, and exhibits.

Internal CommunicationInternal Communication
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• Brochures
• Available in departments, kiosks, pharmacy, Women’s Health 

Resource Center, new patient packet.

Internal CommunicationInternal Communication
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• Print advertising

External CommunicationsExternal Communications
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Individual  Letters From PhysiciansIndividual  Letters From Physicians
Date

Patient Name
Address
City, State, Zip

Dear Mr/Ms:

At Dartmouth-Hitchcock Manchester, we strive to provide you with the best possible
service and continue to maintain our goal of developing strong and trustworthy
relationships with our patients.  That’s why I wanted to personally inform you of a new
service Dartmouth-Hitchcock has to offer.  You’ve probably heard about Patient Online,
the service available through a secure web site that allows you to communicate directly
with me and the staff at Dartmouth-Hitchcock Manchester.  If you have access to a
computer at home or work, Patient Online can make taking care of your health, that
much easier.

For those of you who have registered, I hope that you are finding the service to be a
useful extension of your relationship with me and other members of your health care
team.

If you haven’t signed up yet, I encourage you to check out the services available and
consider registering.  In addition to gaining the ability to send a confidential, secure
message directly to me, Patient Online allows you to make or change an appointment,
request prescriptions refills, download an assortment of health related forms and more.
The benefit of Patient Online is to make your necessary interactions with Dartmouth-
Hitchcock more convenient to your schedule.  Patients that are already using Patient
Online appreciate the quick response (typically within one business day), ease of use and
freedom to communicate whenever they want.

To register, simply, log on to Dartmouth-Hitchcock’s Patient Online website at
www.dartmouth-hitchcock.org/patientonline.  Click on “Register Now” and complete
a short registration page.  Once you’ve registered, you’ll receive confirmation in the mail
within a few days that will include a secure password and username to get you started.  If
you have additional questions or would like to receive more information, please contact
Cheryl Rowe at 603/695-2531.

Thanks for your use—and consideration—of this new way to improve our service to you.
The team at Dartmouth-Hitchcock Manchester wishes you a happy and healthy summer.

Sincerely,

Christine Rosenwasser, MD
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What The Patient SeesWhat The Patient Sees
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Patient HomepagePatient Homepage
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Practice Side: Patient Practice Side: Patient 
CommunicationsCommunications
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Practice Side: Task ListPractice Side: Task List
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Dartmouth-Hitchcock
 Patient Requests - Cumulative(>500)
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Patient On Line AccountsPatient On Line Accounts
Dartmouth-Hitchcock 
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Time of day…..Time of day…..
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Age Range of POL UsersAge Range of POL Users

24


