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Introduction

• Federally Qualified Health Center- 9 Health centers, 12 homeless 
healthcare facilities

• Over 225 Providers- Primary Care, Specialty Care, Dentistry 

• 100,000 annual patient population
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Agenda

• Unity’s patient engagement history

• Analyzing portal data

• Communication

• Education

• Improvements

• Next Steps
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Learning Objectives

1. The benefits of  creating and evaluating portal analytics.

2. Why it is essential to get feedback from patients about the portal?

3. The benefits of  incorporating Patient Navigators to help educate 
patients about using the portal.

4. Strategic methods of  helping patients feel empowered about being 
engaged in their healthcare.
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Unity’s patient portal history

2019
Refill request
Appointment cancellation/reschedule
pay your bill 

2018
Appointment Request

2013
Portal go-live

2016
Ask A Doctor

2020
Televisits
Documents/letters
Patient education
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Other patient engagement initiatives

• Messenger
• Yearly visit reminder

• Pediatric Well Child 
Visits

• Lab reminder

• Hemogloblin A1c

• Rx notification

• Custom campaigns
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Other patient engagement initiatives
• Kiosk

• View and update 
demographics

• Sign up for portal

• Sign consent form

• Pay copay or acct  balance

• Verify/update pharmacy

• Verify/update PCP

• Schedule an appointment

• Check-in for appointment
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Kiosk analytics
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New role…out with the old, in with the new 
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What is Patient Engagement?

• Patient engagement combines a patient’s knowledge, skills, 
ability, and willingness to manage their own care with 
communication designed to promote positive behaviors 
and improve their health quality.
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Patient feedback

Community Advisory Board (CAB)
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Patient Satisfaction Survey
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Analyzing the data
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COMMUNICATION
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Account access
• Patients now have the option to reset their passwords over the phone

• Patients may log-in using their mobile number 
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Email Message settings

Before After
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Portal usage details
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EDUCATION
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Marketing
• Unity increased marketing 

strategies by:

1. Portal posters placed in 
elevators,  waiting rooms, 
exam rooms, etc. 

2. Patient portal buttons

3. Added portal details to hold 
info on phone calls
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Patient Navigators
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WHERE ARE WE NOW?
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Televisits
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Unity’s Patient Portal Data
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Portal analytics
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Feedback from patients
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NEXT STEPS
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Coming soon

• Healow e-Check-in

• Patient portal videos
• On website

• In waiting areas

• Patient engagement pamphlets
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Questions?


