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The Internet as a Communications Tool

Email/Instant Messages
Homegrown Websites
MySpace/Social Networks
Blogs/Chat Rooms/Discussion 
Boards

Patients and families are using the Internet
to communicate:

52 million American adults, or 55% 
of those with Internet access, have 
used the Web to get health or 
medical information.1

1 Pew Internet & American Life Project: Online life report, “The online health care revolution: How the Web helps Americans take better care of 
themselves”, November 2005.
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The Internet as an Educational Tool

8 in 10 Internet users have looked online for 
health information.1

1 Pew Internet & American Life Project, “Health Information Online”; May 2005; 2 Health Education Research, volume 16, number 6, pages 671-692. “Consumer health information 
seeking on the Internet: the state of the art; 3 “The Internet as a Resource for Consumer Healthcare”, Disease Management and Health Outcomes, Lewis D.; Behana K.; 2001.

Consumers access online health 
information in three main ways:2

– Searching directly for health information

– Participating in support groups

– Consulting with physicians via email

From the patient's perspective, the 
Internet provides:

– Information3

– A connection to healthcare3

– Access to virtual support groups3

– Anonymity
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Consumer Education on the Internet

Disease Management empowers patients to self-manage their care

To succeed, communication between patients and providers is  
essential1

Interactive approaches teach self-awareness and responsible treatment 

Communication from providers must be seen as reliable and helpful –
not as advertising

Internet affords scalable communication to patient, caregiver and 
extended family and friends

1  Pooley CG, Gerrard C, Hollis S, Morton S, Astbury J. ‘Oh it’s a wonderful practice…you can talk to them’: a qualitative study of patients’
and health professionals’ view on the management of type 2 diabetes. Health and Social Care in the community. 2001; 9(5): 318-326.
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Consumers and Online Disease Management

Member 
Identification Enrollment

Risk 
Stratification Intervention

• Health Risk 
Assessment 
Forms

• Predictive 
Modeling

• Referrals

• Claims 
Analysis

• Assessment

• Establishment of 
Care Plan

• Adherence to   
Care Plan

•Education

•Communication

• Severity of 
Disease

• Level of 
Intervention 
required

• Phone Call

• Mail

• Personal 
Website

• Combination

Online communication offers efficiency   
and scale
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Case Study: CarePages

Branded, Personalized Web Page

Builds Relationships and Trust 
Between Patient, Caregiver and 
Network of Support

Award Winning Customer Care1

– More than a million and a half people 
– Secure, branded on-line communities

– www.carepages.com/hospital 
– Over 550 healthcare providers and 

140,000 notes of thanks in past year

Comprehensive Risk Management
– Protecting organizations
– Protecting families

1eHealthcare Strategy & Trends 
Leadership Award winner 2004, 2005, 2006
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Security Is Essential

Mandatory registration that identifies all users

Strict privacy policies and detailed terms of service

TrustE and VeriSign certification

SSL encryption

Weekly audits of bugmenot.com and other user 
account sharing web sites

Computerized content screening methodology

Email and telephone customer support and 
real time feedback

The most complete online protection and 
security of any web-based healthcare 
communication service
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Help Families and Patients Connect: 
Build trusted form of communication

Patient Update
provides latest 
information on the 
patient status

Photo Gallery has 
captioned pictures

Message Board
empowers friends to 

post messages of 
support

CareCompliment
Enable patients to 
recognize hospital 
staff for providing 
excellent care
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Key Engagement Points for Education:
Offer multiple opportunities for information

Customized Links
Direct Patients and 
Visitors to Key 
Information:

• Patient Safety

• Disease –
Management 
Resources

Manager Tools
Designated area for 
patient and caregiver 
affords targeted 
education

Opt-In Personal 
Information

Patients and families 
opt-in to share 
disease state 

information
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Community Functions Encourage Interaction

Features and 
Articles

Professionally-
written content

Stories of 
Inspiration
Personal stories 
of members 
facing healthcare 
events

Spanish 
Language 

available

Health literacy
through Resource 
Centers
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…for visitors to the CarePage 
Builds Awareness

…for the patient and family 
Increases Education Opportunities

Send a Personalized Message:
Invite for “offline” education
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CareTalk Blogs: 
Interactive Approach

All members affected by situation

Offers moderated conversation along 
with peer support and suggestion

Can be led by healthcare professional

Benefits:
– Trusted source
– Meet patients and caregivers where 

they are
– Large reach

• Nearly 2 million members
• 1.5 million update emails/ month
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Disease Management Opportunity

A robust communications platform 
for disease management companies 
to communicate with patients.

– Nurses create patient CarePage 
upon enrollment

– Push (and verify receipt of) 
educational information to patients

– Provide a private mechanism for 
nurses to communicate and coach 
patients

– Use family and friends as support 
groups in care
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Scalable Communication:
Involve Patient, Caregiver and Friends and Family

Case Study: Pat

• Husband, Gary, has suffered from diabetes for 
over 30 years and is legally blind.

• Gary suffered a heart attack and Pat turned to 
CarePages to help her communicate with friends 
and family.

• Became source of support and encouragement for 
Pat as well as Gary.

• Pat required to help Gary manage diabetes as well 
as heart attack recovery – has to play the “bad 
guy”.

• Support for Pat and Gary on the CarePage gave 
them internal strength to continue to manage 
treatments.
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Academic Medical Centers

50 US News
Best Hospitals – including 

“Top 5” Honor Roll Hospitals

Over 550 Leading Providers…and Growing Fast

11 of Top US News Ranked 
Rehabilitation Hospitals

Specialty, Hospice & 
Long Term Care

18 of 26 Top US News
Ranked Pediatric Institutions

Children’s Hospitals

Community Hospitals

40 Magnet Hospitals

Healthcare Partners Healthcare Systems
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Contact Information

Charlyn (Char) Slade,  MSN, RNC
President
TLContact, Inc.
(773) 327-2938
cslade@tlcontact.com

www.tlcontactinc.com
www.carepages.com


