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Virtual Care Tools 

in Family Medicine

- Enhanced Access and Service
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After this session, participants will be able to:

•Compare traditional office practice to one with Virtual 
Tools deployed.

•Appreciate measurable changes that can occur in practice 
metrics with Virtual Tools.

•Extrapolate how these tools may be deployed in your 
office.

Objectives
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Outline

Practice Context

Motivation & 
Implementation

• Online booking

• Secure email

• Video visits

Care Data



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



Motivation

Online Booking                      Secure Email                   Video Visits
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Supportive Data
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Online Booking
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Survey says!

1000 appointments
• 500 e-booked

724 - 10min. routine 
visits
• 470 booked online

94 Wellness visits
• 17 booked online 

Ages 2-98
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Telephone calls lessened by:
a)10%
b)20%
c)40%
d)60%
e)75%
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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
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Easy
Convenient   
Confirmed with date / time

Office workflow is easy

Access = Continuity & more

Phones are still problematic
Unique email per person required

Occasional erroneous booking 

Train your staff from the patient’s 
perspective.

Online Booking
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EMR integrated
Encrypted secure portal
Easy
Part of the Medical Record 
Patient satisfaction is high

Secure Email
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… 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 

Email

CPSO

CMPA



Secure Email
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Secure Email
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Good: Easy, effective and on your own time
Part of the Medical Record
“Read” receipt
Appreciated!

Not so Good: “Help” desk
Unique (current) email required
Email link “times out”
No “out of office reply”
“Fail” not integrated to EMR

Secure Email
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Secure email improved time management by:
a) 15min/day
b) 30min/day
c) 45min/day
d) 60min/day

783 emails sent in 8mo of 2018 
248 replies
150 emails in reply - 933 secure emails in 8mo of 2018.
1395 emails anticipated in 2019

Secure Email
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Patient: request via online appointment
Get an email link to the details   
Free app 
Or Google Chrome 

Video Visits
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Provider: Portal initiation of appt
Computer - Chrome - Camera - Mic

End of day
Sacrifice a few appts
Make a note in EMR

Appropriate use by patx

Video Visits
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Care Data

Per yr/per enrolled: model= 2.6

“Services” per yr / per enrolled

1.8

3.05



30

HQO

Visits to own MD - Ontario 68.3%
Group   65.8%

Hospital Readmissions @ 1yr - Ontario - 16.2%
Group - 13.2%

Hospital Readmissions @30d - Ontario - 5.6%
Group - 4.5%

ER Visits - Ontario - 404
Group - 321

79.1%

9.8%

3.8%

224
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Access  Bonus

0.

17.5

35.

52.5

70.

2006 2009 2012 2015

63%

2018

68%
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Online Booking
Secure email

Video Visits

Access
Continuity
Time Mgmt

Service
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