
Secure Messaging:
Lessons Learned

Kathleen G. Charters, 
PhD, RN, CPHIMS, CNE

Sunday, July 26, 2009



E-Health Clinical Service

Secure Messaging is 
another communications 
channel for healthcare 

teams and their patients 
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Why?
 Requests
 Healthcare Team View
 Evaluation
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ACSI Survey
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Feedback

Position of each bubble indicates its score and impact 
Size of each bubble indicates the relative size of impact
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What Patients Want

Note: Answer responses not required

How would you like to receive more 
information about health screening tests?
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Fact Sheet
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Patient Access
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Seamless
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Terms & Conditions
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Preferences
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Notification
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Patient Inbox
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Send a Message
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Templates
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Appointment Request
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Reply to Question
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Read Message
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Workflow
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Healthcare Team
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Healthcare Team Access
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Triage

Sunday, July 26, 2009



Progress Note
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Surrogate
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Dashboard Header

Healthcare Team Secure Messaging
Activity for: 12/01/08 – 01/01/09 

Team: Provider O_Location
Members: One Provider, MD
 Two Nurse-Practitioner, ANP
 Four Nurse, RN
 Six Physician-Assistant, PA
 Eight Clerk
SM Admin: Ten Administrator
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Dashboard Snapshot

Messages 60 Total 
Completed 39 (65%)
In Progress 12 (15%)
Incomplete  9 (12%)

Threads 42
Mean Message/Thread   1.4

Patients 51 Unique N
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33%
8%58%

Message “Touch”Triage Clinical
Provider

Total and Completed Messages by Week
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8%58%
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Risk Monitoring
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Escalated
Completed

Escalated 9 (15%)

Time to Completion
Range   0.2 – 5 days
Mean     2.2 days 

Completed and Escalated 
Messages by Week
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Check It Out!

Demo Account
Username:  mhvuser

Password:  mhvdemo#1
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