
Getting Patients Online 
The Park Nicollet Experience

Ginny LaPorte, Product 
Development and New 
Offerings Specialist

MN e-Health Summit 
June 28, 2007



Overview

• About Park Nicollet
• Experience with Patient Online
• What we are learning
• Patient and staff satisfaction
• Future of online services



Park Nicollet Health Services

St. Louis Park, Minnesota

An integrated care system including:
• Park Nicollet Clinics (26 clinics, > 500 clinicians)
• Methodist Hospital
• Park Nicollet Foundation
• Park Nicollet Institute

Integrated Medical Record (IMR) 
- Methodist Hospital and all Park Nicollet clinics 

share information electronically



parknicollet.com









Patient Online Progress

• Specialty departments
• Over 17,000 patients enrolled
• Phase II development

2007

• Clinics + 2 specialties
• Trained: 613 staff and 296 clinicians
• 13,000 patients enrolled

2006

• Pilots: Primary Care and Cardiology
• 757 patients

2005



Patient outcomes - pre and post
(percent selecting highest category response)
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Clinician E-visit concerns decline
(percent selecting somewhat or very concerned)
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Patient Online Membership Requests
Jan.- Dec. 2006
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Patients Enrolled by Gender and Age
as of April 2007
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Efficiency gains
• Phone tag reduced

• Staff cycle time reduced with POL 
vs. phone 

Pre-POL = 3.8 min avg.
POL = 1.5 min. to send a response

• Work is eliminated – immunization 
requests 

Pre-POL = 3 min. avg/request
POL = zero min



Time saved from work eliminated 
Clinic study

43 hours spent per 
week eliminated

679 non-urgent 
clinical requests



Patient comments
“I appreciate the e-visit option. I didn’t have to sit 

on hold, drive through snow, and bring all the 
kids in with me to see the doctor for an annual 

sinus infection.”

“This is a great service. I travel out of town often and 
able not able to access my mail where test results 

come.  I love being able to go online and find my test 
results immediately.  For travelers this is a real plus!”

“I can communicate with my doctor quickly and easily from 
anywhere. Plus, if I’m not in a private place, I don’t have 

to worry about someone overhearing a phone 
conversation.”



Nursing Supervisor Comments

"Patient Online reduces some of the phone tag for 
patients, since we are communicating online and 

not leaving voicemail messages."

"The care team and MI have found Patient Online to 
have minimal impact in their daily work. It's easy 

to fit into our daily routine.”



Clinician Comments

“I truly feel this is a way PNC can "wow" patients and 
many are happy to hear about it.“

MD, Internal medicine

“POL is a great option not only for patients to access their 
medical records, but also for patients and clinicians to 

dialogue about non-urgent medical issues.“
MD, Internal Medicine and Pediatrics

“Patients are commenting they appreciate the 
online availability.”

MD, Internal medicine





Key Learning's
• Leadership 
• Dedicated cross functional team
• Customer Support area that 

supports patients and staff
• Internal and external marketing
• Change management strategies
• Create seamless workflow 

following existing protocols



Future of Online Services 
at Park Nicollet

1. To make online services an integral part of 
healthcare, creating a stronger partnership with our 
patients via these online services

2. Focus on chronic disease management

3. Advance our current product to meet our 
patient’s requirements for online services



Success is a continuing thing.
It is growth and development.
It is achieving one thing and
using that as a stepping stone

to achieve something else. 
- John C. Maxwell


