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• Potential for conflict(s) of interest:

• Dr. McLaren has received payment in the past from OntarioMD for Peer Leader 
engagements.

• Dr. McLaren pays for, and uses, the following products that will be mentioned in 
this program: Accuro EMR, Medeo Secure email, Medeo Virtual Visits, 
Cliniconex Reminders, Sendblaster Pro and Turbo-Smtp.
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• The content of this presentation represents a self driven 
practice pattern free of commercial bias or sponsorship.
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Online booking & email

OUTLINE
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Practice Context

Motivation

Online Booking

Unsecure Email

Email Blasts

Secure Email 
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Practice Context

2,200 patients  - 10 minute appt. slots  - 4.5 d/week  - 22 years FFS  - 13 years FHN/FHO 
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Motivation 

Dangerous Ideas Soapbox

2 problems to solve:  1) the phones                                      2) “circular” messaging 
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Motivation 
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March 2016
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E-booking

Fall 2016 Current

Same day urgent care

3 of 19 MDs

Some appointments
15 of 19 MDs

All appointments 
2 or 3 of 19

Most appointments
15 of 19 MDs

All appointments
3 of 19
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Appt type
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E-booking

Age Survey says!

1000 appointments
• 500 e-booked

724 - 10min. routine visits
• 470 booked online

94 Wellness visits
• 17 booked online 

Age 2-98



#OMDESC19 11



#OMDESC19 12



#OMDESC19 13



#OMDESC19 14



#OMDESC19 15



#OMDESC19 16



#OMDESC19 17

Online booking

24 hr convenience - global
Email confirmation with date / time
Time allotment is clear
Seconds to complete
Office workflow is easy
Less NO Shows

Access = continuity
More acute care

Phones are still problematic
Reluctance to create an account
Unique email per person required
“Delegated” booking  - ?clunky
Occasional erroneous booking 

Messaging from staff reflects their 
training
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Q: Has there been a shift in service to younger demographic?

2014  avg age 56.6, median age 61 yr

2018  avg age 54.2, median age 60 yr

2018      —>    60.6  median age 65 yr

Online booking
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Regular email
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Email

Mass emails Secure email

Grass roots demand
@rogers.com
Say very little
Copy Cut Paste
"Encrypt" and send = labour!

Great way to inform
Express consent required
3rd party products required
Anti Spam rules to follow 

EMR integrated
Encrypted secure portal
Easy
Part of the Medical Record *
Patient satisfaction is high
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Regular email
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Email

CPSO CMPA

… physicians who wish to send 
personal health information by 
e-mail must obtain express 
consent to do so from the 
patient or their representative 
unless they have reasonable 
assurances that the information 
sent and received is secure. 
Physicians should use a secure e-
mail system with strong 
encryption…  it is advisable to 
copy all e-mail correspondence 
for the chart.

• Many patients want it
• Can improve efficiency of care
• scheduling, reminders
• May save time and 

unnecessary visits
• Can foster patient 

engagement

Physicians considering using 
unsecured or unencrypted email 
or text messaging should do so 
only for information that does 
not include identifiable personal 
health information 
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email

Regular email

“print” or “save” as pdf and invoke “Security”

Not encrypted and can be stripped of the passwords.
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email

Blasts

Anti-spam = must have express consent on file & include “ Unsubscribe” feature

We use SendBlaster Pro & turbo-smtp

Use a secure PC or Laptop
EMR search target audience with express consent on file.
Encrypt and Export email addresses
Import into Sendblaster
Create email
Test test test
Send using Turbo-Smtp account
Remove lists from computer 
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email

Blasts
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email

Blasts
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email

Blasts
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email

Secure Encrypted EMR Integrated
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email

Secure Encrypted EMR Integrated
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Secure Encrypted EMR Integrated
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email
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email

Good: secure
easy & fast
part of the Medical Record
same portal as appts / video

Not so Good: “help” desk
unique email required
email link “times out”
No “out of office reply”
“fail” not integrated to EMR

Secure Encrypted EMR Integrated
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email

2018: 

783 email threads started in 8mo   =  900 / year
248 emails received in 8mo weeks  = 372 / year
150 emails sent in reply                 =  225 / year  =1/5 reply rate

100 (40%) of the replies are simply “thank you” 

Secure Encrypted EMR Integrated
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Visits
Per yr/per enrolled
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Visits
Per yr/per enrolled - 2.6 1.8

“Services” per yr / per enrolled 3.05
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HQO
Visits to own MD - Ontario 68.3%

Group   65.8% 79.1%
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Access  Bonus

2018
68%

0.

17.5

35.

52.5

70.

2006 2009 2012 2015

63%
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Type to enter a caption.

Online booking and email

- Engagement , Access and Service Cost $24.95 / 
month for secure 
email module

Cost $14 / month 
for online 
appointment 
module.
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Online booking and email

- Engagement , Access and Service

Online Booking
Secure email

Access
Continuity
Time
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Online booking and email

- Engagement , Access and Service
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