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Learning Objectives

• Identify three strategies to increase virtual visits in primary care

• Describe methods to reduce provider burnout associated with portal 
message management
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Reflection



Gartner Hype Cycle
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The Trough



Background

• Increase in patients seeking digital health through competitors

• Goal to expand primary care access without expanding our brick-and-
mortar footprint

• Decreasing provider satisfaction with increased time spent addressing 
electronic medical record portal messages
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Expansion

• Ambulatory Network Expansion Strategy



Portal Messages

Messages

Amb Visit
10 to 1



Interventions

• Virtual template blocks

• Staff brown bag sessions

• Provider follow up button/order

• Portal message to virtual visit



Interventions - Blocks

• Make it visible
• Make it easy
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Interventions - Follow-up

“This relationship and trust between patient and provider is key to 
patient adoption of telehealth; if providers suggest and encourage 

telehealth visits to patients, then patients typically will embrace 
telehealth”.

AAMC Vizient (2023, March). Effective Strategies for Sustaining and Optimizing Telehealth in Primary Care. Effective Strategies for Sustaining and Optimizing 
Telehealth Knowledge Transfer Webinar FINAL.pdf
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Interventions - Message ->  Virtual Visit
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Outcomes

• Virtual visit volume

• Patient access

• Portal message volume



Outcomes – Virtual Visit Volume
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Outcomes – Virtual Volume vs Percent of total visits
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Previous Record
Jan 2022
Volume: 18630
% of visits: 14.80%

New Record!
Jan 2024
Volume: 20606
% of visits: 11.88%



Outcomes - Access

• New patients seen in 10 days increasing from 57.9% in July 2023 to 
68.7% in January 2024

• Virtual appointment slots on provider schedules increased by 145% 
from July 2023 to January 2024 while the proportion of unused virtual 
slots decreased by 25%

• New patients to our health system self-schedule a virtual appointment 
with a 12-month improvement from 14.1% to 75.9%



Outcomes – Message Volume

• Realized a 50% improvement in reduction of portal messages sent to 
providers vs control and a 62% increase in the percent of visits done 
virtually in pilot vs control group



Lessons Learned

People:
• More cultural “lift” than technical “lift”, first understand their concerns/goals 

and then look to how virtual can support
• Required ongoing re-education of the processes involved 

Process:
• Having the right data to track change and identify opportunities

Technology:
• Technical products/process change more rapidly, need plan to stay current



Key Takeaways

Top 3 Suggestions:

• Utilize virtual blocks to increase access to virtual care

• Have a well defined process to convert patient portal messages to 
video visits

• Data analytics to measure the success of interventions



Closing Reflection

“Our dilemma is that we hate change and love it at the same time; what 
we really want is for things to remain the same but get better.”

Sydney J. Harris 
Journalist Chicago Sun-Times



Questions?

Contact:
Dr. Bryan Beaumont, bryan.beaumont@froedtert.com
Bryan Yagodzinski, bryan.yagodzinski@froedtert.com

This educational session is enabled through the generous support of the 
Vizient Member Networks program. 

mailto:email@vizientinc.com
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